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Problem scenarios...

Instructor C is a new instructor and doesn’t know how
to present the course in an organized, logical way.




Problem scenarios...

Instructor B's students graduate unprepared to deal
with lower-order communication basics.

Instructor C’s students graduate unprepared to
address business communication issues at all levels.




Today’s Agenda

* A three-level framework for
teaching business communication
(with focus on writing)

» Ways to help students learn and
retain knowledge and skills

Define Design Level 1 Level 2 Level 3 Conclude




Define the 3 Levels of Learning

Level 3




Level 1: Rules & Mechanics

Learn basic writing rules and
mechanics (e.g., spelling,
punctuation, and grammar).




Level 1: Rules & Mechanics
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Level 2: Principles & Patterns

Learn basic writing rules and
mechanics (e.g., spelling,
punctuation, and grammar).

Learn paragraph- and
message-level principles and
patterns (e.g., direct/indirect
approach, OABC pattern )




Level 2. Principles & Patterns

Since 2011, when GAO last reported on this issue, the Department of Health and Human
Services (HHS) has increased veterinary oversight of antibiotics and, with the Department of
Agriculture (USDA), has made several improvements in collecting data on antibiotic use in
food animals and resistance in bacteria. For example, HHS’s Food and Drug Administration
(FDA) issued a regulation and guidance for industry recommending changes to drug labels.
However, oversight gaps still exist. For example, chal¥@es to drug labels do not address long-
term and open-ended use of antibiotics for disea evention because some antibiotics do
not define duration of use on their labels. FD cials told GAO they are seeking public
comments on establishing durations of use@ﬁ abels, but FDA has not clearly defined
objectives for closing this gap, which is i LQnsistent with federal internal control standards.
Without doing so, FDA will not know wN&ther it is ensuring judicious use of antibiotics.
Moreover, gaps in farm-specific daga/Qn antibiotic use and resistance that GAO found in
2011 remain. GAO continues to believe HHS and USDA need to implement a joint on-farm
data collection plan as previously recommended. In addition, FDA and USDA’s Animal and
Plant Health Inspection Service (APHIS) do not have metrics to assess the impact of actions
they have taken, which is inconsistent with leading practices for performance
measurement. Without metrics, FDA and APHIS cannot assess the effects of actions taken

to manage the use of antibiotics. | Source: GAO report: “Antibiotic Resistance,” (March 2017), http://
Www.gao.gov/assets/690/683130.pdf
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Level 3: Application & Adaptation

3
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Learn basic writing rules and
mechanics (e.g., spelling,
punctuation, and grammar).

Learn paragraph- and
message-level principles and
patterns (e.g., direct/indirect
approach, OABC pattern )

Learn how to communicate
in real-world situations (e.g.,
planning, audience/context
analysis, strategy)



Level 3: Application & Adaptation

Airline Got Too Big to Provide Good Service.

By Disappointed Passenger - 08/06/2016

MINNESOTA -- Larger Airports have poor service. My checked in luggage was
obviously searched. The handle on the luggage was also damaged. My trip started
at a small airport where the personnel were act@ally c&ing, but my trip required
transfers to other flights. Minneapolis is Sl&%@b .\a'rport and San Francisco is
also large. | noticed most the personnel in Q shed mode and treated people

as if they were products on a convey It. Sikte Delta gobbled up other airlines
the staff also increased in number{T@ong the passenger count.
e eph‘chF?e number without punching in numbers

It was almost impossible to gﬁt
to speak directly to a huma éo§q/got connected | was told that it would be

too much trouble to find myNost case. Apparently a lot of other people had to
speak to the luggage depart?@ as there was a long queue of people who needed
to ask for help pertaining togpreir luggage. Only 2 people were behind the desk and
their mood showed that they were overwhelmed with servicing the passengers
need. BTW: Two items were missing from my baggage when | retrieved it.

Source: my3cents.com complaint, http://mythreecents.com/reviews/delta
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The 3 Levels of Learning

http://bgr.com/2017/03/16/march-madness-2017-schedule-time-live-stream/

Level 1 Level 2 Level 3 Conclude



Design Learning & Testing

Level 3




Design Learning & Testing

1. Identify relevant material to learn
2. Develop effective learning activities

3. Reinforce learning—move knowledge from
short- to long-term memory

Plug the Forgetting Leaks

+
Amount \/\/\/\/\/\/

retained

Time
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Design Learning & Testing

Make It Stick

—Proven Learning Methods—

* Give frequent low-stakes quizzes, rather
than infrequent high-stakes testing (fosters
frequent practice, not last-minute
cramming)

Drill with flash cards for factual information
Use mnemonics for patterns and processes
Quiz o/d material (to reinforce previous
learning)

Integrate all the knowledge learned
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Level 1. Rules & Mechanics

 Easiest to learn and teach
 Easiest to test
e Easiest to defend in grading

Learning/Testing Ideas

* Drill with flash cards

 Memorize with mnemonics (e.g., SPELL)

* Take frequent quizzes, pyramid quizzes, objective tests
* Fix existing text (e.g., peer reviews)

* Apply in composing original text
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Level 1. Rules & Mechanics

» Drill with flashcards
1. Divide main clauses

What are the six main comma 2. Divide after some introductory

rules? elements

3. Dive all items in a series

4. Divide adjacent adjectives

5. Divide nonessential sentence
parts from essential

. Use elsewhere as needed

Conclude

Level 2



Level 1. Rules & Mechanics

» Memorize with mnemonics

Sentence acronym
* Structure

* Punctuation

* Errorsin Grammar

* Language

* Length
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Level 1. Rules & Mechanics

P Use pyramid quizzes

1. Student
0
2. Team D
3. Class :
8

| Define Design m Level 2

Level 3 Conclude



Level 1. Rules & Mechanics

» Use objective tests (e.g., multiple choice)

39. Which item 1s correct?

A Todays newspaper includes details of the Benson’s
accident.

Today’s newspaper includes details of the Bensons’
accident.

C Today’s newspaper includes details of the Bensons
accident.

D Todays newspaper includes details of the Bensons’
accident.

\\\
>
/

//
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Level 1. Rules & Mechanics

» Fix existing text (e.g., peer review)

As you recall last week | found out that Mary Jackson would be
quitting. Mar@vho has been the data entry operator in the Financial
Services Department for two years, had hoped to stay with us for
another yeaf however, she was forced to quit because of ill health.
This will signlficantly@fect the work load in the department. To keep
up with the work load,@ replacemenphas been sought for. Ifthe new
operator is properly trained before Mary Ieave@he office will keep
running smoothly.
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Level 2. Principles & Patterns

e Harder to learn and teach

 Harder to test
* Harder to defend in grading

Learning/Testing Ideas

* Take frequent quizzes

* Memorize with mnemonics (e.g., CLOUD, HATS)

e Evaluate and revise existing text (e.g., peer reviews)
 Compose original text

AN N
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Level 2. Principles & Patterns

» Take frequent quizzes

Reading Quiz
1. List and define the five attributes of Contf—'nt fro_m current
effective paragraphs. learning unit.

2. Explain the difference between the
direct and indirect approach.

3. Correct any punctuation problems in
this sentence: Sara, Sam and I will Content from previous
attend next weeks annual-planning learning unit.
meeting.

Level 1



Level 2. Principles & Patterns

» Memorize with mnemonics (learning frameworks)

Paragraph Message Visual
Attributes Pattern Enhancement
* Coherence * Opening * Headings
* Length * Agenda * Art/Graphics
°* Organization °* Body * Typography
* Unity * Closing * Spacing

* Development
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Level 2. Principles & Patterns

» Evaluate and revise existing text

The Safe Drinking Water Act establishes general minimum requirements for programs in each
state. Applicants for a permit for underground injection must satisfy the state that the injection
will not endanger drinking water sources, among other requirements. EPA and states rely on
more detailed regulatory and policy safeguards to prevent fluids from migrating into aquifers
that can be used as underground sources of drinking water. These safeguards require well
operators to meet technical standards for constructing, operating, testing, and monitoring
injection wells, among oth_ef—requirements. In addition, if certain conditions are met, aquifers can
be exempted from protection under the act and used for injection. An aquifer may be exempted
if (1) it does not currently serve as a source of drinking water and (2) it will not in the future serve
as a source of drinking water. If the state has primacy, well operators may request an exemption
for injecting fluids into a particular aquifer or portion of an aquifer. The state must submit a
request for the aquifer exemption to EPA for review and approval, and if EPA approves,
operators may be permitted to inject fluids into the aquifer.

Coherence Length Organization Unity Development
= —
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Level 2. Principles & Patterns

P Compose original text

Read the following paragraph on safe drinking water. Then write two
paragraphs as follows:

1. Paragraph 1. Evaluate the paragraph, using CLOUD as your guide.
2. Paragraph 2. Rewrite the paragraph, making appropriate changes.

The Safe Drinking Water Act establishes general minimum requirements for programs in each state. Applicants
for a permit for underground injection must satisfy the state that the injection will not endanger drinking
water sources, among other requirements. EPA and states rely on more detailed regulatory and policy
safeguards to prevent fluids from migrating into aquifers that can be used as underground sources of drinking
water. These safeguards require well operators to meet technical standards for constructing, operating,
testing, and monitoring injection wells, among other requirements. In addition, if certain conditions are met,
aquifers can be exempted from protection under the act and used for injection. An aquifer may be exempted if
(1) it does not currently serve as a source of drinking water and (2) it will not in the future serve as a source of
drinking water. If the state has primacy, well operators may request an exemption for injecting fluids into a
particular aquifer or portion of an aquifer. The state must submit a request for the aquifer exemption to EPA
for review and approval, and if EPA approves, operators may be permitted to inject fluids into the aquifer.
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Level 3. Application & Adaptation

e Hardest to learn and teach

* Hardest to test
* Hardest to defend in grading

Learning/Testing Ideas

* Memorize with mnemonics (e.g., PACS, DOCS)

* Analyze and resolve real-world problems and cases

e Evaluate and improve existing text (e.g., peer reviews)
* |Integrate learnings (use various contexts/genre)

\ \
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Level 3. Application & Adaptation

»PACS Planning (a critical 4-step process for Level 3)

P —| A —>C s

If Content iS king, then COntEXt iS GOd. (Gary Vaynerchuk)

\ \
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Level 3. Application & Adaptation

P> Emphasize audience and context analysis

\ \
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Level 3. Application & Adaptation

P Use DOCS framework for Document Evaluation
Design [

Format I
HATS
Organization
Message pattern/OABC
Direct/indirect approach
Content
5C’s
CLOUD
Sentences

SPELL u

v 6 0 O
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Level 3. Application & Adaptation

P Assign short problems with challenging contexts

Market Bread Website
You are completing an internship with Farm to Market Bread Company in Kansas
City. During your first day on the job, your manager asks you to visit the company
website and give her an honest written evaluation of the design and effectiveness
of the site. Today is Tuesday, and you are to submit your evaluation by next
Tuesday. Use your own best judgment in determining how to complete this task.
For example, you could compare the Market Bread Company’s website with
competitors’ websites to identify relative strengths and weaknesses. Or you might
decide to take a different approach. Write your evaluation as an email, but submit
it in paper form to your instructor. Feel free to attach any visuals that you think
would be helpful. Your manager’s name is Syvenna Siebert (Director of Sales and
Marketing). Shortly after receiving this assignment, you find out that Syvenna is
the one who created the overall design of the current website. Submit your PACS
plan as a separate document.
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Level 3. Application & Adaptation

P Assign long cases with complex contexts

\ \
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Level 3. Application & Adaptation

P Assign long cases with complex contexts (cont.)

\ \
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Level 3. Application & Adaptation

P Assign cases with integrated processes & outcomes

Complaints Project
Your team has been hired to perform a consulting project for a major organization. The
project consists of analyzing the complaints filed against the organization on my3cents.com
(or other complaints website). The size of your sample should be 20 times the size of your
team (e.g., if you have three team members, you will read and analyze 60 complaints).
Read the complaints (remember that some complaint messages might have multiple
complaints), classify each complaint into an appropriate category, and total the number of
complaints in each category. Analyze your findings to determine the cause of the
complaints. Then develop solutions for the each of the major complaints.

1. Create a slideshow and a one-page visually enhanced handout.

2. Write a formal report, complete with cover letter (addressed to an appropriate vice
president), title page, table of contents, executive summary, report body (with
graphics), and appropriate appendixes.

3. Give a formal 12-15 minute oral presentation to the executive board of the company

(your class members and instructor).
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Today’s Agenda

* A three-level framework for
teaching business communication
(with focus on writing)

» Ways to help students learn and
retain knowledge and skills

Quiz: What are the three levels of learning?
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Conclusion

Students need competence at all three skill levels

1. If they don’t know the »they will make obvious errors that
rules & mechanics... will damage their credibility.

2. If they don’t know the  they won’t be aware of effective
principles & patterns... E) options, and their writing will be
illogical and chaotic.

3. If they don’t know Their organization value will be
how to apply & adapt to B limited, and their careers will be
real situations... damaged.
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Benefits

For students . . .
* Improved learning and retention at all three levels
 Improved student confidence and competence

* Improved chances for career success

For instructors . . .

* Useful mental schema for organizing the BC course

* Useful methods for achieving greater learning retention
* Improved teacher evaluations ©
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