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A Note to the Instructor

Learning to Read Office Technology Publications (LROTP), along viith
its companion volume, Learning to Read Child Development
Publications (LRCDP), is the latest in a series of career-related materials we
have produced with the aid of a Carl Perkins Discretionary Grant awarded by
the Texas Higher Education Coordinating Board. The materials are designed to
offer interesting, authentic practice in reading college-level technical textbooks
and periodical articles. The basic plan has remained the same over the three

y -ars in which we have been developing these matericls. Students are
presented with actual reading assignments and guided in using strategies to
improve comprehension and to develop metacognitive insight into their own
reading process. However, our experience in developing and using these
materials has suggested some changes that we have incorporated in LROTP
and LRCDP.

A topical approach connects the publications in each level. While the three
levels still represent the level of support provided in the Guide, a common
theme now runs through the publications in a given level. Thus, the Level 1
materials, which provide the most support and direction for students, all relate
to "A Future in Office Technology." In Level 2, where there is slightly less
support, the topic is "Office Technology Workers." In Level 3, where the
greatest independence is asked of students, the publications all relate to
"Ergonomics in Office Technology." The final assignment is an essay question
requiring a comparison of the two Level 3 articles. By reading several related
articles, students begin to feel knowledgeable about a topic, and that’s a
wonderful feeling for developmental reading students who have rarely had the
experience of being "experts” in academic subject matter. Reading related
articles also seems to increase the percistence of often-discouraged readers, and
the completion of an exam over the material offers a valuable opportunity to
judge their own study effectiveness. The Annotated Bibliography includes
information about the ways in which articles and Guides are interrelated.

Another change is an increase in the number of articles in each level. Having
found that even high-level developmental students need considerable practice
with strategies in order to internalize them, we have added more articles at
each level. Thus, there are four publications with maximum support, four with
moderate support, and two with minimum support.
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As we've grown more sophisticated about the actual production of these
mater:als, it has become possible to use a common page numbering system for
both the Guide and the publication. Further, we have separated the Answer
Key from the exercises, so that each selection includes 3efore, During, and
After Reading exercises, followed by the publication, followed by the Answer
Key. Answers are included to allow students to grauge their results as they go
along and to down play the "rightness" of the back of the book. However,
reading students have said that they don’t like having the answers readily
available; they can't resist the temptation to use them as a substitute for
thinking. You may prefer to remove the answers entirely, making them
available only to students who can show they’ve completed ihe exercise. By
placing them after the article, we hope to minimize temptation and make it
easier to locate and remove the Answer Key for those of you who wish to keep
them in a separate place.

Finally, we have printed the Guides on only one side of the paper. Feedback
from users indicates that one-sided printing facilitates ¢ )pying. As you may
recall from previous volumes, there are no restrictions on copying the exercises
and answers that are the work of the listed team. On the other hand,
permission to copy the publications was granted for this project only. We have
provided the information developed in our copyright permission efforts in the
hope that it will help you request permission to make copies of the
publications themselves.

The raticnale for using technical publications grew out of the need to offer
developmental reading students a window on the "real" college courses that
they are preparing to study. The materials work well with groups of students
who. plan to major in one of these fields. For example, many colleges have
enough pre-nursing students to make offering a special developmental reading
course "just for them" cost eftective. But the topics and publications have been
chosen for their general appeal, too. The tech-occ faculty who have selected the
publications used in this series have conscientiously avoided choosing
advanced texts that require specialized background knowledge. Instead, we
have included articles accessible to those with only a general background.
Using office technology subject matter with students in the typical reading
class might inspire some students to consider taking a course or majoring in
that field, and almost every studert will find relevant and interesting topics
such as "Do Women Make Better Managers?" and "The Workplace of the
Future.” Therefore, you may wish to supplement the general academic practice
material available in most reading textbooks with these technical publications.

If this is the first time you have seen one of our volumes, we hope you will
look for the others:

Learning to Read Nursing Publications
Learning to Read Automotive Publications
Learning to Read Computer Publications
Learning to Read Fashion Publications
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They were distributed in the late summer of 1991 and 1992 to all public, two-
year colleges in Texas. If you use any of these materials, we hope you'll give

us your feedback. There’s an evaluation form on page xiii. We look forward to
hearing from you.

Ann Faulkner, Reading Professor

Linda Lee, Instructional Development Consultant
Anita Landenberger, Office Technology Professor
Brookhaven College

3939 Valley View Lane

Farmers Branch, TX 75244

714/620-4851
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A Notie to the Student

Learning to Read Office Technology Publications represents our latest
effort to prepare materials that will help you read more effectively in your
college courses. During the deveiopment of the tive other titles in this series

¢ Learning to Read Nursing Publications

e Learning to Read Automotive Publications

* Learning to Read Computer Publications

* Learning to Read Fashion Publications

+ Learning to Read Child Development Publications

we have learned some useful things about the kinds of materials students have
to read in college and the results they need to obtain from their reading,.

The publications included in this volume were all selected by the office
technology professor on our team because they were lyplcal of the kinds ot
reading her students have to do. She also checked the various exam questions
for similarity to the kinds of questions students in office technology courses
are asked. Another aspect of these materials which makes them like what you
have to do in college is that they are complete. Instead of reading a paragraph
or two, you will be reading whole chapters and articles. By doing su, you will
gain experience in organizing your study time and monitoring your
concentration as well as in understanding the material. These are all tasks that
you reed to perform—independently, without being reminded—when you are
taking any college course,

These materials are arranged to give you practice in the process of reading. In
recent years, both writing and reading have come to be viewed as more than
just a product (a written essay or the facts memorized from reading). The
process approach stresses a variety of activities to help the reader or writer
prepare for the task, engage in the task, and then refive the results. In the case
of reading, this approach involves thinking about your background and
discovering the autho.’s organization before reading, keeping your purpose in
mind during reading, and taking notes and reviewing after reading.

The Guides which accompany each publication contain a Purpo«:vfor Reading
that is like the explanation of an assignment a teacher mlyht make in class.
The Guides for Level 1 puln cations have the most exercises; they're designed
to give you fots of practice in every phase of the reading process. In Level 2,
the Guides have fewer exercises, and Level 3 has the fewest of all.

As you advance through the levels you will develop the habit of demanding
from yourself appropriate comprehension—your sense of whether you do or
don’t understand will guide what you do in the reading process. There is
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usually some sort of final exercise, often a multiple choice exam or an essay
question, that will give you feedback on the effectiveness of your study. While
it’s easy to pretend to yourself that you would have tried harder or
remerabered more if the exercise had hbeen "real," you’ll learn more about
yourself as a student if you give these readings your best. Instead of just
"getting by," give each of the exercises your full effort, then evaluate the
results and develop a plan to improve your study methods on the next
assignment,

Some students say that they have to study harder with these materials than
they have ever done with any school work. That may be true—especially for
students who have been just getting by in their academic work. These
materials offer you an opportunity to practice being a very good student, not
just an average one. As you develop your inner sense of whether you are
understanding what you read, you will make better decisions about how much
effort is required of you on a particular assignment. Qur goal is to help you be
both efficient and excellent!

Anita Landenberger, Office Technology Professor
Ann Faulkner, Reading Professor

Linda Lee, Instructional Development Consultant
Brookhaven College

3939 Valley View Lane

Farmers Branch, TX 75244
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Annotated Bibliography
Office Technology Publications

Level 1: A Future in Office Technology

1A Mahaffie, John B. "The Workplace of the Future." The Secretary.
June/July 1992: 29-32.

This four-page article outlines changes in technology and business
practices which offer sccretaries an opportunity to shape their future
Jobs. Students are asked to read for main ideas and to summarize
cach major section of the article.

1B Busche, Don and Bernice T. Glenn. Chapter 2: "Conmununication:
Visual and Verbal." The Desktop Design Workbook. Englewood
Cliffs, NJ: Regents/Prentice Hall, 1992: 21-36.

In this chapter the authors introduce concepts of visual and verbal
communications. Graphics are used extensively, giving the chapter a
particularly lively appearance. Students are asked to study the
chapter carcfully, using the review questions to guide their learning.
Four test items give students a chance to judge the offectiveness of
their cfforts.

1C Ober, Scott. "Spotlight on Technology." Contemporary Business
Communication. Boston: Houghton Mifflin, 1992: 559.

A one-page text excerpr presents several different aspects of an
clectrontic job scarch process. Students are encouraged to read to
satisfy personal goals. The After Reading activitios stress personal
reactions and learning more about the topic in the student’s own
location.

1D Fulton, Patsy J. Chapter 9: "Time and Stress Management.” Office
Procedures and Technology for College. 10th ed. Cincinnati: South-
Western, 1993: 235-257, and Manual (same): 79-80),

A chapter with unusually complete and uscful study aids presents
information about managing time and stress. The Guide asks
students to read flexibly int light of their familiarity with the subject
matter and a purpose for reading that includes both instructional and
personal goals. The author's suggested answers to review questions
are included to help students asscss their responses.
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Level 2; Office Technology Workers

24 Bell, Arthur H. Chapter 20: "Communication for Intercultural
Business." Business Communication: Toward 2000, Cincinnati:
South-Western, 1992: 450-478, and Instructor’s Resource Guide
prepared by Dayle M. Smith. (same): 242, 244-245,

A twenty-cight page chapter on intercultural sensitivity is presented
for study, using questions and quizzes from the Instructor’s Guide to
focus reading. Students practice note-making on the section entitled,
“Eleven Common Areas of Cultural Misunderstanding.” Six exam
questions are included.

2B Curtain, Marlene. "Expediting Treaties and Hostage Releases: It's
Allin A Day’s Work for the Foreign Service Secretary.” The
Secretary. May 1992: 8-10.

This article presents an exotic picture of secretarial work in Hie
Foreign Service. Pictures show the author's exciting work locations,
while the article details the traditional and non-traditional roles she
played in various posts. Students write three essay questions which
might be asked on a test over the article, then analyze what makes a
good cssay question.

2C1 Billard, Mary. "Do Women Make Better Managers?” Working
Woman. March 1992: 68-71, 106-107.

2C2 Froiland, Paul. "Pride and Prejudice." Via FedEx. Fall 1992: 18-19.

The Billard article takes on the question of whether women have a
uniguie and more effective managerial style while Froiland presents
male secretaries” veactions to stercotypes, In both articles, questions
of gender bias are raised. Students are encouraged to be aware of
their own attitudes towards women as tanagers and mes as
secretaries while reading to determine the authors’ opinions. After
working through both articles, students are asked to respond to a
classmate’s highly biused reaction to both articles.

Level 3: Ergonomics in Office Technolagy

3A  Joyce, Marilyn and Ulrika Wallersteiner. Cart 3:"Ergonomics in the
Workplace." Ergonomics: Humanizing the Automated Office.
Cinctnnati: South-Western, 1989: 82-99,

The chapter presents information which would be included on a test
but could also make a difference in the comfort of the reader. A ten-
ftem test is included as a quide to study cffectiveness.
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3B Dainoff, Marilyn and Marvin Dainoff. "Guerilla Ergonomics."
WordPerfect The Magazine. May 1992: 42-45.

The article presents low-cost suggestions for achicving the same goals
outlined in the Joyce and Wallersteiner text chapter, "Ergonomics in
the Workplace.” Designed to be assigned only after the text chapter
in 3A has been read, the concluding exercise presents an essay
question requiring a comparison between the text and article. The
Answer Key includes a student essay which has been marked and
graded by an instructor.
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Student Reading Inventory ::
..
Name
J  Presurvey
Date
J  Postsurvey
Course
To the student: Please use this form to discover how you usually tackle a reading assignment. There
aren’t any right or wrong answers. Just circle the number that is closest to what you actually do.
Thanks!
Almost Aimost
1. Before reading, I check to see Never  Sometmes ~ Always
* how hard the reading willbe ........... ... ... ... ... . o 1 2 3 4 5
*  how much [ know about the topic . .......... ... ... ... ... ... 1 2 3 4 5
* howlongtheselectionis ......... ... .. ... .. . L 1 2 3 4 §
* which parts of the chapter contain the information I need ........... 1 2 3 4 5
* how the material isorganized . ............ ... ... ... ... .. 1 2 3 4 5
e iflknowmostofthewords ............ ... .. .. . ... .. ..., 1 2 3 4 5

2. During reading, I check to see

* if I understand each paragraph before going to the nextone ......... 1T 2 3 4
e whether each idea relates to a course objective .. ... ... . L i 2 3 4 5
e if 'm really paying attentionas Iread ...... ... ... ... .......... 1 2 3 4 5
* if my mind is wandering, and if it is, | take steps to get back on track .. 1 2 3 4 5
3. After reading, I check to see

e if I have found information or answers that match the course objectives 1 2 3 4

* which material should be underlined or included in marginalnotes . ... 1 2 3 4 §
* how much of the material | have understood by testing myself ....... 1 2 3 4 5

Office Technology xii
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Instructor Feedback Form

This form can be used for any of the Learning to Read Technical Publications. Please copy this form
and complete one for each title you would like to evaluate. This form is for:

d  Automotive 1 Child Development J  Computer Technology

d  Fashion Merchandising d  Nursing 0  Office Technology
Please read each statement below and circle the number corresponding to the response which best matches
your reaction. Your choices are:

1. Mo improvement needed — Excellent materials. These work for me!

2. Little improvement needed — Quality materials. 1 can use these effectively in class with
only a little modification or adaptation.

3. Improvement needed — Materials need revision.

4. NA — Not applicable or appropriate for my students.

Improvement
Not Litle  Revision
These reading materials: Needed Needed Needed NA

¢ cover a range of interesting topics relevant to the technical field. . .. .. .. .. 1 2 3 4
* present current ideas/concepts from the technical field. . ............ ... 1 2 3 4
* emphasize the most significant issues in the technical field. ............. 1 2 3 4
* are suitable for use with the students in my classes. .................. 1 2 3 4
* are presented at appropriate levels of difficulty. . ........ ... ... .. .. 1 2 3 4
* are accompanied by appropriate and useful pre-reading activities

(to activate prior knowledge and establish a purpose for reading). ....... 1 2 3 4
* are accompanied by appropriate and useful during-reading activities

(comprehension monitoring, look-backs, cues awareness, eic.). . .......... 1 2 3 4
* are accompanied by appropriate and useful post-reading activities

(highlighting key ideas, summarizing ideas, clarifying ideas

with examples, providing practice for learning materials, etc.). .......... 1 2 3 4
* readily allow for the teaching of multiple learning strategies. ........... 1 2 3 4
* include appropriate and useful notes to the Instructor for using

thematerials. ... ... ... . . 1 2 3 4
* include appropriate and useful notes to the Student for using

thematerials. . ... ... .. .. .. . 1 2 3 4
* can be used to foster independent reading skills as students

acquire strategies to use on their own without explicit instruction. ... .. .. 1 2 3 4
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*  What is your overall rating of the materials?

D Excellent D Good D Satisfactory D Poor D Unsatisfactory

* Why did you rate the materials as highly as you did?

*  What kept you from rating the materials more highly?

* Please feel free to make comments below. Thank you for your assistance.

Optional: Name:

College:
Address:

Phone No: (Work)
(Home)

Return to: Linda Lee
Brookhaven College
3939 Valley View Lane
Farmers Branch, Texas 75244-4997

Adapted with permission from a questionnaire
developed by Dr. Gail Platt, South Plains College

Office Technology xiv
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Purpose

Jor
Reading

The Workplace of the Future

The office technology field is changing so rapidly that both students and their
instructors have to make every effort to keep up. The Secretary is a magazine
that professionals in the field look to for information about current practices
and trends for the future.

Early in an office technology course, your instructor might ask you to read the
following article to get a "general idea" of how secretarial careers will be
changing. In order to achieve the instructor’s purpose, you'll have to compare
what you already know with what the author has to say, looking for main
ideas rather than fine details.

Mahaffie, john B. “The Workplace of the Future." The
Secretary. June/July 1992: 29-32.

Office Technology 1A-1
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Before
Reading

Before you even look at the article, you can get ready to read by thinking
about the title and subtitle of the article: "The Workplace of the Future:
Advancements in Information Technology and Business Practices Will Reshape
the Work of Secretaries.”-,

\

The subtitle suggests thattwo gene-al types of advancements will be covered:

information technology and business practices. Even if you're not sure, make a
guess about one or two of the changes to be discussed in each area. Guessing

gets you involved, and an involved reader learns more!

Write your guesses about advancements in “information technology" here:

Write your guesses about advancements in "business practices" here:

Office Technology 1A-2




Before
Reading

It’s good practice to lock over the article to get a general idea of how it's
organized, how long it is, and so forth. Spend just a minute or two turning
through the article now, and then return to the outline of chapter headings
below:

(Introduction)
Technological changes
The computer
Communications technology
Expert systems
Databases
Desktop publishing
Video
Emerging and new technologies
Changing business practices
Downsizing and flattening
New relationships among organizations
New arrangements with workers
Competition
Globalization of the world of business, economy, and society
Quality, Reliability, and Service (QRS)
Implications for secretaries
Essentials of the new role
New skills in demand
Training for the future
Gearing up for a new role

When you looked through the article, did you pick up these headings?

Did you notice that the differences in type style indicate the level of |
importance of the heading?

The outline above lists all of the bold headings in the article. 1t does not
include major details contained in bulleted lists such as those under "Emerging
and new technologies" and "Training for the future." In this article, the
italicized bold headings are supporting details and the plain bold headings
are the main ideas.

Office Technology 1A-3




Before
Reading

During
Reading

©

Compare your guesses in Before Reading 1 to the items listed in the outliiie
under "Technological changes" and "Changing business practices.”

Were you and the author thinking similar thoughts?
If 50, you may be ready to read what he has written.

If not, you may need to spend a few more moments looking over the outline
above, frying to get a picture of the author’s view of the future of the
workplace. It’s difficult to understand an author’s ideas when your thoughts
are in a completely different place!

If you have never heard of the concepts in the outline, your background is not
what the author expected.

What are some things you can do to get ready to read an article for which you
have little background?

As you read this article, keep in mind that your instructor assigned it so you’d
have a general idea of changes in the field. Depending on your own
background, that may be very easy or more challenging.

I any case, the assignment to read for a "general idea” should permit you to
read for main ideas without worrying about remembering all the supporting
details.

Office Technology 14-4
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After Since your purpose was to read for "general” (imain) ideas, don’t try to

Reading remember all the details the author used to keep you interested. Focus instead

on the author’s point in each of the major sections of his writing.
Write a sentence that summarizes what the author is saying about these topics:
Hint: Try writing your sentences without looking back at the article; you may
remember more than you first think. If keeping headings 2-7 mentally separate
scems very difficult, write two or three sentences summarizing the author’s
overall ideas from those six sections.

1. Technological changes:

2. Changing business practices:

3. Implications for secretaries:

4. Essentials for the new role:

5. New skills in demand:

6. Training for the future:

7. Gearing up for a new role:
After yvou've done your best, look back at the article to evaluate each ot your
sentences. If you want to make changes, do so!
When vou're satisfied with your responses, check with the Answer Key.

Office Technology 1A-5
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After Did you see some new vocabulary while reading? If not, you must already
Reading know (or have skipped over) these words:

unprecedented

synergy

burgeoning

plethora

Take a minute to look back through the article, looking for words or ideas
which are worth some extra study. Look them up in a dictionary and make a
note to ask for additional information, if you're interested.

P
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The Workplace of the Future

Mahaffie, John B. “The Workplace of the Future.'
The Secretary. June/July 1992: 29-32.

Reprinted with permission

from the June/July 1992 issue of

- The Secretary. Copyrighted 1992
Professional Secretaries International.

For pennission to reprint

for classroom use,

contact:

Ms. Eileen Warren

The Secretary

2800 Shirlington Road, Suite 706
Arlington, VA 22206

Phone: (703) Y98-2534; FAX (703) 379-4561
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THE WORKPLACE
OF THE FUTURE

Advancements in information technology and business
practices will reshape the work of secretaries.

BY JOHN B. MAHAFFIE

weeping change
in the world of
work is reshap-
ing the respon-
sibilities of
secretaries. As we look
a decade down the
road to 2002, we can
see changes in business

B3y 2002, fown
- v

and technolcgy funda-
mentally altering the
role of secretaries.
Many of these changes
are already underway.
These changes offer
secretaries an unprece-
dented opportunity to

workere wall

roenian :llp\ul'lx- 2002,

the workplace.
Technology can free sec-
retaries from more
tedious work and
enhance their role as a
central resource in the
organization.

The computer.
Personal computers and
workstations will be on
nearly every desk by
They will bring
power and resources to
the fingertips of every
worker. Secretaries have
already begun to lose

take the initlative to

gthoir monopoly on the
X keyboard.

redefine their posi-
tions, which will
require new combina-

tions of skills. The M L a  .  Seeerm——

foremost opportunity

§ Every professional in
}the workplace will be
& computer literate. Baby
i boomers, those aged 28
S -1 §to 46 today, are moving

for secretaries is the
role of information manager.

The key forces and factors shaping the
future for secretaries over the next 10 years
fall under two categories: technological
change and change in business practices.

Technological changes
Technology changes the way work is
done. Information technologies, in particu-
lar, will reshape the work of secretaries.
This is a positive trend, not a threat, as long
as secretaries redefine their roles in

JUNE/JULY 1992

up the organizational
ranks; most know how to use personal com-
puters,

By 2002, few computer illiterate workers
will remain at work. Most workers will write
many ot all of their documents at the PC or
workstation. They will not all, however, have
complete command of the information tech-
nology at their fingertips. Secretaries will
work alongside other workers to bridge gaps
in knowledge and experience. They will still
work with documents to refine and edit them
into publishable shape.

THE SECRETARY 29
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nformation
management is
essential to
today’s busi-
nesses and will
grow in impor-
tance over the
next 10 years,
Secretaries
can command
that flow,
ensuring that
the right
people get the
right
inforination.

30 THE SFCRETARY

50 YEARS OF PROGRESS

Communications technology.
Technologies, especially fiber optics and
satellite communications, are fast creating
national and international communications
networks. These will connect people to oth-
er people, as well as to libraries of data and
documents, machines, appliances, and so
forth. No matter where people are, they wil
be In touch thanks to the technologies of fax,
voice mail, electronie mall, video conferenc-
ing, and portable and mobile cellular phones.

Secretaries in the future may work to
ensure the efficient flow of information
through these technologies to dispersed
workers. Awareness of new technologies
and how they work will be especially impor-
ant.

Expert systems. Expert systems are
computer software systems that integrate the
knowledge of real caperts and simulate
human decision making. Expert systems and
other information tools give access to exper-
tise, but will not replace experience-based
knowledge. They will be able to capture
some of the experience of professionals, to
make decisions, and give advice, These tech-
nologies could take some work away from
secretaries, but will become tools of seeretar-
ial work as well.

Databases. On-line, continuously updat-
cd databases, and increased use of optical
disk storage of libraries of information wilt
make unprecedented amounts of information
available. The seleetion of information and
customization of its format, printed or elee-
tronie, will be increasingly important work-
place tasks.

Desktop publishing. Publication quahity
documents, including ones with graphics, pic-
tures, and multi-color printing, will be achieyv-
able with desktop equipment.  Desktop
publishing will be more common, and will be
an opportunity for secretaries to apply and
expand their skills.

Video. Video will increasingly be a part of
the work world. Organizations will use it for
training, as archives of importani meetings,
and as forms of information delivery,
Interactive video technology is emerging as
an flportant tool of business, particularly for
training. In some organizations, videos muy
become common standard ways of conveying
information. Secretaries may handle video
equipment, and possibly edit videos.

Emerging and new technologies.

VA

Altogether new technologies that will
reshape seeretarial work inelude:

P “Wizard” technologies——doevices that serve
as portable cleetronic personal aides—- will
allow woarkers to transport network, fax, PC,
and cellular communications.

» Automatic (computer) transeription from
dictation using volee recognition. This tech-
nology will probably be in development in
2002, Vocabularies will still be limited and
transcription may be perhaps only 75 percent
accurate. However, the technology may be
usable in combination with a secretary's
skills to specd document preparation,

» Computer language translation of text in
which the computer can manage about 90
pereent of written language translation, with
human translators completing and making
improvements to the translation,

> Automated and increasingly sophisticated
document retrieval from vast libraries of
information, inside and outside the organiza.
tion, will be possible. We will gain more and
more worldwide access to informatian and it
will be available in several forms i1eluding
text, graphies, pictures, video, and scund.

» Hypertext systems—information databases
that allow browsing, text searching, and the
inter-linking of infonnation in new ways.

P Personal communicator—a portable
device through which people will be reach.
able from one number, no matter where they
travel,

P Online, mtomated travel planning and tick.
oting and banking transactions.

n Elecetronie data interchange (ED1)--The
direet exchange of electronic data from com-
pany to company and database to database.
EDI will grow in use and sophistication.
Already, computers transmit invoices, orders,
bills of lading, and other routine paperwork
to other computers without human infenven-
tion.

Changing business practices

Livery business is in the information busi-
ness. Organizations that will prosper in the
next century will be those fully information-
integrated. They will restructure themselves
with that in mind. At the same tine, pressure
of competition, cost cutting, and other forces
are influencing the restructuring of business-
08,

Downsizing and flattening, Fower lay-
ers of hierarchy and reduced middle manage-

"
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ment ranks are changing the fow of informa-
tion inside buslnesses, Bosses will have
greater spans of anthority and, by implica-
tion, secretaries will work with a greater
span of people.

New relationships among organiza-
tions. Nontraditional businessies will hecome
common {n the next decade. They will make
efficient business communication even more
criticad. The changes include joint ventures
and alliances, cither temporary or permanent;
outsourcing; and mergers and acquisitions.
Spinning off parts of companies ls common
as well, These trends inerease the complexi
ty of business communieation and raise the
stakes for efficient information management.

New arrangements with workers. The
traditional employer/employee relationship
will change for workers 8s new arrangements
evolve, Work at home may become inereas-
ingly possible for secretaries as technologies
arnve that make where you do your work
less important. The boss may be at home or
on the road as well. Technologies at play will
include eall forwarding; video conferencing;
clectronic preparation, storage, and transfer
of documents; fax: universality of overnight
delivery services; and technology to jointly
edit documents with people in seattered loca-
tions,

Businesses will use more shortterm work-
ers. Permanent employees will be valuable for
their memory and experiencee, and for formal-
ly and informally training temporary workers.

Competition. Competitive pressures are
already foreing businesses to reduce spending
and struggle to raise productivity and cut
COSLS.

Globalization of the world of busi-
ness, economy, and society. With more
international contacts, some seceretivies will
hecome diplomats, Hnguiste. and students of
culture,

Quality, Reliability, and Service
(QRS). Coentral to buslhess competitiveness
today and over the next decade are quality.
reliabitity, and service, This is most casily
seen in manufacturing, but its importance is
equal in the service sector of the econcmy.
The QRS challenge includes every business.

Immplications for scerctarvies
Organizations are restructuring them-

selves to integrate new technologies and new

work relationships and practices. A key

JUNEAULY 1002

aspect of this is the integration of informa-
tion fnto every aspeet of a business, These
changes make informatton central to the
future of seeretaries. People who manage
information have a vital role, and even a pow-
er buse, in the organization of the future,

Secretaries have an opportunity to be at
the center of the information flow in busi-
ness. Armed with organizational and admin.
istrative skills, and the tools of information
technology, they can become thé organiza-
tion's experts in how to aceess, file, store,
process, and send every type of infornnation,

This is the traditional role of the profes-
sional secretary, enhanced and expanded by
computers and other information technolo-
gies, Secretaries need to think about the
changing structure of the organization sys-
tematically to find how it will affect their
worl.

Canentials of the new role

The work secretaries have done historieal-
ly will be broken into its pasts and resorted.
For examiple, telephone answering and moes-
sage taking are being taken over by veice
wail. Organizations will continue to give
some work to centralized typing servicoes.
Secretaries will retain the tasks of doevient
formatting, editing, and related graphic
design.

Some secretaries wili work closely with
one boss. Others will work alongstde a team
of other professionals. There is great synergy
in melding the organizational skills and
knowledge of a seeretary with whatever
skills other professionals bring to bear in
their work. The team concept will continue
to he valid,

Information management is essential to
today's businesses and will grow in impor-
tance over the next 10 years, Soeeretaries can
command that flow, cnsuring that the vight
people got the right information. They can
take on the task of ens aring that information
is in the correct format, electronic or other-
wise, and that it is routed to the right places.

New skills in demand
Secretarios in 2002 will need a wide range
of skills. It is likely that they will be even
rore valued than they are today, and com-
pensated for it if they redefine thelr role.
Computer literacy. This skill goes beyond
the use of PCs for word processing, spread-

Office Technology 1A-10

What Do Your
Like Best

Ahout Being
A Secrt¥iry?

“I like the challengs.

1 like belng a pert of
the manegemaent
team. 1'm in the engl-
neering department,
where we design the
product we meke and
| like belng Involved
in the first steps of the
product’s (deveiop-
ment).”

-—Sandra Martin CPS,
senior engineering
department secretary,
Alcon Surgical,
Huntington, West
Virginia

“} tke the varisty o
dutles—yau don't get
horad from dolng the
same thing over end
over agaln.”

— Doris McCullar,
secretary to the con-
troller, Deita
International
Machinery Corp.,
Tupelo, Mississippi

“The best thing ahout
being a secretary is
thet it ellows me to be
Involved at the decl-
slon-making level—
whare the sction le."”

-- Veronica Stoute
CAM/CPS, executive
assistant, Committee
on Communily, Race
and Ethnic Relations,
City of North York,
Ontario, Canada
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sheets, and so forth. It includes sophisticated
graphics skills, desktop publishing, online
data and document retrieval, electronic mail,
and understanding of computer networks.

For some secretaries, computer literacy
will require becoming adept at installation
and customization of software or hardware
tinkering and repair. For many more, it will
mean acquiring an understanding of comput-
er operating systems and sophisticated macro
creation. The secretary has the opportunity to
be a technological nerd, a virus policeman, or
data rescuer.

Ability to organize. The mainstay of the
secretary’s arsenal of skills, this will remain
central to their work in 2002.

Teaching and training the staff on how to
use new technologies and software.

Video and teleconferencing knowledge—
especially in setting up communications and
overseeing the technical arrangements
involved. Graphic arts skills—especially
those associated with desktop publishing and
also for interactive software and video.

English and other language skills—to
continue the secretary's traditional work of
editing and improving text. More people in
organizations will be creating documents and
may need help in polishing them.

-
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Training for the future

Study in new subject areas will help pre-
pare secretaries for the workplace of the
future. The preparation can be formal or
informal. Useful courses of study for secre-
tarial students and possibilities for continuing
education for the working secretary include:
» Computer use, including the principles of
computing, programming, and even repair.
» Art and graphic design, especially to
enhance skills in desktop publishing and
graphic presentations.
» Video and video editing.
» English writing and editing, for improving
written communications in the organization.
b Foreign languages, for those working with
overseas counterparts, foreign visitors, and
people {rom different ethnic backgrounds.
» Business accounting and bookkeeping. As
much of these tasks are computerized, the
secretary can become the human interface
between the staff and bookkeeping func-
tions.
» Library science. With the burgeoning use
of electronic databases and other informa-
tion sources, expertise in information access
and knowledge of specific information
sources will become increasingly important.
» Information systems science. Database
creation and use is also part of the work of
increasing numbers of organizations as
everything is systematized, quantified, and
digitized.

Gearing up for a new role

Th:> new roles looming on the horizon for
secretaries may mean the profession will nev-
er again be as clearly defined. Evidence of
this trend includes the plethora of job titles
from administrative assistant to office manag-
er to clerk typist.

Management of information is both the key
role and opportunity. Information collection,
analysis, management filing (electronic), and
sophisticated retrieval can become the secre-
tary's specialization.

People skills, however, will remain a criti-
cal strength of secretaries. Technology will
not replace those skills, which will continue
to enhance the efficiency of information flow.

John B. Mahaffie is an associate with
Coates & Jarratt, Inc., a firm in
Washington, D.C. that specializes in futures
rescarch and policy analysis.

JUNE/JULY 1992
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The Workplace of the Future

e e 000000
® o 09 00 00

Your guesses are as good as anybody’s! Don’t worry about being "right" at this
stage. Just let your imagination go! If the ideas of "information technology"
and "business practices” mean nothing to you, maybe looking up technology
and practices in the dictionary will give you a hint. If what you find in the
dictionary doesn’t help much, use context to help you as you read—and
consider getting a newer dictionary!

There are lots of ways to get on the same track as the author. One way is to
look more closely at the article, noting particularly the graphics and visuals:

In this case, the picture on the first page shows a computer screen with a scary
message for “computer illiterates.” The paragraph in the margin of the next
page is encouraging, suggesting that secretaries can "comumand the flow" of
essential information. The next page personalizes the article with quotes from
three different people. Do you respond to their sense of challenge, variety, and
involvement?

In addition to the encouraging picture and word« ‘e last page offers
information about the author of this article. Doe-. 1t urprise you to learn that
he is not a secretary but a specialist in fuiures 1+ =a.ch?

Office Technology Answer Key 14-12




After See if your sentences are similar to these. The words in parenthesis are major
Reading details which you may or may not have included.

1. Technological changes: In teri years, almost every worker will have a PC
which will use a variety of information technologies (such as networks,
expert systems, on-line databases, desktop publishing, video, and many
new technologies).

2. Changing business practices: Businesses will restructure (to produce
smaller, "flatter" companies which relate in non-traditional ways to other
businesses and their own employees); competition in a global economy
will make concern for QRS (quality, reliability, and service) a major
challenge.

3. Implications for secretaries: The changes in organizations include
integration of information, so the role of the secretary—who is the center
of the information flow—must be affected.

4. Essentials of the new role: Whether working with one boss or with a
team, secretaries will be in a position to manage the essential flow of
information.

5. New skills in demand: In the next ten years, a secretary will need
advanced computer skills as well as abilities in organizing, training, video
and graphic skills, and text editing (perhaps in more than one language).

6. Training for the future: Training related to the above skills will be
important, as well as in specialties (such as computer-based accounting,
and library and information systems science).

7. Gearing up for a new role: The job of secretary as an information manager
is growing and expanding with technology, but the need for interpersonal
skills will always remain.

How did you do? Did you get main ideas? Did you get at least some of the
major details, such as those in parenthesis? If not, you may not be expecting
enough of yourself!

In a well-written article such as this, there is not a lot of filler which you can
ignore, even if getting only main ideas was your purpose. For example, in the
“New skills in demand"” section, it’s not enough to remember that "some new
skills will be in demand.” You'll need to hold yourself responsible for at least

three of the four skills listed, in addition to the essential "advanced computer
skills.”

Office Technology Answer Key 1A4-13
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After g Are you going crazy trying to find those four words? They're really there!
Reading Unprecedented is on page 1A-8 in the second paragraph: "These changes
offer secretaries an unprecedented opportunity . . "

Synergy is on page 1A-10 in the section on "Essentials of the new role," in
the second paragraph: “There is great synergy in melding the
organizational skills and knowledge of a secretary with whatever skills
other professionals bring to their work."

Burgeoning is on page 1A-11 in the "Training for the future” section
under Library Science: "With the burgeoning use of electronic
databases . . ."

Plethora is on page 1A-11 in the first paragraph of the "Gearing up for a
new role" section: "Evidence of this trend includes the plethora of job
titles . . ."

Since they're in an assigned article, it’s likely that the instructor has seen these
words and may use them in class. They‘re probably worth your time.

Office Technology Answer Key 1A-14
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Purpose

Reading

Communication: Visual and Verbal

“Communication: Visual and Verbal” is the second chapter in a textbook used
in a course on desktop publishing. It would be assigned early in the course to
introduce general concepts that would be explored in greater detail during the
rest of the course. As is typical in introductions, new terminology is explained.
In this chapter, the terminology will be both verbal (words) and visual
(graphic information), so plan to give yourself enough time to absorb new
information from both sources.

Early in a course, before you’ve had an exam, you may not have a really clear
idea about what your instructor emphasizes in a course. Thus, you will
probably have to rely on the textbook’s clues to what is important. In working
with this chapter, you'll be using the study aids provided by the author and
editor to guide and check your understanding.

Busche, Don and Bernice T. Glenn. Chapter 2:
"Communication: Visual and Verbal." The Desktop
Design Workbook. Englewood Cliffs, NJ:

Regents/Prentice Hall, 1992: 21-36.

Office Technology 1B-1




Before
Reading

In most textbooks these days, the author tries to make the ideas as clear as
possible by using a variety of study aids. Since this is a chapter on visual as
well as verbal communication, you might expect to find particularly clear
graphic clues indicating which ideas are important and what to remember.

Look through the chapter to see what study aids are available, and—at the
same time—to get an idea of what topics the authors included in Chapter 2,
"Communication: Visual and Verbal."

Put a check mark beside the features you find:

Chapter objectives

Pictures

Charts

Headings and subheadings

Questions for reviewing the chapter’s content

Hininninn

Activities related to the chapter’s content

How does the chapter look to you? Attractive? Interesting? Easy?

Of}ice Technology 1B-2
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Before Figuring out the visual clues is an important step in using textbook study aids.
Readin You’ll need to look carefully at the chapter to see which headings are most
g important and which introduce details and supporting ideas.

The list below includes all the headings and subheadings in this chapter.

Use the visual clues provided in the chapter to label the most important
headings with a "1."

Label headings with a "2" if they are of medium importance, as indicated
by the graphics.

The subheadings which seem to be details or subordinate concepts get
a "3.11

Hint: Look at the chapter—don’t try to do this from memory. There are only
four headings which deserve a "1."

l

’ 1, 2, or 3?
D The Way Things Look Is a Form of Communication

Comparing Elements in Speech and in Print

Comparisons Between Speech and Publication Elements

; Basic Requirements for Desktop Publishing Text

i Visual Communication

Characteristics of Visual Messages

Representation of Visual Elements

Rules for Visual Communication

Rules by Convention

Rules Derived from Contexts and Settings

Rules by How Our Minds Organize Information

Design as a Skill

How to Solve Problems with Design

Define Your Audience and Its Environment

Know the Purpose of Your Publication

Know How You Want Your Audience to React

Know the Image You Want to Project

Design Aesthetics and Visual Communication

OoooonoooHoHoooosn

Form and Content
Continued on following page.
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Structure and Space

Mood and Feeling

Text and Visual Communication
Legibility

Readability

Consistency

Relevance

34
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Before Now that you've looked carefully at the headings and subheadings in the

Reading chapter, try to predict where you'll find coverage of each one of the chapter
objectives. In this chapter the chapter objectives are listed at the first and
expressed as outcomes: "When you finish this chapter you should be able to:"

Hint: You are only "predicting” (guessing). You don’t need to read the
information yet, just write down which headings seem to relate to each of the
objectives.

1. The first objective is "Discuss how visual language can be used as a
communication medium." Which of the headings and subheadings seem to
be related to that objective?

2. Which headings and subheadings seem to cover "Summarize the basic
requirements for desktop publishing text"?

e

Where will you find the information for "Describe how graphic design and
aesthetics aid in the communication process™? (If you've been hoping this
word “aesthetics” would disappear, you’re sunk. Unknown words in
headings have to be looked up before reading! Do it now, if you don't feel
confident of the definition,)

4. List the headings which relate to "Define communication problems and
discuss how visual communications can help solve these problems.”

[S)]

Which parts of the chapter will provide the information necessary to
“ldentify basic visual communication principles and explain how they aid
in the design of aesthetically pleasing publications"?

Qffice Technology 1B-5
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Before
Reading

During
Reading

One final study aid deserves your attention before you start reading. Looking
at the review questions before reading can really improve your understanding of
the author’s ideas. In this textbook, they're called “Checking Your
Understanding” and they’re located on page 1B-26.

Read through all ten questions carefully. Think about where you'll probably
find the answers. If you need to, look at the outline of the chapter you made
when you answered Before Reading 2.

When you know what the author and editor think are the important concepts
in this chapter and you have thought about your own attitudes and
knowledge about the topic, you are prepared to read.

Keep in mind the five objectives and the ten "Checking Your Understanding"
questions as you read. Make a mental note each time you find an answer.
Look back at the objectives and questions as frequently as you like to make
sure you are getting useful information while you read.

If you come across an unfamiliar term, mark it and then try to read to the end
of the paragraph or section before interrupting your reading for a trip to the
dictionary. If you have to look up the word in order to understand the section,
go ahead and use the dictionary. Otherwise, plan to use the dictionary after
reading, looking up all the words you marked at one time.

You may want to break your reading into several sessions. Since there are four
major sections in this chapter, you might plan to read only one or two sections
at a time. At the end of each session, plan to make notes covering what you've
read.

Office Technology 1B-6
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After
Reading

Your main task after reading is to "save” the ideas you comprehended during
reading so that you can review and reflect on the material. After you have
finished reading and making notes on the final section of the chapter, take a
few minutes to review all your notes in order to get the whole chapter back in
mind.

Another technique for saving your mental work is to write out answers to
chapter objectives and review questions. Doing so also gives you one more
opportunity to think about the material. If you discover questions you can’t
answer even after you do some re-reading, you know you have something
important to ask your instructor!

Answer the following questions that are based on the textbook’s review
questions. Respond to each question from memory first, then look back in the

chapter to correct and add to your answer.

1. Summarize the basic requirements of writing text for desktop publication.
Include at least five of the ten listed requirements.

2. List and define the four problem areas that must be addressed before
beginning a publication design.

Continued on following page.

Office Technology 1B-7
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3. Explain the function of these aesthetic elements in visual communications:
form, structure, space, and mood.

4. Define and explain the differences between each element of the text/type
communication quartet: readability, legibility, consistency, and relevance.

Office Technology 1B-8
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Reading

After
Reading

ERIC

Now’s the time to look up words which, though unfamiliar, didn’t require you
to stop reading and dive for the dictionary.

Did you notice ephemeral on page 1B-13 and in Table 2.2 on page 1B-19?
There is a definition in context, but you might want to know more!

What other words do you aeed to look up?

The first major exam in your desktop publishing course would probably
contain several items from this introductory chapter. Your assignment was 1

get a “general introduction,” so you shouldn’t worry about memorizing small
details,

To give you some idea of how effective your learning has been, the following
test items have been developed. Look over any notes you made on the chapter
and your answers to the review questions before peeking at the questions.
When you feel you are well-prepared for a test, answer the questions on the
following page.

Office Technology 1B-9
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Chapter 2:

EXAM QUESTIONS

write clearly, simply, and briefly.

avoid the first person (1) in their writing.

all of the above
A and B only

[y B =

[£8]

a suit in New York

projected a bad image of Los Angeles.

orw>

was grave and serious in tone,

3. Form, structure, space, and mood are

"Communication: Visual and Verbal”

1. Authors who write material for desktop publishing should

use concrete language, free from jargon and sex bias.

The ad which teatured a jogger in Los Angeles and a businessman in

showed awareness of audience and context.

was designed to inform readers about regional differences.,

A. important aspects of verbal communications.

architectural elements relevant to design.,

B.
C.of concern only to art critics or beauty consultants.
D.

elements of aesthetics in design.

4. A publication printed so that the text is steared and blurry

presents the reader with problems in

A. readability.
B. legibitity.
(. consistency.
. relevance.

ERIC
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Busche, Don and Bernice T. Glenn.

Chapter 2: "Communication: Visual and Verbal."

41

The Desktop Design Workbook.
Englewood Cliffs, NJ:
Regents /Prentice Hall, 1992: 21-36.

Reprinted with permission
from Regents/Prentice Hall.

For permission to reprint

for classroom use,

contact:

Ms. Nancy Brussolo
Regents/Prentice Hall

113 Sylvan

Englewood Cliffs, NJ 07632
Phone: (201) 592-2425
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2. COMMUNICATION:
VISUAL AND VERBAL

When you finish this chapter
you should be able to:

m Discuss how visual language can be
used as a communication medium.

m Summarize the basic requirements
for desktop publishing text.

m Describe how graphic design and
aesthetics aid in the communication
process.

a Define communication problems
and discuss how visual communications
can help soive these problems.

m Identify basic visual communication
principles and explain how they aid

in the design of aesthetically pleasing
publications.

ESKTOP PUBLISHING IS A
form of communica-
tion, not only in the
verbal content of its

message, but also in

the visual signals a mes-
sage sends to the reader.

Communication exists on

many levels, and messages are
sent in many forms. Animals communicate
with howls, grunts, or birdsong. Humans
read facial expressions and body language
along with listening to words. People also
communicate using messages in the form of
pictures or images. Red and green lights,
when used as traffic signals, are visual mes-
sages that tell a driver when to stop and go
on the road. Red and green signs in Decem-
ber let us know that it's time to do Christ-
mas shopping. Apart from color, messages
can be sent through texture, size, or spatial
arrangements (in a room, on a page, or in the
outdoor environment). Visual messages are
common in our everyday lives,

]
THEWAY THINGS LOOK IS A
FORM GF COMMUNICATION

Speech is one of our most basic forms of com-
munication. It is fluid and expressive. We
punctuate our utterances by speaking soft or
loudly and varying the pitch to make it higher
or lower. Ending a sentence by going up in
tone usually signifies a question. The mes-
sage is made more emphatic when itis coupled

21
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2. COMMUNICATION: VISUAL AND VERBAL

-

s

Figure 2.1: Examples of body language, facial
expression, and gesture (courtesy Sue Linville.)

|
| COMPARISONS BETWEEN SPEECH AND PUBLICATION ELEMENTS
| —

Verbal Format Elements Publication Format Elements

The conversation opener Title

Individual topics and events, with
opening announcements for each

Small talk — actual contents of each

Stories and individual sections of a
publication

" Contents of a story or article

event
?lﬁ:\e emphasis punctuating Subheadings used as visual
p punctuation

Gestures Graphical images

Sitences White space such as margins and
paragraph space markers

Table 2.1

22
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with a visual gesture such as raising the eye-
brows. The sound and expression of spoken
exchange coupled with bodily accents is part
of what we respond to when we talk to each
other, as illustrated in Figure 2.1.

Speech is ephemeral. The sounds of the
spoken word disappear unless they are re-
corded. According to Marshall McLuhan!,
before printing became widespread, the com-
munication of a message was based on word
inflection, using audible sound cadences for
meaning. As printed communication be-
came more widespread, the order of words
in a visually presented text message re-
placed sound as a communicant. Grammar
and rules for the written word replaced the
rhetoricused in a vocal expression. The writ-
ten word can be thought of as akind of frozen
speech, apermanent record when compared to
verbal dialogue.

Apart from the messages in text as writ-
ten language, the printed word can use visual
messages to express moods and feelings.
This chapter will introduce you to ways in
which sounds, gestures, and the body lan-
guage of human communication can be rep-
resented in the printed pages you produce.

COMPARING ELEMENTS
IN SPEECH AND IN PRINT
Elements in a publication are similar to
those used in verbal communication, as seen
summarized in Table 2.1. When people start
a new topic of conversation, they usually use
some opening phrase to introduce it. In text,
the title functions similarly. Conversation
may consist of many different topics and
events, with opening announcements for
each. This equates to the individual stories
and sections of a Publication. Aftera topic is
introduced, the conversation that follows
consists of small talk, equivalent. to the ac-
tual c‘ontents of a story or article. Vocal em-
phasis punctuating a conversation is like the
use of headings, while the use of gestures
corresponds to graphical images — their size,
color, and texture, Silences in ve
munication are simjlar to the
on a printed page,

rbal com-
white spaces
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COMPARISONS BETWEEN $SPEECH
AND PUBLICATION ELEMENTS

Imbedded in any publication are many dif-
ferent kinds of messages. The text contain-
ing the content of the written message is the
most obvious. All publications also embody
subliminal messages that are expressed visu-
ally. Non-textual messages in a publication are
called its visual language.

Examples of visual language used in com-
munication are illustrated in Figure 2.2. The
typeface you use; the way you arrange the
text on the page; the number, size, and kind
of illustrations you use; and the quality,
color, and size of paper all work together to
form a setting. This setting acts as a visual
frame for the messages in your publication,
and becomes part of the total message to be
reccived by your reader audience.

To learn more about how to translate
speech elements into those used in publica-
tions, read Chapter 3, Document Structure:
Organizing Your Publication. It discusses
the parts of a publication and shows you how
to work with them as a desktop designer.

BASIC REQUIREMENTS FOR
DESKTOP PUBLISHING TEXT

This book is not intended to cover the writ-
ing aspect of desktop publishing. However,
the checklist illustrated in Figure 2.3 sum-
marizes some of the basic requirements for
an author to follow when producing desktop
publishing text. If you need more help when
writing material for your publications, con-
sult your local library.

When you are preparing to design a book-
let, newsletter, or report, keep the following
in mind:

Only part of the message carried by
your publication is expressed through
the printed words. Another part of the
message is sent through the
appearance of your publication.

PART ONE: INTRODUCTION TO DESIGN

Powerful
Protessional
Jazzy
Stylish
Playtul
Distinguished

e e
v’ CHECKLIST FOR TEXT:

The text

O Is written ~learly, simply, and as
briefly as possible.

O Contains short, concise sentences.

O Uses concrete language and avoids
abstractions.

Sounds as if | am speaking.

a0

Is free of jargon.

a

Is logically presented; each sentence
and paragraph flow meaningfully to
the next,

Is consistent.
Uses active verb forms.
Awvoids sex blas language.

Has been proofread, edited, and
rewritten so as to present the
message | wish to convey.

0Oo0oaa

— e
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2. COMMUNICATION: VISUAL AND VERBAL

Communication through appearance is called

Figure 2.4: The thro
vansportation network is visual communication.
an example of how we
use our visual sense in
daily life.
VISUAL COMMUNICATION

Studies have shown that as much as 80 per
cent of what we perceive in the world around
us is through our visual sense. Unconsciously,
our visual sense guides us to “read” more
than the words on a page (see Figure 2.4.)

T T T
We read not just words and their
meaning, but also how the words are
arranged, where they are placed, and
what they look like.

Receivers of messages classify them based
on what they see. Supposedly, you can't
judge a book by its cover, but the person who
pulls a book off a shelf and opens it is re-
sponding to a message that the publisher
makes about the content of the book (see
Figure 2.5.)

Visual language can send a reader mes-
sages that help organize and clarify the text.
It acts as an aide to better understanding by
reflecting the information structure of the
Figure 2.5: The visual text. Messages contained in the text of a pub-
language that is inherent
in the design of the cover
of a book may or may
not reflect the message \ Visual
within its interior. : -* Elements

24
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lication can be changed based on the way the
reader perceives those messages visually.
Visual communications reflect the mood of the
text message, whether it is serious or hu-
morous, elegant or unpolished.

CHARACTERISTICS OF
VISUAL MESSAGES

So far we have discussed visual language in
comparison to speech. Visual messages have
other characteristics that contribute to their
impact. Figure 2.6 illustrates the composite
nature of communication. It shows the pub-
lication as a composite message, sent by the
publication designer and editor, to be re-
ceived by the reader audience. The medium
that carries the communication is print. The
message itself is made up of its text mes-
sages and its visual elements set within the
context of the publication.

REPRESENTATION OF
VISUAL ELEMENTS

Visual elements can be very realistic, as
in the letters of the alphabet or in photo-
graphs. They can also be very abstract, and
presented in symbolic form. Look at the pho-
tograph shown in Figure 2.7. Realistically it
shows a spider in its web. Imbedded in the
image are other messages — for example,
the concept of evil and intrigue. These mes-
sages are “coded"— they are set in a visual

Message Contents

N TEXT
Publication
Designer/
Editor VISUAL
ELEMENTS

Figure 2.6: The visual presentation In a publication
sends messages olong with those sent by the words that
compose its text,

RPS™ Dy 1 erag

UM IR T

PART ONE: INTRODUCTION TO DESIGN

~a HT

4
The Reader
Audience

A
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2. COMMUNICATION: VISUAL AND VERBAL

Figure 2.8: Two shorthand that the mind interprets. Som.e
versions of an codes are very personal, but many are uni-
odvertisement for IF ME DOGS m lnAo versal. These are the ones that graphic de-

purina HPro—the | JKTE PRIRINA IT WOMLD signers rely on, according to Paul Rand. “The
ad at the top wos i the common language between
used for ¢ Los SEM I.I(ETH m ngl?O] . ']'t'indespectator .. .The graphic
Angeles audience, LESS DOGS IN L.A. [designer

while the one designer's task is to find the essential mean-

below was oimed ing in the material and then to abstract and
ot New Yorkers. symbolize™

' RULES FOR VISUAL
ey S | COMMUNICATION
R reaneti . -1 Rules for visual communication exist by

convention, by their context or environ-
mental setting, and by how our minds or-
ganize information.

e
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RULES BY CONVENTION

We define some visual arrangements by our
cultural expectations, such as reading from
left to right in European languages, and
right to left in Semitic ones. Arabic numer-
als and mathematical symbols, too, are sym-
bols that are agreed to conventionally. They
usually do not convey information about
their numerical value symbolically in their
©t| shape. In design, it is important to pay at-

MORE DOGS IN %“ tention to the way people expect certain

kinds of messages to be sent. Otherwise you

m will not be understood.
LESS DOGS IN IIEWWRI(.‘ N RULES DERIVED FROM

CONTEXTS AND SETTINGS

The environmental setting and the medium
that is used to carry the message affect how
it will be received by its audience. A reader
has different visual expectations when read-
ing a report in the office than in reading a
play program designed by school-age chil-
dren for their parents. Adverti sing agencies
take advantage of this fact when designing
advertisements for people living in different
parts of the country. (See Figure 2.8.)
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pists have defined some of the formats that
desymers have used intuitively when orga.
nizing page layouts. Sce Chapter 4, Design-
g Form With Content, for a discussion on
cogmitive rescarch and graphic design.

When vou learn how to use visual commu-
nication in your publications, it will be easier
for you to design a document that transmits
your messages clearly and explicitly. Visual
communication, appropriately used, will
help you to communicate with your in-
tended audience more specifically and with
preater power.

————
DESIGN AS A SKILL

Publication design is an ability that can be
learned. 1t is a sophisticated skill, but one
which you can develop through practice, like
playing the piano or learning how to become
a better swimmer. Not everyone will be an
Olympic champion in the area of graphic de-
sign, but you can learn to improve your de-
sitms through repeated effort and practice.

v Get as much information as you can
about the project. Find out why it
needs to be done in the first place. Get
the budget and schedules, if possible.
Ascertain the scope of the project —
large or small. Read Chapter 16,
Publication Planning, Budgeting, and
Scheduling, for help in this area.

v Study the nature of the design
problem, now that you have the hasic
information.

v Develop several possible solutions in
rough form.

v Review and criticize your solution
possibilities.

v Rework your solutions. Repeat steps 4

and 5 until you (and your clients) are
satisfied.

v Create the final design.

PART ONE: INTRODUCTION TO DESICN

HOW TC SOLVE PROBLEMS
WITH DESIGN

The first step when designing a publication
is to learn what the problems are and solve
them. It will set the direction that guides
your graphic design.

You will need to know who your audience
is, what you want to say to them, and how
you want to frame the message. For example,
you may want to present statistics for a fi-
nancial report so that it is received clearly
and without bias. When designing a restau-
rant menu, you might want to indicate a
feeling of elegance about the restaurant's
atmosphere, along with information about
the food and prices. A newsletter to company
employees may need a light touch, as com-
pared to a more serious newsletter sent to
stockholders of the same company. A term
paper and a business report both need to
show the reader that the information is pre-
sented effectively and explicitly.

N
Unless you define the problems your
design is meant to solve and use a
design that fits those needs, the
publication will not communicate your
message or serve its purpose—no
matter how attractive its design is.

v Define your audience,
Know the purpose of your publication.

Know how you want your audience
to react.

v Know the image you wish to project.

Use the checklist in Figure 2.9 on the follow-
ing page to help you define your communica-
tion problems so that you can use visual
communications as a way of solving the
problems. Consciously define the audience,
and what your document requires to reach
them. Define your content message as well,
in relation to how you want it to be received.

Office Technology 1B-18
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2. COMMUNICATION: VISUAL AND VERBAL

o2y o PUBLICATION AUDLENCE ANALYSIS CHECKLIST .
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Figure 2.9: A fullsized version of the Publication Audience Anolysis Checklist
can be found in the Workshop/Forms Appendix.

SPEECH AND PUBLICATION MESSAGE FORMATS

Speech Context
(ephemeral and fleeting)

Publication Context
(Frozen and specific)

Topic of conversation

Mood or key of the conversation
Participants in a conversation
Message form: spcken

Function or purpose of publication
Mood or key of the pages
Audience for desktop publishing

Message form: written

Conversation is two-v/ay most of the  Audience to whom message is

time. Rules for interaction depend

directed is specific but is one-way

on the participants and the time only.
allotted: client, boss, child,

Table 2.2
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DEFINE YOUR AUDIENCE
AND ITS ENVIRONMENT

Publishing can be defined as the act of using
written or printed words to make something
public or known, that was previously un-
known. This definition implies that the publish-
ing process involves the transfer of knowledge
from a sender to an audience. The audience
for the printed message can vary in size from
one person to a hundred or even several
thousand. The audience may be a boss, a co-
worker, an employee, a prospective cus-
tomer or client, a professor, a friend.

The way the audience will receive the in-
formation you are sending in your publication
depends on the form in which the published
message is presented—its look. But don't
assume that your intended audience will ac-
tually read your printed message.

e —
You do not have a reader until you
have Involved that person in your
message. Defining or identifying your
audience helps you choose the
techniques that engage readers.

A good speaker always considers the audi-
ence to whom the message is directed. Don't
you speak differently to a child than to a
grownup? Words said in anger have a differ-
ent tone than those expressing love. A re-
quest for a raise sounds different than a
discussion of where to go for dinner. Most of
us have learned to change or vary our spo-
ken communication depending on circum-
stances, on who we are talking to, and what
the subject matter is. We have learned to
“read the audience.” If the listener does not
appear to understand, we repeat the mes-
sage, speak more slowly, or rephrase the in-
formation. Sometimes we use gestures to
make the message even more clear. (See
Table 2.2))

The printed word can also be modulated
and changed in jts Presentation to depend on
who you are reaching, the mood you wish to
convey, and how you would like the reader to

Office Technology 1B-19
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react. It is important to understand that the
extent and mannerin which your audience be-
comes involved is directly connected to the
form in which your message is sent.

KNOW THE PURPOSE
OF YOUR PUBLICATION

Desktop publishing is used to produce a va-
riety of different publications. These docu-
ments fall into one or more of the categories
ittustrated in Figure 2.10. Identifying the
category to which your document belongs
can help you develop the right approach for
its purpose.

KNOW HOW YOU WANT
YOUR AUDIENCE TO REACT

The printed word is a one-way communica-
tion. When your printed message is being
read, you usually are not present to watch
and listen to your reader, filling in with
speech when the printed message has not ex-
pressed your intentions clearly. The printed
message needs to communicate to your audi-
ence directly as to how you want them to re-
act while they are looking at and reading the
text.

One of the most important design objec-
tives is knowing what. action you want your
reader to take. Among the more common re-
actions promoted by business publications
are: to buy (or sell); to feel good about a com-
pany, product, or service; to define and con-
vey information or data; to change an attitude;
to agree (or disagree) with a philosophy; and
to support a point of view,

KNOW THE IMAGE YOU
WANT TO PROJECT

A third important design objective is know-
ing what image you would like your publica-
tion to project. The arrangement of elements
on the page and the design elements you se-
lect must fit your purpose and audience.

Figure 2.10: Categories of business documents.

PART ONE: INTRODUCTION TO DESIGN

CATEGORIES OF BUSINESS PUBLICATIONS . JR

When you can identify the category to which your '
publication belongs, it will help you to make better design
decisions. A publication may be classified in more than

one category, depending un how it will be used.

A Publication Can...

Business card
Corporate
standards
manual
Label
Stationary

«.provide dota

Application

Documentation
sheet

Order form

Questionnaire

Resume

Specification
sheet

Survey

ol

1
!
|
1

Brochure
Bulletin
Business
report
Factsheet
Magazine
Marketing plan
Newsletter
Newspaper
Product st
Program
Resume
Specification
sheet

’== |

Calendar
Directory
Glossary
List
Schedule
Timetable
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manual
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Traning guide
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2. COMMUNICATION: VISUAL AND VERBAL

If you are preparing the annual report for
a Fortune 500 company, your text should be
informative and authoritative and your de-
sign should project a feeling of prosperity. If,
on the other hand, you are designing a busi-
ness plan, the mood would be bold, energetic,
and confident.

Before you begin to design your
publication, list the impressions you
want to make.

DESIGN AESTHETICS AND
VISUAL COMMUNICATION

Visual commurication seems to have mys-
terious qualities to those who have had little
exposure to page layout and design. It can
take several years to master the nuances of

visual communications, but you can begin to
design aesthetically pleasing publications
that reinforce your message if you apply the
basic principles reviewed in this book.

FORM AND CONTENT

The well-designed document or publication
is easy to read, although the reader is not
conscious of it. It just looks inviting. The
messages it transmits are communicated to
the reader clearly and unambiguously. Vi-
sual and verbal elements do not conflict with
each olher, I the text ie n corious one, the
publication looks serious. Each element within
the text visually echoes the content of the
written word. Important headings are large;
less important elements look less important
because they are smaller or lighter in tone.
In design language this is known as form
echoing content.

Form and content use two different chan.
nels for communication: visual and written

Burger Joint

— Important
HeMBUIGHE o emem oo § 1 29

:h:::q““:_:“"-:zz Change of text to regular body
Ol Bt e g 189 copy is accompanied by a visual
Mg e 1 50 change indicating a difference in
Wih trs 0dd $.78 10 your order the importance Of the message

- Less Important
_‘ - Change of text to regular body
) \ N

| ;/%W copy is accompanied by a visual
| { < 5_ T change indicating a difference in
Fiure .11 ight) The difrnces be | /J) W : the importance of the message.
tween an upscale restaurant ond o fast Change of

food place are reflected not only in their | & accompe iog by, "

pricing, but in the visuol design of their b Bourgagron 3500 Cﬁpy Is accp "‘Pa”ied by a visual
menus Tournsdon de focuf Grike  § 4000 |- change indlcatmg a difference in
fmflui sum | the importance of the message the

L Boewf Slew on Dawbe  § 1500
Pomines Souffltes  § 1500

Figure 2.12: (for right) Levels of impor- i
tance in text are reflected by the size ond
boldness of the type that is used. ’ ———

importance of the message.
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language. The visual appearance of the text
— how it looks and how it is arranged on a
page — is called form. The written word of a
publication, the text, is called content. As de-
scribed earlier, form contains visual mes-
sages that can enhance or conflict with the
content. When a message is communicated so
that form and content echo each other, the
reader finds the message easier to understand
and to remember. Figure 2.11 illustrates how
changes in visual presentation reflects differ-
ences in messages portrayed in printed pieces.
Chapter 4 discusses this concept in greater
detail.

STRUCTURE AND SPACE

Other aspects of form and content deal with
structural and spatial arrangements. Breaks
in the text are reflected by visual breaks on
the page. As shown in Figure 2.12, important
elements are made visually more important,
bigger or bolder than the accompanying text.

PART ONE: INTRODUCTION TO DESIGN

A change of text category is accompanied by
a visual change in structure. For example,
notice that there is a distinct difference be-
tween the chapter headings, paragraph head-
ings, and subheading used in this text. In
this way, a reader is able to follow, with vi-
sual cues, theintent and arrangement of the
text or written message.

e m—
A publication whose visual presentation

is not coordinated with its text is the
equivalent of wearing a sneaker on one
foot and a dress shoe on the other.

Another support for good visual communica-
tion is through the use of a regular and repeated
arrangement of text and illustrations that the
reader unconsciously follows (see Figure
2.13.) The page layout follows an underlying
skeleton, paragraph to paragraph and page

e

AR
TEORY
! RRVRYAN

— Figure 2.13: A regular orrangement of
.J text ond illustrations.

H
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2. COMMUNICATION: VISUAL AND VERBAL

Figure 2.14: Comparison
of publicotions for
different audiences: (top)
a book for teen-aged girls,
(center, courtesy KCRW)
a radio stotion newsfetter,
ond (bottom) an annual

report,

oRIGINAL

32
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to page. Chapter 7, Grids: Working With Strue.
ture and Space, covers this aspect of design.

MOOD AND FEELING

In a well-designed document or publication,
the mood and tone that the text communicates
is replicated visually. When the message is a
serious one, type and text arrangements
also look serious. An annual report that
looked like a new-wave graphic or an MTV
music presentation would convey an am-
biguous message — one of frivolity conflict-
ing with a serious statement. A publication
for teenagers, on the other hand, would be
inappropriately designed if it looked like a
corporate financial report (see Figure 2.14.)

TEXT AND VISUAL
COMMUNICATION

When designing a publication for good com-
munication you must also think about how
well the material on the page can be read.
Consideration must be given to four cle-
ments: legibility, readability, consistency,
and relevance.

LEGIBILITY
Legibility is the extent to which the print is
large enough and sufficiently well-formed to
actually be read. Overinked, filled-in letters
or smeared print arc examples of text that is
hard to read because it is not legible.

Print for beginning readers and the eld-
erly, even when it is clean, is not actually
legible unless it is larger than average.

READABILITY

Readability is a gauge of the amount of ef-
fort needed to read a document, Readability
differs from legibility in that legibility is
concerned with the clauity of the text; readabil-
ity is concerned with the ease or difficulty in
reading the type face design, size, and place-
ment. Convention also affects what people
think is readable, In the fourteenth century,
the German black letter printing was casily
read, butitis considered almost unreadable
today (see Figure 2.15)
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CONSISTENCY

It is easier to read a publication when its
page design is consistent. Consistency de-
mands that any page elements used in the
same way throughcut a publication should
always look the same and have the same loca-
tions and relationships to cach other, page
after page. For example, a main head should
always be set using the same type face and size
throughout a story. Likewise, the body text in

cangsx’

that story should have the same width through-
out, unless there is an illustration.

|
Inconsistent page design is confusing to
the reader. A publication that is
confusing to the reader is a poorly
designed publication

Figure 2.15: A copy of a page from the
modern Washburn Coliege Bible
designed by Brodbury Thompson as
compored to a copy of the some text
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2. COMMUNICATION: VISUAL AND VERBAL

RELEVANCE

Relevance, the fourth member of the text
type quartet, is concerned with visual em-
phasis. The importance of a text or graphic
element is indicated by the size, type style,
and the space it takes up. Its level of impor-
tance should be equal to its visual and spatial
emphasis on the printed page. Newspaper
headlines, for example, are larger and blacker
than the rest of the text on the page to call
attention to important news events. Maga-
zines use headings that are large enough to
stand out from the advertisements on the
page to show the beginning of a story (see
Figure 2.16.) For a more detailed discussion of
legibility, readability, consistency, and rele-
vance, see Chapter 6, Type Aesthetics.

Figure 2.16: Typogrophiz
emphasis is shown by
sizes of type ond its

The major elements that make up text in
a document are covered in the next chapter.
Publication elements require design using
visual and spatial emphasis that is appropri-
ate to the text reference and to the audience
that you are reaching. These elements are
similar to those used in speech, as shown in
Table 2.2.

1 McLuhan, M (1960), “The Effect of the
Printed Book on Language in the 16th
Century,” in Explorations in Communication.
McLuhan, M. and Carpenter, E.. (eds), MA,
Beacon Press, 1960.

2Rand, P. (1970) Thoughts on Design. London,
Studio Vista, 1970.
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CHECKING YOUR
UNDERSTANDING

1. Give three examples of how visual
language is used in our daily lives.

2. Briefly explain how the content of a
publication may be changed based on the
way the reader visually perceives the
message.

3. Give five of the basic requirements for
writing desktop publishing text.

4. List the four problem areas that must
be addressed before you can begin a
publication design.

5. Contrast how a speaker and a desktop
publishing designer considers the
audience to which the message is
addressed.

6. List ten different publications currently
available at your local library orschool and
then classify each of the publications
according to purposes shown in Figure 2.9.

7. Explain the difference between the
form and the content of a publication.

8. Give two examples of how this text
uses structural and spatial arrangement as
a design element.

9. Explain how mood and feeling of a
publication’s text can be replicated visually.

10. Explain the differences between each
element of the text/type communication
quartet: readability, legibility, consistency,
and relevance.

ERIC

Aruitoxt provided by Eic:

PART ONE: INTRODUCTION TO DESICN

R
BUILDING YOUR DESKTOP
PUBLISHING DESIGN SKILLS

1. Collect samples of five difterent
publication designs (brochure, magazine
advertisement, flyer, form, newsletter, and
so on) that illustrate good use ofthe basic
principles of design discussed in this
chapter, and five different samples that
illustrate poor use of basic design
principles. Prepare a cover sheet for each
of your publications using a copy of the
Publication Cover Sheet, Figure 2.17 in the
Workbook/Forms Appendix.

[P " PUBLICATION COVER SHELT T .

Sarrenary of St memsge _

Explain haw tha frtn dees or doss 1t #cha Wt cantert (ghve specihc s uamples whers possitde)

Figure 2.17: Reduced copy of
Publication Cover Sheet

35
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2. COMMUNICATION: VISUAL AND VERBAL
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2. Collect a min®mum of four different
publications (i.¢., brochures, stationery,
business cards, newsletters, and sv on) for
an organization or firm with which you are
familiar. The organization may be a school
club, an academic department within your
school or college, a professional organiza-
tion to which you belong, or the company
for which you, a friend, or relative works.

Prepare a one- or two-page report that
answers the following questions about the
organization or company. Include your
samples with your written report.

a) What is/are the primary product(s)
or service(s) provided by the organiza-
tion or firm?

b) Explain how this organization or
firm differs from others that provide
the same products or services.

c) List three adjectives that can be
used to describe the audience to which
your samples are directed.

d) List three adjectives that best de-
scribe the image the organization or
firm image conveys in your samples,

e) Describe any identifying logo,
motto, or slogan, and explain the im-
age that is conveyed.

3. Prepare the text for an unsolicited
letter of application that you can use to
obtain a position in a field of your choice.

a) Before starting to write, take the
time to answer the following:

* Who is my audience?

* How do I want my target
audience to react?

* What image do I want to project?

b) After writing your text, check it
over using the following criteria:

* Evaluate your writing style
using the check list for text on
page 23 as a guide.

i
~J

» Proofread your text carefully for
spelling, grammar, punctua-
tion, and sentence structure.

¢) Edit your first draft if necessary,
and prepare a final copy. Include an
introductory paragraph to the text
that describes the target audience,
the image you wish to project, and
any other information that will help
the reader evaluate the effectiveness
of your message.

IR
DESKTOP DESIGN WORKSHOP

The purpose of this section is to provide
you with opportunities to develop and/or
improve your desktop publishing design
skills. The worksheet pages have been
placed at the back of the book, and are
designed so they can be removed and you
can write, draw, or place your responses
directly onto the pages.

WORKSHEET 2.1

Study the two sample desktop publishing
publications. Review their accompanying
“makeovers” along with the desceription of
the firm using each publication. Working
with the design principles presented in this
chapter, and the description accompanying
each publication, indicate why the changes
reflected in the “makeovers” were made.

Give suggestions for further improvement, if
appropriate.

Olfice Technology 1B-27
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Communication: Visual and Verbal

; Before The editors have included all of the listed items and more. If you like the way
‘ Reading this chapter ooks, reading it may be easier.

If you had a negative reaction to the various study aids or illustrations and
graphics, reading the chapter may be more difficult.

Think for a minute about your negative reaction. Does it relate to this chapter
or to something in your background? Can you decide to give the chapter the
benefit of the doubt—at least until you've read it? If not, you'll just have to
read a chapter to which you’ve taken an instant dislike. Good luck!
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Before g To make these answers more "visual,” the topics have been indented to show

Reading their relative importance, according to the graphic clues:
[__T_I The Way Things Look Is a Form of Communication
Comparing Elements in Speech and in Print
Comparisons Between Speech and Publication Elements

Basic Requirements for Desktop Publishing Text
E] Visual Communication
Characteristics of Visual Messages
Representation of Visual Elements
Rules for Visual Communication
Rules by Convention
Rules Derived from Contexts and Settings
Rules by How Our Minds Organize Information
Design as a Skill
How to Solve Problems with Design
Define Your Audience and lts Environment
Know the Purpose of Your Publication
Know How You Want Your Audience to React
Know the Image You Want to Project
Design Aesthetics and Visual Communication
Form and Content
Structure and Space
Mood and Feeling
Text and Visual Communication
Legibility
Readability

Consistency

(][] [ [ [ P TR TR ] RIS ] =] ] [ (o] (][] [

Relevance

By figuring out the graphic clues, you have provided yourself with an outline
of the chapter, showing which topics are main ideas and which topics support
those main ideas.

Continued on following page
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The author’s pattern seems to be to use a bold line above the four main parts
of the chapter, with the topics of medium importance identified by capitalized
bold type, and the supporting ideas in plain capitals.

Did any of these relationships surprise you? In the first section, having a "3"
before a "2" seemed odd to me. Perhaps it’s something for us to pay particular
attention to when reading the author’s information.
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Before
Reading

Compare your responses with these:

1.

The first objective is "Discuss how visual language can be used as a
communication medium.” Which of the headings and subheadings seem to
be related to that objective? ‘

It may be just the first section “The Way Things Look is a Form of
Communication.” Or it may be the entire second section on "Visual
Communication,” but my guess (and hope) is that it's the shorter, first section!

Which headings and subheadings seem to cover "Summarize the basic
requirements for desktop publishing text"?

This one looks really casy! There’s not only the heading “Basic Requirements for
Desktop Publishing Text,” but there’s also the Checklist for Text labeled
Figure 2.3.

Where will you find the information for "Describe how graphic design and
aesthetics aid in the communication process™? ‘

Dovs this include both the third wmajor heading "Design as a Skill” and the fourth
one "Design Aesthetics and Visual Communication”? Maybe, if I'm lucky, it's
only one of these.

According to my dictionary, aesthetics has to do with taste and beauty. Maybe
I'll understand it better after reading that section!

List the headings which relate to "Define communication problems and
discuss how visual communications can help solve these problems.”

Himm. I can’t see anything labeled “communication problems.” I do see the section
under the third main part which talks about "How to Solve Problems with
Design.” Maybe that's what I'm looking for. But when 1 read, I'll have to
remember to look for stuff about communications problems.

Which parts of the chapter will provide the information necessary to
“Identity basic visual communication principles and explain how they aid
in the design of aesthetically pleasing publications"?

Yuk! Do these guys want me to pull together information from the part in section
two on "Rules for Visual Communication” with the fourth section on "Design
Acsthetics and Visual Communication"? Or will 1 luck out and find cverything |
need tn that last part of the fourth section, “Text and Visual Communication”? |
hate it when they skip around!

Office Technology Answer Key 1B-31
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After
Reuading

Compare your responses with these:

1.

Summarize the basic requirements for writing text for desktop publication.
Include at least five of the ten listed requirements.

Text which is going to be desktop published must meet requirements that are
basically the same as for any good piece of writing: text should be clear, bricf, and
personal, using active verbs and as little jargon as possible.

After looking back at Figure 2.3, I'd change the list to read as follows: it should be
clear, simple, and brief, with short sentences which use concrete language and
active verbs. The text should be well organized and avoid jargon or sex-biased
language.

List and define the four problem areas which must be addressed before
beginning a publication design.

The “problem areas” are the same as those of any writer: audience, purpose,
occasion, and message. The first one, audience, has to do with who will be reading
the text. Keeping the needs of the audience in mind is necessary in order to
produce an effective text. Getting clear about the purpose also improves writing;
informative, persuasive, or argumentative purposes can produce different results.
Occasion (this isn’t exactly the right word, I'm sure) has to do with the nature of
the writing situation: casual, formal, etc. "Message” may not even be on the list.

After looking back on pages 1B-18 through 1B-20 of the chapter, I'd keep wost of
the first three sentences, just making a few corrections: The “problem areas” are
the same as those of any writer: audience, purpose, reaction, and image. The first
one, audience, has to do with who will be reading the text. Keeping the needs of
the audience in mind is necessary in order to produce an effective text. Getting
clear about the purpose also improves writing. The rest will require several
changes: Purposes include identifying, informing, selling, providing data, acting
as a reference, or teaching. A third problem area is audience reaction. Being clear
about the desired actions (buying, feeling positive, agreeing, etc.) will improve the
writing. Knowing what the desired image is will affect the writing. For example, if
P'want readers to invest in my company, my publications must inspire confidence
and frust.

Continued on following page
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Explain the function of these aesthetic elements in visual communications:
form, structure, space, and mood.

The elements of form, structure, space, and mood relate to taste and beauty in a
publication. The form of a publication should support and clarify its content. So,
too, should visual structure clarify the organization of the writing. The use of
space, including white space (which is like silence in verbal communication) also
contributes to the impression a publication will make on the reader. The mood of a
publication can be affected by all of these elements, and it should support the
desired feeling of the text.

After re-reading pages 1B-21 through 1B-22, I'll let this response stand as
written. Though I'm not sure of the differences between some of these terms, |
can’t see any mistakes.

Define and explain the differences between each element of the text/type
communication quartet: readability, legibility, consistency, and relevance.

The first element of the text/type communication quartet, readability, has to do
with how casy the text is to understand. Legibility, on the other hand, has to do
with the clarity of the typeface and the printing job. Consistency requires that
elements of similar importance are presented in the samne style so that structure is
accurately indicated. Relevance (this is a guess) has to do with keeping related
itemns in the same style . . .

After re-reading pages 1B-23 through 1B-25, I'd re.ise both the consistency and
relevance parts as follows: Consistency requires that recurring clements (such as
section titles) be in the saime style and the same place throughout. Relevance
reflects the level of emphasis an element is receiving. For example, the biggest
newspaper headline calls attention to the most important story.

Office Technology Ansuwer Key 1B-33
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After
Reading

Do you agree with these answers and explanations?

1.

E

Authors who write material for desktop publishing should write clearly,
simply and briefly. And they should use concrete language which is free
from jargon and bias. But the checklist encourages use of the first person
when it recommends that text "sound as if | am speaking™ and be rewritten
to "present the message | wish to convey."

A

That ad on page 1B-17 showed an awareness that Los Angeles readers
were less likely than New Yorkers to encounter doggie by-products while
dressed for work. If there is an image problem, it’s for dogs that don't eat
Hi-Pro. Few readers would see both ads, so information about regional
differences wasn't the point. Both ads had a light, casual tone—in keeping
with the subject matter! Even if you couldn’t remember the ad, analyzing
that jogging clothes are more representative of LA and suits are more
representative of New York leads you to choose the "context" answer.

D

Form, structure, space, and mood are aspects of visual, not verbal
communication, and of concern to desxtop publishers (as well as art critics
and beauty consultants) who are concerned that their aesthetics are
showing,.

B

Look closely at the difference between readability (ease of understanding)
and legibility (ease of making out the letters) on page 1B-23.
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Spotlight on Technology: -

Getting a Job Electrorically ::

.o

Purpose This one-page excerpt comes from a textbook chapter on résumés and

fOT applications. It might well be shared by an instructor wanting to provide you
di a glimpse of your technological future. Although this information is unlikely

Reading to appear on a test, it could be very useful to readers who plan to enter the job

market, and that’s just about everyone!

Plan to read this page for the personal value it can bring, whether it gives you
new ideas, confirms your own experience, or makes you yearn for the "good
old days."

Ober, Scott. "Spotlight on Technology." Contemporary
Business Communication. Boston: Houghton
Mifflin, 1992: 559.

Office Technology 1C-1
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Before 0 To get an idea of what is covered on this page, read

Reading * the introductory paragraph
s the five headings
e the list of sources

Don’t spend more than a minute on this preview.

Based on the few words you've seen, and limited only by your own

imagination and experience, try a warm-up exercise in which you guess what
the author will say about

1. getting a job electronically, including résumé software
2. registering on line

3. video résumés

4. scheduling recruiter interviews

5. processing applications

After your preview, write your warm-up guesses about the five topics here:

Office Technology 1C-2
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Before Did you notice the dates and titles on the sources consulted in the
Reading development of this page? If not, look back again at that bottom paragraph.

What do the sources and dates tell you about the article?

During Unless you havg dibCf)vered a heading with unknown terms, you're Pro‘bably
Readi ready to read this article. Remember that you can be self-centered this time;
eaawng you’ll be reading to meet your own personal goals.

When reading for personal goals, feel free to change your reading rate or
method depending on your interests. For example, you might skim or even
skip a section that doesn’t seem interesting. On the other hand, you might
want to slow down or even re-read sections which seem especially valuable or
new.

Please yourself as you read this article.

Afte'- When you've finished reading, take a minute to mentally review the highs and
Reading lows of the article.

What sections or ideas did you particularly like? Did any parts seem boring or
wrong or just not relevant to you? Write your response here:

Office Technology 1C-3




After )
Rending @

Reading this article has probably given you some good ideas, and maybe a
few new worries. If you want to check up on what technological aids to the
job search are available today in your area, you’ll have to do some looking.

Make a list of the people and places that couid help you learn more about the
technological approach to a job search.

Qffice Technology 1C-4
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Spotlight on Technology:
Getting a Job Electronically

Ober, Scott. "Spotlight on Technology."
Contemporary Business Communication.

Boston: Houghton Mifflin, 1992: 559.

Copyright © 1992 by Houghton Mifflin Company.

Reprinted with permission from
Houghton Mifflin Company.

For permission to reprint

for classroom use,

contact:

Ms. Jill C. Conway

Houghton Mifflin Company

One Beacon Street

Boston, MA 02108

Phone: (617) 725-5811; FAX (617) 573-4997
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-[SPIO: T, LG H] Y] ON TECHNOLOGY

GETTING A JOB ELECTRONICALLY

Both employers and job seckers are making increasing
use of technology to make the job-selection process
more cffective and more efficient. Let’s follow Robin
Gryder, a records-management major, as he begins his
job search. Although some of the technology he uses
may not be widely available or economical yet, they
probably will be within a few years.

Résumé Software

To begin with, Robin purchases the Résumé Kut, a
software program from Spinnaker Software (Cambridge,
Massachusetts), to help him prepare his résumé. The
Résumé Kit takes Robin through a sequential process
that helps him organize his skills, experience, and
education into a clear and concise format of his choice.
When he selects from the nine different résumé styles
available, the spacing, fonts, boldfacing, tabs, and un-
derlining are done automatically for a customized résumé
in minutes. In addition, the software program comes
with a 100,000-word spelling checker, a word processor
for writing cover and interview follow-up letters, and
an on-screen calendar system for managing his schedule.

Registering on Line

Using his computer and modem, Robin then logs onto
Diaiog Information Services to make use of the Career
Placement Registry, an on-line job service operated by
Plenum Publishing of Alexandria, Virginia. This service,
which has been operating since 1981, charges students
$12 to post their résumés on line for six months, with
an $8 renewal fee each six months.

Interested companies from around the country {or
even around the world) can then search those résumés
using a variety of criteria. The companies pay an hourly
usage fee in addition to $1 for each résumé that meets
their criteria and is called up for review and printing.
Approximately 500 American companies currently search
this database each month, and approximately 4,000
students list their résumés for the 600 or so positions
that are flled monthly.

Video Résumés

Recognizing that a printed résumé does hetle to com-
municate how he talks, acts, and looks, Robin takes his
job search one step further by contacting Res-A-Vue, a
video marketing company in Connccticut. For a fee
ranging from a few hundred ro several thousand dollars,
Res-A-Vue will prepare a professionally produced video
résumé of a job candidate. Such résumés typically last
sbout five minutes and give the candidate an opportunity
to tell about his or her abilities and ambitions before a
studio camera. Res-A-Vue then edits the tape to delete
any weak or distracting footage and adds on-screen

titles and background music. Robin can then send copies
of the videotape to praspective employers to give them
an opportunity to “meet’ him before the job interview
takes place, ’

Scheduling Recruiter Interviews

Using his computer again, Robin bids for an open
interview slot with one of the on-campus recruiters. He
can do this from the comfort of his dormitory room,
24 hours a day, seven days a week—not just when the
placement office is open. He also uploads his résumé to
the placement-office computer for the recruiter to review
electronically.

As soon as he has scheduled an on-campus interview,
Robin logs back onto Dialog Information Services and
enters the Disclosure database to learn more about the
company with whom he will be interviewing. Disclosure
contains detailed information about all publicly held
U.S. corporations, including annual reports, 10-K re-
ports, ar-1 proxy statements. It costs approximately $20
to prin. out three years of information about the
company, such as income statements and balance shects;
names, ages, and salaries of corporate officers and
directors; the management discussion from the annual
report; and a description of the products or services the
company sells.

Processing Applications

One of the companies that received Robin's résumé was
Apple Computer, of Cupertino, California. Every large,
multinational firm receives thousands of such résumés
each year; Apple, for example, receives 300,000 résumés
yearly. It keeps track of them by scanning them into a
minicomputer that reads key words from the text.

Employers are also using technology 10 lower the cost
of interviewing candidates—especially for the early round
of interviews. For example, one company, Corporate
Interviewing Network (CIN), will interview candidates
for an employer at one of its locations in every major
city 1n the country, The employer specifies the questions
used, and CIN furnishes the company with a videotape
of the nterview. The employer pays an inital $100
registration fee and $50 per interview—quite a saving
from the hundreds of dollars typically required to fly a
candidate to headquarters for interviewing.

Sonrces: “Apple Beats Résumé Flood,” PC Week, Sentember
18, 1989, p. 74; “Computers Can Make Best Intervi vers,”
USA Today, July 17, 1989, p. 6B; William G. Flanagan,
“Interview . ., Take One!™ Forbes, November 18, 1985, py.
244-245; Claudia Genener, “Tracking Information,” The Na-
tonal Busmess Employment Weekly (College Edition), Winter/
Spring 1982, p. 20; Tony Lee, *'Landing a Job Online,” The
National Busness Employment Weekly (College Edition), Win-
ter/Spring 1989, pp. 19-21.

(0
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Before
Reading

Refore
Reading
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Spotlight on Technology:
Getting a Job Electronically

Compare your response to this one. While there are no "right answers" at this
stage, responses can be more or less thorough. Does your answer cover all the
five points requested?

Getting a job electronically sounds better than getting one in person because it might
be less terrifying for shy types like me. I really like the idea of résumé software if it
makes the résumé look good, because I'm convinced that a résumé has to look special to
get read these days. I've seen plenty of registration "on line;” I've stood in lines for
hours (hah!). Video applications to college were on 60 Minutes a while back, so video
résumés can’t be far behind. Again, they sound better to me than face-to-face contact.
Scheduling recruiter interviews doesn’t sound very technological, nor does processing
applications. I'll just have to read the article to find out if | can get a job without ever
having to speak to anybody in person. Who knows, with a modem | might be able to
work for years without ever having to leave the comfort of my home.

Again, your response will probably be different, but you might like to see how
someone else answered:

The sources look appropriate and interesting: PC Week and Forbes particularly sound
like magazines that ought to know wihat they’re talking about. I'm not so sure about
USA Today! On the other hand, these references are several years old. In technology,
things change fast! It might be worth looking for a current copy of the National
Business Employment Weekly (College Edition) when I next have to face the awful
prospect of job hunting.
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After What sections or ideas did you particularly like? Did any parts seem boring or
Reading wrong or just not relevant to you? Write your response here:

Here’s one response to the questions:

A lot of this article was interesting and kind of exciting. Right off, I liked the
sound of Robin Gryder’s tnajor, “records tnanagement.” That's one of my jobs at
home, but I had no idea it could be a college degree! The résumé software sounds
even better after I've read about it; | like the idea of a choice of fonts and styles.

I'm a little worried about what the recession might have done to that Virginia on-
line job service; wonder if there’s something closer to Texas. The idea of a video
résumé both attracts and scares we; 1've never seen myself on TV, but | doubt I'd
like it!

What's this “comfort of his dormitory room”? Do I need a dorm to make an
appointment? Having a database that can give you background on companies
sounds fabulous! I wonder if they keep it so up to date that you could get the
names of people you'd be interviewing with?

The fact that Apple scans applications makes me wonder if my application would
get better attention if I used a hard-to-scan font. That would cause extra work for
a clerk, but somebody tnight read it. If video interviews are going to be part of my
future, maybe I better quit putting off that speech course. Right now, I don’t think
I'm ready for prime time in the job market.

After @ The‘ list of people anc-l places will depend on where you are and who's
Reading available. Did you think of some of these?

*  College Placement Office/Director

*  Counseling Center

¢ Career Counseling Office

¢ On-campus computer labs

» Office Technology faculty and staff

¢ Library and librarians

Office Technology Answer Key 1C-8




Time and Stress Management

Purpose This chapter focuses on a critical issue in our culture: how to manage time and
for stress. Although the examples and suggestions in this chapter relate
. specifically to office workers, an instructor might assign the material in hope
Readlng of helping students manage time and stress in college as well as in the
workplace.

Thus, your purpose for reading would be to satisfy both the instructional need
to know the material covered in this chapter and the personal need to learn
more about ways to lead a less stressful life.

Fulton, Patsy ]. Chapter 9: "Time and Stress
Management." Office Procedures and Technology
for College. 10th ed. Cincinnati: South-Western,
1993: 235-251, and Manual (same): 79Y-80.
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Before Preview the chapter to get an idea of the study aids offered by the author and
Readin g how she organizes the information.

After your preview, check cff the study aids that you noticed during the
preview:

General Objectives
Hlustrations including pictures and cartoons
Figures that provide examples of ideas in the text

Main Headings in large, bold type; subheadings in regular, bold type;
important details in bold italics.

Chapter Summary
Terminology Review
Discussion Items

Case Study

OO0 oo

Office Applications

Check the statement that best describes the organization of the information in
the chapter:

D Stress causes and reducers are discussed first, then time management
problems and solutions are presented.

D Time wasters and the causes of stress are introduced, then the ways to
overcome each are covered.

-
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Before
Reading

During
Reading

After
Reading

How much do you know about the ideas presented in this chapter? Where do
you expect to be able to skim or even skip familiar information? Where will
you have to slow down to learn something new?

To answer the above questions, look carefully at the General Obj2ctives. Can
you already meet some of them? Mentally provide your answers to @ach of the
objectives, then check with the Chapter Summary to see how close your
answer is to the author’s presentation of the material.

When reading about a topic where you already have considerable background,
beware of a tendency to be passive and uninvolved. Use your previous
knowledge to guide an active, rapid reading, in which you confirm whether
this author is saying what you expected. Don’t confuse information with
behavior, either. If you "know" how to manage time and stress but find
yourself constantly pressed for time and frequently feeling stressed out, maybe
the presentation of ideas in this chapter will offer a new approach that will
help you make some needed personal changes.

Have you taken the Perfectionist Test on page 1D-8? If not, do so before
reading. Interrupting your reading to take the test when you get to that page
will break up your concentration.

When you have assessed your background knowledge about time and stress
management, develop a plan for reading the chapter. You'll need to cover all
of it, but you can decide where to break up the reading to keep your
concentration high throughout.

Remember that your purpose includes both learning information and
discovering personally useful tips. Allow enough time for each, but don't
forget to maintain an active attitude and a rapid rate—especially in the
familiar parts.

Are you satisfied with your understanding and memory of the author’s
various points?

Test your level of mastery by looking back at each major heading and reciting
to yourself each subheading in the section. (Reciting will mean talking out
loud to yourself if you're an auditory learner; visual learners will probably
recite by writing down their thoughts).

Use the unusually complete Chapter Summary as an answer key. Did you
remember the same information that the author included in the summary? If
not, some more reading and self-testing may be needed.
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After
Reading

After
Reading

As a test of your study, answer the eight Discussion Items on page 1D-19.

Although this is not an assignment requiring edited responses, you should

write your answer completely. It’s pretty easy to fool yourself into thinking

that you "meant” to include information that, in fact, you didn’t remember at

all.

Answer these questions on a separate piece of paper:

1. List and explain three causes of stress. ;
2. Explain how perfectionism can be related to stress.

3. Identify and explain four time wasters.

4. What is meant by the statement, "Time management is a misnomer"?

5. What are the attributes that an effective goal must have?

6. Explain how a time log can be beneficial in managing yourself in relation
to time.

7. List three ways in which you might conquer procrastination.

8. Explain how time management systems can help you utilize time
effectively.

Did you learn something that you can personally use to manage your time or
your stress better? Take time to review that new idea and make plans for how
you'll put it to practice.

Write down an idea or two that you learned from this chapter. For each idea,
write down how you plan to implement it in your life.
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9 Time and Stress Management

Americans are safer than ever before. The acci-
dental death rate continues to go down. Consider,
for a moment, three areas of safety—safety on the
highway, safety on the job, and safety in the home.
Here are some of the directions we are taking in
these thiee areas. Speed limits on the highways
have been reduced; laws have been enacted re-
quiting the use of scat belts while driving: car man-
ulacturers are installing air bags; and numerous
individuals are enrolling in defensive driving
courses in an effort to become safer drivers, At
work, criplovers are adhiering o the safety stan-
dards set by OSHA  (Oceupational Safety and
Health Administration). Hazardous materials are
disposed of according to the satety standards es-
tablished by OSIEA. Building planners and office
designers are paying attention to lighting de-
signed to eliminate glare and furniture designed
to reduce fatigue. In our homes, we store cleaning
fluids where our children cannot get to them; we
keep our medicines in child-proof bottles; and we
buy nonskid rugs for our floors.

Even though Americans are safer than ever
before, our health behaviors are still putting our
lives at risk. As a nation, we are drinking fewei al-
coholic beverages, smoking less, and having more
frequent medical examinations. However, more
Americans are overweight than ever before and
women'’s stress is at an historic high. Only one-
third of our nation exercises three days a week or
more, and we continue to eat foods high in fat and
cholesterol even though most of our products are
now carefully marked with the calorie, protein,
carbohydrate, cholesterol, sodium, fat, and vita-
min content. Americans consume pounds of fatty
foods, work hard at high stress jobs, exercise very
litle, and have a high rate of heart disease,
cancer, and strokes.

So, can Americans be healthier and less
stressed? Do we have the medical research to help
us understand how to do it? The answer is a re-
sounding yes to both questions. This chapter will

8

lllus. 9-1 Only one-third of our nation exercises
three days a week or more, and we continue to eat
foods high in fat and cholesterol.

help you understand some of the causes of stress
and how to control your tine more effectively so
that you wight reduce stress. As you study this
chapter, commit now to practice the techniques
you learn.

GENERAL OBJECTIVES

Your general objectives for this chapter are to

1. Define the causes of stress.

2. Identify stress reducers.

3. Implement stress controls.

4. Determine the importance of utilizing time

waell.

Analyze how your time is spent.

Identify time wasters.

7. Establish effective time management tech-
niques.

oo

STRESS—A MAJOR MALADY

We live in an information age. Know.zdge con-
tinues to expand rapidly and new technology is
the rule rather than the exception. We are con-
stantly having to learn new ways of performing our
jobs. The frequency of equipment changes and
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the production of new software forces office assis-
tants to learn new methods. Changing jobs and
even careers is now more common than ever. In
fact, you may change careers several times during
your work life due to the changing needs of the
workplace. All of these occurrences can and often
do contribute to stress.

Stress is the body's response to a demand
placed upon it. Qur wants, needs, and desires are
derived from stress of some kind. Stress cannot be
avoided; and in fact, you would not want to avoid
all stress. If you never felt a need to achieve, you
wouldn't go to school. If you never felt a need to
contribute, you wouldn’t accept a challenging job.
Thus, stress can and does have a positive impact
on our lives. However, stress can also be harmful.
Some situations in life can cause negative stress or
distress. For example, when a family member gets
sick, you feel negative stress. When you get sick or
afraid, you experience negative stress.

Causes of Stress

Negative stress has numerous causes. A few of
these causes are overwork, personal problems,
and distressing work conditions.

Overwork Productivity is a key word in all busi-
nesses today. In order to compete in an interna-
tional market, businesses are experiencing the
need to be more and more productive. This pro-
ductivity need means that employees are expected
to produce more in less time and with a greater
degree of accuracy than ever before. Many em-
ployees find themselves working long hours, get-
ting more and more exhausted, and thus being
able to produce less and less. Such behaviors pro-
duce negative stress. Burnout, absenteeism, low
motivation, and even lowered self-esteem are neg-
ative side effects of long hours.

Personal Problems The divorce rate in America
continues to be high. Single parent homes are prev-
alent. Many times the responsibility for rearing
children falls on one parent. These responsibili-
ties, along with having to make sufficient money
to meet the needs of the individuals within the
family, can produce negative stress. Americans are
also living longer than ever before, and many
times this long life means that families include el-
derly members who must have special time and
care. Such responsibilities can cause negative stress.

Distressing Work Conditions Ergonomics is the
study of the effects of the work environment on
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the health and well-being of employees. Although
businesses are more and more aware of ergonom-
ics, unsatisfactory working conditions still exist.
For example, employees may sit at a computer ter-
minal for hours at a time with few breaks. Many
offices have no outside walls, and employees do
not have a chance to enjoy the restfulness that can
occur by observing nature. In addition, personal-
ity conflicts sometimes occur within the office. Co-
workers can be unhappy in their personal lives,
and this unhappiness can manifest itself on the
job. You may be the innocent party who has to
face an unhappy individual each day, never really
knowing what kind of mood this person will be in.
You may also encounter a difficult supervisor—
one who is neither consistent nor considerate. You
may be forced into trying to determine what your
supervisor wants in relation to quality work. All of
these situations can cause negative stress.

Stress Reducers

Although individuals can never avoid all negative
stress, it is important that'negative stress not be
experienced for extended periods of time. Such
negative stress is referred to as chronic stress.
Chronic stress triggers the production of chemi-
cals in our body which can cause damage. For ex-
ample, high blood pressure, kidney damage, car-
diovascular disease, migraine headaches, and
ulcers can result from chronic stress. Thus,
healthy individuals get rid of negative stress before
it has a chance to damage their body. Here are
some stress reducers for you to practice.

Balance Work and Play Oftentimes people com-
ment that they work a 50-, 60-, or even '70-hour
week. And, the statement may be made with a
sense of pride. If o person is working such long
hours, isn't he or she producing a large amount of
work? Doesn’t the individual have a demanding
and challenging job? Isn't he or she appreciated
and respected for the work contributions? Not
necessarily. We know that there is a relationship
between hours worked and productivity. Of course,
individuals differ in the number of productive
hours they can work. However, studies have shown
that productivity decreases after extended periods
of time. Most of us realize immediately when we
are not being productive. When we become fa-
tigued, the amount of work we produce goes
down, and our error rate goes up. Such symptoms
are signals that it is time for us to slow down and to
take a break.

Part 4 Managing Time and Information
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We actually can gain new energy by taking
time to play. Maslow, a noted psychologist, talks
about letting the child in us live. Too often as
adults we have forgotten how to relax and, with
complete abandon, enjoy the world around us.
Some individuals writing in the field of creative
energy urge us to take “joy breaks”—to actually
have toys at our desk and to stop for two to five
minutes to play when we feel overtired or nonpro-
ductive. Such play allows us to release built-up ten-
sions, to open blocked thinking, and to trigger
creative ideas. Take a few moments now and write
down several things that are fun for you that you
can do in a two-to-five minute break from your

job.

Know the Difference Between Achievement and
Perfection Perfectionism can be defined as a

llus.9-2 Learn to take breaks and relax in order to
avoid negative stress.

Figure 9-1 Perfectionist Test

propensity for setting extremely high standards
and being displeased with anything else. Although
many of us are taught that it is important to do
everything perfectly, this is not possible. Are you a
perfectionist? Do you believe that everything you
do must be done extremely well? Read the state-
ments in Figure 9-1, and check those which apply
to you. If you respond positively Lo all of the state-
ments, you have probably bought into a negative,
perfectionist pattern of behavior, Begin now to re-
think how you view your work,

Certainly, itis important to achieve and to do
things well; however, no human being can be per-
fect. And to blame oneself continually for not do-
ing everything extremely well is to tic yourself up
in energy-draining behaviors. Thomas Edison was
asked one time how he came to hold so many pat-
ents, He answered that he dared to make more
mistakes than ten other people put together and
had learned from each of them. Edison knew that
the creative process involves trial and error—fail-
ure and success.

Unless we are willing o risk failure, we will
never grow and learn. Think for 2 moment about
the last time that you did something that you con-
sidered perfect. What did you learn? Your answer
probably was that you did not learn anything. We
do not learn and grow [rom doing something ex-
tremely well. L order to learn and grow, we have
to risk tying something new. For example, let's
assume that you we asked (o nitke a presentation
at one of your professional mecetings. You have

done it better.

self if | do not play my best game.

what | am to do.

6. |1don't like to try new things.

1. If Idon't do something well, | feel like | am a failure.
2. When | make a mistake, | spend many hours rethinking how | might have

3. I have a reputation of being someone who is hard to please. .

When | am playing a sport (tennis, golf, basketball), | get angry with my-

5. 1 will not start a project unless | know everything there is to know about

7. llose patience with others when they don’t do things well. —

8. lexpect every piece of work | produce to be perfect.

Chapter 9 Time and Stress Management
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never made a presentation to the group before,
and the idea scares you. However, you decide to
accept the challenge and you make the presenta-
tion. Did you do it perfectly? No, but you learned
in the process, and your next presentation will be
better because you made the first one. When we
do something the first time or even the second or
third time, it is healthy to evaluate how it went.
You can ask yourself these questions:

1. Where did I make mistakes?
2. What can I learn from my mistakes?

3. If I had it to do over, what would I do differ-
ently?

Once you have asked and answered these ques-
tions, let it go. You have risked and grown; you will
be a more complete person because of it.

Recognize Your Limits It is most important that
you recognize when you are working too hard. We
have different energy levels; you may be able to
work ten hours a day quite successfully. Your
friend may be able to work only eight hours a day.
How do you know when you are working too
hard? People react in different ways to stress, but

here are some symptoms of stress:

Anxiety Panic attacks
Headaches Muscular neck pain
High blood pressure

Phobias

Muscular chest pain
Insomnia

Gastrointestinal problems Jaw pain

If you identify these symptoins, where can
you ga for help? Most insurance programs provide
for counseling services through psychologists or
psychiatrists. These trained individuals can help
you discover the causes of your stress and how
to alleviate it. Some hospitals provide stress re-
duction clinics and individual psychotherapy.
Another source is to check with your family physi-
cian; he or she can provide sources of assistance.

There must be other things in your life be-
sides work or you will quickly become nonproduc-
tive. You have already learned that you must take
time to play. It is also important that you (ake time
out in other ways. All of us need some time alone.
People who are highly creative and people who
are extremely productive seem to require signifi-
cant tme alone with their own thoughts. Time
alone for you may mean that you get up early in
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the morning before your family and spend time
admiring the beauty of the day. It may mean that
you spend 30 minutes when you come home in
the evening listening to music.

It is also important to spend quality time with
your family and friends. So much of our energy is
given to our work that many times we arrive home
exhausted and merely want to flop on the couch.
But, relationships with family und friends are es-
sential to being a fully functioning individual.
Through caring and nurturing relationships we
refuel our tank and help others refuel their tanks.

We also need to take time off from the job.
How many people do you know that seem to pride
themselves on the fact that they haven't taken all
of their vacation days in years? They scem to feel
that if they aren't on the job, the company will
fold. Of course, quite the contrary is true. All of us
need to take extended time away from the job.
Sometimes it is important to go to a different part
of the country. Leaving the location of our day-to-
day life can help us relax and let the issues or con-
cerns of our daily existence go.

Exercise Cardiovascular specialists have found
that regular exercise can lower blood pressure, de-
crease fats in the blood, reduce joint stiffness, con-
trol appetite, and decrease fatigue. Exercise
changes the chemistry in the body, getting rid of
toxins and producing endorphins and other hor-
mones which increase creativity and silence nega-
tive self-talk. You will be more patient, calmer,
more receptive to others, and a better listener af-
ter twenty to thirty minutes of aerobic exercise.

What type of exercise should you do? There
are many exercises that are good for your body—
swimming, walking, and bicycling, to name a few.
Participate in an exercise that you enjoy. What
time of day should you exercise? It depends on
you. You may find it better to exercise in the
morning. Contrary to what you may think, there
are many exercise opportunities at this time of
day. Several teievision channels offer instructor-
led acrobic exercise programs. Fitness centers and
the YMCA and YWCA open as early as 5:30 a.m. to
accommodate people exercising before work. De-
termine a regular time of the day that you will ex-
ercise and then do it. When you begin exercising,
go slowly. Train your body; don't strain it. If you
have any medical problems, be sure to consult
your doctor about the type of exercise that is best
for you.

Part4 Managing Time and Information
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llus. 9-3 It is important to spend quality time with
your family and friends.

EatRight What you cat or do not eat afTects your
overall health, Excessive intake of fat, sugar, salt,
and caffeine contributes to pocr health and to
certain diseases such as hypertension and heart
discase. Six ounces of coffee contain 180 mil-
ligrams of caffeine; six ounces of tea contain 70
milligrams; and twelve ounces of cola contain 45
milligrams. Nervousness, insomnia, headaches,
and sweaty palims have been related to 250 milli-
grams of calfeine. Excessive amounts of caffeine
can cause an individual to exhibit the same clini-
cal symptoms as an individual suffering from anx-
icty,

The average American consumes more than
126 pounds of sugar a year. Excessive sugar con-
sumption can lead to an increase in triglyceride
levels in the blood which can cause cardiovascular
disease. Too much salt can lead (o an increase in
blood pressure and to the development of hyper-
tension. The wisest course of action for an individ-
ual is to lower the intake of fat, sugar, salt, and
caffeine in the diet.

Your diet should include plenty of fresh fruits
and vegetables. Drinking six to eight glasses of wa-
ter a day is also very healthy, Whole grain breads
with high fiber are good for your body. Maintain-
ing a balanced, healthy diet will help keep your
energy level high and your stress level low.

Chapter 9 Time and Stress Management

C’\

TIME MANAGEMENT

In the previous sections you learned that negative
stress can reduce productivity, cause health prob-
lems, and even lower self-esteem. You also learned
that we live in an information age in which
changes in technology are impacting our jobs and
even our carcers. We are expected to be continual
learners in order to keep up with the demands of
our jobs. In addition, divorces continue at a high
rate and more and more people are single par-
ents, demanding added time and responsibilities
in caring for children. All of these demauds place
constraints on our time.

For many of us, the vicious eycle begins when
we fecl we have too much to do in too little time.
Decisions are made in haste and actions are taken
under pressure. Planning is abandoued. Our of-
fectiveness is diminished; deadlines are missed:
productivity is reduced. Tempers build, and we
become irritable with individuals on the job and
our families at home,

You can sce that there is a very close connec-
tion between time and stress. If we do not manage
ourselves well in relation to the time we have, we
become stressed. This stress in turn affects the way
we do our job and the way we relate to people in
our personal life. The vicious cycle continues, and
individuals that are caught in it sometimes feel
that they can do nothing to correct the situation.
They feel out of control. But you can be in control
of your time; and you must be in control if you are
to be a productive employee at work and a caring,
nurturing individual in your relationships at
home. Time management is the way we manage
ourselves in relation to time. We cannot actually
manage time since time is finite. There is only so
much titne in a day; we cannot control how much
time we have. However, we can control how we
choose to use the time that we have. This section is
about ways in which you can control yourself in
relation to time and thus control your stress,

Time Defined

Time is a resource, but it is a unique resource. It
cannot be bought, sold, borrowed, rented, saved,
or manufactured. It can be spent, and it is the only
resource that must be spent the minute it is re-
ceived. Every one of us receives the same amount
of time to spend cach day; we all have 24 hours
each day to manage in relation to our professional
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and personal goals. We cannot speed up the clock
or slow it down. Much is written in the literature
about managing time; however, it really is not pos-
sible to manage time. Time passes at the same rate
each minute, hour, and day. What is possible is
to manage ourselves in relation to the time avail-
able. And, that is where the difficulty occurs. Many
of us do not even understand how we are spend-
ing our time; we do not understand our time wast-
ers; and we certainly are not taking steps to man-
age ourselves more effectively in relation to our
time. Many of us haven’t realized that once we
have wasted time, it's gone; and it cannot be re-
placed.

Time Wasters

Before we begin to analyze how you might do a
more effective job in managing yourself in rela-
tion to your time, let's look at some of the com-
mon time wasters. You will probably find that you
have been guilty of most of these behaviors.

Poor Telephone Usage The telephone can be a
time saver, but it becomes a time waster when you
do not use it properly. Let's discuss some of the
errors we make in using the telephone. We are
often afraid of offending people, so we let them
take more of our time on the telephone than is
necessary. Certainly, it is important to exchange
certain amenities; for example, saying good morn-
ing or good afternoon and doing so in a pleasant
voice. But, we often allow ourselves to be caught
up in hearing about the individual’s latest vaca-
tion or how the family is doing. In other words,
we sometimes allow our calls to be turned into a
social occasion rather than a business occasion.
Another way the phone can be a time waster is tied
up with our need to know. All of us need to know
enough about a situation to get our job done
effectively, but we don’t need to hear all of the
details of a project. Still another way that the
vhone can be a time waster is when you fail to give
and get the proper information. For example, you
may fail to ask the caller what he or she wants to
discuss with your employer. Or, you may fail to
write the correct telephone number on the mes-
sage pad. Taking personal calls on the job also be-
comes a time waster for many individuals. Cer-
tainly, there are times when there are emergency
situations at home that necessitate a call. But,
spending thirty minutes on a personal call several
times each day becomes an unacceptable time
waster.

240

Inadequate Planning Many individuals never
plan what needs to be done on a particular day.
Consider this situation. Assume that your employer
has told you on a Friday afternoon that you must
get out a report by Monday afternoon; you under-
stand that it is a high priority job. However, you do
not plan how long it will take you to do the job,
nor do you block any time on your calendar for
the production of the job. On Monday morning
you have numerous interruptions including tele-
phone calls, visitors, and one crisis after another.
You do not begin the report until Monday after-
noon at 4:00 p.m. As you get into the report, you
sce that it is very involved; there is no way that you
will be able to finish your work by 5:00 p.m. At
5:00 p.m. your employer asks for the report. You
are unable to produce it since you have not
planned well.

Improper Handling of Visitors As an office as-
sistant, your responsibility is to make visitors feel
comfortable and welcome. However, that does not
mean that you must entertain the visitors while
they are waiting to see your employer. Sometimes
that is the mistake that office assistants make. They
spend too much time in conversation with office
callers. Another niistake that occurs all too fre-
quently in the office has to do with visiting with
other office employees. Consider this situation.
Robin, a good friend of yours, usually drops by
about 8:30 a.m. to talk. You always enjoy seeing
her, and you never intend to visit for long. How-
ever, your visits rarely take less than 15 minutes,
and sometimes you spend as much as 30 minutes
talking with her. You have used 15 to 30 valuable
minutes on a social call and have thus been unpro-
ductive in your work.

Disorganization Does your desk have a moun-
tain of file folders, with their contents spilling out
onto your desk? Perhaps it also has a desk cal-
endar open to last Wednesday and an old coffee
cup with some coffee remaining in it from yester-
day. Halffinished projects; half-finished memo-
randums; a stack of filing that is three weeks old.
Disorganized individuals are a serious liability to
their organization. They cannot be depended
upon to provide information in a timely manner
to others. They forget where the information is;
they never meet deadlines because they have not
written them down. They waste an enormous
amount of their own time and other people’'s time
in searching for files, phone numbers, reports,
and so on,
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lilus. 9-4 Disorganized individuals are a serious li- get the message across. For example, the com-
ability to their organization. municator must determine whether the best chan-
sl A W] nel is a letter, a telephone conversation, or a face-
to-face meeting. The communicator must give
enough information so that thie recipient under-
stands but not so much that the recipient wnes
out. The communicator must understand what is
happening in the world of the recipient at the
time of the comnmmication. For example, the
communicator must ask whether the recipient is
too busy to really hear the message or whether the
recipient may be distracted by loud noises in the
environment. Or perhaps the recipient is con-
cerned about a project thatis not going well and is
thus unable to hear the message.
Time Management Techniques
Procrastination Procrastination is defined as ’
postponing or needlessly delaying a project or You have considered the importance of time man-
something that has to be cone. Many of us are agement and you understand that time is a re-
guiity of procrastination. We postpone a project source that must be used well. You have looked at
because we are afraid that we will fail at it, because some of the titne wasters that we all face. Now it is
we aren’tinterested in the work, and even because time to understand how you might do a better job
we are angry with the person who delegated it to of managing yourself in relation to time. This area
us. Of course, we don’t want to admit any of these is one that all of us must work on constantly. We
real reasons, so we make excuses. We say, ‘I have never will beconie such effective time managers
too many other projects; I can’t add this one to that we can forget about the constraints of time.
the list right now. | don’t have what I need to do However, if we pay attention to effective manage-
the job. Before I can get started, 1 need to consult ment techniques, we will find that not only do we
with Mr. Weinberger. There really is no rush to seem to have more time to get our tasks done but
beging it's not duc for three weeks.” Procrastina- that we have reduced the stress in our lives consid-
tors are late for meetings. put off handling proj- erably.
ects, and don’t return telephone calls. Procrasti- ) o
nators may be such relaxed, easy-going people Set Goals A goal is an objective, a purpose, oran
that the procrastination does not bother them as end that is to be achieved. The idea of establishing
much as others, But, they can create stress for goals makes many people feel uncomfortable. It
themselves with their last-minute efforts, and the has something to do with writing the goal down
stress they put on other members of their work and then being expected to do it. It's like setting
group is significant. New Year's resolutions. How many of us set New
Year's resolutions in good faith and then fail to
Ineffective Communication Communication is a reach any of them? If we even allow ourselves to
critical skill that is too often not well understood. think of these resolutions at a later date, we feel a
We often take it for granted. We assume that if we vague sense of guilt about not having accom-
know how to talk we can communicate. Such is plished what we set out to do. Goal setting can pro-
not the case, Ineffective communication occurs duce this same type of hesitancy and guilt. But, if
frequently. This is communication in which the we are to accomplish anything on our job and in
message intended by the originator is not under- our personal lives, setting goals is essential. There
stood by the receiver. If communication is to be is an old Chinese proverb that states if you don't
elfective, a number of factors must be in place. know where you are going, any road will take you
Everyone involved in the communication process there. And, so it is. If we don’t establish our goals,
must understand how words are heing used. The we become very undirected and may wind up
communicator must choose the bhest channel to someplace we didn't intend to go.
Chapter 9 Time and Stress Management 241
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Organizational Goals Most all organizations are
involved in strategic and organizational planning.
When these plans are written, there are very defi-
nite goals to be accomplished and deadlines estab-
lished in meeting these goals. Employees are usu-
ally brought into the planning process at some
point. In fact, in many companies employees are
asked to write action plans that reflect what they
will be accomplishing to meet the goals of the or-
ganization. Then, during evaluation time, the em-
ployees are evaluated on how well they have met
these goals.

If you are a part of your company’s planning
process, you will have a chance to understand
where the company is headed. The company may
ask you to write your own goals to show what you
will accomplish in helping the company meet its
goals. If you are not part of this formal process, it
is still important that you set professional goals for
yourself. In the day-to-day operations of the busi-
ness, these goals may take the form of a monthly,
weekly, and daily planning guide as to what you
need to produce. In your long-range career plan-
ning, setting goals may take the form of identify-
ing where you want to be in the company in five
years, determining the education that you want to
achieve, or establishing goals that mean a job or
career change for you.

Personal Goals Personal goal setting is also im-
portant. This goal setting can take the form of de-
ciding how much quality time you need to spend
with your family and setting that time aside. It can
also take the form of deciding when you want to
purchase a house or a car and establishing goals
so that you will have the resources to do this when
the designated time arrives. It can take the form of
planning in such personal areas as marriage and
childbearing.

Goal Attributes There are certain attributes thac
effective goals must have. A goal must be achiev-
able. A goal should stretch you so that you will
have the opportunity for growth, A goal must be
specific and measurable, with a deadline attached.
A goal should be written down. A goal must be
flexible. See the detailed explanation below.

1. A goal should stretch you. A goal should motivate
you to do more than you have been doing; it
should motivate you to reach a higher level of
accomplishment. For example, assume that
on your job you have several reports to pre-
pare each month. The use of a spreadsheect
software package would help you to prepare:
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the reports morc efficiently. You set your goal
to learn a spreadsheet package; such a goal
stretches you to use your intellect in learning
a new process.

A goal must be attainable. Just as your goals
should stretch you, they also should not be un-
realistically high. You will only frustrate your-
self with an unrealistically high goal, and you
may also destroy your motivation to continue
to set goals.

A goal must be specific and measurable. If your
goal is vague and unspecific, you will not know
when you have achieved it. For example, ‘‘to
become a more effective communicator’’ is a
goal that is too vague. How can you become a
more effective communicator? You should de-
termine behaviors in which you are going to
be engaged in accomplishing your goal. You
might say that you are going to listen 75 per-
cent of the time to others; that you are going
to use paraphrasing (repeating what you have
said in different words) to help others to un-
derstand your communication; or that you are
going to use direct and simple language when
you are communicating. Then, establish meth-
ods for measuring the accomplishment of
your goals. In the communication situation,
you might determine that you are going to ask
three people within the company with whom
you have had communication problems if
your communication is more effective.

A goal must Yave a deadline. Deadlines perform
an extremely important function in goal set-
ting. They allow us to track to see if the goal
has been accomplished. A goal without a
deadline is a dream. In the communication
example given above, you might set yourself a
deadline of three months to improve your
communication. At the end of that three
month period you should check to see if your
communication has improved.

A goal should be writtea down. If a goal is not
written down, it is easy to forget the goal or to
change your mind about it. Serious goal set-
ters write down their goals and check periodi-
cally to see where they are in the accomplish-
ment of their goals.

A goal should be flexible. Sometimes conditions
external to you impact your goals to the point
that you cannot accomplish them. When this
happens, don’t cling stubbornly to something
that is no longer possible. But, don't be too
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quick to mark off your goal. It may be that by
working smarter you can offset the external
factors or you may be able to revise your goal
or establish a different time frame for comple-
tion.

Analyze Your Time Although you might feel that
you know exactly how you spend your time, most
of us in reality do not. It is a good idea to check
periodically how you are spending your time. You
might be surprised at what is taking your time, and
you might also discover some time wasters as you
analyze your time.

Log Your Time One way to determine how
you spend your time is to chart on a time log the
amount of time you spend in various daily activi-
ties. Certainly, you should not become a slave to
the log. It is not important that you be accurate to
the second or minute. However, it is important
that you are faithful to the process for a period of
time so you might have a realistic picture of how
you are spending your time. How long should you
use the log? Usually, a week will be adequate to get
a good picture of time usage. However, if a
number of unusual things happen during the
week, you might want to record your time for
another weck. Figure 9.2 shows one illustration of
a time log.

Figure 9-2 Time Log
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Analyze the Log Your next step is to analyze
your time log in an attempt to discover ways in
which you can improve the management of your
time. Ask yourself these questions:

1. What was the most productive period of the
day? Why?

2. What was the least productive period of the
day? Why?

Chapter 9 Time and Stress Management
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3. Who or what accounted for the interruptions?

4. Can the interruptions be minimized or elimi-
nated?

5. What activities needed more time?

6. On what activities could | spend less time and
still get the desired results?

7. Do I have all my suppiies and materials ready
before beginning an activity?

Prepare an Action Plan After you analyze
your log, you must do something about how you
spend your time. Make an action plan for yourself.
Determine the positive steps you will take to in-
crease your time management efficiency.

Use Good Techniques In deciding how you will
manage yourself in relation to your time, you will
want to use some of the techniques given here.
Obviously, there are a number of techniques that
you may use; a sampling is presented here.

Set Priorities  Many times it will be impossi-
ble for you to do everything that you are asked to
do in one day. Thus, you must be able to set priori-
ties—to distinguish between the most important
and least important jobs and determine the order
in which they should be completed. If you are new
to a job, you probably will have to have some help
from your employer to determine what tasks are
the most important. But once you learn more
about your position and your employer, you
should be able to establish priorities on your own.

Plan Your Activities A big help in planning is
to establish a *'to do” list. Put all of your tasks,
activities, and projects on this list. Number each
item. Include everything on your desk, in work
piles, phone messages, reading, and so forth. Re-
view your list. Mark the most important items A;
less important items B; and those remaining C, or
cross them off if they are not worth your time. Use
your numbered list, with priorities in place, to

1. Stack papers in priority order; the A's in one
pile, the B's in another pile, and the C's in a
third pile. You will probably want to put the
C's in a drawer so that your attention will be
freed for the A's and B's.

2. Mark telephone message slips A, B, or C.

Set up a list of projects that need to be done
during the month. Plan the next day in late after-
noon or evening when today is fresh on your
mind. Put down on your *'to do"' list what must be
done the next day, again establishing priorities.
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Estimate time needed for activities and tasks to
make scheduling more realistic. This type of plan-
ning wiil take time initially, but when you hecome
adept at planning it will take less time. However,
the time spent in planning saves you time overall.
Figure 9-3 illustrates a ‘“To Do"’ list.

Conquer Procrastination  Pick one area where
procrastination plagues you and conquer it. As-

Figure 9-3 To Do List
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sume that you always put off filing. You find your-
self having two and three weeks of filing stacked
on your desk, and you are constantly having to
rummage through the papers for something your
employer needs. In your priorities, set aside 20 or
30 minutes each day (or whatever time you need)
to do the filing; put it on your "‘to do'’ list. Check
it off when you have accomplished it. Other ways
in which you might conquer procrastination in-
clude the following:

1. Focus on one problem at a time.

2. Give yourself deadlines and meet them.

3. Tackle the most difficult problems first.

4. Don’tlet perfectionism paralyze you; don't be
afraid to make mistakes.

5. Recognize that you have developed the habit
of putting things off, and take steps to correct
the habit. For example, set up a new routine
that contrasts with your old one. Create what-
ever visual reminders you need; you may
make a sign for your desk reminding you not
to procrastinate. Don’t let yourself make ex-
ceptions by saying, “It's okay to procrastinate
on this job."" A lapse is like a skid in a car; it
takes much more effort to recover than to
maintain control from the outset.

Handle Paper Once Do you ever find yourself
rereading a piece of paper or shuffling it from the
top of the stack to the bottom of the stack several
times? Most of us do. In fact, most time manage-
ment experts claim that handling paper over and
over is the biggest paperwork time waster. The ba-
sic rule is to handle paper once. Read it, route it,
file it, or answer it. Get it off your desk as quickly
as possible.
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Credit: Reprinted by permission: Tribune Media Services.
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Organize Your Work Area When you are
working on a project, clear your desk of materials
that relate to other projects. Put these materials in
a file folder, label the folder with the name of the
project, and place the folder .. your drawer. Keep
the items on your desk to a minimum so that you
have the space to work.

Keep in and out trays on your desk, and label
the trays so that it is clear which is for incoming
material and which is for outgoing material. If
space pecrmits, you may wish to have a tray for
material to be filed on your desk. An alphabetic
file sorter will help you put materials to be filed in
alphabetical order quickly. Keep frequently used
supplies such as pencils, pens, and paper clips in
the center drawer of your desk. Paper will gener-
ally go in the side drawer of your desk. Divide your
papet into letterhead, plain bond, memorandum
pads, and other types of paper that you use.

Reduce Interruptions As an office assistant,
part of your responsibility is to screen calls for
your employer. A skilled assistant can get the in-
formation needed without offending the caller. A
polite, businesslike approach is essential. For ex-
ample, you may say to the telephone caller, “I'm
sorry; she’s not available at the moment. May she
return your call when she is free?’’ Then, it is your
responsibility to take down the name, phone num-
ber, company affiliation of the caller, and purpose
of the call. If the caller does not volunteer this in-
formation, you might say, ‘*‘May I add a brief note
as to what this call is about so she can be prepared
when she returns your call?”’ Repeat the name,
number, and message to the caller to confirm
your understanding of it.

When you are placing calls, group them if
possible. For example, if you have six calls to
make, you may save time by making all the calls at
once. Know the time of day when you can most
likely reach people to save the likelihood of play-
ing *telephone tag" with the individual. It is
generally easier to get people during the early
morning hours before they get tied up in meet-
ings and in making outside calls. Set a time limit
for your calls. A three-minute egg timer may look
strange on your desk, but it can serve the purpose
nicely. Don't let yourself get drawn into social
chitchat. If you find yourself being drawn in, you
can use statements such as this to extricate your-
self: ““Pete, | have a minor emergency here to han-
dle so I must hang up. It was good talking with
you." Limit your personal calls to emergency

Chapter 8 Time and Stress Management

situations, and ask that your friends not call you at
work.

Set Up Appointraents For Visitors Discourage
people from dropping by unexpectedly to see you
or your employer. If a visitor drops by to see your
employer and he or she is busy, ask, ‘‘May I help
you?'' or ‘“‘May scmeone else help you?’ If no one
else can help, ask, ‘“May I set up an appointment
for you?”” Make visitors to your office welcome,
but do not feel that you must make sinall talk with
them. Provide them with reading materials and
continue with your duties. Discourage your co-
workers from dropping by to socialize with you.
Breaks are usually provided in the morning and in
the afternoon. If you want to socialize, meet your
co-workers for a break or for lunch. Make it clear
that during working hours it is your responsibility
to work.

Take Advantage of Time Management Systems
There are any number of systems that will allow
you to utilize your time well. The system may be a
manual one or an electronic one.

Manual Systems One type of manual system
is a calendar that allows you to record all appoint-
ments for the day, week, month, and year. Plan-
ning systems are also available; they include cal-
endars but are much more than a calendar. For
example, the system may include a calendar with
two pages for each day. On one page, there are
places to record your prioritized daily tasks and
your appointments. On the other page you may
record events of the day. Also included are
monthly planning calendars for future years,
pages to record values and goals, telephone/ad-
dress directories, and delegation sheets.

Another type of manual system is a tickler
file. This file is a chronological record of items to
be completed. The system may be one that you
design yourself or one that you purchase. If you
are setting up the system, a guide for the current
month is placed in the front of the file followed by
a separate guide for cach day of the month. At the
back of the file are guides for each month of the
year. To use this file, you write notes on index
cards and file them behind the appropriate dates.
Purchased systems are available which adhere to
the same type of format using a folder system.

Electronic Systems An electronic calendar
system allows you to electronically record cal-
endar events, reserve office resources, and update
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lus. 9-6 Manual planning systems include calen- lllus. 9-7  An electronic calendar system allows you
dars, pages to record values and goals, telephone/ to electronically record calendar events, reserve of-
address directories, and delegation sheets. fice resources, and update and modify lists quickly.
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notlost in getting busy signals or in being told that
the individual is ot available.

YOUR POWER AND POTENTIAL

Tom Peters, in his book Vhriving on Chaos, states
that *To succeed in a competitive global business

lllus. 9-8 If you are to thrive in the business world
of today, you must be able to realize your full
power and potential.

|

‘

|
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i and modify lists quickly. For example, assume that
vou wish to schedule a meeting with several execu-
tives in your company. Fach executive’s calendar
is maintained on a personal compuer. To sched-
ule the weeting, call up the calendars of the ex-
ecutives and determine a free date and time for all
parties. Then schedule the meeting on the elec-
fronic calendar of each executive. With such a sys-
tem youare freed from the task of making numer-
ous telephone calls to determine when  the
execitives might be free for a meeting.

Another timesaving clectronic system is the
voice mail system. The office professional must
make nwmerons telephone calls in the course of
accaomplishing routine tasks. Many times the office
prolessional plays telephone tag with other office
employees. With voice mail, a message can be left
for the individual. The receiving party dials the
message center to retrieve the messages. ime is
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environment we must learn not only to survive in
this chaos of rapid change, but thrive on chaos."
If you are to thrive in the business world of today,
to master the multitude of changes that will be
coming your way in the form of technology, and to
be productive and happy in your work, you must
be able to realize your full power and potential.
When you are negatively stressed to the point
of burnout on your job and when you are con-

stantly fighting too few hours in the day to ac-
complish what you must accomplish, you are not
able to realize your full power and potential.
By putting to use the techniques presented in
this chapter you will have the chance not only to
succeed in your job but to thrive in a world in
which rapid change will continue for years to
come.

CHAPTER SUMMARY

The following review will help you remember the
important points of this chapter.

1. Stress can be caused by a number of factors,
some of which are overwork, personal prob-
lems, and distressing work conditions. Contin-
ual exposure to these factors over a period of
time can cause negative stress which is harm-
ful to an individual’s health. Some of the symp-
toms of stress are anxiety, headaches, high
blood pressure, jaw pain, gastrointestinal prob-
lems, muscular neck pain, and insomnia.

2. Stress reducers include
a. Balancing work and play
b. Knowing the difference between achieve-

ment and perfection
c. Recognizing your limits
d. Exercising
e. Eating right

3. Time is a unique resource. It cannot be bought,
sold, borrowed, rented, saved, or manufac-
tured. It can be spent, and it is spent by each of
us every day. It is not possible to manage time.

at is possible is to manage ourselves in rela-
tion to the time available.

4. Time wasters can include
a. The telephone
b. Inadequate planning
v. Visitors
da. Disorganization
e. Procrastination
f. inaffective communication

5. You can manage yourself in relation to time by
setting both organizational and personal goals.

6. A goal must have certain attributes:

a. A goal should stretch you.

Chepter 9 Time and Stress Management
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b. A goal must be attainable.

c. A goal must be specific and measurable.
d. A goal must have a deadline.

e. A goal should be written down.

f. A goal should be flexible.

7. Ifyou are to effectively manage yourselfin rela-

tion to your time, you must know how you
spend your time. One way to do so is to log the
time you spend on various activities for a pe-
riod of time. Then, analyze how vou are spend-
ing your time. Ask yourself if there are certain
activities that you could spend less time on and
whether some of your interruptions can be
minimized or eliminated. Prepare an action
plan listing how you intend to improve the way
you manage yourself in relation to time.

8. Good time techniques include

a. Setting priorities.

b. Planning your activitiss.

c. Conquering procrastination.

d. Handling paper only once.

e. Organizing your work area.

f. Reducing interruptions.

g. Setting up appointments for visitors.

9. Take advantage of time management systems.

Time management systems include planners
which incorporate calendars, pages to record
values and goals, telephone directories, and
delegation sheets. Electronic calendar systems
allow you to electronically record calendar
events, reserve office rasources, and update
and modify lists quickly. Voice mail systems al-
low you to leave messages for individuals with-
out having to redial if the line is busy or no one
answers.
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TERMINOLOGY REVIEW

The following terms were introduced in this chap-
ter. To help you understand them, definitions are
given below.

1. Burnout (page 236) When an employee con-
sistently has low productivity and low motiva-
tion and has a general attitude of disinterest in
the job, it is referred to as burnout.

2. Chronic stress (page 236) Chronic stress is
the experience of negative stress {stress that
is harmful to our body and mind) for an ex-
tended period of time.

3. Distress (page 236) Negative stress or stress
that is harmful to our body is referred to as
distress.

4. Electronic calendar system (page 245) An
electronic calendar systemn is a system in
which the daily calendar of an individual is in-
put and maintained on a microcomputer.

5. Ergonomics (page 236) Ergonomics is the
study of the effects of the work environment
on the healith and well-being of employses.

6. Goel (page 241) An end objective or the pur-
pose toward which an endeavor is directed is
called a goal.

7. [Ineffective communication (page 241) Com-
munication in which the receiver does not un-
derstand what has been said or is unclear
about the message being sent by the originator
is referred to as ineffective communication.

10.

11.

12.

13.

14,

15.

Perfectionism (page 237} A propensity for
setting extrernely high standards and being
displeased with anything else is called perfec-
tionism.

Procrastination (page 241) Neediessly post-
poning or delaying a project or something
that has to be done is called procrastination.

Productivity (page 236) Productivity refers
to the amount of work produced on the job.
That work may be in goods or services. If the
productivity is not at an acceptable level, it is
referred to as low productivity.

Stress (page 236) Stress is the body's re-
sponse to a demand placed upon it.

Tickler file (page 245) A chronological record
of items to be compieted is called a tickler
file.

Time (page 239) Time is a unique resource
which cannot be bought, sold, borrowed,
rented, saved, or manufactured. it can be
spent, and it is spent by each of us every day.

Time management (page 239} The effective
management of ourselves in relation to the
time that is available is known as time man-
agement.

Voice mail system (page 246) A voice mail
system operates via the telephone and allows
voice messages to accumulate in a mailbox
for later retrieval by the recipient.

DISCUSSION ITEMS

To demonstrate your understanding of the informa-
tion in this chapter, respond to the foliowing items.

List and explain three causes of stress.

2. Explain how perfectionism can be related to
stress.

Identify and explain four time wasters.

What is meant by the statement, “Time man-
agement is 8 misnomer’'?

248
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What are the attributes that an effective goal
must have?

Explain how a time log can be beneficial in
managing yourself in relation to time.

List three ways in which you might conquer
procrastination.

Explain how time management systems can
help you utilize time effectively.
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CASE STUDY

Antonio Previno, a new employee of TriCounty Re-
gional Planning Agency, has become a problem
employee for you. You have been asked by your
employer to help him with the job, and you are trying.
Although you have given him extensive instruc-
tions on handling the telephone, he still does not
handle it properly. From the beginning of his em-
ployment he has asked you questions about each
job that he does. Now that he has been here six
weeks you think he should be able to work on his
own. However, each day he comes to you at least
six or seven times with questions about his work.
The amount o’ time that you spend with

Recently you have been having some prob-
lems at home. Although you do not live at home
(you have your own apartment}), you attempt to
help your mother when she needs you. She has
had pneumonia and has been in the hospital for
two weeks. You go by each morning before work
and each evening after work, and you have been
taking her gowns home with you to launder.

The last few weeks have been tough. You
have always liked your work, but you are beginning
to feel that you really need a vacation. In fact, you
have thought of looking for another job. Antenio is
really getting on your nerves.

Antonio is impactinr, your own work. Last week you
were late with a rsport for Mr. Andrews, and you
felt extremely guity for being late. Your relation-
ship with Mr. Andrews has always been good, and
he has been complimentary of your work. How- 3.
ever, you could tell that he was not pleased with

your lateness even though he didn’t say anything.

OFFICE APPLICATIONS

Respond to these questions about the case:

-

What is the problem?

What can be done about the problem?

Are there stress or time techniques which
might be successfully employed?

N

Office Application 9-1 {Objectives 1, 2, and 3)'

Analyze the two cases presented here, then respond to the items following
the cases.

Two of your friends (Georgia and Harold) who work in offices in your
building are having problems; they have both told you their situations
which are given here.

Georgia’s Situation:

Georgia has worked for a company for three years. Recently, she was pro-
moted to administrative assistant for the president of the company. The job
is a demanding one. Her responsibilities include setting up meetings, mak-
ing travel arrangements for the president and the Board of Trustees, ar-
ranging meals before the monthly Board meetings, and responding to calls
from the Board of Trustees about various items. In addition, she supervises
two office assistants and takes minutes at the board meetings and the bi-
weekly staff meetings called by the president, along with numerous other
projects.

Georgia is attempting to employ a new office assistant, since one assis-
tant has recently left for another position. This task is taking a long time.
She is using a temporary employee until she can employ someone full time.

Georgia has two children, and she and her husband are in the process
of getting a divorce. Her husband has fought her throughout the process.
The situation at home has been difficult.

Chapter9 Time and Stress Management 249

Office Technology 1D-20

()
o)

ERIC

Aruitoxt provided by Eic:




250

O

LRIC

Georgia likes her job, but she is not being as effective as she knows that
she can be.

1. Are there stressors in Georgia's work environment? If so, what are they?

2. Are there stressors in Georgia's home environment? If so, what are
they?

3. What might Georgia do to reduce some of the stress?

Harold's Sttuation:

Harold has been working for Ingram Travel Agency for two years. The com-
pany is small, and there have been scveral personnel cutbacks since Harold
began. Recently, due to a nationwide recession, there have been additional
cutbacks. Now there are only two office assistants in the company (pre-
viously there were four). The other remaining office assistant has been with
the company for only six months. Since Harold knows the operation well
and has been with the company for two years, he has becn asked to assumne
most of the responsibilitics of the two assistants who have left.

Harold has always felt good about his abilities and skills. He is able to
produce large amounts of work quickly. However, for the last two months,
he hasn’t been able to see the top of his desk. His employer has become
irritable with him on several occasions when work was not completed on
time. There never seems to be an end to the amount of work stacked on his
desk; he can’t get caught up. Recently Harold hasn’t been feeling well or
sleeping well. He wakes up two and three times a night thinking about the
office. He has resorted to taking sleeping pills in order to get to sleep.

1. ldentify the factors that have contributed to Harold's stress.
2. What sleps can Harold take to mininize his stress?

3. In order to nminimize future stress, how should Harold respond if he is
faced with a similar situation?

Office Application 9-2 (Objective 2)

You have learned in this chapter that in order to reduce stress you need to
balance work and play. To help you discover ways that you might do so,
engage in the following activities.

On page 253 is a worksheet for your use. Select a classmate to work on
this project with you. Discuss with your classmate things that are fun for you.
List these items in columns according to the amount of time they take.
Write down as many possibilities as you can.

Now that you have determined what you can do for fun in short peri-
ods of time, try your ideas for onc week. Use the action plan also on page
253. After one week of engaging in these activities, go back to your action
plan and analyze what happened during the week. Did you carry out your
plan? Did you feel less stressed? Did you feel more productive? Did you
enjoy your work more? Turn in your action plan and the analysis of your
plan to your instructor.

Office Application 3-3 (Objectives 1 and 4)

Read three recent articles on time and stress management. Write your find-
ings in report form, noting your sources, Team up * ith a classmate to com-

pare your findings, and present a team report to the class. Turn in your
written report to your instructor.

Part 4 Managing Time and Informatin~
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Time and Stress Management

Before 0 The author thoughtfully provided ALL of the study aids listed. If you missed

Reading any of these items, you should return to the chapter to locate them. Ask
yourself why you didn’t see the feature and plan to look for such items in
future previews.

As for the organization, the top answer is correct:

problems and solutions are presented.

|

1' Stress causes and reducers are discussed first, then time management

|

|

|

‘ l:] Time wasters and the causes of stress are introduced, then the ways to

| overcome each are covered.
If you missed this second part, consider it a hint that you are not expecting

‘ enough from yourself when you preview. You might have picked up the

| answer from the General Objectives, the Chapter Summary, or from the order

i of the headings. Plan to hold yourself responsible for the order in which the
material is presented in future previews.

| After The answers provided by the author in the Manual that accompanies the text
Reading are on the following pages.

«
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Thestudentisasked to respond to eightitems;
the itemns, with possible answers, are given here.
I, List and explain three causes of stress.

a.  Overwork. In order 1o compcte inaninter-
national market, businesses are experi-
encing the need to be more and more
productive.  This need for productivity
nceed means that cnmiployees are expected
to produce more in less time and with a
greater degree of acenracy than ever be-
fore. Many employees find themselves
working long hours, getting more and
more exhausted, and thus being abl: io
produce less and less.

b. Persomal problems. The divorce rate in
America continues to he high.  Single
parent homes are prevalent, Many times,
the responsibility for rearing children falls
on one parent.  These responsibilities,
along with having to bring in sufficient
moncy to meet the family needs, can pro-
duce negative stress. Americans ar2 also
living longer than ever before, and many
times this long life means that families
include elderly members who must have
special time and care. Such responsibili-
ties can also cause negative stress.

. Distressing work conditions. Employces may
sit at computer teriminals for hours st a
time with few breaks. The office may have
no outside walls, and personality conflicts
between employees and cmployers may
cxist,

Chapter 8 Time and Stress Management
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Explain how perfectionism can be related to
stress.
Perfectionism is defined as a propensity for
setting extremely high standards and being
displeased with anything else. Of course, itis
not possible to do everything perfectly. Indi-
viduals who consistently blame themselves due
to their inability to perform perfectly can ex-
perience negative stress.

Idemify and explain four time wasters.

The suident may list and explain any four of

the following:

a. Poor telephone usage. Business telephone
calls are often turned into social occa-
sions, and too much timeisspenton these
calls. The employee may also spend too
much time on personal calls. Also, proper
information may not be obtained from the
telephone caller.

b. Inadequate planning. Some people fail to
plan their time by the day or week, result-
ing in work not being done efficiently.

c. Improper handhing of visitors. It is not the
responsibility of the office assistant to en-
tertain visitors. The office assistantshould
be pleasant and should assist the visitor in
geuting to the person he or she needs to
see, butthe assistant should not engage in
excessive chit-chat with the visitor.

. Dusorganization. A disorganized desk, half-
linished projects, and inefficient filing
habits are time wasters.

¢. Procrastination. Procrastination is defined
as postponing or needlessly delaying a
project or smnething that is to be done.
Procrastination is a time waster.

f. Ineffective communication. Ineffective com-
munication (communication in which
the message intended by the originator is
not understood by the receiver) can be a
tme waster. Effective communication in-
volves selecting the best channel o deliver
the message, giving adequate information
to the recipieat, and delivering the mes-
sage at a time that the recipientis ready to
receive it.

L ﬁ Office Technology Answer Key 1D-24




4. What is meant by the statement, “Time man-
agement is a misnomer”?

We cannot manage time. ‘There is only so

much dme in a day; we cannot control how

much time we have. However, we can controi
ourselves in relation to time—we can control
how we choase to use the time that we have.

5. What are the attributes that an effective goal
must have?

a. Agoal should stretch you.

b. A goal must be attainable.

¢. A goal must be specific and measurable.

d. A goal must have a deadline.

e. A goalshould be written down.

f. A goal should be flexible.

6. Explain how a time log can be beneficial in
managing yourself in relation to time.

A time log can help you understand how you

spend your time. Once you know how you

spend it, you can then determine more effec-
tive ways ol getting your work done.

7. List three ways in which you might conquer
procrastination,

The student may list any three of the

following:

a. Pick one area where procrastination
plagues you and conquer it.

b. Focus onone problem at a time,

c. Give yoursell deadlines and meei them.

d. Tackle the most difticult problems first.

c. Don'tletperfectionism paralyzcyou; don't
be afraid to make mistakes.

f. Recognize that you have developed the
habit of putting things ofl, and take steps
to correct the habit,

8. Explain how time management systems can
help you utilize time effectively.

Time management systems include daily,

weekly, and monthly planning calendars. Also

included arevalues and goalsheets, telephone
andaddressdirectories,and delegation sheets.

All of these items help you to inanage yourself
| in relation to tinie.
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After
Reading

Evaluate your responses in light of what the author says. Are your answers
roughly similar, radically different, more general, or more detailed than Dr.
Fulton’s? Use the results of your evaluation to improve your approach to
textbook reading in your other courses.

No matter what your idea is, no matter how perfect a solution it is for one of
your problems, you'll need a plan for putting this new goal into your daily
life. Does your plan include these attributes of effective goals that Fulton lists
on pages 1D-13 and 1D-147

* A goal should stretch you.

¢ A goal must be attainable.

¢ A goal must be specific and measurable.
* A goal must have a deadline.

¢ A goal should be written down.

e A goal should be flexible.
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Communication for
Intercultural Business

Purpose “Communication for Intercultural Business" is Chapter 20 in a business
for communications textbook. The title of the text, Business Communication:

. Toward 2000, suggests that the author is interested in preparing students for
Reading the future. One of the often-discussed aspects of the future for business is the

increase in multi-nationalism and multi-culturalism. The Instructor’s Resource
Guide which accompanies the text suggests that a week near the end of the
semester be devoted to reading and discussing intercultural business.

Given all the other details that have to get taken care of at the end of any
semester, it’s a fair guess that this chapter will get less than the attention it
deserves from students and instructors alike. But those realities will not keep
this information off the final exam.

By this point in the course, however, you would have the advantage of
knowing that the instructor uses some of the material from the Instructor’s
Guide to help focus your reading and that exam questions will also be based
on that material.

Bell, Arthur H. Chapter 20: "Communication for
Intercultural Business." Business Communication:
Toward 2000. Cincinnati: South-Western, 1992:
450-478, and Instructor’s Resource Guide prepared
by Dayle M. Smith. (same}): 242, 244-245.
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Before
Reading

Before
Reading

Before even looking at the chapter itself, you can begin to get your brain
warmed up by thinking about what you know about intercultural businesses
and their communications.

Take a few minutes to jot down any ideas which come into your head about
communications for intercultural businesses. Don't take time to write sentences!

o

Now that you're aware of some of your thoughts and attitudes about the topic,
preview the chapter to see what the author has to say and how the chapter is
organized. Though the chapter is almost thirty pages long, your preview
should take only a minute or two. Otherwise, you might get bogged down in
details and become bored!

Look at these items during your preview:

¢ Learning Objectives, page 2A-7

¢ pictures

¢ marginal headings

 illustrations (called Figures in this text)

¢ Summary and Questions for Discussion, page 2A-32

Jot down the major topics that you remember seeing.

Hint: Major topics would be listed in the Objectives and Summary or
Questions for Discussion as well as in marginal headings.

P
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Before 6 In this course, the instructor hands out True/False Questions and Essay

Reading Questions as an introduction to each chapter. Answering the questions is not
assigned, but one or two of the essay questions usually appear on the exames.
The exams have multiple-choice questions, but they cover the same topics
addressed on the True/False Questions.

Although you could save both until after reading, your chances of getting
right answers are greatly increased if you know what you're looking for before
you read.

@ Read the fifteen Essay Questions on pages 2A-35 and 2A-36 to see if they seem

j to cover the same major topics you discovered during the chapter preview.

| Mark those which seem to cover new material or which seem particularly
hard.

Answer the ten True/False Questions on page 2A-34. Even though you haven’t
read the material, you can really get yourself involved by answering the
questions. You might put a special mark beside questions where you are
guessing. But answer them anyway!

During 'tI;his is a long. chaptetlr \At/ith macin t()pitc.s tt'hrou;_;h()ut. P'lm; 't0| read it in more
. 1an one session so that your concentration can remain high.
Reading y 8

The section beginning on page 2A-12, "Eleven Common Areas of Intercultural
Misunderstanding,” is a major topic and one which demands that you take
some notes. The human brain has a very hard time remembering lists this
long, unless some special work is done to understand and retain the material.
Your comprehension will probably be highest if you read the entire list
through before you go back to take notes.

Make notes on this section, either by writing in the margin of the text or by
making notes on separate paper. Whatever note taking style you use, make

sure that your notes will help you review each item without having to re-read
it.

P
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After
Reading

After
Reading

After
Reading @

Now that you've read the dhapler, re-answer the True/False Quiz questions,
Feel free to change answers now that you have better information to go on. It
vou feel unsure of an answer, look back at the text.

When you have satistied yourselt that vou have the correct answers, use the
Answer Key provided.

P~

Look again at the tifteen Essay questions, concentrating especially on the ones
vou marked as having new or ditficult material. Knowing that one or two ot
these will appear on the exam, you might be willing to write responses to all
fitteen just to be prepared. On the other hand, you might feel that some of the
questions are not likely *o be asked, so you can concentrate your review on
fewer questions.

Of the tifteen questions listed, pick the tive guestions that most retlect the
chapter’s major topics and are therefore most likely to be included anan exam

Review the thirteen Questions tor Discassion trom the end of the chapter
(page 2A-32). Can vou answer cach one? If not, review the appropriate tet

sections,

When vou are satistied that you are prepared tor the exam which will include
material trom this chapter, answer the Exam Questions. Don't look back at the
chapter or any of the notes and review questions you've answered.
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Chapter 20:
"Communication for Intercultural Business'
EXAM QUESTIONS

Point Values: 2 points each for Questions 1-5, 10 points for Question 6.

6.

20 points total.

Basic attitudes toward punctuality

A. reveal how trustworthy a foreign business person is.
B. are the same for members of western cultures.

C. vary from cuiture to culture and person to person.
D. should be insisted on by Americans.

Name cards

A. are the same as business cards.

B. have monetary value as collectibles.
C. are considered inappropriate in Asia.
D. contain information in two languages.

Techniques which might be useful in checking for comprehension
include

a puzzied frown.

an inquiring smile.

asking, "Am | being clear?"

all of the above.

B and C only.

moNw

According to the text, using slang or idiomatic expressions with
foreign business persons

may inhibit understanding and good will.

may encourage feelings of trust and intimacy.

will speed up the business meeting,

will make the speaker sound less formal and uncomfortable.

B.

C.

D.

When doing business in another culture,

A. avoid listening to the experiences of colleagues.

B. lsarning even a few words and customs can help.

C. technical expertise will always be respected.

D. behave exactly as you would ordinarily act at home.
Comment on this assertion: "Only those planning to work abroad
need intercultural business training.” Answer on separate paper.
Feel free to make notes or a rough draft. Remember that this
question is worth 10} point..
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Communication for
Intercultural Business

Bell, Arthur H. Chapter 20: "Communication for

Intercultural Business." Business Communication: Toward 2000.
Cincinnati: South-Western, 1992: 450-478,

and

Instructor’s Resource Guide

prepared by Dayle M. Smith. (same): 242, 244-245.

Reprinted with permission from
South-Western Publishing Co.

For permission to reprint

for classroom use,

contact:

Ms. Donna Shelton
South-Western Publishing Co.
College Division

5101 Madison Road
Cincinnati, OH 45227

Phone: (513) 271-8811
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COMMUNICATION
FOR INTERCULTURAL
BUSINESS

Learning ¢ Lo understand hey aeas of aultunal sensait iy
Objectives ¢ Lo umove mtercnlinal husiness velatons thromele caltnal knowdedee and
espedt
¢ loadistwntten and spohen Language to meet the needs ob mteranltural aude
CHCLs.
¢ lLorccomze the importance of ntercultinal husiness relatons oe companies

and otamzations,
Foappeaate the ole ot mtercaltonad tammee i prepanng busimess people
fonterculunad tade.
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WHAT
WOULD
YOU
Do?

For the past siv vears sass Bob Franeis], I've worked for a multinationd
colpatation with olhices mthe TS England, Spaing Gernany, France, and
Japans My owingaly as oneat the companmy™s LLS. s spectlists, however,
has kept me entrels stateside. B spead mast of miy tme working duccth
with employces on tavaclaced maeers.

Several mnes ayear, the conpany's tranting duiston olers an intereul-
il warhshop 4o cmiplosees, wha can sign up oon a solunteer hasis, I'he
workshop appaenth deals wath underseandig and communicatmg wich
members ob other caltes, e never signed up for the workshop beeause,
piven my speciales, Fdidn’t plan to work abroad.

Ofthe 040 employees in Bob's New Yoik office, more than one third come
o tacial aed cubtoral minorives, Many of these employees continne the
customs and practices of then cultures in then hanies and social lives,
Bob hus nustakenty assamed that an interenlueal worhshop deals only witls
meernational topics. Does Tis job speeialty make him a good candidate b
the meeteattural worhshop oftered by the company?

Office Technology 2A-8
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452 PART VI Commumcatn Perspecines

An Ever-More-Qlokl
Business World

Discussions of intercoltoral commumication used to be intended for the few
husiness graduates who would actually visit another country on business.
FFer the 19905 and beyond, losever, etery business communicator needs
to know how to interact suceessfully wich members of different cultures, As
many as one third of current business school graduates may have extended
foreign business experience within the first five years of their careers, Vire
ally everyone in business will have business relations with a foreign come
pany at some time, In addition, most businesspeople, during their careers,
will be employed in multicultural work forees,

T'he opportunity for intercultural interaction may be right at haod in
your own city. Urban arcas such as Chicago, Los Angeles, Philadelphia,
and New York City celebrate their cultural diversity, ‘They can be viewed
as cultural quilts. with enclaves of different ethnic groups set side by side,
To do business in Miami, for example, you will want to know as much as
possible about Cunan-American cultore, for people of Cuban ancestry
make up a major Florida market and an influential social foree. In Los
Angeles, many service industries and food-related businesses are domi-
nated by Southeast Asian and Hispane Americans. In New York, a day's
walking tour will take you through a half dazen or more distinetive cultural
neighborhoods.

You may find yourself working for an American company or a multina-
tional corporation that employs people from several cultural groups in dif-
ferent locations in the world, Mujor business sehools in the United States
are already gearing up for what forgne (July 17, 1989) called a “global
vision™ *Students will have to master a foreign language and culture as well
as the uswal tough material on marketing and finance.™ In 1989, more than
one fifth of all agricuttural and manufactured goods produced in the United
States were exported abroad. ‘That same vear, we imported even more
than v-¢ exported, for an import=-export total of $600 billion, “I'hat level of
trade spells thousands of jobs abioad for Americans cach year,

Note at the ontset that intetealimral communication involves more than
international communication. Intercultural communication involves making
connections between different views of the world, whether between coun-
tries or between cultural groups within one country, By contrast, interna-
tional conmunication may involve parties of the sume cutture, as when an
American businesswontan in San Francisco contacts her American col-
league based in DParis.

This chapter is intended to help vou prepare for communicating effec-
tively with members of other cultures. Such preparation involves knowing
your audience and knowing voursclf,

The Meeting
of Cultures

When you and your own cultural background come into contact with per-
sons of another culture, semething new emerges--a middle ground, called
a “transaction colture.” In this new middle ground, sensitive and often un-
stated rules and understandings giide behavior, “That is, if a member of
Culture A interacts with a member of Culture B, neither the coltural rules

Office Technology 24-9
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Chapeer 200 Comupnmeation lor Intercabioral Busimess 453

ot A nor these of Boace the sole ginde tor behavior, Tnscead, o mixed set
af tules - middle Culture € develops for the purposes of the meeractran,

For example, comsider tie cultural rules thae would guide a Insiness
comersition hetween you and wmanager from fapan, You would not speak
and et entirely as you would when conversing, with American coworkers,
nar would the Japanese manager hold fast to Japanese conversational rules
and behaviors, Both of you would consciously and subconsciousiy bend
your own culturar habits and assumptions to gecommodate the communica:
tion needs of the other,

b shorg learning to be an effective intereultural caommunicator daes
notmean becoming lapanese, Russan, or African. [n fact, it would be a big
mistake o pretend o know mare about samcone else’s culture than you
really know, Nor should you pretend to understand or believe what you
really don't understand or believe. For example, you should not pretend to
understand o believe in the religion of a business associate, [nstead, vou
shonld shosw your tespect tor the religion and ty e understand i if it wonld
help in your business intearctions, To communicate with other cuttural
groups, you most be willing and able to adapt - bue not discard —-your own
patterns of thought and behavior to meet the commmication necds of vour
audience. "FPhat process begins with a sineeee effare o understsnd anather
ctltire onts own terms.

Rocognizing Cultural  Nluny f rees caninterfere with the desire to meet osther cultures in g pro-

Misconceptions ductive, mutially satisfying way. "The mostinfluential of these are internal
heliets and assurptions about ather coltutes - the mivonceptions that may
present successtul meercaliucal communicaton. “Fhe following seven mise
conceptions trequentdy get in the way of suecesstul mterewltural comminie-
cation:

Lo leervone o esventiadly e me. \We oo casily assime that others think as we
thinh. feel as we teels mvd thetelore should aaas we ace Hlus egocentnats
abhind ns o vay real differences wethe way people of othier anliues tank
and belave.

2o Others fuck iy actvantuges. Many people believe the reason that some peaple
aren’thive thenos thae there’s somethungs wioag with the people who are differ-
ent Phey explineaw.y colnual ditterences as debiaenaes. ey Gl othe

cilinres “dsadvantaged” o “underdeseloped” wlhen e faet they are simpls
advantaged or develnped o other ways. A maenalstie cultare may Judpe a
deeply spivtinal cultinee as bachwand - and viee s ersa,

Vo we bae g ddo s st pet together, and om differemeys won't matter. g,
ditferent cultures mto contact wall not aatomaticadls lead 1o nutal under-
standeng and respect. The many examiples of feuds betsween bordering enl-
tres throughout the world show that more s veeded tan shared spuces.

Ao Dot worry, | speak the bingiage. Pilortusately, the fornmal langoage Ganing
procded i typreal acadenic setemgs does not Luanaatee suceesshul mteycul-
tnal commmcion. To know how to speab and wene o langaage does no
necessanly poarantee tat yor hnow the cultue. Huaweser, knowing the tan-
FURIEC v preadt Wyt stant |('.|l|n|u1 abuont g cnltre.
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454 PART VI Commuuic wion Perspectves

S, They'll see thar I'm siuwcere. In our culture, sincerity can forgive a multinde of
blunders: we like to see that a person’s “heart is in the right phice.” Some
other enltures, however, pay more auention o what you do than ta what you
intend. An old Greek saying, for example, advises us o "hnow a good man
by the way he lives.”

6. They have 1o respect my knowdedge. Not so. Many culures place more impor-
tance on mutual truse than on technical know-how. Your competence or
knowledge may not coen be considered in such cultures until a tust relation
has been formed.,

7. Were all interested in the bottom fne. Americons are used o doing away with
formalities and procedures when they thicaten profits or efficiency. In some
other cubtures, however, you may never violate the established peveess of doing
business—including working through a rigid hicrarchy, observing customary
waiting periods, and completing claborate paperwork.

To expose these beliefs as misconeeptions is not to say that American
cultural assumptions are wrong or that other cultural assumptions are right.
Instead, the message is that cultural assumptions can differ.

Examples In each of the following situations, observe the unfortunate interference
of Intercuitural of one or more of the preceding cultural myths, Notice also the sometimes
Misunderstandings devastating effect of crossed signals based on a misunderstanding of ges-

tures, expressions, and innocent actions. T'he first set of situations is given
in the following *Communication Foward 20007 section,

Five additional examples may help o show the consequences of inter-
cultural misunderstandings. First, in 1990, Carl ‘Iravis journeved from St.
Paul, Minnesota, to do business with Som Sharma ac his huge clothing
factory outside Puwahla, India. Carl wanted to propose a joint venwre
involving Sharma’s money and factory and Carl's own American marketing
contacts. Carl's proposal presented extraordinary opporunitics for success
by means of Indian import clothing shops in the United Srates.

As Carl presented his proposal, the taciturn Sharma shook his head
from side-to-side. I'm not doing well, Carl told himself, and redoubled his
persuasive efforts. Sharma shook his head back and forth more carnesely,
After almost 45 minutes, Carl snapped his briefease shut in consternation
and stood up to leave, He apparently hadn't gotten to first base with his
proposal.

Later, at his hotel. Carl learned an expensive lesson from the Indian
concierge: Indians in many regions of the country express approval by
shaking the head back and forth, the same gesture that Americans use for
disapproval,

Second, Margaret Owens sat fooking out at the “Tokvo skyline from a
managerial suite rented for the purpose of interviews, She wanted to find
half 2 dozen enthusiastic Japanese representatives to market a line of phar-
maceuticals in Japan. After completing ten interviews, Margaret was dumb-
founded. Not one applicant spoke up in a direct, forceful manner, in spite
of his or her stellar academic record and recommendations. Not one met
her eye-to-eye for very long, None scemed comfortable speaking openly
and frankly about accomplishments and aspirations.

Office Technology 2A-11
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Chapter 20 Communicadion for Inteeculiural Busiess 4!

Margaret reported her discouraging intervies results to the Viee Presi-
dent of Asian Markeos for the ding company —only o endure the most
embarrassing lecture of her life. 1o speak up, she learned trom the viee
president, can be taken as impertinenee, especially if one emphasizes per-
sonal accomplishments, "To meet the eyes in some business sitiations is,
in many Asian cultures, an indication of disrespect or even hosgility,

Third, local mining magnates in Kajari, Pakistan, accepted Fred Revin's
nvitation to a business dinner at a local restaurant., Fred was pleased to
begin the meal with nonbusiness small talk. But after 15 minutes of pleas-
antrics, he wondered when the conversation wounld trn to business. e
hesitated to broach husiness wpics directly for fear of offending custom.
The evening wore on in small talk, wo Fred's immense fruseracion.

In fact, the Pakistani miners were wondering why Fred invited them
to dinner. While several minutes of chat are ordained by Pakistani custom,
the host—Revin—has the obligation to shift matters to business topics
thereafter, Fveryone was waiting, for Fred to make his move.

Fourth, Jean Simonds was pleased to accept an invitation for dinner at
the home of Klaus and Sonya Griegl, Belgian camera manufacturers. On
her way to dinner, Jean spotted some lovely white chrysanthemims at a
flower shop. She bought the flowers as a gift for her host,

1o her dismay, the Bowers brought a stiffly gracious iesponse from her
hosts, who set them aside quickly. White chrysanthemums, she learned
fater, are presented only to mark mourning in Belgium.

Fifth, in Venezuela, oil broker Cal Farnswell coutd not help hut compli-
ment Venezuelan manager Maria Ortiz on her gorgeous, flowing black hair.
Obviously pleased, she reeeived the compliment with a glowing smile. Cal
then inqguired if her hair was difficult to care for. T'he smile dropped. “T'he
American had trampled on an important Latin American custom: Avoid
personal questions about the private lives of acquaintances.

Eleven Common Each of these American businesspeople initially reacted with shock:
Areas of Intercultural  “Well, how was | supposed to know?™ Avoid asking yoursclf the same ques-
Misunderstanding ton. Don't attempt o interict in g new cutiure before becoming aware of

your own assumptions and blind spots. "Uhe following 11 questions refate
to arcas of cultural sensitivity around the world. I'he more you know about
another cufture, the harder you may find it to answer cach of these ques-
tons, ‘Fhat’s as it shoukd be. Simple answers 1o comples questions can
lead to stereotypes, tie enemy of intercultural awareness.

The T areas of sensitivity are male-fenale interactions, respect, time
and space, taboos, commitments, nonverbal cues, language and transta-
tion, dress, methods of persuasion, religious and political issues. and preju-
dices.

Lo How do men celme o eamen, and women to men? Though you may not agree
on the fneness of elations between the sexes inother cultures, knowiog theie
ground rules hielps you avoid disastrons social and business pitfalls.

2. How doces the culware indicate respecr? Consider the roles ot silence, direet
questions, scating arfangements (such as the infamaous seating strngzeles before
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the Vietnamese peace talks). eve contact, geswures, gifts, complinients, and
invitatians. Alsa, find out whether specific categories of people (e.p.. older
persons,seligions figmes, more-senion staff) always receive sonie of these spe-
cibie signs of respect.

How does the culture view i tme and space? Does an appointnent at 7
p-memean *7 sharp™ ar “sevenish” or, as in some Latin countries. around 87
Is ane business day, ance passed, gone foreser (the American notion of linear
timne), or does the sane circumstance repeat itselfl aver and over (the Eastern
evclical view of time)? What of space? Shauld vou stand a bit closer to French-

w

men than you e nsed o stnding to Ainericians?

4. What are strict sudwos i the enlture? Is alcahol, for example, aceepted, winked
at. ar absolutely unthinkable? Is your hosts off color joke an invitation for
uproarious laughter ar a subtle tese of your own mares?

5. How are business commitments made in the culture? By oral approval? By a
handshake? By signing of documents? Often Ainerican businesspeaple heleve
tiat a verbal agreement shows that the listener agrees o the propasal and i
commmitted toit, When they discover thae their hasts are merely being pleasam
and agreeable, they feet deeply disappointed and may even feel cheated. Iy
to establish in advance the words and actions in the culrure thae will et yon
knaw that your dealb s moving forward ta comnmtnent, “ry also to find om
haw people say “no™ or avoid saving “no™ in the particular culture.

>

What mamtwthal curs are used inthe culture to pass information to you, or to
pass private understandings between members of the culture? How should
vou interpret the *V=sign i England? (Sometimes an abscene gesture.) How
are you to understand an apology delivered with a big smile in Japan? (Uteer
sincerity, not a charade.) What doces the eve pull mean in faly and Spain?
(Careful, Froon ta yon) Why does vour host in bl grimace when, in cross-
g your legs, sou paiat your soles toward hiun or her? (An insult.)

7. How should you handle the whule mawer of Zenguage amd transdation? 1« hears
looking inta helore entering upon business relations in another culture. What
words can vou lear to indicate sour interest in another culture? Should sou
supply your own tislitor? Will he or she be teasted? Whae shonld you con-
chide i your hose msists on providing lns o her own tanslator for von?

R. How should you drrss for business and social occasions in the host connrs?
Betare “going native™ m dress, consider the risks of losing vour idenues as a
lorciga visitor v hence your immunity to some farms of eriticism. Tn our
oW conntiy, no one expedts the visitor weanmg ibetan ceremonial gowns
ter cope well wath cabs, train schedules, and all the other hassles of urban hfe.
We bend to help. Hlowever, the same visitor in typical American street clothes
may be treated wiey irritation and imipatience. Similarly, sour clear idenufica-
tonas anr American abroad may bring a madicum of helpfulness from the hos
country,

9. How do vour foreign hosts handle persuasion? 1o vour hoses favor direct prop-
ositions supported by evidenee? Do they wish to consider vour reputation,
your faily roats, yonr personal suceess, vour age, your sex, vour educational
attinments? Do they wane to hear vour arguments ar merely to share vour
friendship? Do thes base a business relation on rational analyvsis or on trust?

10, What aspects of the hast covnery's aedigious or political fife st e understood
for effective busmess relinons? Are certain times of the day set aside for wor-
ship. nov wark? s work auomaneally canceled on some Lohdavs, or 1 it

Office Technology 2A4-13

ERIC

Aruitoxt provided by Eic:
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optional? Must certain work groups be separated due to political differences?
Are some jobs tasks disliked for religious or political reasons?

11, What prejudices against you as an American must you overcome in the culture?
Do your hosts autonatcatly assume that you throw money around in & care-
less and tasteless way? Do they assame that your appetites for food, alcohot
and sex are out of control? Do they look upon you as a steameroller, who
believes that might makes right? n all these matters, you may have to exert
your imagination and energies to show yourself as you are, not as you are
thought to be.

7

Categorles Not all differences create major misunderstandings or offenses between
of Cultural persons of different cultures. Nonetheless, these differences muse be
Difference understood to enhance intercultural communication. ‘Phe Language Re-

search Center at Brigham Young University suggests several key areas for
exploration for those getting to know another culture,

‘I'he following list shows general ways in which cultures can differ. In
reading the list, compare your own culture in each category to another
culture with which you are familiar,

1. Greetings —appropriate or inappropriaie gestures (such as handshake
or touching), verbal greetings (what to say), how close togecher persons
stand when greeting or conversing, conversation topics, etc,

4. meeung a person the first ume
b, everyday scquaintances
¢, close friends
d. elderly people
¢. women
f. vouth
g. children
h. leaders in the culture
i. 1o show specnl respect
j. from a distance:
k. use of fapuly name or first name
I use of titles (such as Mr. or Dr.)
m. compliments with greeungs (what to comphment, how to give and
receive compliments, and when)

2. Visiting u family at home—what should and should not be done in
the following situations.

a, greeting

h. enterning the house

c. pfts and floswers (wlatas appropriate: when and how to give, receive
and open gitts)

d. compliments on possessions, decor, or ta family members

¢, proper conduct (in the living room, parlor, or guest welcoming arca)

f. conversation {(what topies are best and when people usually talk)

g. table manners (seatng arrangements, when a guest should begin to
cat, excnsing oneself from the wble, ctel)

. utensils and how to use them

i. conversation at the dinner table
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460 PAR'T VI Commumeation Perspectives

. compliments on the food
. saving farewell and leaving

I parties and social events (What should be remembered by a guest
to best interact with the host and other guests? What is expected of
the guest?)

m. words to avoid
3. Talks, speeches, and public addresses to groups of people.

a. subjects or topics which these people are especially fond of or those
which should not be referred to

b. pestures which help or hurt communication

¢. the way the speaker stands or sits in front of the group

d. hints on using an interpreter

4, Meetings—punctuality, best ways to begin and end the mecting, seat-
ing arrangement, eye contact, and using an interpreter,

a. large formal meetings

b. small group sessions (about 3-15 people)

c. private interview with an individual

5. Gestures—those which help to carry a message and those which should
be avoided.

a. with hands

b. head

c. cye and eye contact, eyebrows, face (Is it customary to look a per-
son directly in the eves when speaking? What would be the reaction
to this by a person in this culture?)
legs (such as crossing the legs when sitting down)

e. feet (moving things with them, pointing them at people, gesturing

with them. putting them on once’s desk, etc.)

posture (standing and sitting down, hands on hips, ctc.)

touching (another person, male and female, etc.)

. shoulders

arms (such as folding them or putting them around another's shoul-
ders)

j. smiling and laughing customs (When is a smile appropriate or inap-
propriate? [n what sitvations does a smile mean something other
than happiness and good will?)

k. yawning

I calling someane to you with your hands (patm facing up or down,
ete.)

m. handing, passing. or giving things to another person
6. Personal appearance.

a. clothing

b. eye glasses and sun glasses

c. hats

d. other

7. General attitudes of (1) adults, a, male b, feinale: (2) teenagers, a.
male b. female, about

a. nature and [the human} role in it

b. society, groups, and the individual, self

c. wealth, clothes, possessions

d. work, success, failure, and fate

P —
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Chapter 20 Communication for Interculwural Business 461

e. government, politics, taxes, police, welfare assistance
f. personality traits that are considered good or bad in a person
g. role of men and women
h. sexual promiscuity, abortion
i. time, punctuality
j. youth, teenagers
k. elderly people
I. physically or mentally handicapped
m. business and economic progress
n. war and the military
o. crime and violence
p. majority groups, races and minority groups (special likes, dislikes,
or problems)
q. other nations and their people (special likes, dislikes, or problems)
r. longevity, retirement and death
s. political systems (socialism, communism, imperialism, democracy,
ete.)
t. humor
u. promises, agreements, and trust
v. community participation
w. revenge, retributions, repayment of wrongs received
X. animals, pets
showing emotions
z. gambling, drinking alcoholic heverages, drugs
aa. giving and receiving criticism
bb. making decisions in business, among peers
cc. education
dd. what possessions or achievements indicate status (for men and
women, adult and youth)
8. Language—dialects, use of English, etc.
. Religion—general attitudes toward religion, predominant beliefs.
10. Special holidays—specific dates and how these holidays are cele-
brated.
. The family
a. average size of family
b. attitudes about the family and its role in society
c¢. teenagers' role in the family
d. role of the elderly in the family
e. authority, obedience, roles of father, mother, and children (making
decisions in the fanuly)
f. system of family inheritance
g. milestone experiences in life for a male
h. milestone experiences in life for a female
1. special activities which are used to show that a person has become
an adule (or otherwise changed social status)
j- who in the family works (father, mother, children)
k. average daily schedule and activities for fathers, mothers, children
12. Dating and marriage customs.
a. from what age does dating begin? How important is dating? Why?
b. is dating in larger groups or individual couples?

=<

<<
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462 PART VI Communication Perspectives

¢. comrmon dating activitics
d. chaperones
¢. acceptable and unacceptable dating behavior
f. engagement customs
g. attitude about marriage
h. age at which most men marry
i. age at which most wormen marry
j. how much influence the family has in deciding about marriages
k. prerequisites to marriage (such as completion of education or finan-
cial independence)
I. desirability of children (birth control)
m. attitude about divorce
n. attitude toward displaying affection in public (such as between hus-
band wife or parents and children)

13. Social and cconomic levels— including size of different general
classes, average income and what it provides for the family, gencral
housing conditions and possessions (such as refrigerator, range, toaster,
cars, radios, telephones, televisions, etc.).

14. Distribution of group—rueal or urhan, what cities or arcas, group pop-
ulation for areas concerned and what ratio group population is w total
population in these areas,

15. Work.

a. the economy of the group (What are the main occupations of the
people, industries, and important products?)
b. individual work schedules (hours per day, days per week)
c¢. age at which people begin working
d. choosing a job
16. Diet.
a. average diet, size of meals when they are caten
b. special foods which are usuvally given to guests
¢. Is mealtime important for some other reason than just nutrition?

17. Rccreation, sports, arts, music, lcisure time.

a. family culeural and physical recreation and sports activities (includ-
ing vacations)

b. individual recreation, games, sports of children, youth, adults, and
elderly

¢, distinctive arts of the culture which a visitor should know about

18. History and government.

a. history of the group, including facts and events considered most
important by the people and why

b. heroes, leaders of the group and why they are esteemed

¢, group governmeat systems, differences from regular local govern-
ment

19. Education.

a. education in the group
I, any private educauon systems within the group

20, T'ransportation and communication systems—their use and signifi-

cance to the group,
a. bicycles
b. individual cars and road system
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Chaprter 20 Communication for nterculwiral Business 463

c. buses

d, taxis

¢. other

f. mass communication (such as ‘I'V, radio, newspapers, magazines)

g. individual interpersonal communication (such as telephones, postal
service)

h. any special or unusual methods of trade, exchange, communication
or transportation

21, Health, sanitation, medical facilities —including general attitude
about discase.

22, Land and climate ~including geographical effects on the history of the
group, problems posed today by the geography or climate where these
people are located.

23. “Universal” signals or nonverhal cues a newcomer should know
that indicate approval or disapproval, acceptance or rejection in this so-
ciety.

“This list is a partial summary of some aspects of culture which can unite
people who share the same basic attitudes, bachgronnds, and lifesiy les.
Sinee these characteristies can vary widely between caltures they can be a
source of misunderstanding and miscommunication,

Soune. “Categones of Cultueal Difference,” Language Researeh Ceneer, Brigham Young Uniser-
sty 1976 Reponted In petmnsion,

Examine Your Own While you investigate your host country's customs and language, remember
Language and to examine your own ways of speaking and writing, You can aid your hosts
Cultural Habits in understanding your business communications in three key ways:

1. Avoid slang and idioms
2. Slow down vour speech
3. Cheek your listener’s understanding of what you're saying or writing,

Avoid Slang Lewrn to cut out slang and idioms (including local or regional colloquial
and ldloms expressions) from the words you vse for international business. Robert
Bell, a magnetic resonance specialist, comments:

When | iravel to business meetings abroad, | have to remember that my
ordinary made of friendly conversation contins many idioms (such as “right
on the money™) that forcign colleagues will find strange and unimerpretable,
Lremind myselt to speak “plan vanilla™ English around those who don't kinow
the langiiige well

An American manager wrote the following sentence to a foreign busi-
nessman with limited English skills, “By the way, 've shipped the compiter
order we discussed last week.” The Americar manager was shocked to
reeeive a telex from his foreign client: *What is ‘the way' you refer to?
Urgent to know.”

The English language is rich in such innocent idioms and American-
isms. For the sake of clear business dealings abroad, try to become aware
of words and phrases that might be misunderstood,
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Adjust the pace of your speaking to mateh the rite of camprehension
of your forcign host. You will often do business with men and women
abroad who have. through hard work, acquired quite a bit of English, If
vou rush ahcad at the same speaking pace you would use with @ native
speaker, yot unintentionally dash these people's efforts to communicate
with vou. Before leaving for an international trip, practice slowing down
vour speech withont sounding patronizing. Look dircetly at the person to
whom you are speaking, so that he or she can see the words as they form
on vour lips and notice vour facial and hand gestures,

Some Americans, in speaking to foreign persons, frown quizzically as
a visual way of asking, "Are vou following me?™ "I'ry not to use the fronn
in this way. Unfortunately, tns puzzled fronwn will often be misinterpreted
aS anger. criticism, or impaticnce,

Instead. when vou want to check for comprehension, raise VOUr eve-
brows and give an inquiring snule. "That visual gesture will produee cither
a nod of comprehension hom yaur foreign friend, or an indication that be
or she has not understood, Learn to cheek often (n polite wayvs) to see
whether your listener is comprehending, Ina telephone con ersation, for
example, pause to ask “Am | being clear?” or “Do vou understand?™ or
simply "O.K.>"

In face-to-face conversations. do not mistake a courteous smile on vour
listener's face or a nod as a sign of complete comprehension. Particularly
in Asian and Latin American cultures, vour listener will give vou a smile
simply as a polite pestire, Asian listeners may even nod and sav “ves” (hai)
repeatedly, all in an etfort o shaw respeet to you. All the while, they ma
almost entirely misunderstand what you are saving. Good baronmeters of
such misunderstanding are the cyes. Watch to see whether your listener’s
eves respond to vour words. I vou notice a glazed, lost look, back up and
begin again in a simpler fashion., Another helpful technique is to politely
ask the ather panty to say hack (or write back) what he o she understoad
vou to say, [nworking with a translator, this process is called "hack transla-
tion,

Where to Learn
about Other
Cultures

Visit the Country's
Embassy
or Consulate
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From the preceding discussion, it's clear that no business person can atlord
to learn about other cultures through personal blunders and insults, ‘[ here
are many ways to leam about other cultures before vou step into vour
first_ meercultural business mecting or send off an imporant 1eport to an
international office. “These techniques include visiting a countiy's embassy
o consulate, participating in cultural training. asking people who have lived
in or visited the country of interest, and stdving the language,

Most trade-secking nations maintain experienced ambassadors and
consuls with extended staffs in major U.S. citics, particularly New York,
Washington, DC, and Los Angeles. You can make an appointment with
the commerce seeretary at the embassy to fearn how o approach fasi-
nesses—and often whom to approach —when you visit the foreign country.
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If you cannot visit the person, write a letter describing your business inter-
ests. Solicit the help of the embassy in making your venture mutually prof-

itable.
Seek out Cultural Many schools, clubs, and organizations provide cultural awareness
Tralning training. I'he following groups will provide you with information about

their services and general advice about cuttural preparation,

Overseas Bricfing Associates
201 East 36t Street
New York, NY 10016

"F'he Business Couneil for International Understanding
‘I'he American University
Washington, DC 20016

The tntercultural Communications Neowork
1860 109th Streer, NW,
Washington, 1) 20009

A benefic of such organizations is that they can acquaint you with such
universal business conventions abroad as wame cards. Similar in size and
format to business cards used in this country, name cards contain not only
vour name, title, and company in English, but also on the reverse side
the same information translated into the fanguage of vour host country,
Especially important in such a translation is the statement of your title,
Corporate "president,” for example, in English does not signify the same
thing in Japan. "Therea “president™ s an honored, retired, and relatively
powerless former leader of industry, Probably your title as “president”
would he rendered “senior dircctor”™ to communicate your status clearly in
your host country,

Such name cards are given and taken freely in your business dealings,
You may casily dispense @ hundred such cards in your first week in a toreign
country and take in twice that nomber, Many countries publish name card
collection books, complete with hicrarchical mterior divisions so vou can
store vour callected name cards ina pecking order of soits. Without such
cards of your awn, you may have difticulty establishing your credentials in
business contacts trat come your way thiough the day.,

Ask People Who Lixeept for your oswn personal experience, the most vahiable informa-

Have Been There don you can get is the helpful hints from someone whose background is
similar to your own, Find out whether anyone in vour company or another
company has visied the conntry in question. Find time to listen to stories
of his or her expenences. " The ultimate anthorities on a different culure
are, of course, the people of that culture, Seck out their advice for how
best to handle written and oral communications.

Also, ask questions and seek guidance from secondary resources, such
as the countryS national atrline serving your city (Swiss Air, British Air-
wavs, and so forth). At such places, you probably will meet someonce here
who knows someone over there—and that someone can prove invaluable
to vou as an initial cobuiral contact.

Office Technology 2A-20

ERIC

Aruitoxt provided by Eic:




O

ERIC

Aruitoxt provided by Eic:

Study the Language

466 PARTT VI Communication Perspectives

American banks that do business abroad, and foreign banks in this
country can often prove helpful to you, Also, draw upon the considerable
tesources of the United States Chamber of Commercee. It publishies a num-
ber of booklets on wrade retations. Each forcign country secking trade will
probably also have a chamber of commerce anxious to serve you. In most
cases, you can reach this office by writing o the Office or Minisuy of
Intermational "I'rade in the capital city of the counury that interests your,

Above all, begin lunguage training in the tongue of the culture vou in-
tend to visit, If you don't acleast try to learn the langarge, you'll be totally
dependent on a translator or virtually isolated from the friendly conversa-
tions, Don't be concerned that you haven't mastered the language. Your
hosts will take it as a compliment that you are at least trying o learn their
language ot all and will help you at every warn,

Writing for
Intercultural
Business

Business documents in different countries differ not only in form but also
in pattern of organization, tone, and level of detail. German documents. for
example, are terse and heavily detailed, while Latin American dacuments
emphasize a polite style and generalized concepts, Reports for lapanese
associates must be prepared with formal, honerific openings. Casual analo-
gics and other non-business-related information get cut from the reports
and proposals sent to British colleagues.

Lven when you try to follow the style and tone of the documents writ-
ten by native business people in Latin America, Asia, and Furope, vour
Americanness will stll show., Some of that is fine. lntercultural readers,
whether located fuside the VLS. or abroad, expect American communi-
cations to show the features of American document conventions,

Nonetheless, shrewd intereultral connaunicators still try hard to dewd
their writing b ibits and assumptions tow ard the communication needs and
expeetations of their readers. As a case in point, many European cultures
expeet significant business carrespondence to end with two signatures -
the signatures of both the letter writer and his or her superior. Pherefore,
to geta more positis ¢ reaction from a Buropean reader, the American letter
writer may decide to use two signatures.

An Amencan writer may even have to learn when not to write at all,
As reported in separate studies by Michael Yoshino and William Oucehi.
Japancese companies don't use written communication for routine business
matters as much as American companies do. I an American writer comnu-
nicates solely by memo, a Japanese reader may tend to treat the message
as being inappropriately serious or important—calling 1 mecting, for exam-
ple, to discuss the implications of the memao. Instead. aliernate channels
of communication should be chosen: a conference telephone call, perhaps,
or a facesto-face mecting with selected deeision-makers.

A final example involves the use of first names. [n American correspon-
denee, it is commaon alter the first two or thice business contacts to begin
addressing the reader by his or her first name. 'This practice is generally
taken i our culture to be a sign of fricndliness and truse. In Germany,
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however, busimess readers look upon the use of first names (“Dear 1o
Mt as a sign ot inappropriste chumasiness bordering o disrespect. ol
Germans, triendliness, trust, and respect in correspondence is demon-
strated by the writer's willingness o use ades and fase aames: “Dear Diree-
tor Schimude.” Figures 20-1 through 200 10 show some examples ot interna-
tonal memos and responses.

Figure 20-1 The Mitsubishi “Model Memo® Guide for Managers
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The memo in Figure 20-2, written by a Mitsubishi manager, and its Ko-
phish translation in Figure 20-3 shows how the American “ To/lFrom/Sub-
jeet/Date™ material has been edistributed at the top of the memo page.
An official scal--the personal tademark of a Japanese manager - appears
beside the name, By Japanese business tradition and Mitsubishy practice,
this memo beging with standard linpuage of respect. Following this tradi-

Flgure 20-2 A Japanese Manager's Memo
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tional expression of respect and well-wishing, the memo turns to its specific
business—in this case, the hiring of two sceretarics. Note that the
requested qualifications of these seeretaries s appended to the memo in
the form of “supplements,” a common Japanese way of handling lists and
details, The memo ends by wrning again to traditional, expected language,

No signature appears after the phrase “with our best regards.”

Flgure 20-3 An English Translation

Hegoroa: Temporary Workers Corporst lun October 2, 1989

Five Diamond Corporation
Director, Goeneral Hanager
Taro Yamada

(official senl)

Subject: Secretary Kecrulting

Donr S

ik

to take this opportunity

It {3 our pleasure for serving you, 1 vould
to thank you for supporting our company for many year

I

[

* (Meantime,) We have finalized o plon to establish a Joint-venture with
GU Company, our Americun partuce, And we have started lovking ror two secree
thrles for this project. Amorg your numerous caputile candidates, we wish you
van recommend two people to us with the undermentioned abilitles. We will get
up Interviows with the appolnted candidates immedlately alfter receiving your
recomnendation,

¥ (We guesy that you are busy, hewever,) We will appreciote your reply as
yoon ao posivle,

Vith our bect regards.
dupplementy
Itequested Conditions
. Fluent English abid ity (above IST grade-2)

1
<. Japanese vordprecessing ubiitty (above grade-2)
3. bxperience of computers

*Approximute equivalents fur untranslotuble Jopunese phroses.
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Figure 20-4 shows an American response o the Japanese numager’s memo
in Figure 20-1. "The American memo endeavors to catch the form and
spirit of the Japanese memo form without mimicking it in all details. "Fhe
American writer would probably fail badly, for example, i tiving to imitate
all the nuances of the tradional Japanese heginning and endmg. In this
memo, the American writer hegins tather formalls, addresses the request

Flgure 20-4 An American Response to a Japanese Memo

Five Diamond Corporation
Director, General Manager
Taro Yamadn

October 3, 1989

Temporary Workers Corporatlion
Vice President
Richard Matthevs

Subject: Your Request l'or Seeretarices

Thank you for contaerting Temporary Workers Corporation for your employment
needs. We have certalnly enjoyed belng of service to you for the past four
years.

After a careful review of sixteen highly skilled candidates, we have so-
lected two secretaries to meet the needs you deserite, Both are avallable at
your ronvenlenre for an Interview. e believe thelr considerable skiils
(11sted below) will Justify thelr employment.

We recagnize that these are Indeed busy times for you. fowever, we uill be
most pleased to hear rom ycu as socn as possible to schedule Interviews,

With sincers best wishes.

Suppiements
Qualifications of Both Candidates

1. Grade 3 Engtish ability In speaking and writing
2. Grade 3 Japanese vordprocessing abllity
3. Experience with Japanese and Averi~an computer systems
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Chapter 200 Communication far Tntereubaral Business 471

in a general way, and highlights details by a numbered list. But why go to
the trouble to follow Japanese practice in these matters? A typical memo
in the succinet, frank American style may have been misunderstood by the
Japanese manager as an impatient, glib, or even mildly insulting response.
In the Latin American memo and its English translation, Figures 20~5 and
20-6, note the distribution of the message on the page (somewhat lower

Flgure 20-5 A Chilean Manager's Memo

MEMORANDUM No. 532

Ant.: Su memorandum no.228
de fecha 25.7.89.

Mat.: Solicltud de una
secretaria adlcional.

Santiago, 12 de septiembre de 1989

DE: GERENTE DE FINANZAS

A: GERENTE GENERAL

De acuerdo & su memorandum de antecedente, me dirijo a usted con el objeto
de solicitarle una secretaria adicional para nuestra gerencla. Como es de su
conocimiento, nuestre unldad ha tenido un gran crecimiento en los Gltimos 5
meses. Se han contratado tres jévenes profesionales y no se ha aumentado nue-
3tra dotaclén de personal administrativo. En la actuallidad contamos con tres
secretarlas, muy competentes, pero que no dan abasto con todo el trabajo re-
querido. Esto no nos permite alcanzar el rendimlento deseado.

La natureleza de nuestres operaciones hace Indispensable que la secret-
aria que se contrate tenga dominlo del idioma Inglés, tanto oral como escrito.
Adiclonalmente, debe estar familiarlzade con el uso de procesadores de textoy
de Lotus 1-2-3.

Agradezco de antemano su conslderacién.

Atentsmente,

Jusn Gonedlez H,
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than e pactice): the convention of assiging nmbers 1o menos;
the use ot “Antecedem™ the respecttul tone, punaculads e the mema
openmg: and leter-like concusion. Figre 2007 shows an Amcncan e

spanse to a Chilean memo.

Figure 20~-6 An Caghsh Traastition

MEMORANLUY #9532

Anteredent @ voup meropaeln

KO0 oy (7. 2% =

Snhjeet Trequest o f
addi ticrnl sespetay

Lantiage, septexber 10, 17

FHOM ¢ FIUANCE BANAGEHE
0 ¢ GEHEIAY MANAGTK

Reparding your memorandnm of antecedent, [ am addros:iee yoa
objeert o1 requesting an additinnal secretary for our dopartuent. A veu ki
our unit has hod considerable frowth Aduring the last five nenths. 1y ee vounp
protessionals has been recrulted and the administrative staff lins 1ot -
creased. At present we have three very competitive secretaries, bar they me
not able to do all the work required, This has not permitted 4w 4o obtain the
desired performance.

The nmture ol onpr apeprations mnke fndlspenszaliie that the - ety that
will b ifred hns prorfetaney n arnd and wrdLten Frgtbtal, tecd 140k, oo
aust be ramiline with the vge of vend o rs and fotuy 1-2-3,

Thank ¥ou in advance for your ~onsideration,

Shieepely yours,

Sann Gonzales b,

oy

BEST GUPY AVRILAGLE
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Flgure 20-7 An American Response (o a Chilean Memo

Memorandum #541

Antecedent: Your memorandum #534,
Sept. 12, 1989

Material: Response to your request
for an additional sec~
retary

To: Finunce Manager
From: General Manager

kegarding your request for additional secretarial support, I wish to suggest
an alternate way of resolving the problem you describe. Instead of hiring en
adiditionnl secretary, | propose that you send verflow typing and sccounting
work to the Genursl Manager's secretarial pool. These employees sre of'ten
seeking add!cional vork and should be able to give you the support you require.

I have asked the Word-processing Supervisor to meke specific arrangerents with
Yyou for routing werk expeditiously.

Trank you for bringing this problem to my attention and for your cooperation in
trying out the solution | suggest.

Sincerely,

Helen Willlams

In the Russtan memao and its English translation, Figures 20-8 and 20-9,
note the inital gesture of respect, followed by a straight-forward—even
blunt —statement of the problem. "This business seems to contain an erno-
tonal message as wells especially in the passage regarding Mashinka's
drinking, "The memo closes, as it began, on a highly formal note. The
writer signs his tull name.

Figare 20-10 shows an American response to the Russian memo.
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Figure 20-8 A Russtan Manager's Memo

09.1.89

Caatocnas Huxonaesuy Kucnoponoa
3aNMeCTHTens AHPeXTOpPA MO KaANPAM

Ysaxaerwiit Tosapum Kucnoponos,

Y HAC 3 ortheneuuu ACY He xmaraer Cexperapweii Heckonhko nuel yre y nac wer
€cnocobHoCTH naxze BMNOAHATH RCE ONEPEOAHKE NOKYMEHTH A CeliyAC ONATHL: YaKt Januna
Hawuixa. Hto Had nenats? floxanyitcta, uemennewHo naitte wam padpewenste nobamute
MHUM ONHY CexpeTapuy.

C yaaxeHuen,

Bopuc Mmauoauy Boronwburos

Figure 20-9 An English Translation

9/1/89

Svyatoslav Nlkolayevich Kislorodov
Deputy to the Director for Personnel

Respected Comrade Kislorodov,

We do not have enough secretarles in our MIS department, For the last few days
we have not even been able to i1l out the regular documents, And now Mashinka
has somchov agaln taken to drink, What are ve to do? Please, immedlately give us

permission to add at least one more secretary.

¥ith respect,

Borls Ivanovich Bobolyubimov

Figure 20~10 An American Response

9/2/89

Borla Ivanovich Bogolyubimov
Sypervisor, KIS Department

Honored Comrade Bogolyubimov,

Supervisor Kislorodov has askd me to respond to your memorandum of Sept. 1,
1989. Like you, we feel the dally need for additional secretarial support. Qur
officlal documents are of'ten prepared less quickly than ve vould wish, Such
delays must be expected for the next several months until ve recelve final ap-
proval for Resource Allocation Request #607.

I 111 look to you for patience and Ingenuity in continuing to perform your
dutles admirably under the current condltlons. I request that you send Mashinka
to meet with Supervisor Kislorodov at 10 a.m., Sept. 15, 1989,

Vith great respect,

V¥1illlam Evans Phililps
American Lialson for MIS Resenrch

=3
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Making Just as American approaches to business writing must be adapted to inter-

Presentations cultural conventions, oral presentations must be adjusted to what intercul-

in Intercultural tural audiences expect and prefer. Again, an American presenter’s goal is

Settings not to be taken for a native speaker but instead to adapt successfully to
the culture’s expectations, with the goal of delivering a culturally acceptable
presentation.

Five elements of the presentation should be reevaluated in preparing
for an intercultural address:

1. The introduction

2. The method of presenting an argument
3. The use of visual aids
4

5

‘The use of humor
‘The conclusion and recommendation

The Introduction

Many culwres expect the speaker to recognize and pay respect to
members of the audience, often in the order of their importance. It may
be culturally taboo to start off with business early in the presentation. In
some cultures, speakers may be expected to give a great deal of back-
ground information about themselves and their company.

How do you know what to do? It's best to discuss your presentation
plans with an experienced business speaker who is a member of your audi-
ence's culture. Ask advice on what approaches will be most acceptable to
your listeners.

The Method of Argumentation

Typical American presentations describe a problem and then go on to
suggest possible solutions. “T'his approach may be unpersuasive and ¢ven
offensive to some cultures. ‘T'he blatant description of a business problem
may be taken as a slight against your audience’s country, culture, or com-
pany. An intensely proud group of African businesspeople, for example,
may rankle at a speaker’s opening remarks about starvation or poor rural
planning. In many cultures, you may be better off describing your sugges-
tions as a “next step in a glorious heritage.” Ofien, this approach is much
more persuasive than the problem-solutior approach.

The Use of Visual Alds

American speakers typically rely on slides, graphs, charts, and other
visual aids to do much of their communicating. ‘I'he use of such materials
is often taken by American audiences as a sign of the speaker’s preparation
and expertise. “I'his is not so for some other cultures for which visual aids
interrupt the important process of personal evaluation and bonding, To get
an idea of this, think about your own reaction if a new acquaintance who
was invited to your home for dinner brought along charts of his educational
history and a videotape of his sports prowess. While these matters might
come up naturally in conversation, you would probably feel that the visual
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ads were a bit much, L the same way, sone cultres do nat place the
samie importance on visual aids as do American business audiences.

The Use of Humor

FFor American presenters, keepmg, an andience awake and alert often
involves the periodic use of huntor, ancedotal stories, and other attention-
peuting, techniques. "Fhese should be checked carefully with @ natve pre-
senter before you use them in an intereultural speech. Fhere s a fine line
between what's funny and what's offensive in all aultures. Even in closely
alipned cultures, such as that of Great Botain and America, the types and
uses af nnmor can vary greatly, The Bridsh by aml Tige cannot fathom
what's funny about Johinny Carsony Awericans groan at the romping, silh-
ness of many BBC sitcoms. Such differences are magmficd many times
over when the cultures involved do not share common ancestries, religions,
or political systems,

The Conclusion and Recommendation

Anmierican presenters are often told to ask for the sale —that is, o exphi-
cithy tell the audienee what should be done. fnvmany enltores, such direet-
ness s taken as the worst form of rudeness. Conclusions and reconnmenda-
tons in these cultral sewings must be handled with preat delicacy o as
not o appear high-handed or pushy, Decision-makers in your audicncee
must be credited with the ability to see the inmplicatons of your presenta-
tiong ther agreement ar action must be subtly suggested or ivited.

Your Future as an
Intercultural
Businessperson

As the ability to know - alniost instantanceoush - transtorms lives and cul-
wnes around the planet, no husinessperson can hide s oa regional or na-
tonal niche and expect to avaid the influence of the Intormation Revolu-
tion. While a hardware store omner in Wichit may not sell hanuners o
Chia, he or she will want to be the first to kpow when hanuners impaorted
from Poland are sold 20 percent chicaper than the Amcericin variety. Laiger
corporations will have no reason to limit their narketing horizons wa na-
tional borders, espectally as jet travel and commumcation devices make
the world what Mcluhan calls a “global village.” “There are no passenpers
on spaceship carth,” he wrote, *We are all cren”

fnthe words of John Nashitt, author of the besteselling book, Mega-
trenes,

We are hiving, in the “time of the parenthesis,” the e between eras (be-
waeen the tndustrial Ea and the Information Era). The tme of the parenthe-
Sivis @ great and yeasts tine .. Latinge of great change and uncertaints (and
we mnst make uncertiinty our fuend) . L and a tinie of great opportunits, In
stble eras eversthing has o nume and evernsthing knows its place

cand we can leverage vey fitde, But in the time of the parenthesis we
have extsaordinary feverage and influence .. Cindividualls L . professionalbly

Candbistitnoonathy o we cane get aeleas sense, a dear conception, a
cear vivion of the road ahiead. My God, what a fantastic tme o he abive!
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Summary

oo -

Businesspeaple must recognize the importance of cultural differences.

Fliis chapter suggests eleven key areas in which enlures can be evahuaced.
Several agencies offer cultural awareness materials and training for business-
people,

Because language is the most important link between peceple, businesspeople
should examine their owr use of English in relation to the language needs of
their foreign listeners,

At all levels, business is becoming internationalized. Business trips to and
communications with other cultures will he a reality for moce and more busi-
nesspeople in the years ahead.

Questions for I.
Biscussion 2.

6.

9,

10.
I

What are the eleven areas of cultural sensitivity?
How could the ase of human time and space affect your business transactions
in a foreign country?

. What are some steps you may take in order to acquaint yourself with a foreign

culeare?

« What are name cards? How are they nsed?
. How should you rely on a colleague’s personal experience in a foreign covntry

you plan to visit?
What is probably the most significant way you can prepare ahead for your visit
to a foreign country?

. Why is it important to speak “plan vanilla™ English in business mectings

abroad?

- When speaking English with a nonnative speaker, what habits should vou

avoid?

How can visual gestures aid your communication with a foreign busiessper-
son who does not speak your Language well?

How can you cheek your listener's comprehension over the phone?

In 4 face-to-face conversation, what are good ways to check for comprehen-
ston?

- Lxplain Marshall McBuban’s statemient, “Fhere are no passengers on space-

ship carth, .., We are all crew,”

- What 1s the “time of the parenthesis™ What are its advantages?

Exercises 1.

ERIC
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Pick a country that you would like o visit on business some day. Write a leter
to the embassy or consulate of that country, requesting as much information as
15 available on travel and business opportunities there. Keep this information
in your files for future use,

. Research attitudes on the relationship between men and women in the coun-

tuy ot anterest to you. How might the iclitions between the sexes in this
country affeet your conmmunication with your hose?

- Extend an invitation to a potential business associate in a foreign country.

Convey the proper respect for his or her culture,

- Continue yem research on the foreign country of your chaice, and identify

strict tboos chat you'll wanr ro be aware of. What parucular taboos might you
have violaved of you had noutahen time to investigate the cultueal differences
between your country and the foreign countery?

Office Technology 2A4-32
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5. How shoeld yon diess woanake the best impression possible in the foregn
conmtry that interests yan?

Identify the religions and palitical ideologics yon wantd be most kel ta find
in the country yonare researching, How da these ideologics reserble or differ

-~

from your own? How will vou avaid passible difficnlties in these areas?

7. A0y o are an Amciican citizen, how might you be regarded in the country of
interest ta you? Investigate current perceptions abont America held m that
country, I these perceptions are negative, how do yon plan ta presemt vonrself
positively?

x

Conmpile a list af sk and idioms thae imiglhit be msinterpreted by a foreign
hinsiessperson with limited Faghsh skils.

<

Idenufy part of your town, dity, stae, or region where imerculural differences
may influence how business is couducted, Deseribe in writing the kind of
adjustinents you would make if vou were doing business in this locale.

[0, Refleet on yaur own travel experiences inside or omside the U8, Tn what

arcas would you be most comfortable doing business? I which areas least
comfortable? Why ? Write your responses o these questions,

L1 Create twa dialognes between businesspeaple of differing cultures, In the Girst
dralogne, demonstrate successtnl interenleal commnneaton. fn the second,
show the symproms and results of cultural insensitn iy,

12, Watch a forcign film. keep track of the anltiral ditferences dhat ocenr in the
cleven arcas of enlral sensitivity deseribed in dis chiapter,

B3, Bnterview o businesspersan ar some othier associate who has lived abroad or
i cultiat mea ol this coantey thac differs rom o own culture, Deternmme
how vamr interviewee made interealtigad acdpustments, Tlow suceessful were
these adjustments? What would the person do ditierently now?

REST COPY AVAILABLE
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Chapter 20

Communication for Intercultural Business
True/False Questions Quiz C

1. Speaking English loudly ensures that foreign listeners will understand.
2. Speaking English slowly helps foreign listeners understand.

3. A smile on the face of the foreign listener is the universal sign of under-
standing and approval.

4. The feelings and values of a foreign client may be as important to
negotiations as his or her knowledge of the field or project at hand.

5. Only those planning to work abroad need training in intercultural busi-
ness skills.

6. You can count on foreign businesspeople to ask for clarification if they
do not understand you.

7. Those who speak only a little English neverthaless can be expected to
know most of the colloquialisms of the language.

8. Foreign embassies can provide little information on business abroad,
since they are concerned primarily with visas.

9. Logical, linear thought is necessary for the successful transaction of
business anywhere in the world.

_. 10. Most embassies have a commercial secretary responsible for dealing
with trade relations.
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Chapter 20

Communication for Intercultural Business
Essay Questions

Note: Students should answer the following questions on their own paper.

1. What options do businesspeople have who seek training in intercultural business
communication and practice?

2. To what degree should American businesspecple try to imitate the customs,
dress, and mores of forelgn cultures they visit? Discuss your answer.

3. In what ways can an American businessperson help foreign speakers of English
maximize their comprehension?

4, In what ways can foreign embassies be useful to American businesspeople
preparing for foreign travel and service?

5. Discuss the idea of a “global village" insofar as it influences business communica-
tion.

8. Is there & "correct” way to conduct business, no matter what the culture? Dis-
CUSS your answer,

7. What Is an *idiom?" Provide an example. How should it be used in intercultural
communication?

8. Even if your foreign hosts speak English, should you make the effort to learn
some phrases In their language? Explain your response.

9. What is the difference between "intercultural* and *international" business?

10. List five typical areas of cultural sensitivity.
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11. Discuss this assertion: "Verbal customs vary from culture to cutture, but non-
verbal gestures do not."

12. In what ways can an American business writer or speaker gain an advardage
from knowing how foreign business documents and presentations are organized
and formatted?

13. Comment on this assertion: *Only those planning to work abroad need inter-
cultural business training.*

14, Discuss three common myths about other cultures In reiation to our own.

15. How do signs of approval and disapproval differ from culture to culture?
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Before The ideas which came into your head can’t be predicted here, but tor
Reading comparison’s sake, here’s another person’s brainstorming:

free-trade agreement with Mevico

disputes about minority contracts at Fair DPark

a local woman has been trying to develop a business in Russia (3 yrs.)
commnications across cultures can be tricky, meanings change
Chevrolet Nova, no va tn Mexico

Before Some of the major topics you might have seen include these:
Reading o aleven areas of cultural sensitivity

o adjustments in written and spoken English
* training
o the importance ot intercultural business relations
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et
(W)
=3

ERIC




During
Reading

Eleven Common

Areas of Intercultural

Misunderstanding

1. S ]

Gend
rules
2 rZe\_,F

i Sns'?
Who?

3. T4 Sp.
Fund7

5}?

z(__”\‘bo.

alcoho|
okes

S| 19

N&s d

no

O

ERIC

Aruitoxt provided by Eic:

The following example of notes on the "Eleven Arcas ot Multicultural
Misunderstanding” won’t look exactly like yours, but they might help you
think whether you're taking too many or too few notes.

IT it seems important to memorize an eleven-item list, you'll need (o go
beyond the point where you know what each item means, Inaddition, you'll
need o method for rehearsing the whole list. You might be able to break the
list into shorter groups, and review all the groups. You might even try a
mnemaonic device such as a “silly sentence” in which the first letter of each
word reminds you ot ancitem on the list, But be careful, nonsense is the first
thing to go when you're anxious, Understanding and repetition are the most
reliable memary techniques.

fach of these American businesspeople initially reacted with shock:
“Well, how was | supposed to know? Avoid asking yourself the same ques-
tion. Don't attempt to interact in a new culture before becoming aware of
your own assumptions and blind spots. ‘T'he following 11 questions refate
to areas of cultural sensitivity around the world. "The more you know about
anather culture, the harder you may find it to answer cach of these ques-
tions. ‘T'hac’s as it should be. Simple answers to complex questions can
lead to stereotypes, the enemy of intereuftural awareness,

The 11 arcas of sensitivity are male-fenale interactions, respect, time
and space, taboos, commiunents, nonverbal cues, language and transha-
tion, dress, methods of persuasion, religious and political issues, and preju-
dices,

1. How da_men relate to wamep, and women to men? 'Fhough you may not agree
on the fairness of relations hetween the sexes in other cultnres, knowing theis
sonnd pules helps you gyoid disastious socab and business pudalls,

- How does the culre indicate zespect? Consider the roles of silence, direct
Auestions, sc.uuu, arcangements (such a. the infamous seating struggles hefore

v

e VICKII‘IIHC'\L peace talks), eye contact, pestures, ;_,l[i}_unnphnwms. and
invitaions. Also, find out whether specific categories of people (e.g.. older
persons, religious figiares, more-senior stall) always reegive some of these spe-
cific signs of respect.

3. How does the enlture view haman gime_and spgegd oes an appointiment at 7
pon mean *7 sharp™ o “sevenishy on as in some Latin countries, around 8?
Is ane business dav, once passed, gone fogeser (the American notion of linear
time), or does the same circumstance repeat itsell over and over (the Eastern
eyelicai view of time)? What of space? Should you gtagda bit closer 1o FFrench-
men than you are used to stunding to Americans?

4o What are stuictggdeggin the culture? bs ateohgl, for example, aceepred, winked
at, or absolutely unthinkable? Is your host’s off-colm joke an invitation for
uptoatious taghter o a subtle test of your own mores?

S, Phow are business commimgags wiade in the culone? By ol approval? By a
handshafse? By siging ol documents? Often Ametican businesspeaple helieve
that a verbal agreement shows that the listener agrees o the proposal and is
cammitted to it. When they discover that thein hosts are merely being pleasant
and agreeable, they feel deeply disappointed and may even feel cheated. "Fry
to establish in advance the words and actons in the culture that will et you
know that your deal is moving torward to commitment, “ry also to find out

i —

how people say “0g™ or v oid saving “no” in the particular culture,
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" ) N‘\,. C . 6. What monverbal cugs are .uscd in the culture to pass information to you, or to
pass private understandings between members of the culture? How should
b"ghs vou interpret the *V” sign in Ingland? (Sometimes an obscene gesture.) How
are you to understand an apology delivered with a big smile in Japan? (Uster
Cgl'\)r sincerity, not a charade.) What does the eye pull mean in kaly and Spain?
6 S (Careful, Fm on to vou,) Why does your host in India grimace when, in cross-
ing your legs, you point your soles toward him or her? (An insult.)
L —Y‘ 7. How should you handle the whole matcer of language and transiation? e bears
7. ¢ . looking into before entering upon business relations in another culture. What
\ 4 words can you learn to indicatg vaur interesg in another cultore? Should you
S . supply your own translator? Will he or she be trusted? What should you con-
w\’lbyb'lﬂl 5 clude if your host insists on providing his or her own translator for you?
*8. How should you dress for business and social oceasions in the host country?
8~ D Before “going nativg” in dress, gonsider the risks of losing your identity as a

“\‘\oc\-'\\le:\ foreign visitor and hence your immunity to some forms of griticism. In our
own country, no one expects the visitor wearing ‘Fibetan ceremonial gowns

Y. to cope well with cabs, train schedules, and all the other hassles of urban life.
own I.D We bend to aelp, However, the same visitor in typical American street clothes
may be treated with irritation and impatience. Similarly, your clear identifica-

tion gs an Americag abroad may bringa modicum of helpfulness from the host

country.
q, ; crs, 9. How do your foreign hosts handle persuasiga? Do your hosts favor direct prop-
e(rec;\.? ositions §uppor(cd by evidence? Do they wish to consider your reputation,
.\-‘\ your family roots, your personal success. your age; your sex, your educational
Yoo cY attainments? Do they want to hear your arguments or merely to share your
-\'VUSF? friendship? Do they base a business relation on_gational analysis or on trust?

Io R_Q,l 10. WRat aspects of the host country's gefiginus or politiggl L must be understoo
‘Kel. ovR,

for effective business relations? Are certain times of the day set aside for wor-
N v ? W 10 ) . H e
worsht o ship, not work? Is work automatically canceled on some holidays. or is it

hb\ (A&\(‘S optional? I\.’lust certain work groyps be separatgd due to political differences?

Are some jobs tasks disliked fur religious or political reasons?
\ L PYQS ) 1. n’hm prejudies apgainst you as an Amegigagnust you overcome in the culture?
o your hosts automatically assume that you throw money around in a care-
n ) \) *S. less and tasteless way? Do they assume thar your appetites for food, alcohol
33 and sex are out_of control? Do they look upon you as a steam-roller, who
S*WGO* eS believes that miEht makes righe? In all these matters, you may have to exert
W your imagination and energics to show yourself as you are, not as you are

thought to be.
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After If you disagree with an answer, look back at the text and talk your question
. over with another person. It's important to get new information stored
Readlng accurately in your memory.

1. F
2. T
3. F
4. T
5. F
6. F
7. F
8 F
9. F
10. T
After Questions 1, 3, 10, 12, and 13 seem to be related to major topics without being
Reading too broad.

Questions about specifics in the chapter include 2, 4, 7, 11, and 15.

The broadest questions are 5, 6, 8, 9, and 14; they might not appear on the
exam because they could be answered from general knowledge, rather than
from the information contained in the chapter.
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After
Reading

Do you agree with these answers?

G N =
@W>mgn

As for your essay response, did you incorporate these organizational
techniques?

1.

A first sentence that rephrases and responds to the question.

For example, your paragraph might have started out by saying something
like “There is ample evidence to disagree with the assertion that ‘only those
planning to work abroad need intercultural business training.””

Structuring the body of your response to provide specific support for that
thesis. At least two forms of support are needed, along with specific
details to make your ideas vivid and clear.

For instance, you might have mentioned the many cultural groups within
most U.S. companies, as the example in the introductory paragraph of the
chapter did.

You might have mentioned the increase in multinational business,
increasing competition from foreign businesses, and the impact of
communications technology in making the world a "global village," as the
last paragraph of the textbook did.

You might offer a personal example.

Finally, your paragraph should conclude with a re-statement of the main
idea or an implication of it.

For example, you might have said something like “Thus, almost cveryone
working in the U.S. feels the impact of various cultures, whether foreign or local;
and intercultural business training will help us to communicate effectively with
clients and competitors from a wide range of cultural backgrounds.”

Office Technology Answer Key 2A4-41
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Expediting Treaties
and Hostage Releases

Purpose The subtitle of this article reveals why it might be assigned as outside reading

for in an office technology course: "It’s All in a Day’s Work for the Foreign Service

Readin Secretary.” Although some people entering the secretarial field may be looking
g for routine and security, others may feel some regret at not choosing a more

dramatic career. This article would probably be recommended by an instructor
wanting students to get a broader idea of possibilities for secretarial careers.

Although the article would be assigned primarily for fun, the content presents
so much information about the actual day-to-day duties of a secretary that it
would be reasonable to expect at least an essay question over the article on the
unit exam.

Curtain, Marlene. "Expediting Treaties and Hostage
Releases: It's All in A Day’s Work for the Foreign
Service Secretary." The Secretary. May 1992: 8-10.

Office Technology 2B-1
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Before 0 Look through the three pages of this article to get an overview of the topics
Readin and organization. By all means, look at the pictures, too. Your goal is to get a
g general idea of what you will be reading. Spend about a minute.

As the author says in her introductory paragraph, she has lived in nine

countries on four continents during her foreign service career. Although it’s
certainly possible to read the article without knowing any geography, you'll
get more out of it if you can at least place the countries on their continents.

Match these countries with the areas in which they’re located:

D Chad 1. Africa

I:l Dominican Republic

D Ivory Coast 2. Asia

D Laos

D Taiwan 3. Central America
D Colombia

D Costa Rica 4. South America
D Honduras

If you aren’t sure or don’t know some of these, at least you're aware of that
now! See if you can pick up additional information when you read the article.
&

Before @ How does the article sound so far?
Reading

Does the idea of "travel to exotic countries” appeal to you?

If s0, great, but don’t forget that your purpose will be to get information
which an office technology instructor might ask on an exam.

If not, your reading task may be a little harder, because you have to get
information which an office technology instructor might ask on an exam from
an article which doesn’t look appealing. Good luck!

Office Technology 2B-2




During
Reading

After
Reading

When you’re ready to begin reading this article, keep in mind that you will be
tested over the material.

Hint: Look for information about the different kinds of tasks performed during

this secretary’s career. It would save time to underline or take separate notes
on the tasks.

Is there anything you want to change in your answers to the matching
question about countrizs and their continents?

When you‘ve done your best, check with the Answer Key.
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After
Reading

How many different kinds of tasks did you find?

Can you organize the information into two lists? On the left, put tasks which
seem "traditional” for secretaries. On the right, put the "non-traditional” tasks.

Traditional Non-Traditional

Office Technology 2B-4

143




After
Reading

©

Now that you've read the article and had a chance to review some of the
content which relates to secretarial careers, your next task is to decide what to
remember for the exam. Predicting test questions is a good way get ready to
review for an exam.

Write three essay questions about this article which seem reasonable in view of
the Purpose for Reading and the Hint you received.

o

Olfice Technology 2B-5
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After
Reading

Choose the essay question which you think is the best from among those you
wrote and those provided in the Answer Key.

Write a paragraph indicating which question you chose and why. Be sure to
refer to the criteria for questions included in the Answer Key on page 2B-13.
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Expediting Treaties
and Hostage Releases

Curtain, Marlene. "Expediting Treaties and
Hostage Releases: It’s All in A Day’s Work
for the Foreign Service Secretary."

The Secretary. May 1992: 8-10.

Reprinted with permission

from the May 1992 issue of

The Secretary. Copyrighted 1992
Professional Secretaries International.

For permission to reprint

for classroom use,

contact:

Ms. Eileen Warren

The Secretary

2800 Shirlington Road, Suite 706
Arlington, VA 22206

Phone: (703) 998-2534; FAX (703) 379-4561
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Expediting
Treaties and
Hostage Releases

Itsall ina ddy’s work for the
Foreign Service secretary.

By Marlene Curtain

career in the secretarial

field usually doesn't afford

one the opportunity to

travel to exotic countries,
| live and work in diverse cultural
| settings, or experience firsthand the
l lives of the people in those countries.
i The Foreign Service, as part of
i the U.S. Department of State, has
i poeitions for secretaries who wish to
! spend the majority of their careers
! iving and working overseas. The
| following two articles explore this
exciting career path.

As a Foreign Service secrdiary, Marlene Curtain traveled throughout Central and South America and Africa.
She's pictured here at a marketplace in Chad.

secretarial career in the For-

eign Service is more than

just a job—it's a Ifestyle. In

my 18-year career, [ have
lived in nine countrics on four conti-
nents. My experiences have expanded
both my personal and professional ho-
nzons.

Mearlene Curtain is the deputy regis-
trar in the Office of the Registrar at
the 1.8, State Department.

THE SECRETARY

Santo Domingo,
The Dominican Republic

The wortld is changing at such a rapid
pace that history is constantly being
reshaped. This fact was certainly true
when | was posted to the Dominican
Republic. The Dominican people had
just experienced a civil war and the
country was devastated.

Santo Domingo, the capital city, was
in shambles and public services were
almost nonexistent. The American Em-

147

BEST COPY AVAILABLE

bassy was the hub of activity—our
mission was to help rebusld the country
cconomically and to assist in re-estab-
lishing its political stability.

I was assigned to the political section
of the embassy as a secretary and my
duties varied daily. Situations kept
changing, requiring me to work well
under pressure. 1 had to type diplomatic
notes quickly and accurately in both
English and Spanish, respond to the
needs of the many visitors to the sec-

MAY (902
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tion from the diplomatic corps, and
assist in hosting functions for govern-
ment officials, prominent local business-
men, and other agency representa-
tives.

It required strong organizational
skills to ensure that all background
materials accompanied the voluminous
correspondence that came in from all
over the world. Despite my hectic work
schedule, I was able to enjoy the won-
derful climate, beautiful beaches, and
the warmth of the Dominican people.

I met many new friends, some of
whom are still very much a part of my
life. 1 also married a fellow Foreign
Service employee at a chapel on that
wonderful island. The Dominican Re-
public was the foundation on which 1
would build my life as a Foreign Service
professional.

Ft. Lamy, Chad

After leaving the Dominican Repub-
lic, I took a leave of absence and
moved to Ft. Lamy, Chad, in central
Africa with my husband where I was
able to find part-time employment.
My duties ranged from taking inven-
tory at the ambassador’'s residence to
being the secrctary at the United
States Information Agency (USIA)
when the regular secretary left on
emergency leave.

It was quite a personal challenge to
shift from a political focus back to an
American cultural setting. At USIA, |
assisted in the library by fulfilling re-
quests for movies, cataloguing books,
and working as the all-around “girl Fri-
day" during book fairs.

The following year I flew from Ft.
Lamy, which did not have a medical
facility, to Frankfurt, Germany, to give
birth to our son at the Army hospital
there. We were fortunate to have an
excellent roving medical physician, who
had advised me to leave several weeks
before the baby's due date for either the
United States or Europe to ensure
proper medical care when the baby was
born.

Our son thrived in Chad. One of our
most memorable experiences was the
Chadian tenth-year independence cele-
bration. A colorful parade moved slowly
down the street. Camels and elephants
were gaily decorated, the long robes of
sheiks bellowed in the wind as they
danced to the music of flutes, tribesmen
were mounted atop handsome stallions,

MAY 1992

and women dressed in blue robes were
chirping like birds.

During the next six years, we trans-
ferred to Abidjan, the Ivory Coast;
Vientiane, Laos; and Taipei, Tawian. |
took care of our son and enjoyed the
challenges of living in each new country.

Bogota, Colombia

Our next country was Bogota, Co-
lombia, where | resumed my foreign
service career. My posting as the
American secr¢tary to the consular sec-
tion at the U.S. Embassy proved to be
an extremely interesting assignment. [
had the opportunity to learn a lot about
the country as [ assisted in responding
to questions about visas, passports, and
immigration law.

After a year I was reassigned to the
political section, which proved to be
more than just a challenge. At the time,
the section was undergoing a complete
personnel overhaul. Before long, [ be-
came the “institutional memory” of the
section.

My secretarial skills were stretched
to the max during the eight months I
was the sole secretary in what had been
atwo-secretary oftice. I had the respon-
sibility for handling the workload of four
productive officers and the only way to
get the job done in this high-powered
section was by being personally dedi-
cated to my duties.

I managed the flow of paper and
typed a variety of correspondence
(some in Spanish). I constantly adjusted
priorities based on my grasp of the
current local political situation and
knowledge of the importance of each
officer’s project. 1 also analyzed bio-
graphic information and prepared back-
ground notes for the ambassador.

Y and their authorized dependents, in-

!

'ATHS

I

The Foreign Service

Wants You!

To qualify as a Foreign Service
secretary applicant, you must he a
U.S. citizen, 21 years old at the time
of appointment, have two-to-three
years of recent secretarial experi-
ence (students enrolled in secretarial
programs at two-year accredited
schools may apply after successful
completion of their first school year),
type 60 wpm, possess word proc-
essing experience, and be ahle to
pass a rigorous medical examination
and background security investiga-
tion.

Besides basic benefits—group life
insurance and health benefits pro-
grams, annual and sick leave, and so
forth—foreign service secretaries
servilig Overseas receive numerous
additional benefits:

@ quarters or housing allowance;

@ cost of living allowance, where
the cost of living is substantially
higher than in Washington, D.C.;

® salary differential, which is tax-
able, ranging from 10 percent to 25
percent of base pay where there are
unusual hardships;

® rest and recuperation leave,
with transportation paid, for employ-
ces and dependents assigned to des-
ignated hardship posts;

® educational allowance for de-
pendents under certain circumstanc-
es;

® coverage for certain medical ex-
penses of employees and depen-
dents; and

® travel expenses of employees

cluding shipment of personal effects,
to and from posts abroad.

Entry salaries for Foreign Service
secretaries range from $20,503 to
$25,814, Persons interested in more
information about employment with
the Foreign Service should write to:
Vicki Eckman Marquez, PER/REE/
EXAM/BEX, U.S. Department of
State, PO, Box 9317, Arlington, VA
22219.

THE SECRETARY 9
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The American Embassy in Bogota
was also the test post for the State
Department’s new filing system, so [
had to establish, implement, and main-
tain more than 500 files crucial to the
smooth operation of the section.

During this same period of time, the
American Ambassador was taken hos-
tage and I served on a special task foree
that negotiated his eventual release.
Working with this dedicated group of
people gave new meaning to “working
well under pressure.”

- Rt 4

P

After approximately 56 days in cap-
tivity, the ambassador was finally re-
leased. It was an extremely rewarding
experience to be part of such a dedicat-
ed team,

San Jose, Costa Rica

With the erisis then engulfing Central
America, San Jose had become an im-
portant player m the scheme of ULS.
interests, During my two-year tour as
secrelary to the politeal section, the
U.S. embassy hosted the President of
the United States, a major conference
of foreign mimsters, several congres-
sional delegations, and countless other
mtuential visttors.,

| became a one-woman travel agen-
¢y booking appointments, schedulng
transportation (mainly air), and reserv-
g hotel accommodations. 1 also often
managed the office and took the intia-
tive in solving problems in the absence
of the political counselor.

For cxample, the political section
courdinated extradition treaty negotia-
tions with the Costa Rican goverament
and worked closely with the State De-
partment's office of the legal advisor in
Washington, D.C. I responded to inqui-
nes about amendments and generally

1o THE SECRETARY

P

ficlded questions concerning the draft
treaty.

As the following example illustrates,
protocol work is extremely detailed: A
few days before the signing of the
treaty, 1 was given exact instructions on
how to tie the ribbon binding the book
that contained the treaty.

Finally, the day arrived when Presi-
dent Reagan and President Monge of
Costa Rica stood together on the stage
of the National Palace ..

T
- in San Jose to sign

the extradition treaty. It was a tremen-
dous effort, which I look back on with
considerable professional pride.
Tegucigalpa, Honduras

At the American Embassy in Teguci-
galpa, 1 was first assigned as secretary
to the cconomic section. Six months
later 1 was reassigned as secretary to
the deputy chief of the embassy or
mission and spent my final year as the
ambassador's secretary. As the ainbas-
sador's secretary, I established his daily
priorities and set the overall tone for the
mission’s daily routine.

One of the duties that 1 especially
enjoved was coordinating arrangements
for a luncheon or dinner. 1 had to first
check the ambassador's calendar to en-
sure there were no scheduling conflicts
before compiling a guest list. After 1
determined that the guest of honor
would be available, 1 extended tele-
phone invitations to the other invited
guests. Once invitations were aceept-
ed, I prepared a final guest list and sent
“pour memoires” or reminders—the
same as invitations except that they are
used after everyone has aceepted.

Determining the seating for such re-
ceptions was an involved affair. 1 relied
upon “Social Usage Abroad,” a refer-

ence detailing correct arrangements of
tables, and referred to a "list of prece-
dence” for local officizls to ensurc that
guest lists were in the correct “order of
protocol.” Place cards had to be written
out in black ink only and then placed on
the appropriate tables. [ would occa-
sionally attend these functions and as-
sist the ambassador and his spouse in
entertaining their guests.

Washington, D.C.

Now, back in the United States, I've
had the privilege to work for the under-
secretary for economic affairs. Every-
thing that 1 had learned in previous
assignments was necessary to perform
cfficiently at this posting.

Last year, I was assigned to an
administrative position in the office of
recruitment, examinations, and em-
plovment. My responsibilitics include
maintaining a computerized tracking
system of career candidates as they
pass through the pre-employment
stages. Once they have completed all
the prerequisites, candidates are placed
ona rank-order register. I then make an
offer to these candidates to join the
Foreign Service when openings occur.

Even though 1 continue to be stimu-
lated professionally in my work at the
U.S. State Department, I miss the
exposure to new cultures that I had
experienced abroad, so sometime this
year I'll request an assignment as the
top secretary in a foreign post.

My carcer in the Foreign Service has
been extremely rewarding. I've re-
ceived several promotions and two
awards, une for five years of “sustained
superior performance” while serving
overseas and one for a “superlative
contribution” to a special project.

The best rewards, however, have
come from job satisfaction and the plea-
sure of working with such wonderful
people.

Working for the Foreign Service has
given me the opportunity to experience
the flavor of different countries and the
generosity of people from all over the
world. We were able to build a relation-
ship based on mwutual respect and en-
joyed sharing in each other's culture.

I learned that cven though we
scened differeat, unconditional accept-
ance brought us together and made us
the same. It has been and continues to
be a prvilege for me to have represent-
ed my country abroad. L ]

MAY w92
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Expediting Treaties
and Hostage Releases

Chad

Dominican Republic
lvory Coast

Laos

Taiwan

Colombia

Costa Rica

Honduras

Africa

Asia

Central America

South America

How many of these countries could you locate un a map?

!
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Afte_r Although deciding where to put each task in is a matter of your personal
Reading experience (and sense of humor), your lists will probably have many of these

items.

Traditional Non-Traditional

type notes quickly and accurately type in Spanish
organizational skills with correspondence respond to visitors’ needs
respond to questions library assistant

act as "institutional memory" negotiate hostage release
handle workload of two singlehandedly facilitate treaty negotiations
manage paper flow tie ribbon to specifications

adjust priorities based on local politics
prepare background notes

establish, implement, and maintain files
arrange travel

manage office

establish boss’s daily priorities

set overall tone for office

coordinate social events according to protocol
maintain a computerized tracking system

Office Technology Answer Key 2B-12
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How did you fare with this assignment? Maybe it gave you a little sympathy
for your instructors!

Write three essay questions about this article which seem reasonable in view of
the Purpose for Reading and the Hint you received.

Criteria for Good Essay Questions

Good questions are neither too broad nor too narrow to be answered on the
basis of a careful reading of the material.

For example, a question that reads "Describe the duties of a secretary in the
Foreign Service" is too broad. Even if you could be expected to recall and
write down everything Curtain wrote, you would need information from more
than one source to do justice to the question.

A question which asks "What did the author do in Tegucigalpa?" is too
narrow. Unless you're studying Honduran secretarial challenges, vou don’t
need to remember exactly where she did each task.

A question which is just about right would ask for you to remember and,
perhaps, analyze a significant part of the article.

Do you agree that these questions meet those criteria?

1. Describe and give examples of the secretarial tasks which were uniquely
related to Curtain’s foreign service career.

2. Despite the fact that she worked in exotic locations, Curtain performed
many tasks that any secretary would be expected to do. Describe and give

examples of at least five such tasks.

3. What does Curtain see as the rewards for her career in the foreign service?
Would you be interssted in a similar career?

-
DN
1q)
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Do Women Make Better Managers?
and
Pride and Prejudice

® 0 0000 00
¢ o000 00

Pur‘pose The following two articles might be among several assigned to prepare for a
fOT class discussion of stereotyping and its effect on careers in office technology.

. The article from Working Woman examines questions about women as
Reading q

managers, and the Via FedEx article presents the reactions of male secretaries
to the stereotypes they encounter.

Although your personal opinion will be important in thinking about and
discussing the articles, keeping your opinions separate from the authors’ is a
big help when reading. Otherwise, you may not get an accurate impression of
the articles. Thus, your purpose will be to read each article without bias in
order to understand which ideas from your reading can be used to support or
change ideas which you previously held.

Biltard, Mary. "Do Women Make Better Managers?”
Working Woman. March 1992: 68-71, 106-107.

Froiland, Paul. "Pride and Prejudice.” Via FedEx. Fall
1992: 18-19.

q Office Technology 2C-1
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Before
Reading

| Before
Reading

Before you read the first article, "Do Women Make Better Managers?” you'll
need to be clear about your own answer to the question posed by the author.

What do you think? Do women make better managers? Explain your response
here:

P

If you haven’t yet previewed "Do Women Make Better Managers?," do so now.

Look at the
e title and subtitle
* pictures and their captions
* headings
¢ author’s introduction and conclusion

in order to answer the following question:

What seems to be the author’s answer to the question "Do women make better
managers?"

Write your response here:

Office Technology 2C-2
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During
Reading

After
Reading

Read the article, keeping in mind that you will use the author’s ideas and facts
to support your own position.

Ask yourself at the end of each section what the author’s main idea in that
section was,

Writing down ideas gained from reading helps you clarify meaning while it
provides notes for review.

Write a sentence (or two, if you must) summarizing the main idea in each of
the four sections of the article:

1. Introduction (Paragraphs 1-9):

2. DAMN THE HIERARCHIES

3. THE TEST OF TOUGH TIMES

4. WHAT'S REALLY AT STAKE

"

- !
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After
Reading

There are several terms used in this article that may be new to you. In the case
of "transformational leadership,” the author felt that the term might be new to

many readers, and so she provided a definition. In the case of "ghettoizing" or

"command-and-control,” the author left you on your own.

Write definitions of tne following terms and phrases; make sure the definition
relates to the ideas in this article. Some definitions can be found in the article,
others will be in the dictionary, a few will be so new that you'll have to ask
"experts" about the meaning;:

altruism

command-and-control

decentralizing

empowerment

ghettoizing

interactive style

moot point

nurturer

participatory or participative style

quasi-militaristic

transformational leadership

webs rather than pyramid-shaped hierarchies

Office Technology 2C-4
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After
Reading

Before
Reading

During
Reading

After
Reading

Now that you have had a chance to look carefully at Billard’s article, how
would you evaluate her own position on the question?

Is Billard neutral on the question "Do women make better managers?" Explain
your response here:

Turn to the second article next, "Pride and Prejudice." See how successful you
are at developing your own strategies before, during, and after reading following
these general guidelines:

Think about your own attitudes towards men who are secretaries, then
preview the article to get an idea of what the article covers.

Read to get the author’s ideas so that you can use the ones you like in support
of your own position.

Try summarizing the ideas in each of the three main sections of the article.
Make sure of the definition of any new terms. Evaluate the author’s position.
Hold yourself responsible for the same level of understanding you achieved on
the Billard article, even though you don’t have all the questions and answers
that were provided for that article.

Office Technology 2C-5
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After When you have read and become familiar with both articles equally, imagine

Reading yourself in the class discussion planned by your instructor to deal with issues
of stereotyping in office careers. How would you respond to this comment
from a classmate?

I 'don’t care what anybody says, men have no business taking secretarial jobs away
from women. They're not temperamentally suited for the work because their style is
transactional and command-and-control. And besides, they'd never see a secretarial job
as a career; it would just be a “fill-in" until they got a “real” job as an administrator.

When you’ve thought about what you'd say, write down the key points here:

i

(]
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Do Women Make Better Managers?
and

Pride and Prejudice

Billard, Mary. "Do Women Make Better Managers?"
Working Woman. March 1992: 68-71, 106-107.

Reprinted with permission of
Working Woman Magazine.
Copyright © 1992 by Working Woman, Inc.

For permission to reprint

for classroom use,

contact:

Ms. Karen Ann Sisko

Working Woman Magazine

230 Park Avenue

New York, NY 10169

Phone: (212) 551-9385; FAX 599-4764

Froiland, Paul. "Pride and Prejudice.”
Via FedEx. Fall 1992: 18-19.

Reprinted by permission of
Via FedEx magazine, copyright 1992.

For permission to reprint

for classroom use,

contact:

Ms. Jodi Peterson

The Wells Group

430 1st Avenue North, Suite 550
Minneapolis, MN 55401-1735

Phone: (612) 338-8300; FAX (612) 338-7044
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DO WOMEN
MAKE BETTER:

Ezecutives and academics are split. Some )

say women’s interactive style is what works now. But critics I

warn that such stereotvping will only hurt women

b MARY BILLARD photographs b BRIAN SMALE

i
4 : OBIN ORR THINKS THE “ETHIC OF CARE"
: is a feminine concept. Whereas the
K medical profession traditionally
! approaches the body as a machine, Orr wants to bring intuition and personal relationships to hospital care.
As national director of hospital projects at Planetree, a consumer health-care organization in San Francisco,
she has designed a system that gives patients greater control in their treatments. They are allowed to read

and write on their medical charts; nursing stations, [ sick people are empowered to work and get well,” explains Orr. ||
the physical barrier between patients and care | _Anindependent, nonprofit corporation, Planetrce teams up with i

existing hospitals to create patient-centered services, Five hospitals
have affiliated with the program since 1981, and Orr is consulting I
with at least 10 others interested in instituting the Planetree method. |

. o ' “We try not to seem like an outside force imposing our will to effect |
dressings and stay overnight in hospital rooms. “Here, ® change,” she says. “Many men make a mistake that leadership |

— L

givers, have been banished; family members are

encouraged to administer drugs, change bandagel

68 WORKING WOMAN + MARCH 1992
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Hospital projects director Robin Orr: “Erven in a crisis xituation, employees should be polled.”

means control. Management 1s about inspiration and influence.”
Orr's approach 1s at the center of an issue that is hotly debated
these days by executives, academics and the media: Do women
have a different management style than their male counterparts,
and 1f 5o, do the consensus-building, participatory methods that
arc largely ateributed to women work better than the hierarchi-
cal, quasiinilitaristic models? The subject has become increasing- |
ly controverstal and has in turn raised many more questions. Do ;
participatory styles work in most corporate settings and situa- |
tions? How does such a manager deal with the realities of |
!

i

incteased competition and downsizing? And does labeling any style
as distinctly female promote sexism and encourage stercotyping?

The theory that there is a style of management particular to
women gained widespread attention 1 a 1990 article in the Harvard
Business Review by Judy Rosener, professor of management at the
University of Caltfornia at Irvine. Entitled *Ways Women Lead,” ¢

the picce argued that women are more likely than men to manage
in an interactive style—encouraging participation, sharing power
and information, and enhancing the self-worth of others. Rosener
clamed that women tend to use “transformational” leadership, mots-
vating others by transforming their sclf-interest into the goals of
the organization, while men use “transactional” leadership, doling

i out rewards for good work and punishment for bad.

Rosener sent an eight-page yuestionnaire to all the members
of the Internauonal Women's Forum, an association of women
leaders. and asked each of the 465 respondents to supply the
name of a man with similar responsibulities. She then sent the men

| the questionnaire, which asked, 1n part, about leadership style.

Rosener’s findings immediately sparked a controversy and the
letters in response to her article filled nine pages in the Harvard
Busmess Review Professar Cynthu Fuchs Epstein of the City Uni-
versity of New York criticzed Rosener's decision to ask managers
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to describe their management style rather than observing the man-

agers at work and drawing her own conclusions. She argued that
much current rescarch, hers included, shows that men and wom-

en tend to stercotype their own behavior according to cultural !

wiews of gender-appropriate behavior. Other letter writers sup-
ported Rosener’s view. One was Bernard Bass, a professor of man-

agement at the State University of New York at Binghamton, who !

studied subordinates of both men and women managers. Like
Rosener, Bass found that women bosses were more often
described as possessing transforma-
tional leadership qualities.

As the idea of a women's style of
management gained momentum, it
plugged nto a larger body of work
outside the world of business man-
agement Psychologist Carol Gilligan
has been exploring how women’s
model of moral development differs
from that of men. The recent book
Bram Sex argues that men's and
women'’s brains are biologically dif-
ferent, while sociolinguist Deborah
Tannen, in her best-selling book, Tou
Just Don't Understand: Women and
Men n Conversaon, persuasively
shows how men and women com-
munucate differently.

While advocates of these theo-
rics argue that women's strengths
should be tapped—even cele-
brated—critics counter that any
stercotyping by gender 15 a form of
sexism, one that will only shackle
women to their traditional role as nurturer. Replace the word
“woman” with "black,” they say. and most people would sce
racism. Susan Faludi, author of the eritically acclaimed book
Bucklash The Undeclared War Agamst American Womon, 15 wor
ried by the demarcations "I'm really torn.” she says “lagree
that the workplace needs to be transforined and humanmized,
but it makes me nervous when men are seen as bemng one way
and women arc scen as sugar and spice.”

Dee Soder, president of the Endynuon Company, which advis
es sentor corporate exceutives on therr manageril strengths and
weaknesses, believes the distinctions are wrelevant. I thnk there
15 a higher proportion of participative women managers than theire
1s men,” she says, “but the crossover 1s so high it s a moot pomt.”

DAMN THE HIERARCHIES

Whether or not this management philosophy 1s distinetly
female. a lot of women embrace 1it. Many say they fecl rehieved
not to have to strain to become carbon copres of men iy order
to succeed in business. "When the idea was first discussed, 1
felt like I belonged—I wasn't a hittle crazy.” savs Barbara Gro-
gan, founder and president of Western Industrial Contrae-
tors in Denver. Grogan started with $50,000 i 1982 and has
bult a thriving $6 million company. She credits her <uccess
to high levels of staff productivity. Her strategy: Flatten the
corporate hterarchy and make sure that information flows
freely to all staff members. Toward that end, she had West-
ern's new 7.000-square-foot office bullding constructed with

{d evee Paula Forman: *Command-and-control
isn't effective, I can't command creativity. "

I don't have any organizational chart. If 1 did, 1t would be flat."
Grace Pastiak, director of manufacturing for a division of

Tellabs, Inc., in Lisle, 1L, believes her participatory style of man-

agement has helped her meet her production targets 98 percent of
the time (the industry standard is only 90 percent). Like Grogan,
Pastiak advocates cutting out layers and making information widely
avatlable. She currently teaches a problem-solving class in which
her student-employees have come up with suggestions that have
saved the company $160,000. Pastiak, who oversees 200 people,
has also climinated a level of man-
agement and regularly rotates man-
agers from production control to
manufacturing to saleshke jobs in a
factory. "It is more a cross-functional
structure than a hterarchy,” she says.

Perhaps the most successful
example of this kinder, gentler style
of management is that of Anita Rod-
dick, owner of the Body Shop skin-
and hair-care stores. The chain now
has over 600 stores in 37 countries
and, at the end of fiscal year 1991,
reported pretax profits of $37 mil-
lion on sales of $215 million. "It's
just a family here,” says Roddick.
“We like to say, ‘Partnerships, not
power trips.” Even the language we
use 15 feminine——things like ‘gut
feehng' and ‘instinct.” ™ Roddick
solicits information by rotating the
board-of-dircctors meetings to dif-
ferent shops in order to meet with
workers. "Every boss goes through
a two-way assessment with workers,” she says. "1 even sit down
with the tea lady. tt 15« breakdown of power-—very feminine.”

THE TEST OF TOUGH TIMES

As the recesston and the realities of the '90s hit Anerican busr-
nesses, the unexplored question s how well these partictpatory
styles deal wath layoffs and restructunng, Harvard Medical School
psychologist Steven Berglas thinks the female style of leadershop
1> better posinoned for hard umes. "In an era when the need to
motivate s so mportant, women will do better because they are
nurturers and value-driven,” he says "And at a ume when the cor-
poration needs resteuctaring, women will be able to do so because
thev operate m webs rather than pyramid-shaped hierarchies.” Bue

John Whitney, former president of Pathmark, who successfully

turned wround the atling drugstore company in 1972, argues that
there are times when participatory management just docsn’t work.
I an ongantzation 1w ensis, 1t needs a peniod of authortative man-
sgement style” he says. "People will ve dazed. They need someone
to sy, "l'm pomng to take control” " Whatney quotes Theodore
Levied, professor ementus at Harvard, who says that effective lead-
ers coneentrate on producmg consent. not secking consensus.
Orr believes that even ma ensts situation “employees should be
polled and talke = on a personal fevel” But when she needs to
act quickly, she does take control. “Things move too fast some-
times. and dectsions need to be made.” she says. "You don't bother
asking 15 people what they think.” When the Denver cconomy
went sour in 1987, Grogan had to cut employees. Although she

out any doors "1 do not have six levels of staff.” she say~ “And ¢ consulted staffers about the cuts, she admuts 1t was one instance
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when the buck stopped with her. "Ftried to let people go wath grace
and dignity.” she says. Grogan contends that she almost never has
had to revert to a command-and-control plan. It T did, 1t was
because something was flawed i the previous decistons that had
been made, and we reached a moment of erisis,” she says. “Some-
how, we had not had honest dialogue along the way.”

Pauliv Forman, exceutive management director at Saatchi &
Saatchr Advertising Worldwide in New York, 1s facing these
dectsions now, as the advertising busmess has fatlen off dra-
matically “Women learn the mportance of relationships carly
on” she says. “But putting a value on intimacy 1sn't a luxury |
give up when tumes get tough. T don't think command-and-con-
trob management 1s ever effective i this business It's about
creativity, and T an't command creativity.”

Orr, Forman and the others have been successful, in part,

Industrial contractor Burbara Grogan: "l don't have uny orgaaizational chart, If did, it wonld be flat."

tonal 1deas and management techniques. As Rosener points
out, only one of the women she interviewed for her article
works in o traditional, large-scale company. “More typically,
the women's organizations are medwum-size and tend to have
experienced fast growth and fast change.” she writes.

What does that mean for the compames of the '90s? Mary
Anne Devanna, assoctate dean of executive education at
Columbia Unversity Business School, believes women's styles
are more consistent with the kinds of organizations that will be
competitive i comng years. “Businesses expenience cycles of
decentrahzation and centrahization,” she says. “The 'R0s were a
time of centrahzed decision making, Companies were working
on rationahizing therr portfolios, deciding what to buy and sell.”
At GE. she pomts o, the decision to sell Utah Minmg and buy
RCA wis a centralized deciston. “In the "90s compantes are have

hecause they work i orgamzations that are open to untradr- ¢ g to focus on rasing productreity,  (Contowed on page 106)

i
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‘IManagement Styles

(Cennnued f-om page 71) and that means
mnvolving the work force, decentralizing.”

{t's true. Even at GE, tough-guy CEO

. Juc* Welch is breaking apart the exccutive
" pov-er structure and passing responsibility

dewn the ranks to “process champions,”

: who might be exccutives, techmaans or
. janstors. His much-heralded “work-out™ and
- “kest practices” programs scek to involve

er-ployees in decision making and to free
the flow of information and idcas.

Welch has not made these changes out of
any sens: of altruism He belicves the move
well ratse: productivaty, which is necessary
for stayiag competitive 1n the '90s—and he
15 not alane. There are plenty of male man-
agers who use transformational management.
Ralph Stayer, the owner of Johnsonwlle
Sausage in Sheboygan Falls, Wis., has been

* A ploncer 1n runming a company without a

hierare ay. Since the early "80s his company's
500 en:ployecs have divided themselves into
product teams, which decide on their co-
workers' compensation, develop new prod-
uct hnes and fix goals. The company takes in
more than $100 mallion a year, and since the
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changes were instituted n 1983, produc-
tvity has gone up 300 percent. This year
Stayer reached the ultimate conclusion and
abolished his job as president. "Now 1 con-
sult for other companies,” he says.

James Autry, former president of the
magazine group at Meredith Corporation
in Des Moines, also embraces participato-
ry management. Last November he carned
out a salary frecze at the company. “The tra
ditional way would have been to make the
deciston and send out a memo,” he says.
“Instead, I started tatking about such a pos-
sibility months bheforchand. In meetings [
would say, ‘Hey, what do you think? *
Because they had been involved, Autry
says, his employees supported the move.
He also believes that women do “get tt”
quicker than men when it comes to employ-
¢e empowerment. “Women think of them:
sclves as affiliated wath their people—men
think of themselves as the boss,” he says.

WHAT'S REALLY AT STAKE

The fiercest polanty on this ssue 1s marked
by those who wish to celebrate gender dif-
ferences and those who are wary of such a

move. Author Faludi 1s concerned about the
implications of clasming a women's style of
management. “It's a soothing message—no
one has to change,” she says. “Women can
be Mommy, and men don't have to change.”
Anthropologist Lowsse Lamphere, a profes-
sor at the Unwversity of New Mexico who
has studied women in the workplace,
agrees.“Women may be embracing this idea
because they are recogmzed as havang some:
thing of value.” she says. "Men can embrace
it because 1t offers a way of dealing with
women.” The habiltty, according to Lam-
phere, s the potential for ghettowzing.
Supreme Court justice Sandra Day
O'Connor echoed that concern 1n a lec-
ture at New York University last year.
“More and more writers have suggested
that women practice law differently than
men.” she sad. The carly women lawyers
had to fight the notion that they were too
“compasstonate, sclfless, gentle, moral and
pure ... for adversarial htgation.™
Others sec no danger. It 1s not ‘betters’
or ‘worsers.” It 1s not a gender-hmited thing.
It 1s a question of what you lead with,” says
Saatch’s Forman. “I can be as tough as the

men in my office. but I apply it differently,
say it differently. Men and women can learn
from each other.” Sherry Suib Cohen,
author of Tender Power, an carly book on the
subject, agrees: "It is the next stagic to the
feminist movement, It's not reactionary. It
1s that we no longer have to ape the male.”

Whether it's a matter of gender or not,
cveryone involved in this debate agrees on
onc thing: It's time to expand the old man-
agement model. Global competition 1s
changing the rules and norms of business.
But as GE's Welch has said, "Change in the
marketplace fan't something to fear; it's an
opportunity to shuffle the deck.™ That
doesn’t mean throwing out all the old 1deas.
It means introducing some new ones—rock-
ing the boat a little. The women and men
exploring and defining transformational
leadership arc offering a vital and increas-
ingly successful option for change. As a
growing number of companies embrace
these 1deas, what's emerging is a tnore pro-
ductive and humane workplace. And that's
worth stirnng up a little controversy. M

Mary Bullard writes on business 1ssues
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Lone voices in an overwhelmingly
female profession, male secretaries react
to the stereotypes.

hen was the last time you saw a listing for
a Guy Friday in the want ads? Since
Robinson Crusoe’s faithful assistant vacat-
ed the position, it very nearly has been
the exclusive province of women.

So you can imagine the response legal
secretary Charles de Wynter gets when callers ask to be trans-
ferred to his boss's secretary and he answers. “I always answer,
‘Charles de Wynter,”™ he says. “A lot of times that’s met with a
silence. So I'll say, ‘Hello," and they’l} say, ‘I was calling for Mr.
Marvin’s secretary.” Then I'll say, ‘You have him," or ‘I am his
legal secretary.” More silence.

“I find that funny.”

De Wynter, who works for the law firm of Watson, Ess,
Marshall & Enggas in Kansas City, Mo., is a statistic in an over-
whelmingly female profession, one of the trailblazing 1 percent
of men to choose the field of office support. Except for the mail-
roont where it's not unusual to find male administrators, it is
rarer to find men in office support than even nursing, which had
5.2 percent men in 1992, accerding to the U.S. Bureau of Labor
Statistics,

A legal secretany for 30 years, de Wynter finds himself con-
fronting stereotypes almost daily.

“There seems to be a general conception that 1 am paid more
because I am a man, and if  work for men I get a better deal,” he
says. He also finds that some administrators have trouble using

the word secretary when referring to him. He's
taken some ribbing, too. He recounts one
Secretaries’ Day when a radio
disk jockey interviewed

A secretary
for 18 years,
Michael E,
Walker fol-
lowed In his
mother’s
footsteps.

him on the air and asked whether de Wynter, who worked for a
female boss at the time, sat on her lap to take dictation.

BIAS IN THE BUSINESS

As director of admissions at the Executive Secretarial School in
Dallas, Ray Meyer has watched students pass through his doors
for 32 years. All it would take to erase the lopsidedness of the
profession, he says, is for companies to change their habits and
start hiring male secrelaries. “Training them isn't the problem,”
ke says. “It's more difficult for them to get a job.” His current
class of 450 has four male enrollees, but Meyer thinks it is more
happenstance than trend; a man he graduated earlier this year
was his first in {ive years.

Mike Petitjean, CPS, who spent nine years as an administra-
tive secretary for the Santa Fe Railroad in Emporia and Newton,
Kan., found that men simply had problems with the idea of other
men being secretaries. “When I said I was a secretary,” he says,
“some men would be comfortable with it, but many men would
say, ‘Well, you're really an assistant,’ or ‘You're really a low-
level manager.' And I'd say, ‘No, I answer the phones: I set up
meetings: I take dictation; | put together reports, I'm a secretary.’
Many of them had a stereotype about secretaries. There's a lot
more work to the job than many people realize.”

Chuck Barragaa is an administrative assistant in human
resources for the law firm of Feldman, Waldman & Kline in San
Francisco. Although he finds himself enormously outnumbered
at professional secretarial functions, he feels accepted by his
female counterparts. “They find it interesting that a man is doing
this sort of work. but there's nothing negative,” he says.
“Instead, they show a little surprise and comment that it's kind
of neat.”

B NEYET
R .

.'J' i"”.::H ';{-3”. i
Slowly, the world may be coming around, too. “When I first start-
ed 18 years ago,” says Michael E. Walker, an assistant to the
program liaison specialist with the U.S, Public Health Service in
Dallas, “people would say, ‘Why would a man want to be a secre-
tary?’ But I don't hear those comments anymore.”

Walker, who was encouraged in his career path by his moth-
€r, an execulive secretary, says he's seen more men in the sup-
port field in the last eight to 10 years. De Wynter predicts

BY PAUL FROILAND
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EJUDI

Lengtime legal
secratary Charles
de Wynter says
colleagues stitl
resist cailing him
a sacretary.

that
number will only
grow. “It's already happen-
ing in other professions,” he says. “In
most law firms, it doesn’t matter so much what sex

you are as what you can do.”

The economy may be spurring a change in old images as well.
Charles Euston, who manages support se:vices for Aon
Reinsurance Agency in Chicago. is in a position to make hiring
decisions for his department. He counts three men and three
women on his staff.

“I'm getting more male applicants becaus . the high unem-
plovment rate.” he says. “Men seem to be more willing to do this
sort of work because they want work.” Even so, he acknowl-
edges, “The men I interview will sometimes think that what
they're asked to do is menial because it's not viewed as ‘man
work.' It's viewed as ‘woman work."”

“Considering how bad the recession is.” says Barragan, “any .

position now will be considered by any gender.”

Joel Williams was trying to earn a living as a drummer in the
musician-sstted city of Memphis, Tenn., several years ago when
hiv, mother made him a gift of 2 word-processing course. He
passed with “flying colors.,” he says. and has worked since 1987
as a secretary at hospitality giant Promus Companies in
Memphis.

The copying, filing and typing that's now his stock in trade
i~ nothing new to Williams, however: He had been a clerk/typist
in the Army. No one took notice of his gender then, he says, and
no one gives it a second thought now, either. No one. that is,
except his fellow musicians, “but I don't expect them to under-
stand.” 4
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' Charles de Wynter, -

«who had a female boss '

at the time, whether he sat on

_ her lap to take dictation.

Secretary Joel
Williams began
his career as a
cleridtypist In
the Army.
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Do Women Make Better Managers?
and
Pride and Prejudice

Whether you think women do or don’t make better managers is fine. Even
thinking that men and women make equally good or bad managers is fine.
Having no opinion about the issue isn’t so fine. It may mean that you aren’t
interested in the topic, and that can affect your motivation as well as your
understanding.

Some tactics which can help you get interested in reading include

gaining more information through a preview
doing a freewriting/brainstorm on the topic of "why I'm not
interested"

¢ talking to someone about the topic

If you didn’t have an opinion about the article’s title, try one of the above
suggestions or think up one of your own. DO SOMETHING to help yourself get
interested.

If you had a strong feeling that women do (or don’t) make better managers,
your challenge is to keep an open mind while reading so that you can see the
author’s ideas clearly.

To read with a sense of neutrality or fair play, try one of these ideas:

* previewing for points of agreement or disagreement with the author |

¢ doing a freewriting /brainstorm on “"what this author will say if she
agrees with me" -

e talking to someone who has a different opinion about the topic

If you had a strong feeling about the topic, use one of these suggestions in
order to read fairly in spite of your bias.
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Before @ Did you get the impression that the author is neutral in her approach? The
Readin subtitle seems to offer information from two sides of the debate. The final
g9 heading and the concluding paragraph place the emphasis on a new
management model rather than focusing on management as a "matter of
gender."

If you had really strong feelings of your own, you may be disappointed with
the author’s position. But you may also be relieved not to have to read a
strongly controversial article. On the other hand, reading a balanced article
may make it more challenging to puil out "evidence" which you could use to
support your position in a class discussion.
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After 0 Compare your summaries with these:

Reading
1. Introduction (Paragraphs 1-9):

According to Billard, Rosener’s Harvard Business Review article is the focus of a
controversy over whether women have a particular managemcit style which is
“interactive” and "transformational” rather than the “transactional” style of men.

(Did you include the specifics such as Robin Orr’s leadership at Planetree,
Carol Fuchs Epstein’s criticism of Rosener, or the related works Brain Sex,
You Just Don’t Understand, or Backlash? If so, it was probably hard for
you to keep to the one-sentence summary. The specifics should wait.)

2. DAMN THE HIERARCHIES

In this section, Billard refers to women whose management practices do reflect the
styles mentioned by Rosener: flattened hierarchics, participatory management, and
partnerships rather than power trips.

(Since there were only three people/companies cited in this section, it was
harder to decide whether to include them. What did you do about the
names of Grogan at Western Industrial Contractors, Pastiak of Tellabs, and
Roddick of Body Shop?)

3. THE TEST OF TOUGH TIMES

Billard answers questions of whether women's management styles will work in
hard economic times with examples of several successful women—and men—uwho
do use participatory rather than "command-and-control” approaches.

(This section was longer and covered more ideas. Did you draw a different
conclusion about her main idea here?)

4. WHAT'S REALLY AT STAKE

According to Billard, some are reluctant to attribute these management differences
to gender because it might lead to more stereotyping of women; the primary issue
i$ making companics more competitive in a world-wide economy, and anything
that helps is welcome.
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Reading

Except for the definitions found in the article, yours will differ slightly. Big
differences between your answer and this Answer Key may mean you didn’t
select the meaning closest to the way the word was used by Billard.

altruism
unselfish concern for the welfare of others

command-and-control

a term used in recent U.S. troop involvement with U.N.-sponsored military action. As
used in this article, it contrasts with participatory management and suggests a style
similar to the military where orders are obeyed without question

decentralizing
to distribute administrative power throughout an organization

empowerment
endowing with power or a sense of authority

ghettoizing
segregating

interactive style
Billard offers this definition in the right-hand column on page 69: "encouraging
participation, sharing power and information, and enhancing the self-worth of others”

quasi-militaristic
the prefix “quasi” means resembling, similar to

moot point
debatable, of no practical value, academic

nurturer
someone who feeds, protects, supports and encourages

participatory o1 participative style
sharing, allowing others to take part

transformational leadership

Billard provides this definition, also on page 69: “motivating others by transforming
their sclf-interest into the goals of the organization while men use 'transactional’
leadership, doling out rewards for good work and punishment for bad”

webs rather than pyramid-shaped hierarchies
An interlinked, wnranked network rather than a ranked system which has few leaders
and many followers

Office Technology Answer Key 2C-18
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Reading

Compare your response with this one:

At first I thought that Billard was presenting both sides of this issue equally, but after
a closer reading, I'tn not so sure. She doesn’t really include comments from those who
believe that women make worse managers, although I'm sure there are many such
people. Rather, she presents experts and examples showing that there is a new
management style emerging which is less status and power conscious. The debate
Billard shares is over whether attributing that new style especially to women is a good
idea or is even true. | think she’s an advocate (at least a wmild one) of this new
participative style because she didn’t include information from those who think that
style is ineffective or dangerous.

Did your response contain some of these points about the Billard article?

* Billard is talking about management, not secretarial styles, so it’s not
relevant to bring in that argument.

* Maybe one kind of change that’s "worth stirring up a little
controversy” is letting people work in non-traditional fields.

* Several men are cited in the article for using participative styles; roles
are not "gender-limited.” There’s lots of crossover.

Did you bring out some of these points from the Froiland article?

* Men have a hard time getting hired as secretaries; they’re the victim of
/tereotyping just as women have been. For example, asking a male
secretary if he sits on his boss’s lap to take dictation.

* There are very few men in this field (less than 1%). As jobs become
scarcer, the work a secretary does provides income—even if some
people think of it as "menial, women’s work."

* At least two of the men in the article have held their jobs for a very
long time: 30 years and 18 years. That doesn’t seem like "fill-in" work.
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Ergonomics in the Workplace:
The Workstation

Purpose You will be reading Chapter 6: “The Workstation,” which is one of three
fOT chapters in a section on workplace ergonomics. The section also includes
Reading chapters on space design and other environmental factors such as lighting,

acoustics, thermal comfort, and air quality.

This chapter might be assigned as part of a unit on ergonomics that would be
included on an exam. But in addition to providing information for a test, this
chapter covers information that can make a major difference in your health
and comfort. So you’ll have the dual purpose of reading to pass a test and to
apply the information to your own life.

Joyce, Marilyn and Ulrika Wallersteiner. Chapter 6:
“The Workstation" in Part 3: "Ergonomics in the
Workplace." Ergonomics: Humanizing the
Automated Office. Cincinnati: South-Western,
1989: 82-99.
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If you haven’t already done so, make sure you're familiar with the definition
of ergonomics. If you were just starting the textbook, you’d expect the authors
to provide a definition, but starting in Chapter 3 means you have to do the
defining yourself. It’s a good idea to make an effort to write your own
definition first, then consult a dictionary or other source.

Write your definition here, then use an outside source such as a dictionary or
glossary to improve what you’ve written:

Preview the chapter to get an idea of the content as well as how difficult and
how interesting you find the material. All of this information will be needed as
you prepare to read the chapter.

Look at the following during your preview:

¢ Chapter Geals
* headings and subheadings
¢ pictures, diagrams, and charts

In addition, take time to read the Summary, Key Terms, Review Questions,
Discussion Questions, and Problem/Issues.

Jot down for yourself what the chapter covers as well as how hard and
interesting it seems. Write your response here:

. g
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Did you notice how many main sections there are in the chapter? They might
offer convenient stopping places if you decide to break your reading into more
than one sitting. Planning breaks before you start helps you get through the
material more efficiently. You're more likely to complete the assignment if you
know clearly how long it will take.

Just to make sure, count the major sections in this chapter. Write the number
here:

P~

Now you're ready to read the chapter.

Can you answer the Review Questions on page 3A-22 either from memory or
by looking back at notes you made?

If so, GREAT! Now your job will be to continue reviewing the answers until
the time of the exam.

If not, there’s no time like the present. Look back in your text for the answers
to each of the eight questions, providing some type of marginal clue to the
question and answer.

Don’t forget to take time for yourself with this chapter. Following the
suggestion in Discussion Question #1 (page 3A-23), think about a work area
which you could change as a result of reading this chapter.

When you feel ready, answer the test questions which are on the next page.
Don’t look back at the chapter. Make this a real test of your study efficiency.
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6.

Chapter 6:
"The Workstation"
EXAM

Awkward postures, constrained postures, repetitive movements, and
emotional stress are

A. indicators of a high stress workplace.
B. the result of childhood trauma.

C. precursors of retirement.

D. causes of muscle fatigue and strain.

Prolonged sedentary positions are likely to lead to

A. shortening of the spine.
B. constrained posture.

C. tendinitis.

D. aggravation.

RSls, CTDs, and CTSs result from

A. repetitive movements
B. emotional stress.

C. physical discomfort.
D. medical testing.

The executive stretch, the short shrug, the tummy tucker, and the agile
ankler are examples of

A. types of employees.

B. sexual harassment.

C. rest pauses.

D. compensations for poor design.

The design of tools, office layout, and work procedures can be improved
through the use of

A. conventional furniture.

B. anthropometry.

C. genetic engineering.

D. participatory management.

Modular furniture allows components to be put together in a variety of
ways

A. but they are generally either panel-dependent or freestanding.
B. but they use cantilevered mechanisms in any case.

C. but the individual components are not generally adjustable.
D. but they are only used for specialized workstations.

According to ANSI standards, work surface depth

A. must be a maximum of 20 inches.

B. cannot be less than 36 inches.

C. depends on equipment size and task requirements.

D. must be based on the height of the individual employee.
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8. Slouching occurs because of changes which take place during sitting in

A. the ligaments.

B. the pelvis.

C. kyphosis.

D. the lumbar curve.

9. In choosing an ergonomically designed chair, it is important to

A. choose a dynamic chair which adjusts to you.

B. find one which has a seat pan of at least 22 inches.
C. avoid chairs with armrests.

D. consider kneeling chairs for long term use.

10. Waorkstation accessories

A. include footrests, document holders, and wrist supports.

B. can add ergonomic features to a poorly designed workstation.
C. can improve an ergonomically designed workstation.

D. all of the above.
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Ergonomics in

- the Workplace

0

Chapter 6 The Workstation

Chapter 7 The Environment;
Space Design _

Chapter 8 The Environment: N
Lighting, Acoustics, Thermal
'Comfort, and Air Quality

You can't manage people—you can only work §
with them. For your business to succeed, you
must work closely with them and take exceed-
ingly good care of them. This is not a choreora #
responsibility. It is the most rewarding aspect ;7
of being in business,

Paul Havwkew, “The Emplovee as Customer” INC,.
Novemiier (9857 21,
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. ' CHAPTER GOALS )

After studying this chapter, you will be able to

i 1. describe the causes of and some means of relieving musculoskele-
| tal discomfort.
2. explain the term anthropometry and discuss its importance in se-
| lecting office furniture.
| 3. describe the difference between panel-dependent and freestanding
| modular furniture.
4. list the workstations/dimensions recommended by the American
National Standards Institute (ANSI).
5. describe the characteristics of an ergonomic chair.
6. list the workstation accessories which can help provide musculo-
skeletal comfort.

|

|

|

|

\

|

|

' The Pilgrim Equipment Company was growing rapidly,

i butit seemed to Arthur Johnston, facilities manager, that it
was growing too fast. After hiring new staff, the company

l had recently computerized its order processing. But things

' were not running as efficiently as Arthur had thought they
would. Christa Washington, Sam Stein, and some of the

‘ new staff complained of painin their lower ba ks and down

| their legs after several hours of working in their new chairs.

} Although the chairs they were sitting in were fashionable
and attractive, the workers insisted that they were uncom-

’ fortable. Then Jackie Terrence, the vice president, had
heard about kneeling chairs being good for the back, so she

| asked Arthur to enquire about them. Ben Lee, Leslie Mc-

| Bride, and Ed Sheriman comiplained that the terminals took

i up too much space and did not leave enough table surface

| to lay out and review their new computerized drafting
plans. Arthur wondered about all these problems. “Maybe
the furnishings aren’t quite right for the new types of tasks
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everyone is doing,”” he thought. Then he remembered that
anly yesterday a catalogue crossed his desk advertising
ergonomic furnishings that promised imoroved health,
comfort and productivity. “Maybe | can solve everyone's
problems with this type of furniture!” he said.

THE WORKER-WCRKSTATION INTERFACE

In Part 2, you exaimined the role of office workers in relatioa to the
work they do and the equipment and software they use. Now, in Part
3, you will examine the workplace itself, beginning with the needs of
the worker within his or her own workstation, and then expanding
into the overall office environment.

Many office workers today report soreness or aching in their
lower back, neck, and shoulder areas. Some computer operators have
even noticed numbness or tingling in their fingers or hands. You may
wonder how itis possible to develop all these aches and pains working
in what seems to be a relatively safe environment. But, 7 5 you recall
from previous chapters, the absence of ergonomic considerations in
equipment and software design can lead to visual problems and men-
tal stress. Similarly, failure to apply ergonomic principles in the de-
sign of office furnishings can iead to physical discomforts in various
parts of the body. The workstation, including work surfaces, chairs,
and workstation accessories, is the fourth Key Element of ergonomics
and will be addressed in this chapter.

After reading this chapter, you should be able to reduce any dis-
comforts you experience sitting at your own workstation, and, as a
manager, be able to make appropriate recommendations for improv-
ing the workstations of the workers for whom you are responsible. It is
important to apply ergonomic principles to all furnishings, including
those in workstations with and without terminals.

Causes of Discomfort

Research over the past decade has shown that muscle fatigue and
strain in office workers can be caused by the following: awkward pos-
tures, constrained postures, repetitive movements, and emotional
stress.

Awkward Postures. What kind of posture do you think a very tall
individual would have to assume if he or she sat at a very low work-
surface? Most tall people would probably slouch. When your spine is
not straight, usually because you must lean or twist toward poorly
arranged work materials, stress is placed on your spine. Repeatedly
assuming these awkward postures can lead to serious postural prob-
lems, such as chronic back pain, in the long run. This topic will be
discussed later in greater detail as it relates specifically to the sitting
posture.
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Constrained Postures. You have no doubt found that after long peri-
ods of sitting, such as when driving a long distance, your muscles
become stiff. Your arms get tired from holding onto the steering
wheel and your upper arm, shoulder, and neck areas feel tense from
fixing your head and eyes on the road. Similar problems are expe-
rienced by office workers using typewriters or terminals. Both the
hands and the head must be kept in a fixed position, so that the indi-
vidual can read the printed page or screen as he or she keys. To hold
this posture, the arm, neck, and shoulder muscles are tensed, which
reduces the blood circulation in these areas and the delivery of nour-
ishment to the muscles.
For short periods of time, maintaining this fixed posture does not
pose a problem. However, many office jobs today require prolonged
sedentary sedentary sessions. If the office furnishings do not support the variety
sitting for prolonged periods  of positions assumed by the office workers, and do not encourage
of time proper posture, muscle tension is prolonged and aggravated.

Repetitive Movements. As discussed in earlier chapters, some office
jobs are extremely repetitive, consisting of little more than operating
a numeric keypad throughout the day. One concern with this type of
work is that repeated, rapid finger and hand movements that use the
Same movement pattern concentrate physical stress on a small part of
the musculoskeletal system, causing irritation and inflammation of
tendons the tendons in that area. This sort of injury is usually referred to as
tough cords or bands of repetitive strain injury (RSI) or cumulative trauma disorder (CTD).
tissue that connect muscles A ditjonal irritation of the tendons may be caused by wrists either
to bones . . . .
being in a flexed (down) or extended (up) position or by wrists rub-
bing against or resting on sharp edges. When workers experience tin-
gling or numbness in their fingers, this condition is referred to as
carpal tunnel syndrome (CTS). To avoid CTS, all tendon irritation at
the wrist must be prevented.

Emotional Stress. Although the physical demands of the job are the
main source of musculoskeletal strain in office work, emotional or
psychological stress may also cause problems. As a student, have you
ever come out of an exam feeling a big knot between your neck and
your shouider blades? The everyday pressures of an office — dead.-
lines, meetings, conflicts with co-workers — can cause a similar feel-
ing in the office worker. This psychological stress is often associated
with an increase in muscle tension. Thus, muscular tension which
would ordinarily not cause injury may be more intense and create
greater problems if the office worker is also suffering from psycholog-
ical stress.

Relief From Discomfort

In order to relieve postural discomfort in office workers, it i neces-
sary to apply the concept of mini rest pauses and introduce properly
designed workstations.
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Rest Pauses. You learned in Chapter 3 that taking short rest pauses is
one way of obtaining some relief from the physical and emotional
stress encountered on the job. Some organizations recommend that
workers who are involved in intensive terminal work take 19-15 min-
nute breaks away from their workstations every hour. A better solution
for all office workers is to take physically active rest pauses at their
workstations throughout the day. A rest pause is a mini break of |
minute to 3 minutes taken at the worker’s discretion. Studies have
shown that, rather than waiting for the conventional coffee breaks
and lunch hour, taking exercise breaks that last from I minute to 3
minutes will help everyone feel much better at the end of the day and
accomplish much more during the day. Try it vourself. Four mini
exercises to do during a pause are shown in Figure 6-1. Take time now
before reading on to try all four exercises.

Do you know why you feel better after doing these exercises? As
you recall, fixed and awkward postures require muscle contraction,
which diminishes the bloud flow. By stretching and changing the po-
sitions of these muscles, you improve circulation and also give your
posture muscles a chance to relax.

Properly Designed Workstations. Problems of constrained and awk-
ward postures are frequently caused by poorly designed worksta-
tions. For instance, if you are working at a terminal while seated in a
chair that is too low, you must raise your arms and elbows to use the
keyboard — which isn’t very comfortable for very long. If the work
surface is too low, vou must lean forward toread a document — thereby
placing added stress on your neck and lower back muscles. Office
workers also frequently complain that they don’t have enough work
space for all the equipment and paperwork that must be used at the
same time, causing paper to pile up and keyboards to be awkwardly
located. Such work spaces are not very elficient or productive because
the worker is constantly compensating for poor design. This bri ngs us
to the topic of office furnishings.

Remember how in Ckapter 3 you had to analvze the job tasks in
order to determine the work surface, shelving, and drawer require-
ments? You must also be able to identify the critical dimensions of an
individual in order to select the correct chair dimensions and work
surface height for that person. Workstation design will be discussed in
more detail later in this chapter.

Anthropometry

You'll recall from vour study of Chapter | that anthropometry is the
measurement of the physical dimensions of human beings. The next
time you are in a classroom, look at the other students. Notice the
different sizes and shapes — some students are very tall, while others
are very short. You will also sce a dilference in proportion. Some have
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Figure 6-1

1. The Executive Stretch 2. The Short Shrug

Place your hands behind your head. Pull your Let your arms hang freely by your

elbows as far back as possible. Hold for a few sides. Raise your shoulders up to

seconds. Relax and repeat. your ears. Hold for a few seconds.
Relax and repeat.

3. The Tummy Tucker 4. The Agile Ankler

i
£

Place your hands on your stomach. In- Stretch one leg out in front of you.
hale and pull in your stomach. Exhale Slowly rotate your foot at the ankle to
and relax. Repeat this exercise pulling the right a couple of times and then to
and pushing your stomach muscles in the left. Relax. Repeat this exercise with
and out. the other leg.

Chapter Six - The Workstation
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longer legs and shorter upper bodies, while others have shorter legs
and longer upper bodies. Some students are confined to wheelchairs,
which, in turn, means that the dimensions of the wheelchair also have
to be taken into consideration. Studies have shown that there is con-
siderable variation in dimensions within and between sexes, ages,
and ethnic groups.

Anthropometric measurements are extremely useful in designing
not only things people wear, but also the layout and dimensions of
things people use, such as office furnishings. Anthropometric knowl-
edge makes it much easier to determine such things as where to place
storage units for easy reach, which chairs will suit most of the people
in your office, or how wide the space underneath the work surface
must be to accommodate an individual in a wheelchair. Not only
work surfaces, chairs, and equipment, but also work procedures are
based on the anthropometric measures of workers.

OFFICE FURNISHINGS

Office furnishings today generally incorporate flexibility, in terms of
adjusting the workstation components to both the individual’s phys-
ical dimensions (anthropometric measures) and the requirements of
the job. There are many design variations, but office furnishings in-
clude work surfaces, chairs, storage and f[iling units, and divider
panels. Office furniture is commonly classified into two broad catego-
ries: conventional furniture and modular or systems fumiture. Based on
the job task analysis you did in Chapter 3, vou will be able to identify
the appropriate work surface, shelving, and storage requirements for
a given workstation. The furniture selected should be suitable for the
types of tasks performed and, where possible, be adaptable to multi-
purpose use.

Conventional Furniture

Conventional furniture is an organization of independent furniture
components, such as freestanding desks and credenzas, filing cabi-
nets, and bookshelves. Conventional furniture often is heavy and
therefore difficult to move once it is in place. Except perhaps for cer-
tain kinds of chairs, conventional furniture typically is unadjustable.

Conventional furniture was common in the traditional offices of
the seventies and carly cighties. A typical office might have had rows
of conventional desks in a large, open area with file cabinets clustered
in a centralized location or strung along an outer wall. There was
little if any privacy unless, of course, the worker had one of the several
walled-in offices.

Due to the widespread acceptance of office automation, busi-
nesses today are recognizing the value of furniture that is adjustable,
easy to move, and multipurpose. Therefore the trend is toward modu-
lar rather than conventional layouts.
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Figure 6-2

The use of

cenventional furniture

is decreasing as more

offices become

automated.
Modular Furniture
Modular or systems furniture volves an integration of interdepen-
dent components that can be quickly and casily assembled, disassem-
bled, and rearranged to meet employee and department needs. A
module is one unit or component of office furniture, such as a work
surface, shelving, or a storage compartment. Today's modular furni-
ture has evolved to include a variety of configurations that typically
incorporate both panel-dependent and freestanding components.

Pancl-dependent modular units are supported by divider panels

and poles. In Figure 6-3 on page 90, you can see that the panels act as
the legs of the workstation. The workstation components are hinged

cantilevered to the pancls using a cantilevered mechanism, with slots on eitherend

a projecting structural of the panel. The slots are usually spaced one inch apart o enable the

component that is supported

office worker, with the help of some furniture movers, to move the
at only one end

components up or down according to their physical needs. However,
this is not something vou would do every day. In fact, you most proba-
bly would adjust the components only once when you moved into the
workstation.

Most work surfaces are a solid table top. Many of the newer work
surfaces have a separate surface for a kevboard that can be adjusted in
height by the worker. (See Figure 6-3 and also Photo 15 on page I of
the Photo Section.) Frequently, vou will find monitor supports being
used with modular work surfaces. A monitor support allows you to
position the screen in such a way that the screen is correctly adjusted
in height and orientation so your neck, shoulders, and arms can be
comfortable as vou key.

Freestanding modular workstations do not rely on panel dividers
for structural support. Freestanding modular work surfaces can be
configured to the required size by adding or removing attachable
work surface components. (Refer to Photo 6 on page D of the photo
section) Some freestanding workstations have been specifically
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Figure 6-3

This panel-dependent
workstation has
detachable
components that can
be adjusted to fit a
worker's individual
needs.

w

- Video display terminal 8 ens pencils caddy
2. Keyboard 9 Additional supplies
3. Primary wuorkstation storage
area 10 Tersonal storage C
4 Files storage 1. 1n basket

5 TTelephone 12 Qut basket

6. Storage for pracedures 13 Additional basket
manuals and equipment 11 Document holder
manuals

7. Forms caddy

designed for full-time computer users. As you can see in Figure 6-4,
various parts of the workstation are adjustable in order to maximize
user comfort. Such specialized workstations are frequently used in
conjunction with specialized functions, such as word processing or
data entry.

The amount of space required for a modular workstation is typi-
cally less than the space required for conventional layouts. Vertical
space (panels) is used for hanging shelving and storage units in modu-
lar lavouts while conventional layouts require [loor space for shelving
and storage cabinets.

WORKSTATION DESIGN

Office workstations must be designed carefully to meet the needs of
the staff and to accomplish the goals of the company. The designer of
a workstation should know what activities are being performed at
that station and what documents, reference manuals, files, and equip-
ment wili be used in performing the various tasks. Imagine if part of
your job was sorting through large file folders and letter-size sheets of

- paper as vou filed the incoming mail. 1t would be difficult to work

effectively if your workstation was only large cnough to stack the
opened letters. The work space would be too cramped for vou to open
the large file folders and sort through the contents.
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Figure 6-4

This freestanding
workstation is
adjustable for
maximum user comfort
and efficiency.
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A designer must also know what the sequence of job activities is
or if there are any special tasks associated with a workstation (for
example, if a budget printed on large computer sheets must be re-
viewed once a month). If papers are delivered to vour workstation on
the left-hand side, after which you process them and stack them on
the right-hand side, a good designer will allow enough space on both
sides so that both sets of papers are within easy reach. The task analy-
sis described in Chapter 3 is a good source of information for

designers.

Gillian Erb, the office manager, discovered that when

computers had been introduced into her department, no
one redesigned the workstations to be suitable for the new
terminals. The office workers had less space on their work
surfaces than before, and were not capable of handling the
larger amount of paper generated by the computer system.
In addition, many of the people who had terminals on their
desks did not use the terminals as much as initially antici-
pated, and could have shared a terminal with several other
users to save space. Gillian brought the situation to her
supervisor's attention, and they decided to analyze each
worker’s job more closely and then decide how the office
furniture should be designed and where the terminals
should be placed.

The more time you spend at a workstation, the more critical it
becomes that the workstation meet your individual needs. Ideally,
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Figure 6-5

you should be able to adjust the furniture, the writing surface, the
terminal screen surface, and the keyboard surface.

Recommended Dimensions for Work Surfaces

The work surface is a very important component of the office worksta-
tion. Work surfaces ultimately determine the amount of work space
you have to complete your assigned tasks. You may be surprised to
discover that work surfaces also can have an effect on your visual and
physical well being.

As you just learned, today’s modular or systems furniture has
evolved to include a variety of configurations that typicallv incorpo-
rate both freestanding and panel-dependent components. The kind of
work surface components you may vrecommend for an office depends,
in certain cases, on the individual worker, the specific job functions of
that worker, and the space available. For example, an office manager
usually needs a large, flat, writing surface with a side surface for a
terminal; while a data retrieval worker only needs an adjustable work
surface that can accommodate the screen and the keyboard at differ-
ent heights. Also, a workstation needs to be wider and somewhat
higher to accommodate an individual in a wheelchair. Figure 6-5 lists
general workstation dimensions recommended by the American Na-
tional Standards Institute (ANSI),

RECOMMENDED DIMENSIONS

A. Overall work surface height 28-32 Inches

B. Keyboard surface height 23-28 Inches

C. Leg space width (minimum) 24-30 Inches

D. Work surface depth Dependent on equipment size
and task requirement

E. Thickness of work surlace One inch

Storage Units

Frequently there is not enough space in a workstation to store paper,
records, office forms and supplies, reference books, and personal be-
longings such as a lunch, jogging shoes, and handbags. A task analy-
sis, as discussed in Chapter 3, will help determine the storage needs
for various types of jobs in a department. Not only must the amount of
paper, supplies, etc. be estimated, but the designer must look at the
types and sizes of storage meda used in the different workstations —
regular-size file folders or legal-size file folders, computer printout or
ring binders, etc. Furthermore, to conserve space, it is also useful to
determine how frequently the materials are needed. There is no point
in having a workstation drawer for legal-size files, [or example, if your
job unly 1equires you to refer to these files once every few weeks.
Where should the filing and storage units be located in a given
workstation? That depends in part on the frequency of use and on
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anthropometry, which you will recall is the measurement of the phys-
ical dimensions of human beings.

SEATING

Back pain or discomfort is one of the most common complaims of
office workers. To fully understand how office work can result in back
strain and how solutions recommended in this text can help, it is
necessary to have a basic understanding of the anaiomy of the back
and its relation to sitting.

Your Back and Sitting

The spine is a very complex structure. It consists of a series of separate
bones called vertebrae. The vertebrae are separated by softer tissue
known as discs, which act as cushions and give the spine its flexibility.
The discs prevent the vertebrac from grinding against one another,
permit the spinal nerves to freely branch out to the various body
parts, and allow the spine to be flexible. The whole structure is held
together by muscles and ligaments, which attach one vertebra to the
next.

As you move from a standing position to a sitting one, the top of
your hips (pelvis) rotates backward. The lower back, or lumbar curve,
starts to disappear and your spine begins to flatten, or go in the oppo-
site direction. This is known as kyphosis (commonly referred to as
slouching). Try this exercise to feel the effects of this change in
position.

1. First, with a chair behind you, stand up as straight as vou can
and pull your shoulders back. Be aware of the feeling in your
back. Reach behind you and run one of your hands down your
lower back. Can you feel the inward curvature of your spine?

2. Now, concentrating on maintaining that curve, slowly sit
down. You will notice at first that the curve hasn’t changed
much. That is because your hips have rotated backwards. But
as you complete your descent into the chair the curvature is less
pronounced.

3. Waitallittle bit longer and you can feel that you begin to slouch,
especially if your chair doesn’t have adequate back support.

Sitting in a slouched position increases the pressure on the discs
because in this position they are pinched in the front and stretched
apart in the back. See Figure 6-6 on page 94. After years of chronic
pressure the discs will wear down and your ligaments will become
overstretched. The diagram shows how the discs in your back are
positioned when you are slouching and when you are sitting in a chair
with proper back support. Notice how much more pressure there is on
the discs when you are slouching.

Chapter Six  The Workstation 93

Office Technology 34-18

ERIC




L

O

ERIC

Aruitoxt provided by Eic:

Figure 6-6

An ergonomic chair
provides proper back
support and, therefore,
helps to prevent back
problems.

{vor Good
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Natural lumbar curve fosition of verte- Position of verte-

and position of verte- brae and spinal disc  brae and spinal

brae and spinal disc when lumbar support  dise when good

when standing is lacking Tumbar suppoit
18 used

When the discs become worn, the separations between the verte-
brae are reduced. This causes increased back stillness, irritation be-
tween adjacent vertebrae as they come into contact, and, possibly,
even painful pinching of the nerves where thev exit between the verte-
brae. A good, ergonomically designed chair can prevent this etfect.

Ergonomic Seating

What kind of chair are you sitting on now? Are vour feet flat on the
floor or do vou feel a pinching underneath vour thighs as they contact
the seat edge? Does the backrest curve outwards to help you maintain
your lumbar curve or are you slouching in your chair? Lumbar curve
refers to the lower back region of the spine, This curve takes a concave
shape when youssit properly. Where exactlyv does the backrest (lumbar
support) touch vour back? Is it a little too high or a little too low? Can
youadjust it up or down? If your chair creates anv pressure points in
vour body, it is not ergonomically designed. Does the seat of vour
chair adjust in height? When vou lean forward can the backrest be
adjusted so that it also gives vou support in the forward position? Can
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Figure 6-7
An ergonomic chair
must be adjustable.

you adjust the seat pan tilt forward and back to the horizontal posi-

tion? Seat pan refers to the chair structure one sits on. If your chair

doesn’t have at least these features it is not a dynarmic chair — that is
it does not adjust to your physical dimensions and task demands.

If you were given the responsibility of buying one chair that
would be comfortable for every one of your classmates, how would
you decide which chair to buy? This question brings us back to an-
thropometry. Knowing the anthropometric dimensions of your class-
mates would help you choose the chair that would suit the greatest
number of students. To simplify choosing chairs, ANSI has reviewed
available anthropometric tables to determine suitable seat pan depth
and width, backrest width and height, and the critical location for
supporting the lumbar curve. These dimensions are shown in Figure
6-7.

Ergonomic seating involves more than just having the right chair
with the appropriate dimensions. An ergonomic chair must be adjust-
able so that a variety of positions can be assumed throughout the
workday. In a sense, adjusting your seating is another way to take
mini exercise breaks. However, it is essential that you are trained to
operate the adjustments because a chair with ergonomic dimensions
that is not properly adjusted to your needs is just another chair.

What about armrests? There is no evidence to support the old
belief that secretarial and clerical chairs should be without armrests.
In the past this may have been appropriate; but today armrests are
used for providing muscle relief and support to the upper arms. To
have armrests or not to have armrests is really a matter of personal
preference. An ergonomic chair gives the worker the option of attach-
ing or removing the armrests.

Backrest back forth Backrest
Adjustment -6 nches Hewht 116 inches

Backrest \

Width 1012 mehes =27

Seat pat
Tt 0430 degrees (lorward)

Lumbar suppuort

Hewhit 69 mches
{above seat pan)
= \)
-
—==T7
Seat b.ln/ =
Width = Seat pan
1% 19 |||(“‘}// = Hetght 16:205 mches
Seat pan
Degah 15317 sches
=== e
5 castors
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Figure 6-8

A footrest {below) and
document halder {on
the next page) can
make you more
comfortable at work.

Hamilton Sorter
Co., Inc.

Kneeling Chair

Have you seen chairs without backrests that people appear to be
kneeling on? These chairs are called kneeling chairs because the user
is supported by his or her knees. Kneeling chairs provide similar ben-
efits to those obtained sitting in a conventional ergonomic chair with
a positive seat pan tilt. However, these chairs often create problems
for workers. First of all, with these chairs only your knees provide
postural support. Many people suffering from knee problems will find
this very uncomfortable. Second, you cannot sit in these chairs in any
other way other than in the kneeling position. As you have learned,
sitting in one position for prolonged periods of titne can be very tiring.
Third, office workers who frequently get up from their desks will be
uncomfortable because the chairs are awkward to get in and out of.
And last, sitting without a backrest support is very tiring to your back
muscles, so you slowly move into a bent-over posture.

A kneeling chair may be fun to have at home, where you are free
to get up and choose another chair when vou tire of it, but it is not
really suitable in the office where comfort and postural support are
essential. In addition, for the price of this chair (which has only one
ergonomic feature — the positive seat tilt) you can buy a conventional
ergonomic chair that offers many more features.

WORKSTATION ACCESSCRIES

Workstation accessories can add ergonomic features to a poorly
designed workstation, and they can improve a workstation which has
been ergonomically designed. Workstation accessories generally are
add-ons such as footrests, document holders, and wrist supports.

Footrest

To properly adjust vour posture to a fixed work surface height, you
must raise or lower vour chair. After adjusting your chair, vou mav
notice that your feet don’t reach the floor and the seat edge digs into
your thighs. A footrest, which is basically a sloped box on which to
place vour feet, can help. A good footrest must be heavy enough so
that it wiil stay in one spot when your feet are resting on it, and there
must be enough room for both feet and a little extra space for
movement.

Document Holder

A document holder is useful to help prevent the hunchied-over posture
many office workers assume when keving in information from a
source document. A document holder is either free standing or at-
tached to a flexible equipment arm on which to place materials
vertically,

96 Part Three  Ergonomics in the Workplace
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Because back pain or discomfort is one of the most common com-

plaints of office workers, it is essential that these workers have adjust-
able, ergonomically designed chairs that provide proper back
support.

By selecting appropriate footrests, document holders, and wrist

supports, additional postural relief will be gained. To obtain the max-
imum benefit of all these design features, workers must be trained in
how to adjust the workstation according to their specific needs. To
satisfy the different dimensions of an entire office population, it is
necessary to have adjustable seating and work surfaces that conform
to the ANSI standards.

S KEY 'I'I’.Ii\!S

American National Standards lumbar curve

Institute (ANSI) repetitive strain injury (RSI)
carpal tunnel syndrome (CTS) or cumulative trauma
discs disorder (CTD)
kneeling chairs rest pause
kyphosis seat pan
module veriebrae

|
REVIEW QUESTIONS

98

Describe four causes of musculoskeletal discomfort that occur in
office workers.

Explain the importance of rest pauses and describe one exercise
that relieves musculoskeletal discomfort.

Define “anthropometry” and discuss its importance in sclecting
office Turniture.

Describe the differences between panel-dependent and freestand-
ing modular furniture,

List the workstation dimensions recommended by ANSI.
Describe the negative effects of inadequate work space and the
process for assuring that work space is adequate.

List the critical dimensions of an ergonomic chair.

List the workstation accessories that can help provide musculo-
skeletal comlort.

Part Three  Ergonomics in the Workplace
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DISCUSSION QUESTIONS

1. Selectan activity and a place (for example, studying at your desk,
completing a task at your job, working on your hobby in your
garage). Then discuss how you could improve your work area,
(i.e., change seating, redesign work surface, etc.) and tell what
effect these changes would have on your work and on your
comfort.

2. Select two of the three computer accessories mentioned (foot-
rests, document holders, wrist supports) and discuss in detail on
how they could help prevent or alleviate some of the
musculoskeletal problems presented in the chapter. (Think about
the information provided on the anatomy of the spine if relevant
to your selection.)

PROBLEMS ISSUES

l. Select any desktop or work surface that you or someone else uses.
List all the items used on that surface. Measure each item and
then determine whether the surface is adequate for the activities
performed there. If not, what would you suggest? Supplement
your discussion with a sketch of the desktop or work surface.

2. Locate two chairs used for computer use in a home, school, or
work setting. Evaluate them according to the discussion of seat-
ing in Chapter 6. Write a brief comparison that includes the good
and poor features of the chairs. Entitle your comparison ‘‘Critique
of Two Currently Used Computer Chairs.”

3. Based on the information in Chapter 6 on rest pauses and typical
computer-user musculoskeletal discomfort, research additional
exercises that might be used during a one- to three-minute
“break.” Be prepared to teach the exercises to your classmates.
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Ergonomics in the Workplace:
The Workstation

008 Lo OO
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Did you have any difficulty finding ergonomics in your dictionary? The
Random House College Dictionary I bought in 1990 had only a one-word

definition: biotechnology. The next edition seems to have realized that this was
a term that was getting wider use and therefore deserved more attention. In
the 1991 Random House Webster’s College Dictionary, the definition included
the information that the word came into the language around 1945-1950, and
that it is a combination of a Greek word for work (erg-) with the last part of
economics. It’s defined as "an applied science that coordinates the design of
devices, systems, and physical working conditions with the capacities and
requirements of the worker. Also called human engineering."

For those of you who are curious about how the textbook’s authors define this
term, the following definition is taken from their Preface (page iii):

Ergonomics ["ergon” (work) + "nomos” (natural laws)] is the science of
work. Specifically, it is the science that addresses people’s performance
and well-being in relation to their job tasks, their equipment, and their
environment. The key to understanding the true value and role of
ergonomics is knowing that an organization’s most important resource is
people. Therefore, anything that contributes to the performance, health
and well-being, and commitment of the workforce is important to both
the employer and the employee.
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Before Are the terms "musculoskeletal" and "anthropometry” worrying vou? You may

Reading have seen the marginal definitions of new terms throughout the chapter, but
those two terms are not among them. Anthropometry is defined on page
3A-11, but both of these words will yield to a little additional analysis.

musculoskeletal is a combination of muscles and skeleton, with an
adjective ending.

anthropometry is a noun combining the Greek words for human being
(anthropo-) with -metry which means "the process of measuring” and is
related to the word "meter.”

If the chapter seems very difficult, you may want to read an easier source on
the same topic. If it doesn’t seem too interesting, perhaps you can focus on the
fact that there will be exam questions in your future. Or you might talk with
someone who's sustained an RSI; they’ll be very interested in the topic, and
you might catch their interest.

During The main headings in the chapter are "The Worker-Workstation Interface,”
Readin "Office Furnishings," "Workstation Design," "Seating,” and "Workstation
a g Accessories," along with the summary, etc., at the end.

Did you answer 5?

If you do break up your reading, plan to make notes (underlining and/or
marginal notes) at the end of each study session.

After If you don’t agree with one of these answers, look back in the chapter to find
Reading the evidence which will support your response.
1. D
2. B
3 A
4. C
5 B
6. A
7. C
8. D
9. A
10. D
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Guerilla Ergonomics

Purpose This article from WordPerfect Magazine might be recommended reading for a
fOT unit on ergonomics. It would complement textbook assignments and be a part

of the information tested on a major exam. In addition, however, this article
may provide ideas which you can use to improve the comfort of your own
work or study space.

Reading

You should have read "Ergonomics in the Workplace" in the preceding Guide
before starting this one.

Dainoff, Marilyn and Marvin Dainoff. "Guerilla
Ergonomics.” WordPerfect Magazine. May 1992:
42-45.
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Before
Reading

During
Reading

After
Reading

After
Reading

Prepare to read this article by doing a preview which includes the

title and subtitle

* picture

* headings and featured excerpts
author identification at the end

Did you get a sense of what the authors have to say as well as how difficult
and interesting you expect it to be? If so, your preview was effective.

If any words or concepts you saw during your preview seem totally
unfamiliar, it’s a good idea to look them up before reading.

Many of the ideas in this article may be famiiiar, particularly since you’ve read
the preceding textbook chapter on ergonomics. You might take a few seconds
to review mentally what you already know. Having a good background can
make reading much easier!

As you read this article, keep in mind its dual purpose: to add information to
a unit on ergonomics and to offer you advice about improvements in your
own work spaces.

When you finish reading, think about what you’ve learned, and what ideas are
emphasized in both ergonomics readings as well as what is unique about the
ideas in this article.

Make whatever notes you think are appropriate, using both underlining and
marginal notes, or making notes on separate paper.

To prepare yourself for the exam on ergonomics, imagine that your instructor
has strongly hinted that there will be an essay question on the test which asks
you to relate the information from this article to the information from the
textbook chapter.

When you are satisfied with your study and review of the article, complete the
test question on the following page without looking back at any of your
sources,
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"Guerilla Ergonomics"
ESSAY QUESTION

Compare the information in "Guerilla Ergoaomics” with that in Chapter 6:
“Ergonomics in the Workplace." Indicate points of similarity and points of
difference between the two; include your evaluation of the two sources.

Draft your response on scratch paper, so that your final response represents
not only your best ideas but well-edited writing as well. Point value = 10
points.
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Guerilla Ergonomics
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Dainoff, Marilyn and Marvin Dainoff.
"Guerilta Ergonomics.” WordPerfect Magazine.
May 1992: 42-45.

Reprinted with permission from
WordPerfect Magazine, May 1992,

For permission to reprint

for classroomt use,

contact:

Ms. Camille Soderquist

WordPerfect Magiazine

270 W, Center Street

Orem, UT 84057

Phone: (801) 226-5555; FAX (801) 226-8804
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O N O M I C S The frugal person’ way to a safe office

rgonomics can he delined as the fit
between yowand the tools vou use—whether the tool is a shoe (a ool for watking and keeping your feet off
the ground), the hooth ma pizza partor G tool for comfortably caung pizza). or & computer workstation
(a toal for using the computer easily wnd well)

The aspects of the fit hetween you and your work environment are related to the common physteal prob.
lents most computer users have expenenced back problems, shoulder aches, eyestram and arm and wirst
problems. Some of these physical conditions can lead to very serious problems. such as damaged spmal
dises or carpal tunnel svndrome.

But with come Enowledge--and not necessarily a lot ol monev——iiost of these problems are pre-
ventable! That's where “guernlla ergononues” comes m.

“Guertilta ergonomics™ means makimg ergononne improvements with materials that are lree, cheapor
readily available. An old phonebook, taped for stabitity, nay not fook wonderful, but niakes a dandy footrest

Okl printouts, even unused books, can e feet, kevhoatds, or mot ors. Platf-ims can be butlt, or casters

by Marilyn Dalnoff and Marvin Dainoff, Ph.D.
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added, to raise work surfaces. H work
surfaces need o be lowered, you can
remieve casters or use a saw to shorten
legs.

Cuslions placed on chairs can raise
the height of the seat (seatpan); wedge-
shaped cushions can substitute for a for-
ward-tilted seatpan. Use your ingenuity!
Be sure to avoid instability and fire haz-
ards—and don‘t make irreversible
changes (with the saw) before the enure
wortk atea ts worked out in your mind.

Arrange your work arca to suit yout-
scll. Theres no law that states the proces-
sor must be under the monitor, or that
the monitor has to be dircetly in tront of
you rather than off 1o the side. The most
important thing is that your work arca fus
yor—your body and your tasks.

‘ WATCH YOUR WEAKNESSES

| seated at the computer, the human

| hody is most vulnerable in the lumbar

‘ arca of the spine, and at the wrists. Any
ergonomic workstation must promote
healthy posture in these two areas. Oth-
crwise, disability can occur—sometinmes
without much warning pan. The most

‘ cnuctal prece of equipment for wrists and
the lower back 1s the chair.

| Be forewarned that the marketplace 1s
full of equipment touted as “ergonomic,”
wlich has about as much clout as "new
ancbunproved ™ The price tag sn't a rel-
able mdicator, etther 1 you don't know,
and the salesperson can't reasonably
explan why something is good lor you,
lovk elsewhere.

I vou have money to spend (wehre
talking about $:400 10 $ 1,000 for an mdus-
tial strength ergonomic chaird, this 1s
where wost ol it should be spent The
adjustment of the cliait, as 1t relates to
your hody and to the keyboard, work sur-
lace and the task being done has a power-
(ul mfluence on your health he invest-
went will pay off nr comfort and saved
mechcal expenses.

When you buy a chiair, 1t must be suit-
ed lor the taske u want 1o do. Consid-
cring the price ol a good ergonouic chair,
a reputable dealer should allow you to try
out your selection for a few days at your

} awn computer

1 you can't invest it a cliair at this time,
try to higure out how some guerrilla
crgonomics can help improve your cur-
rent charr.

44
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A good chair should provide lumbar
support, be capable of locking in forward
tilt, must orient your body so as to allow
straight wrist postures while keying and
should provide enough stability for you to
do your task.

1l you stand up and streteh with your
hands reaching toward the cetling, and
then think about your lower back, you'll
notice that just below your waistline, your
hackbone curves inward toward the front
of your body. This curve is catled hanbar
lordosts.

When your spine is in lumbar lordosis,
the laces of the spinal vertebrae are paral-
lel to one another. This causes the verte-
brae to exert even pressure on the soft,

THE MOST
IMPORTANT THING
IS THAT YOUR
WORK AREA FITS
YOU—YOUR
BODY AND

YOUR TASKS.

spongy spmial dises whieh are between
cach par of vertebrae. 1 the plates ate
squeczed together at one side, however,
the pressure is wieven, causing wear and
tear on the pinched part of the balloon.
This is what happens viheu the lwnbar
region curves backward (hanbar kypho-
sis), such as when you bend over 1o tie
your shoes, or slump in your chair. Sitting
for protonged periods of tune in lumbar
kyphosis can be nearly as dangerous for
the lower back as doing constniction
work.

To mamntain lordosis, your char
should have a lumbar support, which
coincides with your luinbar curve. Since
people have lumhar curves of differemt
heights, the chair should have a separate
back which can be adjusted up and down.
Guerrilla ergonomic adaptations can be

lumbar supports in the lorm of pads or
pillows, which can be placed at the prop-
er height on the chair Grwall *leel™ vight).
Some lumbar supports can even be worn
around your waist.

A lumbar support is fine when you're
sitting straight up, or teamng back agitnst
it-—hnt what 1f you're leamng forward o
read small print or operate your key-
board? 1t takes a lot of musele work o
maintain lordosis with a torso-to-thigh
angle of 90 deprees or less. Butit's easy to
lean forward and mamtain lumbar lordo-
sis 1 your thigh bones are angled down-
ward, making a torso-to-thigh angle of
more than 90 degrees. Advanced
ergononne chairs will lock in this forward-
tiling posture as well as the more con-
ventional postures; your non-crgononmic
chair can be adapted with anangled cush-
ion. Sitting in forward tilt kes a couple
of weeks ol getting used to, but it makes
preserving the lumbar curve very casy.
The forward ulting posture raises your
torso a couple of inches, il you use for.
ward tilt you should raise your keyboard
a couple of mches

The front seatpan vdge should be at
the height of the crease behimd your knee.
o you can sit with yout {eet soldly on the
ground (or a footrest) with your lower
legs vertical. The seatpan should not be so
deep that it euts off circulation at the back
of the knee.

I you sit asaf you were cyping, with
your forearms parallel to the floor, you
can demonstrate good and bad wrist pos.
wre Any departure from a straght, fla
wrist—whether your lingers pomt up
towatd the ceiling, or down 1o the Hoor,
toward or away from cach other—<reates
awkward postures that can be hazardous,
copeciatly if the lingers are making repet-
itve motions and you pound the keys
Typing softly while your forcarm, wrist
and the lrome row of the keyboard are i
one plane is the best safeguard aganst
dimagimg your wrists. Yo anins and
shoulders should be relased. the upper
arms hangmyg vertically from the shoul-
ders. The wrists and fingertips should be
horizontal, o1 at most no more than an
inch or two above your clbows,

Typing onastandard keyboard mipos.
es astall angle on your wrists; don't exag.
gerate this by spreading your elbows or
placing thet on the arms of your chair
Don'tuse a wrist rest it it nakes youangle

WORDPEREFCT THE MAGAZINE ¢ MAY taa)
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your wrists. If you can't keep your wrists
flat, use the wrist rest only for resung!

PUTTING IT ALL TOGETHER

Once you have good postirre in a good
chair, and have vostdinated the height of
your Keyboard, there are several other
ergonomic adjustments you can make.
For example:

* Your monitor should be at about
arm’s length from your body—as lar away
as you can comfortably read the 1ype.

* Place the monitor vertically so that
it's natural for you to hold your head
straight—your chin should be uncither
down nor up. Il you wear bifocals and can
see the monitor through the tops of your
glasses, the monitor should be high: if the
reading portion of your glasses puts itinto
focus, lower the monitor so that your head
is not angled. 1U's often easier to go with-
out glasses if you're nearsighted, or to get
glasses specially corrected for your eye-
to-monitor distance.

« Paper copy should be placed on a
copyholder-—not flat on the work surface.
which encourages one-sided, awkward
head angles. The copyholder should be at

WORDPERFEC . THE MAGAZINL + MAY 1992

about the same distonice [rom your eycesas
the monitor, 5o that the eyes don't have to
re-focas at every glance. One good place
fora copy holder is between the keyboard
and the monitor; sometimes a rigid ruler
placed there will do the job.

* Never place a monitor in front of or
opposite a window, because of glare.

+ To minimize glare, sit properly.
Before you turn your computer on, check
the monitor face for reflections. Any
reflections you see will interfere with the
display. Angling or tilting the monitor to
climnate reflected light sources can he
helpful. Be sure the angle isn't so great it
distorts the display. If there is still glare on
the screen, make a deep visor for the mon-
itor by taping black construction paper
around the top and/or sides.

* A picce of foam or rolled-up fabric
can serve as a wrist rest. There are also
several wrist rests cerumercially available,
including Mcdia Recovery's Wrist Ease
(214/630-9625). Jar Industny’s Kevboard
Koozy (800/876-2524) and JM) Enter-
prises’ Comfort Wrist Rest (714/47 2-4400)

* Dan't type while holding the tele-
phone on your shoulder! 1T you talk on

«‘.\.cs
L Y

the phone a lot while at the computer.
invest in a speaker shone or a headset to
save wear and tear on vour neck and
shoulders.

* Anything that makes vou twist. tum
or bump into equipment, or that’s awk-
ward to use, can usually be placed v a
more user-friendly positton if you just
think about it.

* Get up and walk around or wretch
periodically. No one posture 1s good for
long periods of time.

You can use “guerrilla ergonomies™ to
your advantage. Thoughtful. common
sensc application of these ideas will leave
you feeling better You'll have more encer-
gy.and be less likely to need to visit your
doctor! .

Dr. Marvin J. Dainolf 1 Dircctor of the
Center for Ergonomic Research at Mianm
University. Marilvn Hecht Danoff is an
author and consultant on ergonomic
issues. They are the cc-authors of People
& Productivity A Manager's Guude to
Ergonomics in the Electronic Office pub-
lished by MDA Benaks, 8606 Empire
Court, Cincinnati, Qi1 45231,
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Guerilla Ergonomics

After Perhaps you can judge your answer by looking at the hand-written graded
Re adip g response below:

Both “Guerilla Ergonomics™ and “Ergonomics in the Workplace™ stress the importance \/
of adjusting the work environment to fit cach person indiuiduallv They both stress the

| vChair as the most important picce of furniture because of its@@ffecyon e Back,
‘ cspecially in maintaining the lumbar curve flordosis). Both articles suggest adaptations

_Lvnm‘) which can be made to yield a more comfortable werkplace: footrests, copy stands, and
T vaorist rests are mentioned in both.

The emphasis in “Guerilla Ergonomics” is on low cost modifications, while the v’
textbook concentrates more on purchasing erqonomically-designed office furniture. For
example, the textbook shows a picture of a specially constructed footrest, while the
article suggests wsing an old telephone directory that has been taped for stability. The

v article places much more cmphasis on the forward tilt feature of a chair, suggesting
cushions which can be wsed if the chair is not built to support spinal curee in the
forward-leaning position. The authors admit that this might take some getting used to,
but | find it difficult to imagine that this adjustment would cver feel right to me. Both

v articles recommend worist rests, but the article scems to suggest that the rests can be
harmful if used improperly. Perhaps the Dainoffs had the benefit of more feedback from
workers using Hie devices. g :/

Although there are some differences betiveen the tico, both sources stress the

impertance of a workplace that “fits.” Dainoff and Daineff can help me do that for

less. I Livere designing a newe office. I'd prefer io have the information from the

textbook becawse it contains ANSI standards and other information to uide me in the v”
selection of office furniture and cquipment that is creonomically officient.

/’ZW/W./ T ahout
it W/’”ﬁz
i
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