Management Communication -
for Undergraduates (15.279)
Spring 2011
Tuesday/Thursday 11:30-1:00 — E51-376

Instructor

Terry Heagney, E62-339, 258-0393. (508)740-8836 (cell), jheagney@gmail.com
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l\fiﬂllag,ement Communication is intended to help you think strategically about communication
and aid you in improving your writing, presentation, and interpersonal communication skills as a
future manager. We will Took at a set of "best practices" or guidelines that have been derived
from both research and experience, give you the opportunity to put those guidelines into practice,
and provide you with feedback on your work to help you strengthen your abilities. More often
than not, we will be using a workshop format that will rely heavily on discussion and in-class
exercises.

Course Overview

Course Objectives

Good communication is one of the keys to a successful career no matter what field you choose,
and many different skills contribute to a professional’s capacity to communicate well. By the
time you complete 15.279, you should be able to:

e . Formulate an effective communication strategy for any message, in any medium, and
in any situation.

¢ Write clearly, concisely, and convincingly.

e Create impressive presentations that are delivered with confidence and poise.

e Give and receive feedback that will improve yours and others’ communication.

e Listen for understanding.

e  Work effectively with others in small groups or teams.

e Identify and negotiate the difference in communication between yourself and people
who are not from your culture.

Improving communication is a continuous process of learning, doing, critiquing, evaluating, and
doing again. It is a process that we hope will continue for you even after you complete 15.279.



Course Expectations

Because so much of the class will be "hands-on" and because feedback (ours, the TAs’, and the
feedback you give each other) is so important to improving writing and speaking, our
expectations about our work together this semester are:

¢ You are committed to improving your professional effectiveness as a communicator.

e You are willing to share your opinions and ideas on topics presented in class.

e You will provide each other with clear, honest, concrete, and sensitive feedback on
work that is done.

e Any concept that is unclear or confusing will be challenged and examined.

e There are no stupid questions or comments.

Text, Materials, and Websites

Required Course packet
Donald T. Phillips, Lincoln on Leadership, 1992 " _ !
: Ve sttty
Two blank DVDs (format should be DVD+RW) Q*fﬂqb‘ hoﬂl" Y- ,
J/] Wa ~wont Vst ‘IV
Optional Mary Munter, Guide to Managerial Communication, 8" edition, 2008
Joseph Williams, Style: Ten Lessons in Clarity and Grace, 7" edition, 2002
Lauren Kessler and Duncan McDonald, When Words Collide, 7" edition, 2007

Websites 15.279 materials can be found on our Stellar website at:
http://stellar.mit.edw/S/course/15/fa09/15.279/

Other good websites for professional communication include:

Name URL
MIT Online Writing and Communication http://web.mit.edu/writing/
Center
Purdue Online Writing Lab (OWL) http://owl.english.purdue.edu/
Purdue Engineering: Rethinking the Design http://writing.engr.psu.edu/slides.htm]

of Presentation Slides: The Assertion-
| Evidence Structure !




General Course Requirements

Attendance and Participation

Please plan on attending every class as a good part of the work that goes on will occur during
class time. Please come to class having done the readings and assignments. Attendance and
participation will be factored into your grade (see below).

Written Assigninents

Written assignments are due as indicated on the assignment sheets. You should use standard
business formats, and please proofread as spelling, grammar, and punctuation will figure into
your grade. To guard against losses or recording errors, keep copies of the papers you turn in
and retain all graded assignments that are returned to you throughout the semester.

All papers must be handed in on time. Late assignments may be accepted without penalty one
class period after the assigned due date with the instructor's prior permission. Assignments
handed in late may be penalized at the instructor's discretion. No paper will be accepted more
than one week after the due date.

Oral Presentations

You will give five different types of presentations of varying lengths during the term. Some of
these will be given in class. Others will be given in oral presentation labs, which will take place
outside of class time with a few other students and either your instructor or TA. You will sign up
for a lab session the week before the labs are to take place. If you miss an oral presentation lab,
you will receive a zero for that assignment. PowerPoint presentations must be sent to either your
instructor or TA (depending on who is facilitating your lab) by noon the day of your

presentation. 5 0 (N d 5 h”ﬂ({

You must bring your blank DVD toyour lab, as we will record you. The DVD is for you to view
later, alone or with your instructor or TA. You will be asked to write your instructor or TA a
short e-mail listing the things you liked\about your presentation, and the things you want to
strengthen about your presentation styl

Academic Integrity

Except in the case of group assignments, all written assignments should be your own work. You
may (and in some cases you will be required to) have fellow students read a draft of your
assignment and give you reactions, note problems, or make general suggestions. "Peer editors"
may not, however, actually revise or rewrite your work. (MIT’s Academic Integrity Handbook
is available at http://web.mit.edu/academicintegrity/index.html.)




Grading

Each assignment has its own point value, and the value of all assignments together add up to 100
points. The point value of each assignment and its due date are as follows:

Baseline Self-Evaluation 5 points
Presentation with Q&A 10 points
“Problem Sets” (5) 10 points
AIS Case Memo 10 points
Cover Letter 5 points
Interactive Presentation 10 points
Team Presentation 15 points
Team Report 20 points
Final Self-Evaluation 5 points

In-class Exercises and Class Participation 10 points

073
2/14-2/18

3/1, 3/8, 3/29, 4/28 (4 & 5)
3/3, 3/17*

3/15, 4/5*

4/4-4/8

4/28, 5/3 or 5/5%*

5/3%%

53

*The first date is when an ungraded draft is due; the second date is when the final draft is due.
**There are interim due dates for proposals and a draft of the report. These can be found on the

assignment page for the team report and presentation.
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Class Date Topic Assignment Due
Number
1 T, 2/1 Intro to Course
Strategy and Structure
2 L 20 Strategy & Structure, cont. Baseline Memos
3 T, 2/8 Presentations
-4 Th, 2/10 Presentations, cont.
5 T, 2/15 Listening/Giving and Receiving
Feedback
b Oral Presentation Labs
begin M, 2/14 , and
continue through F, 2/18
6 Th, 2/17 Persuasion
7 Th, 2/24 Writing
8 T, 3/1 Writing, cont. Problem Set #1
9 Th:3/3 Effective Teamwork Draft: AIS Case Memos
10 T, 3/8 Team Meeting Problem Set #2
11 Th, 3/10 Cover Letters Report Proposal 1
12 T, 3/15 Interviewing Draft: Cover Letters
13 Th, 3/17 Writing Team Reports/Giving AIS Case Memos (Final)
Team Presentations
Spring Vacation,
M/21 to F/25
14 I 5129 Individual Conferences/ Problem Set #3
Team Meetings (Bring to individual
conference)
15 Th, Individual Conferences/ Problem Set #3
3/31 Team Meetings (Bring to individual

conference)
Report Proposal 11 (if
necessary).

Course
Qutline



Class Date Topic Assignment Due
Number
: Oral Presentation Labs
begin M, 4/4 and
continue through
::’. il § F,4/8
16 T, 4/5 Cross-Cultural Communication | Cover Letters (Final)
17 Th, 4/7 Cross-Cultural Communication,
cont./Gender Communication
18 T, 4/12 Communication Skills for Read Lincoln on
Leaders Leadership
19 Th, 4/14 Leadership, cont. Outline of Team
Presentation
Draft of Team Report
20 Th, 4/21 Media Relations: the
Wildebeest Case
21 T, 4/26 Review of Strategic Com- Problem Set #4 & #5
munication: “Sunk in
Sacramento” Case
22 Th, 4/28 Presentation on Reports Report Presentations
Final Self-Evaluations
25 .ol Presentation on Reports Report Presentations,
Final Team Report
24 Thia/ Presentation on Reports Report Presentations
25 L DL Course wrap-up

6
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Baseline Self-Assessment Memo

We would like for all of us (you, your instructor, and your TA) to have a sense of your
communication strengths and weaknesses as we begin the semester. We would also like
to know the goals you would like to accomplish in this class. This assignment will help
you benchmark your communication skills in order to help us assess your progress
throughout the course. It will allow you to measure how well you are moving towards
your objectives, so that you can gauge how much effort you must devote to strengthening
those skills you have identified as needing improvement.

In answering the following five questions, provide enough examples and specific details
(e.g., kinds of communication, audiences addressed, purpose of the message) to give your
instructor and TA a clear picture of you as a communicator. To the extent that you have
had experience in a “professional” setting (e.g., a club, a job, an internship, volunteer
work), focus on those experiences. In evaluating your strengths and weaknesses, consider
feedback from others (professors, employers, club advisors, fellow students) as well as
your own opinion of your proficiency.

Finally, in setting goals for yourself, state what writing, speaking, and interpersonal
communication skills you specifically want to improve. The more specific you can be,
the better your chance of reaching your objectives.

Answer these five questions:

% ¢
1. What are your strengths and weaknesses as a writer? What part(s) of the writing }

process do you find easy? What part(s) do you find difficult? O@%/:Z ‘Z)éa’
-_ \ _)
2. What are your strengths and weaknesses as a speaker? What part(s) of creating a\{\d {(ijf ¢ hd o
giving presentations do you find easy? What part(s) do you find difficult?
Shorl 4 MPP]
3. What are your strengths and weaknesses as a member of a team or a group? What

part(s) of teamwork do you find easy? What part(s) do you find difficult? er\efo\j r

4. What are your three or four specific goals for improving your communication in h@ d
15.279 this semester? Q@@A a

[
5. How do you intend to reach those goals? How can your instructor and TA best hc]pS (Q/?CLQM/}
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CRITERIA
FOR GRADING

POINTS

Content: Is there enough detail (including examples and
illustrations) to give readers a complete picture of

you as a professional communicator? Have you included feedback
from others as part of your analysis? Are your goals specific, clear,
and attainable?

Style: Are paragraphs coherent and sentences concise?

Mechanics: [s the memo f{ree from spelling, punctuation, and
grammatical mistakes?

(¥ ]



Dashman Company

The Dashman Company was a large concern making many types of equipment for the
construction industry. It had over 20 plants located in the central part of the country
whose purchasing procedures ha rer been letely coordinated. In fact, the
company’s héad office had encouraged each of the plant managers to operate with his/her
staffs as separate indeWost matters.

: )
Late in 1990, when it began to appear that the company would face(increasing difficulty hg/ € &
in securing certain essential raw materials, Mr. Mason, the company’s rdent; ﬁl [‘2
appointed an experienced purchasing executive, Ms. Post, as vice president in charge of = 4
purchasing, a position created especially for her. Mr. Mason gave Ms. Post wide latitude I / é
in Oorganizing her job, and he assigned her an assistant, Mr. Larson. Mr. Larson had wov
served the company in a variety of capacities for many years, and he knew most of the (/56
plant executives personally. Ms. Post’s appointment was announced through the formal
channels of the company, including a notice in the house organ. A

!

One of Mrs. Post’s first decisions was to begin to centralize the company’s purchasing
procedures. As a first step, she decided she would require each of the executives who

\0 (}J Lé@\ handled purchasing in the individual plants to clear all contracts he/she made in excess of

$10,000 withthe-head office. She felt that if the head office was to do any coordinating
in a way that would be helpful to each plant and to the company as a whole, she needed
to be notified that the contracts were being prepared a least a week before they were to be
signed. She talked over her proposal with Mr. Mason, w m to the board of
directors. They approved the plan.

Although the company made purchases throughout the year, the beginning of its peak

buying season was only three weeks away by the time this new plan was adopted. Ms.
Post prepared a letter to be sent to the twenty purchasing executivesof the company. The

letter read: bﬂﬂ [ {
fie fo st
Dear
The board of directors of our company has recently authorized a change
C@MQH{,\/ in our purchasing procedures. Hereafier, each of the purchasing
executives in the individual plants will notify the vice president in charge
\Od\}i \NM of purchasing of all contracts in excess of $10,000 which he/she is
: : o negotiating at least a week in advance of the date on which thev are to
O% G\ j be signed.
: _
A I am sure that you will understand that this step is necessary to coordinate
W the company s purchasing requirements in these times when we are
— \f dv‘\Q Jfacing increasing difficulty in securing essential supplies. This procedure 0@
W\\ Al should give us in the central office the information we need in order to see g ~
that each plant secures the optimum supply of materials. In this way, the ' (,
interests of each plant and of the company as a whole will be best served. %1/9 [

15 Sincerely,



Ms. Post showed the letter to Mr. Larson and invited his comments. Mr. Larson thought
the letter an excellent one but suggested that since Ms. Post had not met more than a few
of the purchasing executives, she might like to visit all of them and take the matter up
with each of them personally. Ms. Post dismissed the idea at once because, as she said,
she had so many things to do at the head office she could not get away for a trip.

Consequently, she had the letters sent out over her signature. I .m
— Cd m /

During the following two weeks, replies came in from all except a few plants. Although
several executives wrote at great length, the following reply was typical:

Dear Ms. Post:

Your recent communication in regard to notifying the head office in
advance of our intention to sign contracis has been received. This
suggestion seems a most practical one. We want to assure you that
You can count on our cooperation.

Wow g ’ W ot
Sincerely, qu( ‘(

During the next six weeks, the head office received no notices from any plant that
contracts were being negotiated. Executives who made frequent trips to the plants
reported that the plants were busy, and the usual routines for that time of year were being
followed.

hoT A -slmg\@ o
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STRATEGY CHECKLIST

Audience

Who is the primary audience? [Remember that your audience can be one person or many people.]
What is your relationship to the primary audience? Superior? Subordinate? Peer?

How much does the audience know about the subject of the communication?

What questions might the audience ask?

What are the audience's biases about the subject?

How involved is the audience in the subject?

If the audience is one person, what are his/her significant managerial traits or personal
characteristics?

[f the audience is composed of several people, what demographic characteristics, if any, do they
have in common?

What are the audience's stylistic preferences?
Who will influence the audience? What do they know? How might they react?

Who 1s the secondary audience?

Purpose

What managerial objective(s) do you hope to accomplish with this communication?

Will the audience's reaction to the communication be primarily positive, negative or neutral?
Is the purpose of the communication primarily informative or persuasive?

If persuasive, do you need to reinforce the audience's current belief, change that belief, or create a
new belief?

What do you want the audience to know? feel? do? after having read or heard the
communication?

© 1996 Sloan Communication Program 17



“loght Yews and 19,28

T VP oty pri,
5 Eﬂf) L'7L H(M\/a/cl

- b Felabon 1 PR

i I

;Q&k‘mﬁ Voul éﬁff lﬂdx goml and C9”Vlr’1£1'/ﬁ OM%
" Nosde  Agmary

~ adyd on PA fiipation
i PWP%’B{VI

. DQP“Ab On W“r Oﬂ{r P%@f\ wotls
‘I\[ disagtee = Plrsuasia

T Nd fo b (ourse (eads
TR Paghman g by f Thor
W Wit Jo vau b,

s e rght o) . W aidee peslf
: l o

for the g
. No+ MUO‘(\ N % /q M W
- QdthPCﬂ((Oﬂ [‘g Jaéf E/\ C[ﬂ%ﬁ

'/Mw vp ‘”/ J(ng‘a
Lok Ashgnita\ l (ocr\s%“/\{ olf ossesmedl  mema



b

ﬂmo
—cCouse  (eddu P| 20

B E%A’f\ml[/ QMII5
_b”Jf 30;43 7l0 L a)/& ’[Qb?‘ﬂrbéd Mj
Read Criferig, for 8@4@
p(oﬂﬂfmé
“Contex]
Ao
'Comm“/lém%f
P‘”P%e
C/P/Llé b: I’t‘?l/

~Cham

seat o o[ém‘/ilavﬂm lis s

-

Bdée({, on wf,m m MALM@ 25

//H
0w mu(/é can I QB‘L M@/ Vw:”],:,\\
T bescad flst

i
)0'}5 0-6 QV;(JQQ(Q

it gCU/@ q. lo{‘ Q-F efpefflﬂ,f(‘gj
54,41_ hf\&/lq‘;

4 1 ¥
59 Ceen ﬁ”@/ (lc (Vz‘llf(tfdr?cf r:4



G _ Lt Contad

@ L Thegh
g/

T W3 mill s
;m‘ofo\/(
/éf’ML ‘1(/%%6 (1 Mt(l//{l @
ha/ﬂ A (MCdvbﬂq PH 5Ty
»\ZM% [ﬁw[) Nahds n pac/[d
/Saui }%Jd; [hedter |
No oy peet I“Mh b X hat hottor mater
TOe ([ fi
”éﬂt(wfc/ft ki (W
} j}ﬂf’h@d pis bk ot
= ¢hoyld

Ofee ¢ Hosnty s

- @Ué{\‘ Pap 'I/WLQFMT; e

At off ul by
— \,vd*c[/\ Lw(/u‘ls
~ il %{wﬁ 4/\7 wiy
N f-%! €([{ MmOV
f“/ﬂﬂ )[V{\( w5 ”g(eod“
~ dille
o ﬁmd

,I w:d\ l\q(l " o(ach

w/lﬂ{)k .{/h‘,/’ j

L\uue Ul T b P@cﬁ({ %{7{9’;\ whle. “fh‘rzj

O{ m,‘J[H(;

BN)[V'S‘ W [OQ(L;’\ﬁ ‘E)m/ﬂ/d ‘]lo W/@ﬁ’y “’Jmf [O()O)O’ﬂ/



Analyzing the Situation

G O N=IL P X

Purpose

LN

Audience |, | Communicator

Communication for Managers

Deciding on Your
Managerial Style

Managerial Style

Low .
Jomn
Writer/
Speaker Consult
Control
Sell
, Tell
High
Low Audience Involvement High

Communication for Managers

Deciding on a Strategy

Content_ ==

Structure

Managerial Style|«——

Channel

Communication for Managers

Approaches to Structure

Direct

Indirect

. Main points followed
Informative by subsidiary points

Subsidiary points
preceding main point

) Recommendation
Persuasive | backed by arguments

Arguments leading
to recommendation

Communication for Managers

e
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Deciding on an Structure:

Cognitive Processing Constraints

Deciding on Structure:

Rhetorical Concerns

most
Typical
extent of
audience
recall
least
beginning  Position in talk or document end
Communication for Managers
Deciding on a Structure:
Balancing Factors
Cognitive .
Processing Rhetorical
Factors Factors

Factors affecting
general audiences

Factors affecting
specific audiences
*Audience bias

*Audience involvement
*Context

*Memory curve
*Cognitive framework

Communication for Managers

B Audicnee High
Involvement
Positive - Negative
Audience
Bias
: Your
High ™ credibility

Indirect
Structure

Communication for Managers
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Memo \/\63\4 A

o)

Terry Heagney, Blanche Barco @L/ %\}5 W
From: Michael Plasmeier & \ \j‘o\
Date: 2/2/2011 V4 pr > b
Re:  15.279 Baseline Self-Assessment v (ﬁ‘u e

E T S
harkyou for this opportunity to tal w ge sawriter, Owd SheT L Al (M0
a

: ARV

1. Writer s

I believe that my skills as a writer have improved recently. Last year, on the Freshmen Essay Evaluation
("L (FEE), the grader stated that | had poor organization. As a result, | was required to take 21W.732. | believe

2,
?i\m that my organization skills have improved significantly as a result of that class. 1 am now a lot more aware of
structure. In addition, | now try to focus and to leave out extraneous details.
u\\"ﬂ’
| believe that my more recent writing has improved since tI@FEE I recently wrote a letter to the - ﬂo

administration complaining about proposed changes to REX. | received feedback from the administration, our QA(U 7
faculty housemasters, as well as two students praising me for the well written message.

2. Speaker
In general, | believe my skills as a speaker to be strong. However, | realize that there is still room for
improvement. As | talked about today in class, | was a member of the school theater group in middle school. |
also took classes with a professional theater company in early high school. These classes established my
W confidence to speakin front of a group and the ability to improvise quickly. For example, | was the first to
4\»& volunteer to present in class today. However, because of my confidence to improvise, | often do not practice

for presentations. In most cases this works out, but certain presentations require a certain level of polish, “U S AT
where | would benefit to practice first. Cou Yave M
KT ! DA .

When | present, | prefer to have relatively little information on each slide and to go through slides
relatively quickly. 1use Adam Savage’s presentation on Desire as my guide." | recognize that some people
‘_J\ ave different presentation styles. In particular, | have found that Germans like to cram as much information
Qﬂ/ ﬁnto a slide as possible — often to have the slides just for reading. Others, in the United States, follow a rule
b ‘Ja that they like to have 1 slide per minute minimum. For some presentations | prefer to spend no more than 15
[\VJ) p\"" seconds per slide. lalso prefer to maintain a high level of energy in my presentation and have a high

ng“{‘ information density. DAFSM T ped F+ A A IS~
AP
One thing that | can improve on is pulling my talks together better. Although I despise “Agenda” slides |

\Jw/ -,< " believe that | should try to tell a story with my presentation. However, pulling a presentation together into a
story is only possible when one really knows the material. This is difficult in some cases, but it would lead me
e ——
tounderstand things better, as well as to give bxer presentatlons.

gy G e e o \(/
’vK \\ 4<?\
e o \JJDQ)"

http://www.hulu.com/watch/97865/foratv-technology- mythbustersn%iam—savage on-dodos-maltese-falcons-and-the-
art-of-obsession “\\
\o

1



Another thing | can work on is having a conclusion. A dislike using “does anyone have any questi ]n
suppose that this is connected with my desire \/q/?,\/ fi Py em rq"

3. Team

In general, | believe that | work well in a team. In the past, | have gravitated towards being the team
leader. For example, in 15.567, | pushed the MBAs to assign sections and set deadlines. However, | have
found that leading a group requires a significant time investment to stay on top of what everybody is up to.
When | do not have the time to stay on top of things, | do not naturally gravitate towards a leadership position.

Bl sveL &t !

[\EN\’ Hopefully, convmcmg y ur team members to do something does not take longer than simply dg_ug_n;

uJ\( k yourself. Worki atea rating when our team is n
U\f" project. | don’t feel right when | do not spend enough time on a group project; for example, coming to a group
r)_, meeting unprepared.
\ t\)@ | can see myself working as a software project manager.
’.}
l,“/ 4. Goals

Besides the items listed above, a good place to start looking for goals would be the negative feedback

from my presentation today. | already mentioned the need for a conclusion, which | believe is linked to doing
more practice, as well as telling a cohesive story.

Another item was the use of my hands. | had generally though that | made good use of my hands while
W 2 ) R
0 speaking, although today’s comment has caused me to reconsider. | do not remember what I did with my

- hands during the presentation today. | am interested in learning more about what your preferred use of
LJ{/ P hands is, and how | believe that fits into my presentation style.

() r Another item which | wish | had today was a countdown clock. | was unsure about how much detail |
should include because | did not know if | was under or over time. In most situations real life, | do not believe
that this is as important as an issue because one rarely has to think of more content to fill the minimum time

G}w(n))ﬁreqmrements

Now that | have resolved the prewol.us high-level issues with my writing, | need more feedback on areas for
<\ F") \, ,+ further improvement. AUDl‘(,rJC'(C

W

\}}/ 5. Goal Plan

For timed speeches a countdown clock should be provided. That way | can dynamically add or subtract
\)\u*] information to reach the mandated time restrictions.

In regards to the use of my hands, | should think about them during my future presentations.
Alternatively, | could watch recorded video of my presentation.

For the other items | have outlined, | believe that further vigilance is required as | go through the class.
Feedback on those items by you would be helpful.

7
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PRESENTATION WITH Q&A EVALUATION FORM

NAME_MIcHAzl PLASKMLIER B ORIGINAL O REVISED
EVALUATED BY T'{{fm/uo/// GRADE_ - § / L O
STRATEGY

Appropriateness to/of
Ilz'irp};se < Huo UMAT Yau 014, MAice Relromnd ea AR TIOL

Audience O#Viscllg Nk STHERING ComnnidTee.
Credibility /AT’ i
Context MiAIce INTLMT WD Luimae o Qeviscys inau

STRUCTURE _
Overall Organization (dire@ D2SCLIPTIVE AT DTBINMING
Introduction SKeTcHing Mt 13 lgua
Body _
arrangement of points NS PECTS ¢ € w3 Ly / N Lo e o
development Ple3dlecwt = Solullony
transitions Gz D

C%SI&HU — Nl TFFeCve
DELIVERY
Verbal e
pace and volume Gzv 9 [ 7w [
intonationV. Gew 0. —
fluency 7 wRIFIC AAASTRRA. BT “7El Nauro , e Slee
Nonverbal TW “ruey
confidence Z XCELLE AT
gestures \// §pob
movement and use of space /. (w0l , ConS /bR ING TNT Zeoowg
eye contact and facial expressions
£ELLCTIVE treipe Yal Tyrey Waze o~ Me Aulizacg
VISUAL AIDS

Design [ WAMISoutt | BT LoTS cf DLTAIL JMT 0w
\yanl TS 7D Mt SCeeérr Nl T0TRecpTs  Tnbd6Tud EaT

Use W fAVD 1Tt
Cres /)oou;u/‘snué Jao vl —  Fomu . Gooos Mwoved
QUESTION & ANSWERS TO M §lee o
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ADDITIONAL COMMENTS




STRATEGY.cont. A4S AnJ /AfZen) , A~ CALCiSILLN, (£, AT SE55

NedZA L. BU e Knowo Me Upke Yo 41 IS VALug ,
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I$ A (o cldorce

STRUCTURE.cont. /1N [MLT}, Yo Sebine Wil A DeSCEILATIVE
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Michael Plasmeier \% N 2/27/2011
P-Set 1

To: Employees of Widget International
From: CEO of Widget International
Subject: Try our new Water Filter Stations

Ggo OrRing;

You might have noticed that we have had new water filters installed over the weekend. These
new water filters produce water that is the same quality or better than bottled water. | have included
the manufacturer’s specifications below, in case you are interested. f <z

S el e B B O
Hopefully these new water filters will help us cut down on bottled water. | am personally
looking forward to not having to lug those cases of water home from the store anymore. This also helps

us make progress against our GREEN goals.
| hope you will join me in using the new water filters.

-Michael Ptasmeier
E idget Mternational

Water travels through 9 stages of filtration: In stage 1, water travels through a sediment filter
cartridge that removes 99.99% of microbiological cysts, cryptosporidium and giardia. In stage 2,
water passes through a granulated activated carbon (GAC) cartridge. GAC is universally
recognized and widely used as an effective adsorbent for a wide variety of organic contaminants
such as chlorine (99.9%), chemicals linked to cancer (THM's, benzine), pesticides, herbicides,
insecticides, volatile organic compounds (VOCs), PCB's, MTBE's and hundreds of other chemical
contaminants that may be present in water, which cause bad tastes and odors. In stage 3, water
“travels through an Ultrafiltration (UF) membrane. Ultrafiltration (UF) is an important purification

N\
Q 4 Q}LO\ technology used for the production of high-purity water. UF is effective for the removal of

\\\J\\J colloids, proteins, bacteria, viruses, parasites, protozoa and pyrogens (e.g., gram-negative
bacterial endotoxins), other organic molecules larger than .01 micron, and most other water
d contaminants known today. In stage 4, water flows through one-micron filter pads (1 micron
{&5&5 l:;:\l“ equals 1/25,000th of an inch), which remove suspended particles such as silt, sediment, cysts
GJ&*L t-&\, (Giardia, Cryptosporidium), sand, rust, dirt, and other undissolved matter. In stages 5 and 6,

water flows through a bed of media made of a special high-purity alloy blend of two dissimilar
metals - copper and zinc (KDF-55D ® and KDF-85D ®). KDF is a major advancement in water
treatment technology that works on the electro-chemical and spontaneous-oxidation-reduction
(REDOX) principles. Chlorine is instantaneously and almost inexhaustibly oxidized. In stage 7,
water flows through ceramic balls, which remove harmful bacteria such as E. Coli, Fecal coli
form, Salmonella, Streptococcus, cysts (Cryptosporidium, Giardia), and sediment. In stage 8,
water travels through another bed of granulated activated carbon (GAC). In stage 9, water flows



Michael Plasmeier 2/27/2011

P-Set 1

through another one-micron filtration pad for further reduction of undesirable particles. The
end result is a great reduction or the total elimination of a wide variety of contaminants.

John,

I would like to thank you for taking the time to talk to me today.

| was wondering if you had any feedback about our interview today. | would greatly appreciate any
pointers as to what | can improve on. | ask this after every interview because | know that | can always
do better next time around.

| am available this afternoon or over the weekend.

If not, | hope that we can work together in the future. %‘:('N\

O
Thank you \ \}\p—‘/ ﬁ/&,

i | e b
-Michael Plasmeier cf.\s
(617) 555-1212

Good ing, - ()

Lt 3 A W e
Thank you for sending me the latest draft of the Diet Drink report. | think we can strengthen the report
by making a few changes:

e Highlight the recommendations that we want to make

e Link the recommendations back to the data

e Clarify how the profit analysis was performed

e I’'m not sure we need all that background on who the diet drinker is or what other drinks they
buy. Perhaps we should think about cutting that section back.

e Lastly, let's make sure to use consistent formatting. In particular, | noticed the subheadings on
page 19 seemed different from the rest of the report. Could you go through the report and
make sure that everything is consistent?

Would you be able to make these changes by this afternoon?

Thanks

! http://www.waterfilters.net/Crystal-Quest-Turbo-Ultrafiltration-Floor-Water-Cooler_p_28561.html#tablist



Michael Plasmeier 2/27/2011

P-Set 1

-Michael

This entire email is unnecessary. There should be no “Committee to Improve Inter-Office

Communications” and no one should be dictating how employees should write emails. But if | have to W
te-write it: LUAVT TUL wo  do Tre ULl AemC Contumuunt (ilond
C sy — An) T (%L(, (,lév mf—’ CZ/K%C(S? IZEC( AN A
Good afternoon, - ) ~ [\
L ASSlgnvment [ ]

Before you left for the weekend, | wanted to send you some tips on writing better emails.

1. Use fewer words. Make your emails short and to the point
2. Use verbs as verbs. Don’t change verbs into nouns by adding —ing to the end.
3. Avoid noun stacking. For more info: http://www.io.com/~hcexres/style/noun_stacks.html|

Have a good weekend

—»&iﬂ%el
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Is Taking Care of Kids Taking Care of Business?

Atlantic Information Systems (AIS) is a medium-sized firm in southern New Hampshire
begun 20 years ago by Hank Heaglow, who is now CEO. AIS advises companies about
information systems that will serve their needs for data analysis and storage. Its annual
revenue is about $750 million, and its profits are approximately $100 million. It has a
professional staff of 700, and 100 employees whose work is administrative, clerical, or
janitorial. The company has a strong reputation for creating innovative technical
solutions and providing good customer service.

The Issue: A Daycare Center at AIS?

The people who have the skills and experience that keep AIS a leader in the field often
have young children to care for. While this is true for many companies, of course, AIS’s
location outside of a major metropolitan center makes it particularly difficult for staff to
find high-quality care for their pre-school children.

The company’s Committee on Quality of Life issues, which is composed of
representatives of the major units at AIS, recently took up the issue of daycare for
employees. In reporting out to Vice President for Human Resources, Caroline Semples,
they made the case that it was time to explore the possibility of starting a daycare center
at the company. They argued a high-quality daycare center would save time and money,
reduce distractions that keep staff from focusing on their jobs, and decrease absenteeism.
In addition, they pointed out a center would make the company more attractive in
comparison to its competitors. They noted in just the past three months, two highly
valued senior systems designers had left AIS because they had been unable to arrange for
suitable childcare.

After listening to what they had to say, and agreeing that this was a possible answer to
some of her problems with retention, recruitment, and providing the benefits that
employees really wanted, Semples said she supported the recommendation and would
bring the issue to Hank Heaglow.

Heaglow’s Response

Caroline Semples was wary of how Heaglow would respond to the idea of a childcare
center at AIS. As she expected, he was unenthusiastic. He told her, “It’s not the start-up
costs I’m concerned about, and we have the space here. But,” he continued, “this is not a
one-time thing. The operating costs are likely to be high, and once we start something
like this, it will be difficult to cut back or shut down. What would we do if we go
through another economic downturn like the one we just had, and we need to reduce

expenditures?”

In addition, Heaglow estimated the problem of childcare affected only about 25% of the
AIS workforce. (He admitted, though, this was just a guess—no one knew for sure how

The AIS Daycare Center Case was developed by the instructional staff for Undergraduate

—Communicationfor-Managers(15279September2009———



many employees would take advantage of a daycare center.) “How are employees who
don’t have children or who have older children going to feel if they see the company
spending money on an expensive program that only benefits a quarter of the employees?”
Heaglow asked.

After voicing additional concerns, Heaglow asked Semples what she would recommend.
She acknowledged they needed more information about how other companies had set up
such centers, their experiences running them, and, especially, the costs associated with
keeping them in operation. So Heaglow asked Semples to do more research, including
surveying employees to determine the range of opinions and needs within the company.
He wanted a recommendation, backed by data and analysis, within a month.

You Get Involved

Semples was glad Heaglow hadn’t dismissed the idea outright, but she didn’t know how
she could gather all the information needed to support a recommendation within four
weeks. The only way to make the deadline was to get one of her assistants—you—to do
much of the research.

Semples calls you into her office and begins by saying, “I have a great assignment for
you. Mr. Heaglow wants us to study whether we should set up a company daycare
center. We’ll need to look into the pros and cons of such a center and figure out how
much it will cost.” She then gives you some preliminary data that the Quality of Life
Committee compiled. (Please see Appendices A and B, which are included with the
assignment.)

“I’m sure,” she continues, “some people will be strongly in favor of it because of their
own childcare needs, but we’re not sure how many people that is.” “On the other hand,”
she goes on, “Heaglow is concerned that people without pre-school children might resent
the company spending money on a benefit they don’t need. If we decide to go ahead with
this, we want people to think it’s a good idea for the company as a whole.

“I need you to do two things,” she says. “First, could you send an e-mail to Heaglow
telling him you’re working with me on this issue. Use the information I am giving you to
show Heaglow that providing daycare has worked for others and could work here, should
we choose it. We are not ready yet to make our actual recommendation, but it is
important, that we prepare the ground for such a recommendation. We want him to know
this is a big assignment, it will take a lot of work, but that we can handle it.

“Second,” she says, “we’ll need to let everyone know we’re working on this issue by
sending out a company-wide e-mail. Heaglow wants to get some sense of how people
feel about this idea. He wants to know exactly how many people have young children,
and if they would use a childcare center located here. He will also want to know that the
employees as a whole will benefit from this day care plan. Please draft a memo that will
go out under my signature. Helping me move this in the right direction will be good for
your career.



“Oh,” she says, waving you out of her office, “Heaglow wants a recommendation from
me within a month.”

Your Task

Write two e-mails. The first will go to all AIS employees under Caroline Semples’s
name; the second is to Hank Heaglow.

The all-company e-mail should announce that the issue of a childcare center at AIS is
being studied. It should not make any promises about setting up such a center, but should
stress potential benefits. The e-mail should announce that a survey will soon be sent to
everyone in the company, and it should describe the purpose of that survey and what it
will include.

The e-mail to Hank Heaglow needs to reassure him this issue is being attended to. It
should give him confidence that he will have a recommendation—supported by data and
analysis—within the timeframe he identified. It should also let him know that a
company-wide e-mail is being prepared in order to let people know this issue is being
studied and to gather data from employees about their need for and opinion of an on-site
center.

Use any data in the accompanying appendices that you feel are necessary to create
audience-specific e-mails that accomplish their purpose.

CRITERIA Strategy: Have you organized the memo according to the
FOR GRADING  readers’ interests and needs? (Remember there is a
distinct audience for each memo.)

Structure: Have you used an appropriate structure (relatively
direct/relatively indirect)?

Content: Does the introduction provide an overview of the

rest of the memo? In each memo, have you only included
information appropriate for the specific audience to whom you are
writing? Does the conclusion provide closure to the memo?

Style: Are paragraphs coherent and sentences concise?

Mechanics: Is the memo free from spelling, punctuation, and
grammatical mistakes?



Format and design: Have you used the correct format? Have
you used formatting devices to make the memos easier for the
audience to read?

POINTS 10
Appendix A

Data on U.S. Families and Their Need for Daycare

e There are an estimated 5.5 million stay-at-home parents in the U.S.; this translates
into about 5% of all U.S. households that have a stay-at-home parent.

e Approximately 55% of U.S. married couples have both spouses working in the
labor force.

e  64% of women with children less than 6-years-old work.
e 10% of companies with 100 or more employees have on-site childcare.
e 42% of companies help employees find childcare in a variety of ways.
e A 20-month study of 90 employees at a large technology firm found:
o The average monthly absentee rate for daycare users of the company-
sponsored center was 4.4% compared with 6.02% for non-users.
o The average monthly turnover rate among center users was 1.7%

compared to 6.3% for non-users.

e Three national surveys of employers with childcare centers revealed the programs
had positive effects on a variety of productivity measures.

e A survey of more than 8,000 employees from 22 companies in Portland, Oregon
found that women with children under 12 missed about 12 days of work per year.
Employed fathers who had a wife or other adult at home to care for their children
missed 8 days of work per year—a number similar to men with no children.

e In a national study of company-sponsored childcare, 85% of 415 businesses
surveyed reported their centers had a positive effect on recruitment.

e Another national study of 691 employees with children in employer-sponsored
program found:

o 38% said childcare was a factor in continuing to work at their company.



o 63% said they had a more positive attitude toward their company because
of its support for childcare.

o 51% said they recommended their employer to others because of its
childcare support.

Appendix B

Rough Estimate of Costs of Running a Daycare Center at AIS

Estimates based on 160 children per year

Salaries
Director $ 80,000
Assistant Director $ 60,000
Teachers (6) $390,000
Teacher’s assistants (12) $540,000
Nurse $ 65,000
Nurse’s aide $ 45,000
Administrative support $ 45,000
Subtotal salaries $1,225,000
Benefits (@ 21% of salaries) $257.250
Food (breakfast, lunch, afternoon snack) $350,000
Supplies $100,000
Insurance $100,000
Space, maintenance of $ 50,000
Miscellaneous $ 50,000

TOTAL $2,132,250
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Michael Plasmeier 3/7/2011

P-Set 2 ) o

To: President Susan Hockfield and Richard Berlin, Director of Campus Dining
From: MacGregor Dining Committee
Subject: “No” Recommendation on MacGregor Dining Room

morning,

The MacGregor dining committee has carefully evaluated the MacGregor dinner buffet experiment this .
year and has found that a MacGregor dining hall would not be financially sustainable. M R

( /(mb\é/*/
Very few students used the buffet service. Please see Table 1 for the sales in an average week. Sales at \tva\

MacGregor were the lowest of all of the dorm dining halls. (Table 2)c" V\va

The picture is complicated however, because the food was prepared off site. Thus, the quality was not V&’Wﬁr i
D up to the standards of the other dorms’ dining halls. Despite this, we do not feel that the projected
b attendance would support a dining hall on site. Other dorms dining halls still lose money with almost \,‘ ,}
twice the participation. President Hockfield shared with us that she does not wish to expand the subsidy \‘r\a
of the house dining program. By that measure, we cannot recommend the program. An on-site kitchen
W cfy would see higher satisfaction surveys and sales, but it would not be enough to offset the costs of an

Q}J\(‘Gﬂ onsite kitchen.

Nj{you have any questions, please do not hesitate to contact me.

\}5(0/ %’\ Michael Plasmeier
j(ﬂ((‘-;}y Qu Mathregor Dining Committee Chair
. .

2
Monday 17
Tuesday 19
Wednesday 23
Thursday 17
Friday 12
Saturday .5

Table 1: Number of Students Eating at MacGregor Dining During the Week

Dining"l-'laif” N Avg#of Customers per
- oo Week

McCormick 115

Baker 255

MacGregor 100

Next 255

Simmons 180

Table 2: Number of Customers at Each MIT Dining Hall per Week
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