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Dear Student 

Welcome to this training programme.  You are going to learn all about business 

communication  – the different written and oral communication techniques that can be used, 

how to lead discussions, meeting management and how to chair a meeting. You will learn 

how to compile and write different workplace reports using different techniques and lastly, 

how to deliver effective presentations and use the different presentation skills and techniques 

to enhance your presentations. 

This section briefly outlines the structure of the qualification and details what you can expect 

as you embark on this journey of learning and assessment. 

This qualification is a nationally registered certificate.  Its registered name is NATIONAL 

CERTIFICATE: GENERIC MANAGEMENT and it has the unique qualification identity number 

59201.   

More information can be found by going to the website of the South African Qualifications 

Authority (SAQA) on www.saqa.org.za.   Much of the information that follows is extracted from 

this SAQA document for your convenience and information. 

 

  

http://www.saqa.org.za/
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Purpose of the qualification 

The South African Qualifications Authority Act, 38 of 1995, states that the objectives of the 

National Qualifications Framework are "... to create an integrated national framework for 

learning achievements; ... facilitate access to, and mobility and progression within education, 

training and career paths; ... enhance the quality of education and training; ... accelerate the 

redress of past unfair discrimination in education, training and employment opportunities; and 

thereby ... contribute to the full personal development of each learner and the social and 

economic development of the nation at large."  These statements are informed by the priority 

of equity.  The qualification is intended to reflect the entirety of skills possessed by any 

particular learner, regardless of that learner's prior educational background.  Moreover, it is in 

the interest of equity that this qualification is capable of reflecting the unique sets of skills of 

individual learners and their needs, and that their potential and talents are accommodated by 

this qualification in the interest of equity. 

“In accordance with the terms of Regulation 6140 of 1998 and the needs and requirements of 

the specific banking industry, the purpose of this qualification is to represent a planned 

combination of learning outcomes in the field of business, commerce, and management 

studies, and specifically the sub-field of banking which has the purpose to provide qualifying 

learners with competence and the basis for further learning.”  

“In addressing the necessary core, fundamental and elective unit standards it plans to add 

value to the qualifying learner in terms of enrichment of the person through the provision of 

status, recognition, credentials and licensing.” 

“It further promotes the enhancement and marketability and employability of learners and plans 

to open up the access routes to additional education and training through this process.”   

It further has the purpose of “providing benefits to society and the economy by enhancing 

citizenship, increasing social and economic productivity providing specifically 

skilled/professional people and transforming the redressing of legacies of inequity” (SAQA, 

2015). 

In each chapter you will see regular sections: 
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• Test yourself pre-knowledge: this section allows you to reflect on what you might 

already know about the topics about to be discussed.  Take some time to complete the 

questions – you may be surprised to find you know more than you think. 

• Activities: these are activities to do in class, either on your own or as part of a group.  

They are designed to build your knowledge and skills and they will provide you with a 

good summary of the key points from each chapter.  These may also be used to show 

the assessor that you are competent. 

• Glossary of terms: throughout the text you will find words that could be unfamiliar to 

you.  Definitions of these appear in the glossary of terms and in some cases the 

definitions will direct you to more extensive online explanations. 

 

Structure of the training material 

This qualification has been divided up into six fundamental and core subjects which are 

mandatory plus two electives. You have to choose one of the two electives.  Within each 

subject there are a number of chapters which broadly match the unit standards clustered in 

the qualification.  Information pertaining to the unit standards is provided in the block at the 

beginning of each chapter. 

Each chapter provides you with individual activities to test your knowledge and skills under 

the guidance of your facilitator. These activities are designed to provide opportunities for 

discussion and reflection. 

In your formative activity book you will find formative assessments.  These are very important 

– they check that you have understood the material presented in each chapter. If you do not 

understand the learning material covered then please discuss this with your facilitator. Show 

your facilitator the formative assessment answers that you have provided so that your facilitator 

can evaluate what it is you are unsure of.  Where possible, your facilitator will assist you on 

your own so that you can fill in the gaps in your knowledge and or skill.   

These formative assessments will be part or your final assessment so it is important to 

complete them neatly in your formative activity book which will be handed in as part of your 

portfolio of evidence. 
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You are encouraged to use the glossary of terms to build on your vocabulary. After the 

glossary of terms, there are a few additional lines for other unfamiliar words defined in the 

chapter and additional reading.  The banking industry is highly regulated – you must be able 

to select and use terminology with ease and confidence. 

Critical Cross-field Outcomes (CCFOs) 

At the end of each unit standard is a section entitled Critical Cross Field Outcomes or CCFOs. 

(Note, they are not CCFO’s – there is no apostrophe.  This is because CCFOs is plural, as in 

many CCFOs.  If we wrote CCFO’s we would be saying that the CCFOs possessed something 

as in “The CCFO’s cat”, or whatever the CCFOs possessed!  Take care to use apostrophes 

correctly in order to appear more professional.)   

CCFOs are basically life skills. They are qualities that should be developed throughout the 

qualification by each learner. The South African Qualifications Authority (SAQA) defines 

CCFOs as “those generic outcomes that inform all teaching and learning” (SAQA, 2016).   

These are the critical outcomes adopted by SAQA (2015) in this qualification:  

• Identify and solve problems in which responses demonstrate that responsible decisions 

using critical and creative thinking have been made.   

• Work effectively with others as a member of a team. 

• Organise and manage him/herself and his/her activities responsibly and effectively.   

• Collect, analyse, organise and critically evaluate performance.   

• Communicate effectively using mathematical and language skills. 

• Demonstrate an understanding of the world as a set of related systems by recognising 

that problem-solving contexts do not exist in isolation. 

• Benefit by full personal development, thus contributing to the social and economic 

development of South African society at large.   
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SAQA also identified five developmental outcomes which we have included here. 

In order to contribute to the full personal development of each learner and the social and 

economic development of the society at large, it must be the intention underlying any 

programme of learning to make an individual aware of the importance of:   

1. Reflecting on and exploring a variety of strategies to learn more effectively;   

2. Participating as responsible citizens in the life of local, national, and global 

communities;   

3. Being culturally and aesthetically sensitive across a range of social contexts;   

4. Exploring education and career opportunities; and   

5. Developing entrepreneurial opportunities. 

   

These CCFOs are generic, but the way they are applied in each qualification is highly context- 

and discipline-dependent.  To develop these CCFOs we have integrated them into each skills 

programme to show how they may be applied in the workplace (NQF, n.d.). 

Summative Assessment 

This qualification will be assessed using an assessment methodology known as a Portfolio of 

Evidence (PoE).  This PoE is simply a file that contains all of the evidence of learning that you 

have produced.   

Examples of evidence include: 

• Answers to the formative assessments; 

• Answers to the knowledge questions in your portfolio; 

• Answers to the assignment questions in your portfolio; 

• Copies of proposals you have prepared for clients; 

• A video of you meeting with a client or carrying out a presentation; 

• A letter or email you have written, etc. 
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Your facilitator will instruct you on how to complete your PoE in a separate preparatory session.  

At this session you will be shown how to compile your portfolio and you will be given the rules 

governing assessment for SAQA registered qualifications. 

 

Introducing Bianca 

  

 

During this training you will get to know Bianca.  

She works in a bank near Sandton, Johannesburg and has been a 

customer consultant for two years. Bianca is ambitious and would like 

to be a private banker – she is taking every opportunity to learn new 

knowledge and skills, but sometimes things go wrong.  Bianca will 

share her experiences with you so that you can learn from her 

mistakes and her successes.   

Whenever you see Bianca you will know that she is sharing her views 

with you. 
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Other icons 

These are the other icons that you will see in this training material. 

Learning outcomes 

 

 

When you have completed this 

chapter, and all of the activities 

you will be able to: 

Test yourself 

questions 

 

Activity 

 

Take note 

 

Reflection 

 

Video 
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Suggested additional 

readings from 

websites 

 

Additional reading 
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Unit standard NQF level Credits 

 

12433 

 

Use communication techniques effectively 5 8 

 

 

 

 

 

Learning Outcomes 

Chapters 1-3 covers the unit standard: 

12433 – Use communication techniques effectively. 

When you have completed these chapters, and all of the 

assessments you will be able to: 

• Discuss and explain a range of written and oral 

communication techniques used in the workplace. 

• Lead discussions and chair meetings. 

• Generate a variety of workplace reports using various 

data gathering techniques. 

• Deliver presentations.  

 

  

Business Communication:  
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Learning Outcomes 

Chapter 1: 

When you have completed this chapter you will be able to: 

• Discuss and explain a range of written and oral 

communication techniques used in the workplace. 

• Identify the barriers to communication 

• Generate a variety of workplace documents using 

various data gathering techniques. 

 

 

 

 

 

Test your knowledge 

1. List two examples of oral communication. 

 

 

 

 

2. List two examples of written communication.  

 

 

 

Chapter 1:  COMMUNICATION  
 

http://www.presentermedia.com/index.php?target=closeup&id=7934&categoryid=120&maincat=animsp
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3. List three barriers to effective communication.  
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Mind map of the subject 

To assist you in navigating your way through this subject (and for learning and revision 

purposes) we have included a mind map. We encourage you to build on this diagram as you 

work through the subject. 

  

 

1. Communication:

Introduction to communication

Barriers to communication

Oral communication

Written communication

Reading skills

BUSINESS 

COMMUNICATION
2. Meeting management:

Leading discussions

Planning and preperation

Identify purpose / delegates

Create agenda

Roles and responsibilities

Chairing a meeting

3. Presentation skills:

Editing conversations

Body language

Planning for the presentation

Preparing for the presentation

Problem solving

Decision making

STARR

Audience profiles
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Mind map of the chapter 

CHAPTER 1 

 

COMMUNICATION 

2. Oral Communication 

Definition 

Principles of oral communication 

Non-mechanical channels 

Mechanical channels 

1. Introduction  to communication 

Communication process 

Sender 

Receiver 

Choosing the communication channel 

Barriers   physical 

- psychological 

3.Written Communication 

Spelling / grammar / language / accuracy / 

sentences / punctuation 

Reading skills 

Writing: 

• Agendas 

• Emails 

• Business letters 

• Proposals 

• Reports 

Structure 

and format 
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1. Introduction to communication 

Communication is a process that 

involves at least two parties – one of 

whom is the sender of the message 

and the other is the receiver of the 

message. 

Sometimes a message contains a 

filter which either helps you to 

understand the message or make 

the message more difficult to understand.  Example of a filter could be noise in the background 

so that the receiver cannot hear you clearly, a broken cell phone signal or the use of language 

that the receiver does not understand. 

The communication process: 

 

Let’s look at the various parts of this diagram: 

•Must:

• Chose the 
communication 
channel

•Limit the effect 
of filters

•Give feedback

Sender

•Has filters

Communicatio
n channel •Must :

•attend to the 
communication 
channel

•Give feedback

Receiver
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• The sender is the person who starts the message – it could be a single individual (one 

person) or a group of people (like a company). The sender will have a reason for sending 

the message (he knows what he wants to achieve).  Once the purpose has been 

identified the sender encodes the message.  To do this, he must think about whom the 

receiver is and he will decide on the best way to send the message so that it has the 

best chance of being received correctly.    

 

When a sender starts to encode his message, he must take into account the purpose 

of the communication, the situation the receiver is in and the communication channel 

he intends to use.  Failure to do this almost always means failure to communicate 

effectively and efficiently. 

 

• The communication channel is the method used to transfer the message.   The 

message can be transmitted visually, in writing or verbally: 

• Visual communication is instances where the eyes are used to receive the 

message such as reading, charts and graphs, movies and pictures. 

• Written communication includes letters, e-mails, sms’, posters, magazines or 

any other situation where writing takes place. 

• Verbal communication includes one-on-one discussions, telephone calls, 

meetings, presentations or any other situation where talking takes place. 

Using the right channel in the right situation will make sure that your message is received 

correctly. 

 

• The receiver is the person for whom the message is intended.  Once he receives the 

message he must decode it (interpret its meaning).  How successful this will be, 

depends on how familiar the receiver is with the subject, how well the receiver knows the 

sender, and the appropriateness of the communication channel. 
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The communication process is completed when the receiver provides feedback to the sender 

to show that the message has been received and understood correctly.  

1.2 Barriers to communication 

The sender and receiver can both experience 

problems with encoding and decoding 

messages and this can lead to the breakdown 

in communication.  Either the message is 

encoded badly, or the message was received 

incorrectly – or maybe both or there was 

‘noise’ in the communication channel. 

 

 

 

 

Barriers to communication are classified either as physical or psychological: 

Physical barriers include things like noise (which is so loud that you can’t hear the person 

clearly), disturbances and physical surroundings that can distract from the successful sending 

or receiving of a message (like trying to make a call from a noisy area where people are 

shouting so you can’t hear what is being said). 

 

Noise would be the primary physical barrier because loud noise can either prevent the receiver 

from hearing the message or can result in the receiver hearing the wrong message.  Noise can 

also distract the sender from delivering a coherent (understandable) message because he is 

more focused on the noise than his own thought process.   

Other examples of physical barriers include: 

• Temperature – too hot or too cold means that you can’t concentrate clearly; 
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• Poor lighting – especially if you are trying to take notes or see pictures; 

• Uncomfortable seats – can affect concentration; 

• Badly planned room – could result in some people not being able to see a presenter or 

a picture; 

• Poor sound quality. 

 

Written messages can also be affected with barriers, for example a printed document could be 

distorted or an e-mail could be delayed. 

 

Psychological barriers include things like: 

 

• Personal characteristics of the sender and receiver (for example, age and the generation 

gap; gender; race; social class – because different people communicate differently); 

• Background (for example, culture – customs, values and behaviour that can make us 

prejudiced (biased), home language, beliefs and religion); 

• Knowledge (our knowledge of what certain terms mean and our interest in the message 

being sent). 
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Being aware of the potential barriers before the message is sent will help you to encode your 

message to overcome the barriers as far as possible.  This should lead to the message being 

received and successfully interpreted. 

1.3 Choosing the right communication channel 

If you know what results you want from the communication interaction (the reason for 

communicating) it will help you to choose the correct communication channel.   

For example, you may want your audience to: 

• Analyse and respond (so you should give them something in writing that they can 

analyse); 

• Be informed (again, writing may be preferable so that they can have a permanent 

record); 

• Give an opinion (in which case you may communicate orally); 

• Evaluate alternatives (a combination of written and oral communication may be 

appropriate to achieve this response). 

Once you know: 

• What you want to say; 

• Why you want to say it; 

• Who you want to say it to;  

• When you must say it; 

Then, you will know HOW to say it.  Bascially, your choices are: 
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Reading Writing Oral communication 

 

  

1.4 Oral Communication 

When messages or information are exchanged or communicated orally, it is called oral 

communication. It is a word based communication system in oral form. Most of the time, we 

use oral communication. Executives spend 60 to 90 percent of their time talking to people. 

Face to face conversations, group discussions, counseling, interviews, radio, television, 

telephone calls etc. are used to express meaning in oral communication.  

 

Some definitions of oral communication are as follows: 

 

According to Ricky W. Griffin, “Oral communication takes place in face-to-face 

conversations, group discussions, telephone calls and other circumstances in which spoken 

word is used to express meaning.” 

According to Bovee and others, “Oral communication expresses ideas through the spoken 

word.” 

According to S. K. Kapur, “Oral communication takes place when spoken words are used to 

transfer information and understanding form on person to another.” 

So, oral communication is the process in which messages or information is exchanged or 

communicated by the sender and receiver through the word of mouth. 
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1.4.1 The principles of Oral Communication 

The principles of oral communication are the following: 

1. Clear pronunciation: The sender needs to pronounce the words clearly during the 

communication process. If the message is not clear, the objective of the message will not 

be achieved. 

 

2. Prepare the message: The sender should prepare and think carefully about the 

message they wish to convey and what they wish to achieve by sending the message. 

This must be done so the message can be effectively received as it is intended by the 

sender. 

 

3. Type of speech used: The type of speech the sender uses plays a very important role 

in the oral communication process. 

 

4. Use the right words: The meaning of the words must be specific and unambiguous. 

 

5. Normal voice: The speaker must use their normal voice and avoid a pitch that is to high 

or to low as this will distract the receiver of the message. 

 

6. Planning: An organised plan is a must for effective oral communication. The speaker 

should plan properly when delivering a speech or doing a presentation. 

 

7. Keep it simple: The sender should use simple and understandable words and language 

in oral communication. It should be easy and clearly understood. 

 

8. Excessive use of emotion: Excessive emotion during oral communication can divert 

the speaker and receiver from the main subject. The speaker should be careful about 

using to much emotion and use it sparingly and appropriately. 
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9. Keep it interesting: Many people loose concentration after listening for a few minutes. 

The message must be interesting and captivating. 

 

10. Skill: The sender requires effective communication skills during the communication 

process. 

 

11. Vocabulary: Words have different meanings to different people in different situations 

and cultures. In oral communication, a speaker should use the most familiar words to the 

receiver of the message to avoid any confusion in the meaning of the words. 

 

The channels / methods of oral communication can be broadly classified into two categories: 

Non-mechanical channels/methods: 

▪ Conversation: conversation means the informal discussion between people. When one 

person discusses their views or opinions to another person then it is called face-to-face 

conversation. In this method of communication both the  sender and receiver can 

exchange their views freely and fairly. 

 

▪ Interview: Is a meeting between two or more persons for the purpose of getting to know 

each other. When we think of an interview, we think of a situation in which an employer 

tries to size up an applicant for a job. The aim is to find out if the applicant is suitable for 

the advertised position. The applicant’s aim is to find out whether the job being offered is 

suitable for them. First, the speaker asks questions and the person being interviewed 

answers the question. There are three major techniques of interview. They are as follows: 

▪ Direct questioning 

▪ Non-directive interview and 

▪ Guided interview 
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▪ Speeches:  A speech is what a speaker says in front of an audience. Generally, political 

leaders, motivational speakers, managers, supervisors and leaders use this form of 

communication. This method of oral communication is used in meetings, inaugurations, 

public speaking forums and seminars etc. It requires considerable skills from the speaker, 

otherwise it is not effective. 

 

▪ Group discussion: Group discussion is a popular method of oral communication. For 

example, Management can arrange a group discussion to make a decision on matters or 

brainstorm a topic for instance. Group discussions are very helpful for generating ideas 

and when used for training. 

 

▪ Formal training courses: Effective communication is used during formal training 

courses. It is a widely used technique of oral communication. Both the trainer and the 

trainee can exchange their views directly. 

 

▪ Meetings: A meeting means a formal group discussion about a specific predetermined 

topic or subject. Meeting members get together and discuss a problem or issue. There 

are several types of meetings such as – 

▪ Minutes meeting 

▪ Social meeting 

▪ General meeting (AGM) 

▪ Committee meetings 

▪ Public meetings 

 

▪ Counselling: Counselling is an effective medium of oral communication.  

 

▪ Committee: A committee is an organisation. The committee meeting is a popular 

technique of oral communication. A special decision is taken through face-to-face 

discussion during a committee meeting. 

 

https://thebusinesscommunication.com/what-is-oral-communication/
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▪ Conference: A conference is a kind of meeting at which participants exchange views and 

talk together. There are various reasons conferences are held, for instance, when an 

organisation holds a sales conference to discuss issues, best practice or to solve 

problems being faced by the sales department. Conferences are used to get 

recommendations from delegates. 

 

▪ Lectures: Lectures are used to create an understanding of a topic or to influence 

behaviour and attitudes of the learners through spoken words. The lecturer is telling 

someone about something. The method is an effective way to introduce new information 

or concepts to a group of learners. A lecture is given to enhance the knowledge of the 

learner or to give them the theoretical aspect of a topic. 

 

▪ Informal communication: Informal communication is another technique used to 

exchange information orally. It can occur in an informal meeting area like a canteen or 

coffee shop etc. In those situations both people can exchange their views informally. 

 

▪ Others: For example, an invitation to a social gathering, a brainstorming session and 

advisory board. 

 

Mechanical Channels/methods 

 

Telephone: A telephone is an instrument that converts voice and other sound  into a form that 

can be transmitted. It converts these sound waves into sound signals. Information and views 

are exchanged and immediate feedback is received  when using this method.  

▪ Mobile or cell phone: A mobile phone (also known as a cellular phone, cell phone and a 

hand phone) is a portable telephone that connects to the telephone network over radio 

wave transmissions. It connects to a wireless communications network through radio 

wave or satellite transmissions. 
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▪ Radio: Radio is the indirect media of oral communication. It is a one-way communication 

system. The receiver can only hear the message from the sender. The receiver cannot 

reply or give any feedback. 

▪ Television: Television is also an indirect media channel of oral communication. It is based 

on one-way communication. The receiver can only hear the message from the sender but 

they cannot reply or give feedback. 

▪ Video or telephone conferencing: Video conferencing is a kind of tele-conferencing 

communication tool where people staying in different locations can participate in a face-

to-face group meeting or group discussion through the use of electronic video camera or 

telephone technology. For example, ‘Skype for business and Zoom. 

 

1.5 Written communication 

 Activity: Self-evaluation  

The purpose of the Self-evaluation is to get you thinking about the 

Business Writing strategies that you are already using and where they 

need to improve.  

 

Think of the written output that you are required to do at work and write 

down 3 examples.  

 

Once you have listed the responses, state one thing you found easy 

and one thing you found difficult in the process of writing these 

documents. You can use a table similar to the one below to organize 

their responses. 

Examples of written output 

I’m required to do at work 

What I find easy about 

writing this document 

What I find difficult about 

writing this document 
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1.5.1 Spelling 

The use of correctly spelled words is important in all business 

writing because you are presenting a professional document. A 

misspelled word can reflect negatively on your image. It may also 

result in confusion in meaning. 

 

Here are some tips to improve spelling issues when writing: 

1. Familiarize yourself with commonly misused words, particularly sets of words often 

mistaken for each other. 

Example: Affect vs. Effect 

Affect is to influence or change. (Our income has been affected by the global 

recession.) 
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Effect is the impression, result. It can also mean ‘to cause’. (The global recession 

has a dramatic effect on our income.) 

This problem also happens with pronouns or pronoun-linking verb contractions which 

sound alike. Examples: who’s vs. whose, their vs. they’re and your vs. you’re. 

2. Make sure you pronounce words properly. Colloquial pronunciations can cause people 

to omit certain letters in writing. Example: writing ‘difference’ instead of ‘difference’ 

because one pronounces this word with a silent first e. 

3. Note some friendly rules on spelling. Here are some examples: 

i before e, except after c (e.g. receive, belief)  

Q always has a U 

When we add "all" to the beginning of words we drop the l 

all + so = also 

all + most = almost 

Words ending in -ful 

The suffix –FUL is always spelt with one L, for example: 

grate + ful = grateful 

faith + ful = faithful 

hope + ful = hopeful    (Rudling, 2017) 

4. If you’re writing for an international audience, note that there are acceptable spelling 

variations in the different kinds of English. For example, American and British English 

tend to have many differences in the spelling of the same words. Notable are the use 

of -ou instead of –o, as in colour vs. color; -re instead of –er, as in centre vs. center; -

ise instead of –ize, as in realise vs. realize.  

5. Lastly, use spelling resources! These days, spell checking is as easy as running a spell 

check command on your word processing software. If you’re still uncertain after an 

electronic spell check, consult a dictionary. 
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1.5.2 Grammar 

Grammar details rules of language syntax. Like spelling issues, grammar violations in a 

business document can reflect negatively on a professional or a company. Care should be given 

that all business documents are grammatically correct.  

Here are two grammar issues most business writers have trouble with.  

NOTE: All grammatical rules discussed here have exceptions and complex forms.  

1. Subject-verb agreement: Singular subjects go with singular verbs, and plural subjects go 

with plural verbs.  

In the present tense, nouns and verbs form plurals in opposite ways. The nouns ADD 

an ‘s’ to the singular form and the verbs REMOVE the ‘s’ from the singular form.  

 

 

 

 

 

 

 

 

 

(Benner, 2000) 
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These agreement rules do not apply to verbs used in the simple past tense without any 

helping verbs. Example: “The boy talked to her” (singular) and “The boys talked to her” 

(plural). 

The subject-verb agreement rules apply to all personal pronouns except I and you, which, 

although SINGULAR, require PLURAL forms of verbs. 

 

 

 

 

 

 

 

 

 

(Benner, 2000) 

2. Verb tenses: Modern English has six tenses, each of which has a corresponding 

continuous tense. The first three: present, past and future are less problematic.  

 

The other three tenses, perfect, past perfect, and future perfect, are formed with the 

helping verbs have, has, and had.  

 

Perfect tense is used to express an event that happened in the past, but still has an effect 

on the present. Example: Mr. Michael Johnson has managed this company for the past 5 

years. 
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Past perfect tense is used to express an event that took place before another action, also 

in the past. Example: Mr. Myers had been sitting on a meeting when the client called.  

 

Future perfect tense is used to express an event that will have taken place at some time 

in the future. Example: I will have finished by 10pm. 

In business writing, there are standard tenses used depending on the type of document 

you are writing. Business cases (to be discussed in a later module) may be written in past 

or future tense depending on whether the purpose is to discuss how a project was 

executed, or propose how it would be executed. 

Verb tenses can also vary within the same business document. The Organization Overview 

section of a proposal may be written in perfect tense, while the Financial Projection Section 

written in present tense.  

1.5.3 Creating a Cheat Sheet 

The number of spelling and grammar rules can feel daunting, but you don’t have to memorize 

everything. What you can do is create a cheat sheet. 

 

A cheat sheet is a ready reference of rules you need to remember, written in a brief, simple 

and easy to understand fashion. Tables and bullet points can make a cheat sheet more 

effective. Some cheat sheets are poems, alliterations, and songs. 

Here is a sample accomplished cheat sheet: 

Issue Rule Example 

Its vs. 

It’s 

‘Its’ is the possessive, third person, singular 

adjective, typically referring to something other 

than a person. 

The machine spread its claws. 
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‘It’s’, short for ‘It is’, refers to something that ‘it’ 

possesses.  

It’s the fastest engine for this 

job. 

Are there any words that you commonly misspell?  

 Individual Activity: 

Make a personalised cheat sheet, targeted to spelling and grammar 

issues that you often have problems with. 

 

 

 

1.5.4 Checking for plain language 

Plan language is “the writing and setting out of essential information in 

a way that gives a co-operative, motivated person a good chance of 

understanding the document at first reading, and in the same sense that 

the writer meant it to be understood.” 

- Martin Cutts, The Plain Language Guide 

 

If you are following these seven principles of plain language writing you should be writing 

plainly enough to be understood (Plain English Campaign, 2017): 

  

1. Ignore the grammar myths: 

• You may start a sentence with because, but, and, so or however.   

• You may use the same word twice in a sentence if there is no better way of doing it.  

• You may split an infinitive: “To be, or not to be, that is the question!” (the infinitive is not 

split).  “To be, or to not be, that is the question!” (the infinitive is split).   
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2. Use short, simple sentences: 

• The most effective sentences have between 15-20 words. 

• Vary the length of your sentences. 

• Don’t use long sentences to “fit into the formula” of 15-20 words. 

 

3. Use lists if needed: 

• Instead of writing: “You need to send us a copy of your identity document, your 

marriage certificate, your driver’s license, copies of your qualifications and a copy of 

your company registration form”, rather write this:   

 

We need copies of your: 

▪ Identity document 

▪ Marriage certificate 

▪ Driver’s license 

▪ Qualifications 

• Company registration form 

 

4. Don’t be afraid to use “we” and “you”: 

If you were sitting across the desk from someone who was speaking to you at a bank, you 

would probably not like to be referred to as “the client”, or “the debtor” all the time.  The 

same applies to when your recipient reads a communication from you.   

INSTEAD OF THIS USE THIS 

Advice is available from the Creche principal. You can get advice from Susan Mathibe.   

Clients must send to our offices…  You must send us… 

Clients will be informed of the result of their 

application. 

We will tell you about the result of your 

application. 
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5. Prefer active verbs: 

Action Verbs: Active Anna  

Here is a little story to help you learn about Action Verbs. Anna 

Action/Verb jumped from bed on Monday. She ran to the breakfast 

table, doing three cartwheels on the way. 

"Anna, you are too active!" said Mrs. Action/Verb. 

"So?" Anna replied as she leapt out the door. 

She raced her friend, Donna Direct-Object, all the way to school. 

But she couldn't sit still. Ms. Sentence, the teacher, tapped her ruler 

on her desk and said, "Anna, SIT STILL!" "Yes, ma'am," Anna said 

as she picked up her pencil. 

When the class lined up for Art, Patrick Pronoun whispered, "You'd better stop being so 

active. You'll get into trouble." But Anna was seeing how long she could hop on one foot 

and not trip over Donna. The Art teacher, Mrs. Preposition, was showing the class how 

to draw snowflakes when Anna tipped over in her chair. Then she did five somersaults 

right into a table. Anna got a bruise on her forehead and had to go to the nurse. 

Then Mr. Noun, the principal, wrote a note home to Anna's parents. And can you guess 

what Mr. and Mrs. Action/Verb decided? No gymnastics, Anna's favourite class, for a 

week! 

 

So Anna learned to do flips only in gymnastics, and to learn in school instead. 

 

You should have learned in this story that action verbs are used to show when somebody does 

something. Action verbs in this story are coloured bold italic 

It is not always possible to use active verbs, and sometimes an over-emphasis on this Plain 

Language principle may make your text appear unnatural and mechanistic.  However, try to 

use active verbs most of the time. 

 

6. Know which words to avoid: 
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These are common words that we tend to use instead of their Plain Language counterparts. 

INSTEAD OF THIS USE THIS 

Whilst while 

Terminate end 

Regarding about 

Purchase buy 

Prior to before 

Persons people 

Per Annum a year 

Particulars details 

In the event of if 

In respect of for 

In excess of more than 

Forward send 

Consequently so 

Commence start 

Advise tell 

COMMON- ERRORS 

With regards to our meeting 

yesterday…  

• Regarding our meeting… 

• About our meeting… 

At the beginning of a letter:   Dear Sir or Madam (no comma!) 
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Dear Sir/Madam,  

Plurals:  employee’s, memo’s,  

e-mail’s, etc. 

The apostrophe is never used to make a plural!  

It should be employees, memos, emails. 

 

7. Use positive language 

Don’t forget that you are writing with a clear purpose and audience in mind.  You have 

something to say, and you have someone you are saying this to.  Everybody who 

receives your communication is a customer, and you are a personal customer service 

centre.  This means that you take full ownership of the relationship you build with the 

customer and the perception that the customer has of your organisation.  One way in 

which you can enhance the experience of the recipient of your communication is by using 

positive language. 

 

INSTEAD OF THIS USE THIS 

If your child’s crèche fees are not 

made on time, you will forfeit a future 

vacancy at the crèche 

By making sure that your fees are paid on time 

you will ensure that your child will enjoy a 

continued place at the crèche. 

 

Remember that the customer acts on an impression of your company, and not necessarily on 

the way your company really is.  By using all the Plain Language principles, you are ensuring 

that your customers are “in tune” with your company.   
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Here is a checklist you can use to check your first draft for the 

effective use of plain language principles.   

CHECKPOINT   

1 Have I used simple, short sentences in my text?   

2 Have I used lists, where necessary, instead of 

writing long sentences? 

  

3 Did I make frequent use of active verbs instead of 

passive verbs? 

  

4 Did I use “we” and “you” where possible?   

5 Did I avoid avoidable words and phrases?   

6 Did I use positive language?   

7 Did I avoid language that contained bias and 

stereotyping? 

  

 

 

1.5.5 Checking the facts for accuracy and correctness 

 

Read through your text and make sure that all the 

facts are correct. For example: 

 

• Are the dates correct? 

• Is the order of events correct? 

• Are the names of people spelt correctly? 

• Have we checked the facts – not just relied on 

one person’s version of events? 

 



  

42          © 2022 financeium 

 

1 

Here are some tips for checking your text for consistency: 

• Most word-processing applications (computers) have tools to help you to check your 

spelling, sentence construction and so on.  Make sure that you know how to use these 

functions in the application that you are working in.  In particular, make sure that you 

know how to use the “help” function on your computer.  Remember to set your word 

processor to UK English or South African English. 

 

• Know the resources that you can use to help you to write more effectively. 

 

• If possible, let one or more people proofread your text for you.  If you work often with a 

text, you tend to lose your sensitivity for its accuracy and correctness.  A fresh pair of 

eyes can spot inaccuracies in incorrect information easier.  Ask yourself: 

 

• Do your page numbers follow logically? 

• Does your index (if any) and your text headings match? 

• Did you include any addenda as you said? 

• Is your document dated? 

• Did you acknowledge any resources you used (if needed)? 

• Are the fonts and sizes you used legible? 

 

• Is your information correct and accurate?  Double-check any information tables and/or 

descriptions of data. 

 

• Did you comply effectively with any organisational, industry and/or national standards 

and requirements? 

 

• Have the (necessary) people approve your text? 

 

There are, of course, many other quality control questions that you can ask to check your text 

for accuracy and correctness.   
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1.5.6 Constructing sentences 

Now that we have a basic understanding of how to use words more effectively in business 

writing, it’s time to look at sentences. This module will discuss the parts of a sentence, its 

proper punctuation, and the four kinds of sentences. 

Parts of a sentence 

A complete sentence has two parts: a subject and a predicate. 

The subject is what the sentence is about. It is usually a noun or pronoun. The predicate tells 

something about the subject. It is often indicated by an action verb or a linking verb. 

Example:  

“The committee recommends a full inquiry over this matter.” 

The subject is ‘The committee’ and the predicate is ‘recommends a full inquiry over this 

matter.’ 

 

Subjects and predicate can be simple and complex, so 

length does not determine what a subject and a predicate is. 

 

Complete sentences are advisable in business writing. Aside 

from subscribing to the more formal format typical in most 

business document, complete sentences are what make sense. 

 

Often a fragmented sentence is just missing a subject and so cannot stand alone. Here are 

some examples: 

• Shows no improvement in your efficiency.  

Revised: The evaluation shows no improvement in your efficiency. 
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• Discovered the cure for the disease.  

Revised: The researcher discovered the cure for the disease. 

 

• Gave many reasons but no logical ones.  

Revised: Our boss gave many reasons but no logical ones. 

(LoveToKnow Corp, 2017) 

Sometimes a fragmented sentence is missing a verb. Here are some examples: 

• Because it was raining.  

Revised: We cancelled the picnic because it was raining. 

 

• After I finish the project.  

Revised: I will get a bonus after I finish the project. 

 

• Since she never saw that movie.  

Revised: We should invite her, since she never saw that movie. 

 (LoveToKnow Corp, 2017) 

1.5.7 Punctuation 

Punctuations are standard marks in writing used to separate words, clauses, and sentences. 

The use of punctuations can affect a text’s readability, flow, and even meaning. 

Commonly used punctuations include: 
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• Period (.) – used to end a sentence, indicating a full stop. Periods are also used after 

initials and abbreviations. 

• Question Mark (?) – used after a question. 

• Exclamation Point (!) – used after statements expressed with strong emotion. 

• Comma (,) – used to separate items in a series. Also used before and, but, or, nor, for, 

so, and yet, when they join independent clauses (unless the clauses are short). It is 

also used to separate items that interrupt a series.  

• Colon (:) – used to mean “note what follows,” and is typically succeeded by an 

elaboration, summation, interpretation of what it precedes.  

• Apostrophe (‘) – used to show belonging or to indicate the omission of letters in a 

word. 

• Semicolon (;) - used to link independent clauses not joined by a coordinating 

conjunction. As a rule, use a semicolon to end complete sentences in cases where 

you’re not indicating a full stop. 

 

1.5.8 Types of sentences 

Four Kinds of Sentences: 

1. Declarative: The most commonly used sentence type in business writing, these are 

sentences that make a statement. They end with a period. 

 Example: We are writing to inform you that your account would be expiring in ten days. 

2. Interrogative: These are sentences that ask a question. They end in a question mark. 

Interrogative questions don’t necessarily follow the format of subject + predicate. 

Example: Would you be format renewing your account this year? 



  

46          © 2022 financeium 

 

1 

3. Imperative: These are sentences that give a command or make a request. They usually 

end with a period, though sometimes they can end with an exclamation point (although to 

do so is not recommended in business writing). 

Imperative sentences are advisable when you’re making a ‘to-do’ list, creating an agenda 

or are outlining an instructional manual. 

Example: Please inform Joseph that we would be expecting his payment on Monday. 

4. Exclamatory: These are sentences that express strong feeling. They usually end with an 

exclamation mark. 

Example: Congratulations for getting promoted to Vice-President! 

1.6 Reading skills 

 1.6.1 Reading Strategies 

When reading for fun or a business document there are a few 

strategies we can employ to make sure we get the most out of it. 

Before you start reading it is beneficial to think about what you want 

to achieve. Are you reading with a purpose or is it just for fun? This 

will give you an idea of how to approach it the reading. 

Know how deeply you need to stud the material because this will 

help you to decide which reading strategy to use. 

Read actively. This could involve taking notes or highlighting/underlining important information. 

This will also help you to remain focused while reading. 

When reading technical documents, think about using a glossary. Don’t be afraid to identify 

words that you do not understand or that you need to define in more detail.    

      (MindTools.com, 2011) 

Here are some strategies for reading through documents: 

Scanning: for a specific focus 
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This involves running your eyes down the page looking for specific facts or key words and 

phrases.  When you are scanning, you are: 

• VISUALISING what the word or number looks like; 

• Use numerical order; 

• Do NOT read every word/number; 

• Read FAST and when you find the information you want then you slow down and 

examine it closely. 

Skimming: for getting the gist of something 

This involves searching for the main ideas by reading the first and last paragraphs, noting 

general key words and how the document is structured, etc.  In order to skim: 

• Decide what you want to know before you begin, for example, what is this all about? 

Does this article deal with the subject I am researching? 

• Read FAST – looking for key words from your questions;  

• Do NOT read every word; 

• Look at the opening paragraph of each chapter or section; 

• Read the first sentence in each paragraph – this is usually a summary of what the 

paragraph is about. 

It's useful to skim: 

• To preview a passage before you read it in detail  

• To refresh your understanding of a passage after you've read it in detail 

• When you're trying to decide if a book in the library or bookshop is right for you. 

Detailed reading: for extracting information accurately 

This is where you read every word, and work to learn from the text. 
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When using this careful reading, you may find it helpful to skim first, to get a general idea, but 

then go back to read in detail. Use a dictionary to make sure you understand all the words 

used. 

Things to think about: 

 The time of day: 

Reading in the morning generally means that you have more 

energy and are more focused. 

Where you read: 

Your reading area should have enough light and be free of 

distractions. 

Review what you have read: 

Writing a summary of what you have read helps strengthen 

information recall. 

 

(MindTools.com, 2011) 

 

Different ‘things’ you might read 

 

We say a poem, novel, story, or other literary (written) work 

belongs to a particular genre (field) if it shares at least a few 

characteristics with other works in that genre.   A genre is simply 

a fancy name for a group of books which share style, form, or 

content. 

There are two main types of reading material – fiction and non-fiction.  Both types may be 

further divided into genres.   
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• Non-fiction genre - all of the information in a non-fiction book is based on the known 

true facts.  Nothing can be made up.  Non-fiction books include how-to books, science 

books, history books, biographies, autobiographies and much more.   Non-fiction books 

can be about any subject.  They usually have a table of contents, headings and sub-

headings and an index at the back.  These allow you to look facts up without needing 

to read the whole book. 

• Fiction genre - fictional stories may be based on actual events or people or may be 

based entirely on the author’s imagination.   Examples include mystery novels, fantasy, 

science fiction, etc.  These books may have chapter headings (or just numbers) but 

they rarely have a table of contents and index page.  This is because you read a story 

book from beginning to end and don’t need to look things up in it. 

• Poetry genre – this is verse written to create a response of thought and feeling from 

the reader.  It often uses rhythm and rhyme to help convey its meaning.  They may 

have headings – but these are for impact. 

 

How to use a non-fiction book 

Most of the books learners are required to read when studying are textbooks.  These are books 

that summarise information about the subject matter, so they are non-fiction.   

To get the best out of a textbook you should follow these steps: 

• Read the title page to find out what year the book was published and who the author was, 

the edition number and who holds the copyright (these notes don’t have a separate page 

for this); 

 

• Read the table of contents to get an overview of the organisation of the book and the 

major topics discussed in it – there is a table of contents in these notes; 

 

• If there is an appendix at the back of the book, skim it to see what extra information it 

gives (these notes do not have an appendix – not all books do); 
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• Check to see if there is a glossary at the end of the book or if there are short glossaries 

in each chapter (these notes have a glossary at the end of each section – this is a list of 

words that may be unfamiliar and their definitions); 

 

• Read the references - this is a list of the other books and resources that the author used 

to write the information in the book; 

 

• Read the index – this is a list of key words and a page number so that you can look up 

specific key words in the book (these notes don’t have an index); 

Then have a look at these other parts of the book: 

 

• The preface/foreword or introduction - this explains why the book was written; 

 

• The chapter names and sub-headings – these provide structure to the book.  These are 

used to divide the material up to make it easier to read and study.  They are often 

numbered and a list of the headings can be found in the table of contents; 

 

• Typographical aids - textbooks contain various typographical aids (arrangements or 

types of print) that make it easy to pick out what is important to learn and remember.  

 

“Typography is the art and technique of arranging type to make written 

language legible, readable, and appealing when displayed.”  (Wikipedia, 2017)  

Some typographical aids could include the following: 

 

o Italic type (slanted print) is often used to call attention to a particular word or phrase. 

Often new terms are printed in italics in the sentence in which they are defined (we 

do this is in this book); 

 

https://en.wikipedia.org/wiki/Typesetting
https://en.wikipedia.org/wiki/Written_language
https://en.wikipedia.org/wiki/Written_language
https://en.wikipedia.org/wiki/Legibility
https://en.wikipedia.org/wiki/Readability
https://en.wikipedia.org/wiki/Beauty
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o Numbering refers to the numbering or lettering of facts and ideas in a paragraph.  It 

is used to emphasise key ideas and to make them easy to find (we do this in this 

text). 

 

o Headings and subheadings divide the chapters into sections and label the major 

topic of each section. Basically, they tell in advance what each section will be about. 

When read in order, the headings and subheadings form a brief outline of the chapter 

(again, we use this in this textbook); 

 

• Use of graphics - graphics includes tables, charts, graphs, diagrams, photographs, and 

maps.  Here is a general step-by-step approach to reading and interpreting graphics: 

 

o Read the title or caption - this will identify the subject and may suggest what 

relationship is being described. 

 

o Discover how the graphic is organised.  Read the column headings or labels on the 

horizontal and vertical axes. 

 

o Identify the variables.  

 

o Analyse the purpose. Based on what you have seen, predict what the graphic is 

intended to show. Is its purpose to show change over time, describe a process, 

compare costs, or present statistics? 

 

o Study the data to identify trends or patterns.  Note changes, unusual statistics or 

unexplained variations. 

 

o Read the graphic along with corresponding text.  

 

Values, attitudes and assumptions in text 
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When we read, we obviously need to understand what we 

are reading.  But sometimes the message is in more than 

just the words.  There are different textual features (way 

the text is laid out or written) that also add to our 

understanding.   

 

 

 

Some of these are: 

• The use of words to cause a reaction – for example, if we read “9 people died” it does 

not cause as much emotion in us as the statement “9 people murdered by racist thugs on 

a killing spree”.  The second sentence is written deliberately to create an emotional 

response in us; 

 

• The use of headings – for example, if the text has lots of headings and short paragraphs 

it looks more impressive and organised than if it is all written in one long paragraph.  It is 

easier to study from if a book is laid out with lots of headings; 

 

• The use of short vs long sentences – short sentences are easier to read and this makes 

us feel more in control.  Some people give up reading if the sentences are too long and 

complicated; 

 

• The use of simple vs unknown words (slang, jargon or dialect – see definitions below) 

– this has the same impact on us as long vs short sentences.  If the text is full of difficult 

words we might also give up and not try to read it;  

 

(NOTE – slang refers to words used informally like the use of ‘cool’ by the younger 

generation to mean ‘that’s great’ as opposed to its real meaning of ‘nearly cold’; jargon 
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are words used by an industry that no one outside the industry understands and dialect is 

the use of words in a particular way in a particular geographical area, for example the Irish 

people would say someone is ‘bold’ if they are cheeky, but outside of Ireland ‘bold’ only 

means ‘brave’); 

 

• The use of sarcasm or irony – these are difficult concepts.  Basically, sarcasm means to 

say something in a mocking or cynical way.   For example, we might say “we love paying 

tax” – we don’t mean that we really love paying tax – in fact, we mean the opposite!  We 

actually hate paying tax.  This is sarcasm.  If a text uses a lot of sarcasm the reader may 

be confused by the message because, if they don’t know the author, they may not know 

for sure if he does or doesn’t enjoy paying tax.  Irony is more a fact of nature that is strange, 

given the circumstances.  For example, it is ironic (irony) that the poorest people are the 

most generous, whereas many wealthy people are not generous at all; 

 

• The use of embedded ideas – basically an embedded idea is something that we know 

because of where we live, what we have studied and where we have worked.  People who 

work with AIDS orphans have a lot of embedded knowledge about the impact of AIDS on 

the community. 

 

So, when you read a book or an article or a magazine, try and work out what the author is 

saying to you – through more than just the words.  This can be difficult, but with practice you 

can work it out. 

Let’s look at an example of a text and its hidden meaning.  In the margin are some clues to 

show you where the textual features have been used and what they may mean: 
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Some sarcasm – do you think the 

author really thinks he is part of the 

elite?  The chosen few (this is a biblical 

term - if you knew that because you are 

religious (one of your embedded 

ideas)  then this sentence will have 

even more meaning for you.  You will 

know that he is being sarcastic, 

because the chosen race were the 

Jews (according to the Bible).   

The use of the word ‘elite’ might also 

cause an emotional reaction in you – 

especially if you have had a bad 

experience with the ‘English’. 

 

Numbered list – for emphasis, 

easy to read. “Pied a terre’ is also 

jargon – meaning ‘townhouses’. 

 

Here are some jargon words 

and technical terms (diction, 

elocution) – does it make the 

article difficult? 

 

A bullet list – to make it easy to 

read – and it emphasises the 

point 

See the use of a 

heading – it tells you 

exactly what this article 

is going to be about. 

This is some humour – it is done to emphasise the point that English spelling makes little sense 

– and if we spelt as we say the words this is what it would look like.  This is also an example of 

slang – because this is how the youth spell today when using SMSs. 
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English is a very difficult language to learn 

 

English is a language that has evolved over hundreds of 

years.  It has its roots in a number of other languages – 

including: 

▪ French 

▪ Latin 

▪ German 

 

Because of these multiple roots many second or third 

language uses really battle with spelling, pronunciation, 

diction and elocution (I have no idea why – it is all so 

simple!). Let me  give you a few examples: 

 

 

1. Why do the English spell ‘cough’ but say ‘coff’ and 

spell ‘laugh’ but say ‘larf’? 

2. Why are both ‘knight’ and ‘night’ said as ‘nite’ – 

how are you supposed to know the difference (and 

what is with ‘know’ – why isn’t it just ‘no’ – which is 

not a negative!)? 

3. Why does every English speaker know what a 

‘pied a terre’ is – that’s French!  Why are some 

words translated and others not? 

 

There are many examples – but mine is not the  
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reason to worry.  I am part of the elite, the chosen few!  I 

am English speaking!    English may not be the most 

widely spoken first language but it is the language of 

business – so we get to : 

“larf wen u batl wit the speling.  It kan be  

qyt funy. I am juz glad I don’t haf to lern  

any other languge.” 

 

1.7 Writing meeting agendas 

Time is a precious commodity in business; you 

cannot afford to have discussions go all over 

the place. This is why agendas are an integral 

part in keeping meetings focused, organized, 

and flowing well. In this module, we will discuss 

the basic structure of agendas, how to select 

an agenda format and tips and techniques 

when writing an agenda. 

1.7.1 The basic structure 

An agenda is a list of the topics for discussion in a meeting, alongside with details that can 

help the meeting run successfully. It keeps the discussion on track and the meeting within 

schedule. When included in the invitation, an agenda is a way to brief participants on how they 

should prepare for the meeting and what they should bring. 

A notice and agenda of next meeting could be set out as follows (note that companies usually 

have their own preferred layout so make sure you use that): 
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AGENDA  

of the Staff Meeting to be held in the Board room  

on Thursday, 12 April 2017 at 09.00. 

1.    Message of welcome 

2.    Adoption of agenda 

3.    Apologies 

4.    Approval of previous minutes 

5.    Matters arising 

6.    New matters for discussion 

6.1  Leave forms 

6.2  Christmas function 

7.    General or urgent matters 

 

 

 The basic structure of an agenda includes: 

• Date, Time, Location, and Estimated Duration of the Meeting 

• Purpose of the Meeting 

• Advanced Preparation Guidelines 

List down what invitees need to review or think about before the meeting so that the discussion 

can be more targeted and productive. This is also the section to advise attendees what they 

need to bring to the meeting. Example: “Please have a copy of the 2005 Financial Report with 

you.” 
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• List of Invited (or Confirmed) Attendees 

• Items for Discussion 

It is recommended that you state items for discussion using results-oriented action words. 

Example: “Decide on which vendor to award Sunrise account to.” is a better agenda item than 

“Sunrise Account” or “Talk about Sunrise bidders.” 

• Person-in-Charge for each item 

• Approximate Time to be spent on each item 

Below is a sample template for a meeting agenda: 

AGENDA  

TITLE OF THE MEETING 

ORGANISATION NAME 

Date:                                                                                       Estimated Start Time:  

Place:                                                                                      Estimated Ending Time:  

Purpose of the Meeting: 

 

 

Invited (or Confirmed) Attendees:  

1.                                                                                4. 

2.                                                                                5. 

3.                                                                                6. 

Advanced Preparation Reminders:  
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Item 

 

Person–in-

Charge 
Estimated Duration 

1.  

 

  

2.  

 

  

3.  

 

  

4. 

 

  

5. 

 

  

6. 

 

  

7. 

 

  

 

Below is an excerpt from a meeting agenda: 

AGENDA  

MEETING ON IMPROVING EMPLOYEE RETENTION FOR 2016 

SMITH SALES AND MARKETING CORPORATION 
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Date:  July 14, 2016                                                              Estimated Start Time:  04:00 pm 

Place:  ABC Conference Hall                                Estimated Ending Time:  05:00 pm 

 

Purpose of the Meeting: 

a. To present the highlights of the ‘Survey on Employee Loyalty and Commitment’ conducted 

last month. 

b. To draft an action plan based on the results of the survey. 

 

Invited Attendees:  

 

1.    Mark Spencer (MS)                                4. Victoria Teasdale (VT) 

2.    Louis Walsh (LW)                                    5. Mary Beth Cole (MBC) 

3.    Joseph Barlow (JB)                                 6. Howard Donald (HD) 

 

Advanced Preparation Reminders:  

Please review the results of the ‘Survey on Employee Loyalty and Commitment’ sent to you via 

email last Friday. Also, please come up with suggestions on how we can incorporate insights from 

the survey into next year’s Employee Retention Program 

Item 

 

Person–in-

Charge 
Estimated Duration 

1. Present the highlights of the survey results. 

 

VT 10 minutes 

2. Discuss the implications of the results. 

 

LW 15 minutes 
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1.7.2 Choosing a Format 

There are many different formats of a meeting agenda, although very few stray from the basic 

structure discussed earlier. Word processing software, like Microsoft Word, offers agenda 

templates and agenda wizards for you to use. 

The agenda format to use depends on: 

When the attendees are going to view the agenda: Most agendas are distributed days 

before the meeting (which is recommended). There are cases, however, when an emergency 

meeting has to be called, and the agenda is sent on the meeting day/ hour itself. If it’s the latter 

case, write the agenda in outline form; this way it can be easily reviewed in the shortest time. 

 

The context of the meeting: Some meetings happen regularly, for example a monthly Board 

of Directors Meeting. In this case, sections on ‘Matters Resolved the Previous Meeting” or 

“Matters Arising from the Previous Meeting” may be appropriate for the meetings to have a 

good flow. 

Agendas for meetings that happen regularly may not be as detailed as other agendas, as there 

is the presumption that regular attendees can easily make out what basic outlines and basic 

tags mean. The attendees’ level of familiarity with the items in the agenda can also dictate how 

detailed and how formal an agenda should be. 

The purpose of the agenda: Your purpose in sending out an agenda can influence what 

format you should use.  

Some agendas are meant as an invitation to potential meeting attendees. In this case you can 

include sections on how you perceive their input on the discussion would help.  

Some agendas are meant as orientations. For example, The Toastmasters’ Club issue 

agendas to inform their invitees what would happen in an event. They write the agenda in the 

second person, e.g. “This is the section where you discuss what happened in the last 

symposium…” 



  

62          © 2022 financeium 

 

1 

1.7.3 Writing the Agenda 

When writing the agenda, consider the following factors: 

• Priority of Items  

o Consult everyone involved in the meeting what topics should be included in the 

agenda. At least, seek confirmation from your team if the agenda is accurate 

and complete.  

o Rank the topics in descending order of importance and urgency. This way, it’s 

the less priority topics that get sacrificed in case there’s no more time.  

 

• Logical Flow 

o Start with topics arising from the previous meeting before new stuff, unless new 

issues are more important.  

o Combine items that are related and or similar.  

o Start with ‘informational items’ first, before items that require critical thinking 

and decision-making.  

o Allot time for questions.  

o Close with a wrap-up session.  

 

• Timing 

o Plan for only 30 minutes to 1 hour and 30 minutes. Anything longer tends to be 

unproductive because of attendees’ fatigue.  

o Be reasonable in setting the time that will spent on each topic. If the discussion 

has to be really focused, state in the agenda what precisely would be discussed. 

You may also advise attendees what they need to prepare beforehand to get 

the discussion flowing faster.  
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1.8 Writing emails 

 

Email is a convenient and effective medium to conduct 

business communication. In this module we will discuss 

etiquette guidelines on how to address an email message, 

as well as grammar and acronyms rules in the letter body. 

 

 

1.8.1 Addressing your message 

When addressing an email, it’s important to know the difference among the To, Cc and Bcc 

fields. 

• Using the ‘To’ field: The ‘To’ field is used when sending a direct message to 

someone.  

You may send the same email to multiple addresses using the ‘To’ field. Do so when 

your email is meant to be addressed directly to all recipients, as in the case of a 

manager directing his team.  

Note though that when you use the ‘To’ field, all email addresses can be viewed by all 

recipients. Put multiple addresses in the ‘To’ field only when every recipient is okay 

with his or her email address being released to everyone.  

 

• Using the ‘Cc’ field: Cc stands for carbon copy.  

You use the ‘Cc’ field to send a copy of the email message to people who are not meant 

to be the direct recipients of the message, but still need to be kept on the loop.  
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For instance, if a manager has ordered his secretary to send a memo to everyone in 

the department, the secretary may place all the department employees’ email address 

on the ‘To’ section, and the manager’s email address on the ‘Cc’ field. 

Note that, like the ‘To’ field, all email addresses entered in a ‘Cc’ field can be viewed 

by everyone. 

 

• Using the “Bcc’ field: Bcc stands for Blind carbon copy. 

When you place email addresses in ‘Bcc’ field, recipients are ‘blind’ to other recipients’ 

email address. The use of the ‘Bcc’ field is most appropriate if the recipients have not 

given permission for their email address to be released, or if there is reason to keep 

the email address private.  

Because the ‘Bcc’ field offers privacy that the ‘To’ and ‘Cc’ fields do not, you may use 

the blind carbon copy field for both direct and indirect email messages where privacy 

of email addresses is needed. If you wish to send an email to many direct recipients, 

but you don’t wish to disclose anyone’s email address, just use your own email address 

in the ‘To’ field, and use the ‘Bcc’ field for the recipients’ addresses. 

1.8.2 Grammar and Acronyms 

While online mediums of communication have developed its own vocabulary, it’s best to 

remember that business emails the same formality as any business letter. 

Here are some key things to remember with regards to grammar and the use of acronyms in 

an email.  

• Always follow the rules of good grammar. You may refer to English writing style guides 

for these rules.  

• Always use full sentences and words with proper sentence structure. Don’t use text-

speak.  

Example: use “The reports are due on Monday.” instead of “D reports r due Mon” 
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• Proper capitalization and punctuation are a must! In email, all caps give the impression 

that you’re shouting, and small caps are hard to read. Example: use “The report should 

include an evaluation report.” Instead of “The report SHOULD INCLUDE AN 

EVALUATION REPORT. 

• In business emails, avoid text-speak abbreviations such as BTW (by the way), IMHO 

(In my honest opinion,) and LOL (laugh out loud). Avoid the use of emoticons, as well. 

 

1.9 Writing business letters 

Corresponding via letters is a large part of 

doing business. More than sending a 

message, business letters are a way to 

establish rapport, clarify work expectations, 

and even affirm and encourage co-workers. 

In this module, we will discuss the basic 

structure of business letters, how to choose 

the most appropriate format for your 

business letters. 

It is very important to make a good 

impression when responding to enquiries from customers.  The best impression will be made 

by providing the response that the client has asked for, supported by a well-written text.  

There are six main types of texts sent out by companies, businesses and other organisations 

in the normal course of their dealings with other organisations and the general public.  They 

are: 

1. Enquiries - seeking information; 

2. Quotations - giving information (replies to enquiries); 

3. Adjustments - letters which deal with complaints; 

4. Letters of collection; 

5. Circulars – advertising; 
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6. References and testimonials. 

 

1.9.1 The basic structure 

A formal style is recommended for most business correspondence. It shows courtesy, 

professionalism, and knowledge of protocol. As a rule, use a formal style unless invited 

otherwise or you have already established a relationship with the person you’re writing to. 

A formal letter usually contains the following sections: 

• Sender’s full name and address 

• Addressee’s full name and address 

• Date the letter is sent (or assumed to fall into the hands of the receiver) 

• Formal Salutation e.g. “Dear + Formal Address”  

• A Subject Heading e.g. “Re: Job Opening for Quality Control Officer” 

• Letter Body 

• Formal Closing e.g. “Respectfully yours, Sincerely yours,”  

• Name and Signature of the Sender 
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Lay-out on Page. There are two commonly used lay-outs for a formal letter: the block and the 

semi-block. In the block format, all text is aligned to the left margin and the paragraph is not 

indented. In the semi-block format, all text is aligned to the left margin but the paragraphs are 

indented. Both formats are considered appropriate for business correspondence. 

1.9.2 Choosing a format 

The format of your business letter depends on:  

• The stage of your working relationship with the letter recipient. 

For clients that you have just met, or have yet to establish a relationship with, a formal 

format is always advisable. 

 

• The seniority of the recipient. 

When writing to a senior member of the company, or any individual with a high rank, 

go for a more formal format. 
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• Your letter’s privacy. 

You may have established greater familiarity with the person you are corresponding to, 

but remember that all business letters also serve as company record. If you are writing 

something that would be copy-furnished to many people, mind your tone. 

As a rule, take your cue from how the other person responds to you. If they reply in an informal 

manner, then you may take it as permission to do the same. 

You may also refer to your company culture and standard protocol for guidelines. 

1.9.3 Writing the letter 

Tips on how to write a business letter: 

• Keep your purpose in mind when writing a business letter. There are many types of 

business letters (e.g. letter of inquiry, letter of application, letter of announcement, letter 

of congratulations) and each type has suggested content and formats. 

• Write with a positive tone. Even if the subject of your letter is unpleasant, it is important 

to remain courteous and tactful. Building and sustaining goodwill is imperative in all 

business. 

• Follow standard spelling and grammar rules, even if your letter is informal. At the 

end of the day, you’re still writing for business and you should never leave your 

professional persona behind. 

• Personalize your business letter. While there is a generic template for almost every 

situation, it still speaks well of you if you can make your letters targeted to your 

recipient. 
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1.10  Writing proposals 

 

It is not just in face-to-face interactions that we have to put our best foot forward. The same 

can be said in written correspondence, more particularly when you are submitting a business 

proposal. In this section, we would discuss the basic structure of a proposal, how to select a 

proposal format, and tips in writing a proposal. 

1.10.1 The basic structure 

A business proposal is an unsolicited or solicited bid for business. A proposal is usually written 

to another company or institution. Companies can also require their local departments to write 

proposals when suggesting solutions to upper management. Bear in mind that a proposal is 

not a business plan. 

At its very basic level, a business proposal answers two things: what the other party needs, 

and how your company can address this need. 

The following is the basic structure of a business proposal: 
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• Company Overview 

• Statement of the Problem (also referred to as the Need Statement) 

• Background and Benefits (mostly used for unsolicited proposals) 

• Scope of Services/ Deliverables 

o What 

o Who 

o When 

o Where 

o How 

o How much 

• Contact Details 

• References 

Below is a sample business proposal. 

NOTE: This sample is just a basic draft for the purpose of illustration. The succeeding section 

gives more information on business proposal formats. 

Company Overview 

Linkages International is South Carolina’s fastest growing technical support company. In our 

three years of service, we have provided customer assistance for 27 multinational 

companies, 6 of which are in the Fortune 500 list. 

Statement of the Problem 

The credibility of many online industries depends on how fast and how efficiently they can 

respond to telephone calls and email messages. Without an actual physical location that 

customers can go to for inquiries, assistance and complaints, telephone, and email assume 

the role of the company’s physical presence. The lack of a top of the line customer support 

system for phone and email communication can seriously affect your business’ bottom line! 
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Scope of Services/ Deliverables 

What? 24 hour customer assistance via telephone and email. 

Who? Trained and qualified customer service representatives will answer all 

inquiries. 

When? Set up can begin immediately. 1 year, 3 year and 5 year contracts available. 

Where? All customer service personnel and equipment would be hosted by Linkages 

International’s main office in Jameson Blvd. 

How? The Linkages International process involves:  

Consultation. Linkages International staff would meet with your company to 

determine your specific needs and preferences. 

Staff Training. Customer representatives assigned to your company would be 

trained in your company profile, product range and other technical knowledge 

necessary to accomplish the job. 

Set-up. Dedicated phone and internet lines would be set up for your company. 

 How much? Please see attached document for our package rates. 

Contact Details 

 Mr. Raymond Daniels 

 Head of Sales and Marketing, Linkages International 

 790 Hampden Park, North Carolina 

References 

Mr. Jason Orange 

Director, Mediatrix Corporation 
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4556 Croke Park, New Mexico 

 

Ms. Rutina Compton 

Customer Service Head, Joint Ventures Ltd. 

147 QHU Hall, West Covina 

 

1.10.2 Choosing a format 

There is no one universal format for business proposals. The format that you should use 

depends on: 

Intended recipient of the proposal: 

Some companies and institutions require formal, structured, and very detailed proposals. For 

example, government agencies requesting bids for use of public funding require that you 

outline to the letter how the money would be spent and how the expenditure would go to the 

target result. They may request additional information like your business plan and financial 

statement. Proposals like these can be as long as 100 pages. They usually require a cover 

letter, apart from the proposals itself. 

Others are more relaxed; they can be as short as 1-2 pages. Proposals submitted through 

online marketplaces, for example, do not require much structure due to the informal medium 

of communication. If you’ve already established a relationship with the other party, you need 

not include the ‘selling’ part of your proposal --- you can go straight to pricing and deliverables. 

Deliverables that don’t require much technical explanation can be presented in bullet form. 

 

 

The scale/ scope of the project: 
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Others are guided by how big the project is. Large projects require a more detailed proposal, 

while proposals for smaller tasks can be written using a more informal format. 

As a guide, take your cue from the way the Request for Proposal (discussed in a later chapter) 

is written. If the request is written in a formal and structured fashion, then respond similarly. If 

the request is presented in a more relaxed fashion, then you can be more relaxed. If they are 

asking for specific information from you, then include it in the format. 

If you’re uncertain, inquire with the company/ institution how they’d like your proposal to be 

presented. There’s nothing wrong in asking! Sometimes, your company will also have policies 

in place on how to write a proposal. Use those templates and guidelines or enquire from 

supervisors. 

1.10.3 Writing the proposal 

Make sure your business proposal is: 

• Targeted: On target means that you have carefully studied what the other party’s need is, 

and you can show that you are their best option in addressing that concern.  

• Well-substantiated: Substantiated means filled with evidence to back your claims. Decide 

which facts or statistics best support the project. Substantiation may also come in the form 

of a carefully thought out project plan. 

• Persuasive: Always keep your prime selling point in mind and make sure your writing 

emphasize it. Keep your tone proactive and optimistic. Don’t give generic content; 

demonstrate how your proposal is better than others they would receive. 

Unsolicited proposal requires a harder ‘sell’ than solicited ones. 

• Organised: A winning proposal is easy to evaluate. Picture the evaluator with a checklist 

in hand going through your proposal --- check, check, check. Give the other party the 

information that they want, in the order that they want it. Get rid of all unnecessary detail. 
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1.11 Writing reports 

Documentation is important in 

business. Sometimes documentation 

is the only way supervisors can 

monitor the company’s quality of 

work. At other times, documentation 

is the key to spotting best and worst 

practices. 

 

 

 

 

A report is a presentation of facts 

and findings based on investigation.  

It is written for a specific purpose and for a 

specific audience.  It serves as a record and presents ideas and makes recommendations. 

In the business environment, a report is a document which provides: 

• an account of an event (for example, an accident report); 

• work that has been carried out (for example, a monthly progress report on departmental 

activities for management); 

• the findings of research (for example, the number of children contracting measles); 

• a survey, for example from staff to indicate why a crèche needs to be established by 

the company. 

1.11.1 The basic structure 

Business reports are used to provide documentation --- a written record --- of a topic, project, 

or process.  
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The following are the basic parts of a business report: 
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Heading   Description 

 

Title Title The title of the report must sum up the 

essence of the report as briefly as possible 

without being too vague; 

Introduction Introduction or Terms of 

reference or Purpose 

 

Outline the objective of the report, for 

example: 

▪ the date you were asked to draw up the 

report;  

▪ who asked you to draw up the report; 

▪ what the report is about; 

▪ when the report has to be submitted; 

▪ if you were asked to make 

recommendations or not; 

Summary A brief description of the procedure, 

findings, conclusion and 

recommendations; 
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Main Body Procedures Record how information was obtained e.g., 

interviews, observations, surveys, etc. 

Findings Presentation of significant facts based on 

the investigation under suitable headings; 

Conclusion Conclusions Logical deductions of the writer based on the 

facts in the report; 

Recommendations Practical solutions to the problem stated in 

the objective of the report. The suggested 

action which is within the capacity of the 

organisation; 

Appendices Enclosures like samples, questionnaires, 

graphs etc. 

• Date 

• Signature 

• Details 

 

 

1.11.2 Choosing a format 

As with the other business documents, such as the business proposal and the business letter, 

the format and length of business reports vary depending on the situation.  

 

Be guided by the: 

• The purpose of the report 

• The seniority of your readers 



  

78          © 2022 financeium 

 

1 

• Your readers’ technical knowledge 

• The scale of the project 

• Standard protocol in your company 

NOTE: The rationale behind the above criteria is similar to how the same criteria had been 

explained in previous modules. 

1.11.3 Writing the report 

The following are some tips in writing a business report.  

• Keep the purpose of the report in mind when writing your report. 

Ask the person who requested the reports what they are expecting to see in the report 

and how they plan to use your documentation. This information can guide you in 

discerning what data to include in the report.   

• Stick to objective data, unless there is a section for personal opinions. 

Reports are meant to be fact-based and impartial; it’s not written so that you can 

present the company’s performance in the best possible light. It is only when a report 

is accurate can the report be truly useful. Therefore, make sure that you double-check 

your content. Watch if you have biases coming through on paper. If your opinions are 

solicited, stick to give professional opinions substantiated by facts. 

• Write to your audience. 

Know who you are writing to, and determine how best to address this audience. Define 

the tone, attitude, and emphasis that are geared towards your readers. 
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1.12 Other types of documents 

There are many types of documents used in business aside from agenda, business reports 

and proposals. In this module, we will discuss an overview of four other types: the Request for 

Proposals, Projections, Executive Summaries and Business Cases. 

 

Requests for proposals 

A Request for Proposals (RFP) is an invitation for vendors and/ or service providers to submit 

a qualified pitch to address a company’s need. At the very least, RFPs inform the public that 

you are in the look-out for potential partners in an 

endeavour. At best, a well-written RFP helps you source out 

vendors and service providers who fit well with your needs 

and objectives.  

 

There is no one right format for the RFP. Some can be 

informal and as short as 1-2 pages. Bigger projects, 

especially those that involve funding from government or 

private interest groups, have RFPs as long as a graduate thesis! 

Effective RFPs should at least explain: 

• What the project is 

• What exactly do you require as output (your deliverables) 

• How proposals would be reviewed 

• Your contact information 

More detailed RFPs can include additional information like the background of your company/ 

organization, your project timetable, your budget for the project, specific legal stipulations (e.g. 

the need to sign a non-disclosure agreement), incentives for superior service, and ways the 

project would be monitored and evaluated. 
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The best way to know what you include in a Request for Proposals is to put yourself in the 

shoes of your targeted vendor or service-provider. Ask yourself: what would you need to know 

to submit an accurate and qualified bid? What would motivate you to submit a great proposal? 

Here is a sample Request for Proposals: 

(NOTE: This sample includes only basic information for the purpose of illustration. An actual 

RFP for the project described is recommended to be more detailed to be effective.) 

REQUEST FOR PROPOSALS 

Who we are: 

Mitchell & Clark Industries is the country’s premier manufacturer of home appliances. This 

January 2016, we would be opening our 17th branch in Louisville, Kentucky. We are going 

to outsource all employee recruitment for the new branch.  

What we are looking for: 

What we are looking for a team of Human Resource Practitioners who would be willing to 

take on the tasks of: 

• sourcing applicants for our 200 open positions,  

• conducting all the pre-requisite psychological evaluation and background check, 

and 

• deciding on the best candidate per position.   

The timeline for this project is November 1- December 31, 2016. 

How proposals would be evaluated: 

Proposals would be judged based on: 

• Quality of applicant selection and screening process proposed.  

• Budget (Priority would be given to contractors who can provide all services for less 

than $50,000)  
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• Applicant’s background and credentials in Employee Recruitment 

Please address your proposals to Ms. Josie Ackles, Human Resources Director. Mitchell & 

Clark Main Office, 1248 Hollbrook Drive, New York City. 

 

 

Projections 

Projections are documents that show estimates of future performance, alongside data that can 

substantiate your predictions. The most common projection document is financial projection, 

which shows future income based on present and anticipated cash flow.  

Projections can be short-term, forecasting income in the next quarter or next year. They can 

also be long-term, going as far forward as a decade. Some projection documents present case 

scenarios, showing predictions based on changes in particular variables.   

Projections are usually illustrated by figures, tables, and spreadsheets. The statistics included 

in a projection depends on the purpose of the document. (This data is beyond the scope of 

this module.)  

The key thing to remember is to accurately label figures, tables and spreadsheets, so that your 

reader can easily understand what you are presenting. You have the option of placing your 

numerical data with the text, or including them in the activities folder. 

Executive summaries 

An executive summary is a 1-2 page abstract of a business plan. It is a non-technical review 

of the highlights of your in-depth report.  

 

An executive summary usually includes the following sections: 

• Overview of the company, including products and/or services 
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• Company Mission Statement 

• Management and Staff 

• Market and Customer 

• Your Competitive Edge 

• Business Operations 

• Financial Projections and Plans 

It is recommended that you write an executive summary after you’ve written the entire business 

plan. This way, you can easily summarize in 1-2 sentences each section of the business report.  

A key guide in writing executive summaries is to use positive and proactive language. 

Executive summaries are a selling paper; they are usually used to get capital, win contracts, 

or showcase a company’s achievement. This is why most executive summaries end with a 

‘pitch’ for the business at the end.  

Below is an example of an Executive Summary: 

Graceful Bee Dance Studio Executive Summary 

Graceful Bee Dance Studio is a renowned dancing studio that offers training in ballroom, jazz, and 

contemporary routines. We offer beginner’s classes and pro workshops. We pride ourselves in being 

the only dance studio in California which provides personalized instruction from experts in each dance 

field.  

Our clients range from amateur to professional dancers across all age groups, men, and women. The 

studio owner and director, Mr. Julian McAvoy, is a three time international jazz champion. Our dancing 

instructors are graduates of prestigious dance academies in the United States and overseas. 

Across the United States, there is a documented boom in the dance instruction industry for the past 

five years. Market research conducted by McCann-Erickson last year showed that the growing 

population of singles is more interested in careers within the entertainment industry, with Los Angeles 

remaining the top go-to place to get dance training. This finding is substantiated by the 25% growth 

in our enrollees from 2015-2016, majority of whom are singles. 
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While there are many dance studios in the California area, ours is the only studio that offers 

personalized instruction by renowned teachers. Our teacher-student ratio is 1:1 to 1:3, guaranteeing 

maximum attention. We also boast of a roster of graduates who have won international dance 

competitions.  

Based on the size of our market and our defined market area, our income projection for the next five 

years is $350,000. We are seeking business credit line of $500,000 to finance a second branch 

offering courses in tap dance, hip-hop, and ballet. California United Bank has already approved a 

business loan of $300,000, with owner Julian McAvoy financing the remaining balance.   

Already, we have commitments from 30 enrollees for the new studio. Mr. McAvoy and company are 

also scheduled to appear as guest judge in the national dance reality show ‘Step!’, which is projected 

to result in an increase in clientele.  

Expert dance instruction tailor-fitted to your skill level, learning style and personality --- what else you 

ask for in a dance studio? 

 

Business cases 

A business case is documentation about a specific process, project, or situation. It is like a 

business plan, except the focus is on a particular ‘case’ rather than the entire business.  

A business case is usually written to justify a program, solicit extra funding, or simply create a 

record of how a project was done (or how the project is proposed to be done.) Business cases 

can be comprehensive and formal, as well as informal and brief, depending on the purpose of 

a document.  

A business case can include the following sections: 

• Background of the problem/ opportunity 

• Problems encountered 

• Options considered and cost-benefit analysis  

• Solution selected and implementation strategy 
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• Expected costs of the project  

An executive summary and a projection, discussed earlier, may also be found in a business 

case. 

 

1.13 Proofreading and finishing 

 

The writing process does not end with 

getting the words on paper or on screen. You 

also need to review your work carefully, 

make sure that it’s free from errors. In this 

module we will give you an overview of the 

processes of proofreading, peer review, and 

preparing a manuscript for printing and 

publishing.   

 

A proofreading primer 

Proofreading is the systematic check for spelling, punctuation, grammar, and typographical 

errors. It is different from editing, which is the check for the accuracy, consistency, clarity, and 

organization of written text. 

Deliberate time and effort must be given to proofreading. Our minds can easily miss omitted 

words, incorrect spelling or improper use of sentence structures, unless trained to look for 

them. This happens particularly when we are proofreading our own work, or when we are 

familiar with the subject matter of the document. 

 

Moreover, we think way faster than we can type. The gap between our thinking process and 

our typing makes it likely that we’d miss certain words out. 
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Spell-check and grammar-check functions in word processing software are good ways to start 

the proofreading process. Note though that they are not reliable in spotting all errors. In fact, 

they may even consider correct usage as an error, so be sure to double-check! 

Here are some tips on effective proofreading: 

• Avoid proofreading immediately after writing. If possible, put the material aside for a 

few hours before starting the process. At the very least, shift to a ‘critical’ mindset before 

proofreading your own work. 

• Go slowly, considering every word. Read what is actually on the page and watch if 

you’re filling in blanks! 

• Look for one error at a time. You can start at different parts of the paper every time to 

avoid the negative effects of familiarity with the text. 

How peer review can help 

Peer review is the process of submitting your work to the scrutiny of another writer, an expert, 

or a fellow member of your team, with the goal of getting constructive feedback. Peer review 

can be done ‘blindly’, with the identity of the writers kept from the reviewer or in a more open 

fashion. 

Peer review benefits both the writer and the reviewer: 

The writer gains insight on the quality of their writing, or at least how their work comes across 

to one reader. They also get advice on the strengths and weaknesses of their writing, from 

someone presumably working in the same context that they do. This advice can help them 

improve both present and future work. 

The reviewer, on the other hand, gets to develop their proofreading and editing skills, which 

can help them in identifying and resolving their own writing issues. 

It’s important that you choose carefully who would review your work. While a fellow team 

member --- a peer--- can already be effective in getting valuable feedback, not everyone is 

effective as a reviewer. If a reviewer does not have enough time to review your work, is biased 

towards an error, even biased against you, then you might not get good feedback. 
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1.14 Printing and Publishing 

A manuscript can look perfect on your computer screen or on your draft copy, but there’s no 

guarantee that the final printed or published version will be the same. It is important that you 

take time to anticipate printing and publishing issues when writing. 

 

Here are some tips on printing and publishing your business documents: 

• Always check the ‘print preview’ (a function available in most word processing software) 

before printing a document. Make sure that all text, tables, and graphics are within the 

page margin and the page is properly laid out. 

• Be careful when changing computers for printing purposes. Opening a document using 

different software, or an outdated software version, from the 

original can result in formatting errors. This is the reason why 

many prefer to use portable data files (.pdf) for printing and 

publishing.  

• Check your publisher for guidelines on what quality of 

graphics, pictures and clip arts you should use. Images of a 

low pixel count may not translate well on print, depending on 

the quality of the printer and ink. 

• To be sure, always have a print draft for review before making many copies. 

Typesetting can introduce errors in a text that weren’t there before. Autocorrect 

functions in word processing software can also introduce errors. 

Words from the wise 

• Yogi Berra: In theory there is no difference between theory and practice. In practice 

there is.  

• Dwight Eisenhower: Plans are nothing; planning is everything. 

• Jonas Salk: The reward for work well done is the opportunity to do more. 
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1.15 Glossary of terms 

Here are some words that you may find unfamiliar from this chapter.   

Filter In signal processing, a filter is a device or process that removes 

some unwanted components or features from a signal. Most often, 

this means removing some frequencies and not others in order to 

suppress interfering signals and reduce background noise. 

Encode The encoding of a message is the production of the message. It is a 

system of coded meanings, and in order to create that, the sender 

needs to understand how the world is comprehensible to the 

members of the audience. 

Decode After the appropriate channel or channels are selected, the message 

enters the decoding stage of 

the communication process. Decoding is conducted by the receiver. 

Once the message is received and examined, the stimulus is sent to 

the brain for interpreting, in order to assign some type of meaning to 

it. 

Prejudice Is a preconceived opinion that is not based on reason or actual 

experience. 

Ignorance It is a lack of knowledge or information. 

 

 

Other unfamiliar words: 
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1.16 Take aways 

Summarise the key points that you will take away from this chapter.  Effectively this is a 

summary of what you learnt in the chapter and how you will use it. 

What I learnt How I can use this knowledge 
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Learning Outcomes 

Chapter 2: 

When you have completed this chapter you will be able to: 

• Lead discussions and chair meetings. 

• Plan and prepare for a meeting 

• Create an agenda 

• Identify the different roles and responsibilities of each 

person involved in a meeting 

• Identify the different components that make up a meeting  

 

 

 

 

Test your knowledge 

 

 

1. What is an agenda? 

 

 

 

 

 

  MEETING MANAGEMENT  
 

 

http://www.presentermedia.com/index.php?target=closeup&id=7934&categoryid=120&maincat=animsp
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2. What is the cost of a meeting in terms of the participants? 

 

 

 

 

 

3. What types of meetings does one have? 

 

 

 

 

 

4. What skills should a minute taker have? 

 

 

 

 

 

5. Name one type of seating arrangement style for a meeting 
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Everyone needs meeting skills during their working career.  You are 

on your first project and you have to organise and manage the 

project kick-off meeting.  What do you do first?  Do you create the 

agenda or the invitation list?  How do you run a meeting?  What 

preparation do you need?  All of these are valid and real questions 

that you as the meeting manager must address.  There is no doubt 

about it, meetings require skill and technique in order for the meeting 

to achieve its purpose.  Disorganised and poorly managed meetings 

waste time and hurt your credibility as a meeting manager.  

Consistently leaving a poor impression with the attendees will haunt 

you if left unchecked.     

 

2. Meeting management and leading discussions 

 

This section is designed to give you the basic tools you need to initiate and manage your 

meetings. You will learn planning and leading techniques that will give you the confidence to 

run a meeting that will engage your attendees and leave a positive and lasting impression.  
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2.1 Planning and preparing for your meeting 

This part focuses on important factors that could affect the success of your meeting. These 

factors are the people, place, and purpose of the meeting. Let us take a closer look to see how 

we can organise this to your success. 

 

2.2 Identifying the participants 

For a meeting to be truly successful, the right people need to participate.  In the planning 

phase, you should think about the people needed to finalise decisions and commitments.  The 

meeting should also include participants who can contribute to, or gain something from the 

meeting, participants that need the information presented, or participants who are creative and 

innovative thinkers. 

The participants could either help or hinder the meeting dynamics.  There is a tendency to 

invite everyone you know in an effort to cover all angles. This can be an overkill.  Knowing 

ahead of time who will attend allows you to structure the meeting so it can address the 

participants’ specific needs, their questions and reduce their concerns about a subject.   

A further item that you should remember is that you should understand several things about 

the participants before a meeting: 

their attitudes and experience with the subject; 

Planning 
and 

Preparing

Create an 
agenda

Deal with 
disruptions 

Take 
minutes 
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their level of commitment to improving the situation; 

their departmental roles; 

their ability to contribute to the discussions; 

their personal or job-related goals. 

When all non-contributors are removed, you should have a good list of participants for your 

meeting. 

2.3 Identifying the purpose of the meeting 

 

Meetings should only be conducted if there is a benefit to an 

organisation and not just for the sake of ‘just having a meeting’.  

The benefit should be for participants to exchange information.  

Through this process of sharing information, participants should 

be able to work together to create ideas, come up with solutions, 

and make decisions to progress towards the group’s goals. 

 
All too often, meetings take place without an express purpose which results in the meeting 

being too long, and little is achieved.  Therefore, the first step that you should take is to ask 

“Why are we having this meeting?”  Some of the common reasons to call a meeting are for: 

• brainstorming; 

• conflict resolution; 

• decision making; 

• planning; 

• problem solving; 

• project initiation. 

When defining the purpose of a meeting, you must consider three immediate factors:  

What is the objective or purpose of the meeting? 

What is the cost of the meeting? 

What type of meeting is it, formal or informal? 
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Creating an objective 

Establishing a clear understanding of objectives is essential to an effective meeting.  An 

objective is an expected output of a meeting which should have three characteristics: 

specific, the objective should state what needs to be done and by whom; 

realistic, ensure that the objective is achievable; 

time-based, any time constraints or deadlines involving the purpose of the meeting should be 

noted. 

An example of an objective that gives details about the situation is:  

“To improve the speed at which Customer Service Representatives reply to customer 

complaints within the next quarter.” 

 

The cost of meetings 

When a meeting is to be conducted, one needs to be aware of the cost involved in running an 

organised and efficient meeting.  When thinking of the cost of a meeting, you must initially 

consider the value of the participants’ time while they are preparing for, taking part in, and 

travelling to and from the meeting.    

 

In addition, one should consider the amount of time participants might have to spend catching 

up on work once a meeting ends.  

 

Formal and informal meetings 

A distinction between a formal and informal meeting is required, as the amount of preparation 

time between the two is significantly different.  Formal meetings require a substantial amount 

of preparation and a specific agenda to follow, which should result in formal meetings being 

more efficient and effective than informal meetings. 
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Informal meetings frequently occur when a problem suddenly arises and needs immediate 

attention with little preparation time.  Due to their nature, participants for informal meetings can 

become distracted if there is a lack of an agenda to follow, and if there is little preparation time 

allowed to participants.  

2.4 Choosing the time and place 

Meetings that require energy and a high level of participation are best scheduled between 8 

o’clock and 9 o’clock in the morning.  Most workers are not engaged in their daily work then 

so you will have their attention and energy for use in your meeting. The next best time for a 

meeting is around 3pm.  This gives your participants enough time to recuperate from their 

lunchtime meal. It also gives you at least an hour of cushion before your participants start 

thinking about going home.  Meetings that are low key could be scheduled anytime during the 

day.  Just remember not to schedule them too close to lunchtime or at the end of the workday.  

 

The location is also important to your meeting dynamics.  Try to schedule your meeting in a 

well-lit spacious room.  Dark and cramped rooms can impede your meeting.  Some people get 

claustrophobic and are distracted by their surroundings.  A couple of other things to consider 

are the need for privacy or if you intend to have an outside visitor attend. If the meeting topic 

is of a sensitive nature, then getting a room with more privacy will make participants more 

comfortable to discuss the issue.  Furthermore, if you plan to have an outside visitor attend 

your meeting, get a room that is closer to the main entrance.  This way your visitor does not 

have to search the halls of your organisation in search of your meeting.  

 

2.5 Creating the agenda 

The meeting agenda provides a structured framework for a meeting.  It puts tasks and 

objectives in a logical order and specifies the timeframe.  It also provides for an outline for 

writing the summary report upon the conclusion of meeting. 
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It is important to note that an agenda should be considered as a guideline for the meeting. It 

should allow some flexibility so that items can be introduced and postponed depending on the 

circumstances on the day. 

 

Creating the agenda can be easy if you know what to do in advance.  Using the SOAP 

technique helps to collect the topics, organise them, and select the ones that will contribute 

the most to your meeting. 

S – Seek topics from the participants 

Send an email to the list of participants you created, asking for a suggested agenda of topics. 

Give the participants a brief explanation of the purpose of the meeting and an idea of what 

you are looking for in terms of topics.  

Do not make this the formal invitation. When you make the request, make sure you ask the 

participants for the time they need to discuss their topic and provide a deadline to get their 

topic to you so it can be included on the agenda.   

O – Organise topics into a list 

Once you receive the topics, organise them into a list along with the time needed and the name 

of the presenter. This will give you the ability to scan through the list, narrowing it down to the 

topics you will select for the agenda. 

A – Assess which topics are relevant to the meeting 

With your list organised, determine which topics are the most relevant to the purpose of the 

meeting. Scratch out those topics you do not intend to use. 

P – Pick the number of relevant topics that will fit into your meeting time  

Review the time of the remaining topics. Select enough topics to fill the time of your meeting 

minus ten minutes. Give yourself ten minutes for a meeting overrun. If you go over, you will 

end on time. If you do not, then you get to adjourn your meeting early, making everyone happy. 
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There are typically two versions of an agenda that is available:  

 

The participant agenda 

This is the brief version that participants receive before a meeting. This will have the 

following written down: 

• The meeting title, 

• The location details with the start and end times, 

• The objectives and discussion topics,  

• Information about how and when attendees will participate. 

 

The process agenda  

This has the additional information the chairperson needs to ensure that the meeting runs 

smoothly. Putting this agenda together helps the chairperson think through the details of 

the entire session.  

Questions to consider when designing an agenda 

Purpose 

and desired 

objectives 

What is the primary purpose of this meeting? Can the meeting purpose be 

posed as a single phrase or sentence that will guide the meeting planned? 

What are the desired objectives? What will the participants walk out of this 

meeting with (products or knowledge)? 

What decisions, if any, will be made at this meeting? 

How much can the group realistically expect to accomplish in the time 

allotted? 
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Participants 

and roles 

Who are the group members (both the individuals and the organisations 

they represent)? 

What are the backgrounds of the individuals and organisations? 

What are the interpersonal dynamics? Do they know each other well? 

Who will serve as the meeting leader? 

Is the facilitator neutral and perceived as such? How important is neutrality? 

Are there any objectives or motivations that need to be addressed up front? 

Will there be other people helping (other leaders, facilitators, recorders, 

etc.)? 

Will the appropriate people be present to finalise decisions or ensure that 

commitments can be made and the decisions carried out? 

Logistics 

Where will the meeting be held? 

Who is the contact person for facility and logistical arrangements? 

Is this the most appropriate location? (consider “territory” issues, 

convenience, comfort, accessibility.) 

What kind of space, furniture, wall space (if needed for posters or flip chart 

notes), lighting, and audio-visual equipment does the site have? 

What are the starting and ending times? Are there adequate breaks in the 

agenda? 

Have arrangements been made for food and beverages? 

Is any additional equipment needed (audio-visual, displays, computers, 

etc.)? 

Source: Introduction to planning and facilitating effective meetings 
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Here is an example of an agenda  

• Purpose of your meeting : Brainstorming session 

• Duration of meeting: 1 hour 

• Goal/desired Outcome: Determine how to increase sales during the low season. 

• Topics received: 

• Jim needs 15 minutes to speak about employee morale 

• Sarah wants 10 minutes to talk about offering a new product 

• Steven wants 20 minutes to talk about disciplinary action for employees who do not 

make goal next month 

• Frank wants 10 minutes to discuss potential sales opportunities in the Brazilian 

market 

• Barbara wants 10 minutes to go over last month’s sales figures 

• Christine needs 15 minutes for presenting her idea on corss-selling in the call center 

2.6 Gathering materials 

This allows you to gather the things you need to help facilitate the meeting more effectively. It 

is important that you structure your invitations so you can communicate your meeting in a way 

that is consistent and sets expectations. Logistical arrangements must be made in advance to 

avoid any last minute mishaps. So, what needs to be gathered? 

 

Stationary

Handouts

Organiser

Writing tools

Special requests
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By using the acronym SHOWS you will be able to address the material needs. 

 

S Stationery:  

This is all the paper you will need at the meeting. It includes note pads, sticky notes, index 

cards, envelopes, tape, paper clips, folders and flip charts. Each meeting is different. 

Determine what is going to take place at the meeting and the materials needed for each activity 

or presentation. It is also wise to consult with the people on your agenda to see if they are 

going to facilitate activities that require specific stationery. 

 

H Handouts:  

Many times you or your presenters will need to distribute handouts. There could be a 

worksheet or an outline from an electronic presentation. In any case, you should consult with 

your presenters and acquire any handouts they may use. Determine if the handout they are 

giving you will be the most up-to-date version.  Remember to set the expectation to have it a 

day or so in advance, giving you time to print and file it in your handout organiser. 

 

O Organiser:  

When it is time to meet, the last thing you want to do is show up with a stack of handouts. 

Using an organiser like a file folder is an easy way to file your handouts and other stationery 

materials in one container. The filing system will allow you to file the documents in an orderly 

fashion, making distribution of the materials more professional.  

 

W Writing tools:  

This includes pens, markers, highlighters and dry erase markers that you may need for your 

meeting. 
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S Special requests:  

From time to time, your presenters may make a special request. An example could be a poster. 

Ask your presenters ahead of time for any special requests.  It is also good practise to confirm 

with the presenter if digital copies will be made available for participants.   

2.7 Sending invitations 

Many times invitations are sent without much thought. We figure the sending mechanism, 

whether it is Outlook or any other type of electronic programme will do the job effectively. It is 

wise to use an electronic tool for your invitation; it is even wiser to approach this in a structured 

manner. Using the three “P’s” methods to sending an invitation, you will provide a consistent 

and clear meeting invitation. Here is the breakdown: 

 

P Purpose:  

The purpose of your meeting must be stated up front. It is not enough to put in the subject line: 

“Planning Session.” The vagueness of your purpose could result in low attendance. Be specific 

with your purpose. Instead of “Planning Session,” you could state, “Planning our budget for the 

first quarter.” In addition, you should attach your agenda, which gives more detail of the 

discussion topics.  

 

P Place and Time:  

Determine ahead of time where and when the meeting will take place. Avoid sending out 

invitations with a to-be-determined (TBD) message. The more effort you place on getting the 

Purpose: the purpose of your meeting must be clearly 
stated

Place and Time: determine ahead of time where and 
when

Pact: create a sense of binding agreement
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details done in advance the more your attendees will take you seriously. In addition, provide 

clear instructions on the exact location. 

 

P Pact:  

Create a sense of a binding agreement by setting expectations so you get the most responses 

as soon as possible with a level of commitment. For example, state, “Please respond to this 

invitation within 48 hours.” Also, set a cancellation policy by stating, “If you need to cancel, 

please call or email me as soon as possible.” You could also include a statement that says, 

“Upon acceptance of this invitation, you are expected to attend.” Finally, you could also include 

a statement like this, “This meeting is a planning session and your participation and idea-

sharing will be greatly appreciated.” 

 

Structuring your invitation with clear and concise information and expectations sends the 

message that you are seriously managing this meeting. You do not want to be infamous for 

holding boring and inefficient meetings.  

 

2.8 Making logistical arrangements 

There are several areas where you should be planning the logistics. 

 

Physical space 

Physical 
space

Travel Food
Audio 
and 

visual
Signage
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Consider the space in which you plan to hold your meeting.  

Is it onsite or offsite and do you need to make reservations?  

Does it need to be set up with furniture having to be moved? 

Travel 

Identify who will need to travel to your meeting.  

Do they need travel arrangements and will they need transportation to and from the meetings’ 

location. 

Do you have to make security aware of their presence so they are not held up at the door?  

 

 

Food 

Determine if you need to organise meals.  

Is your meeting starting early in the morning and will you need to serve a light breakfast?  

Is your meeting at breakfast time, over lunch or all day?  

Are you going to cater for the food or do you need to make reservations at the local restaurant? 

Audio and visual 

Later there will be a discussion on electronic options; however, do you plan to use electronics 

like a presentation or video. 

Do you have to get this placed in the meeting room?  

Are you experienced enough in troubleshooting technical problems or do you need a technical 

assistant?  

Do you need a sound system set up so everyone can hear the presenters? 

Signage 

Do you need to get signs, posters and/or special handouts made up for your meeting? 
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Activity  

Discuss and complete the meeting table example. Complete the example 

as though you were arranging a meeting for your training today. 

Meeting Manager  Date  

Type of Meeting 

(circle one) 

Problem Solving Decision 

Making 

Conflict Resolution 

Project Initiation Project 

Planning 

Brainstorming 

Other  

Purpose of Meeting  

Goal or expected 

outcome of Meeting 

 

Meeting Time & Place Survey 

(Circle all that apply) 

Morning Afternoon Onsite Offsite 

Brainstorming  

 

Conflict 

Resolution 

 

Problem Solving 

Update Meeting 

 

Project Planning 

 

Project Initiation 

 

Internal 

Employees only 

 

Some External 

Visitors 

 

Many External Visitors 

 

Large Group 

 

We do not have a large 

meeting room 
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High Energy 

Needed 

Lo Energy 

Acceptable 

Small Group 

 

We have a large 

meeting room 

 

Our meeting 

rooms are 

comfortable to be 

in for more than 

two hours 

 

This meeting is 

less than four 

hours 

Our meeting rooms are not 

comfortable for meetings 

over two hours 

 

This is a special meeting 

with lunch provided 

 

This is a long meeting (six to 

eight hours) 

All-Day Meeting 

This is an all-day meeting 

Finalised Meeting Time & Place 

(Time and Place with the most checks should be your best options) 

Time of 

Meeting 

 Date  

Onsite 

Location 

 Offsite 

Location 

 

Total 

Attendees 

 Cost of Venue R 

Other Meeting Information 

Breakfast Provided Y/N Budget/Cost R 
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2.9 Setting up the meeting space 

Having a preparation checklist for setting up your meeting is a useful tool. Having a checklist 

containing the basic essentials in setting up the meeting space can be helpful, such as: 

 Checklist Tick off 

 Sufficient number of tables and chairs  

 Power strips for laptops and other electronic devices  

 Audio and visual set up  

 Whiteboard with markers and eraser  

 Lectern (reading stand)  

 Water  

 Verify the room temperature is comfortable  

 Microphone for large meetings  

 Projector  

 Laptop  

 Verify room is located in quiet and private area  

Lunch Provided Y/N Budget/Cost R 
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Make sure you get to the meeting place early enough, giving you time to set up the room 

without the participants seeing you do it. Getting “caught” setting up the room gives the 

impression that you are unprepared which could affect your meeting environment.  
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2.10 The extra touches 

Extra touches make your meeting more meaningful to your participants. Here are some extra 

touches that you could include in your preparation checklist: 

 Checklist  Tick off 

 Name tags already printed and set up on the tables  

 Table with name tags for each participant already printed  

 Projector on with a welcome message illuminating on the screen  

 Signage outside the meeting room professionally done  

 Music before meeting starts and during breaks  

 Folder with all meeting materials inside (i.e. agenda, handouts, etc.)  

 Candy or mints on the table(s)  

 Posters or visual aids posted around the meeting room (professionally done 

looks better) 

 

 Video playing relevant materials on the screen before meeting starts  

 Coat rack during winter months  

 

When it comes to adding the extra touches, be sure to gauge the audience and meeting 

purpose, and plan accordingly. You do not want to create a celebratory experience when the 

meeting is about cutting costs, etc. Going the extra mile helps to make your meeting more 

effective by creating a personalised environment.  
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2.11 Choosing the physical arrangement 

The set-up of the room should depend on the expected interaction between the participants 

and how the content will be delivered. To assist in determining the physical set-up, let’s 

consider the C-CUT room layouts:  

 

C - Conference style seating:  

This is the basic long rectangular or oval shaped table. This type of set-up is good for short 

meetings with less than 30 participants. You would use this for small training sessions and 

close interactions. 

 

C - Classroom style seating:  

Rows of tables face the front of the room. This set-up is appropriate when there is a 

presentation at the front of the room or learning is going to take place and participants are 

expected to take notes. There usually will be some dialogue between the presenter and the 

audience. Participation between audience members will be limited. This style can be used for 

both large and small groups. 

 

U - U-shape seating:  

Conference style seating

U-shape seating

T-Shape seating

Classroom style seating
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This is a set-up where the tables form a U shape. This is effective where face-to-face 

interaction is desired. This set-up also accommodates larger groups. 

T - T-Shape seating:  

This design sets up the tables in a T-shape. This is also used for face-to-face and large group 

meetings. This shape allows the leaders to sit at the cross point. 

Knowing the various styles of seating arrangements helps to determine which to use based on 

the activity. Below are some suggestions. 

Planning meeting: conference style seating. 

Product sales training: classroom style seating. 

Strategy sharing meeting: T-shape style seating. 

Project update meeting: U-shape style seating. 

 

The physical arrangement of the meeting room should always focus on providing a comfortable 

set-up where all participants are able to view the presenter, other participants, screens, and 

flipchart and whiteboards.  

 

2.12 Electronic options 

Advancements in technology have made meetings more effective by providing ways of 

communicating and storing meeting information. Although many new tools are available to 

help give your meeting that cutting-edge feel, there are many things to consider when 

determining electronic options. It is not always imperative to use new technology at your 

meetings, but having an understanding in advance helps to expand your choices.  

There are a wealth of advantages if used properly, of bringing electronics in to the meeting 

place. Through the use of technology, you are capable of connecting with participants 

anywhere in the world. It also expands your ability to disseminate and record information. The 

various tools you can employ in your next meeting are: 
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Presentation software: 

Programs like Microsoft Power Point will help to organise your materials into one file. Once the 

information is in the presentation program, you can make handouts that you can give to your 

participants as an agenda. 

Electronic whiteboard:  

An electronic whiteboard is an efficient way to write and record ideas all with one source. The 

electronic device acts like a normal whiteboard but uses special electronic markers. This 

electronic device also records the items written on the board for referencing later. 

Web meeting programs:  

Programmes like Microsoft Live Meeting or Skype allow you to conduct your meeting via the 

Internet, so sound, images from your desktop and a web cam view of the meeting room and 

the individuals can be clearly seen and heard.  

Video conferencing:  

This dedicated line uses cameras and television screens to connect two or more remote sites 

into one meeting. 

Telephone conferencing:  

This is a dedicated telephone line where many participants call in and participate in the 

meeting. 

Choosing the type of electronic tool depends on the audience, distance and technological 

capabilities of the meeting place. Avoid using technology just for the sake of using it. Use it 

only when it is necessary. Make sure that the participants who will need to use the tools to 

participate are capable of using it themselves. The last thing you want is someone telling you 

in the middle of the meeting that they do not know how to launch the program. Here is a quick 

list of things to consider if you plan to use technology. 

Is the complexity of adding the technology outweighing the potential glitches? 

Are you capable enough to handle any issues that may arise during your meeting?  

Is your audience capable of handling the technology? 

Will you have adequate support from your IT department? 

Are there any costs that you have to consider? 
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Using technology requires knowledge if you desire to use technology in your meetings. You 

need to learn the system and to practise beforehand. Do not get carried away with technology 

as it becomes obvious when technology is being used just to dazzle the audience. This is 

distracting and reduces the effectiveness of your meeting.  

2.13 Meeting Roles and Responsibilities 

What is the role of the Chairperson, Minute Taker and the Attendees? 

The Chairperson: 

 

The qualities of the Chairperson:

 

 

 

Keep to the 
aim/objective of 

the meeting
Start the meeting

Transition from 
agenda topic to 

the next

Handle 
disruptions

Remain fair / 
impartial

Demonstrate 
flexibility

Display 
maturity

Remain in 
Control
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The Minute Taker: 

 

 

 

The Attendees: 

 

 

 

Variations for large and small meetings.  

Before

What to use?

Familiar with 
names & 
Agenda

During

Attendance & 
Time

Main ideas & 
Decisions

After

Type the 
minutes

Proofread

Prepare: Time 
Agenda 

Questions

Participate: 
Notes 

Questions 
Ideas

Produce: 

Side 
conversations 
Distractions 
Allotted Time

YOUR Role: 
Set 

Expectations
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Depending on the size of the meeting you may want to include an extra minutes taker, a person 

to greet attendees and a person to manage the hospitality aspect.  

2.14 Chairing a meeting 

Chairing the meeting is a leadership role. You must be ready and able to stand up and kick off 

the meeting without sounding nervous or uncomfortable. Your ability to communicate early in 

the meeting sets the tone of the meeting. The first part is about executing a productive meeting. 

This will teach you how to start your meeting on the right foot. Next, we will discuss the role of 

the agenda, and finally, we will discuss how to use the “parking lot”. All these techniques are 

designed to make you a more effective chairperson so as to conduct an effective meeting. 

However, let us start by looking at the stages of the discussions so as to see how a meeting 

may progress.  

Stages of a discussion 

Meetings can be viewed as a series of discussions with three phases. 

Opening – This is where several ideas are generated and made clear, or information is 

collected. This phase includes brainstorming, general discussions, and question and answer 

sessions.  

The opening of the meeting should include the following: 

 

Opening your meeting effectively requires both a technique and a flow. The acronym SIGNALS 

gives you an easy model to follow when opening a meeting. 

Agenda and Segue 

Guests Mentioned and Need-to-know

Salutation and Introduction 
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Salutation is opening the meeting by welcoming and greeting your participants 

Introduction is where you introduce who you are 

Guest mentioned is where you introduce those attendees that are special guests 

Need-to-know is a list of things like logistics, bathroom location, fire exits, and the general 

meeting format which is shared with the attendees 

Agenda is where you discuss the purpose of the meeting and give a brief overview of the 

agenda 

“Laws of the meeting” is where you discuss how the meeting is going to run. This includes 

policies on electronic devices, participation, and handling conflict.  

Segue is the part of your introduction that links this part to the next topic, which in this case 

will be the role of the agenda.  

 

Narrowing – Towards the end, the information collected is organised while eliminating 

duplicate ideas, combining similar ideas, or evaluating options.  

Closing – Finally decisions are made, priorities are selected, or an agreement is reached.  
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Viewing discussions in this way helps keep the participants focused on specific tasks. For 

example, during the opening phase of a discussion, a chairperson will encourage participants 

not to evaluate any ideas but just to generate as many ideas as possible. 

During the closing phase of a discussion it can be useful for the group to use specific criteria 

for deciding on a preferred solution or prioritising options.  

It is vital that you start the meeting on the right foot, know and understand the role the agenda 

has to play in the meeting and how to use a “parking lot.” 

The role of the agenda 

The agenda is an entity that plays a vital role like the chairperson or minute taker. Is should 

not be ignored because if it is ignored your meeting may experience time over runs and 

participant management problems. Meetings tend to experience time over runs, or are cut 

short because the time allocated for each agenda is not monitored. Consistently missing the 

agenda time and topics is a sign of poor meeting management.  

The agenda helps to communicate the meeting schedule to the participants: 

Meeting topics. 

Presenters. 

Time allotment for each speaker. 

The agenda provides focus by: 

Stating the meeting objectives clearly. 

Outlining the meeting in increments of time. 

Providing a checklist of things to accomplish in the meeting. 

Allowing the attendees to see both the beginning and the end of the meeting.  

Therefore, it assists in avoiding the participants from becoming distracted or left wondering 

what is next or when the meeting will end. 
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Take Note:  

Here is a sample introduction of how to introduce the agenda as a role at the 

beginning of the meeting: 

“The agenda today will help us meet today’s goal of deriving a good sales strategy. 

We have five presenters who are going to discuss how to present the new product, handle 

objections, gain commitment and close the sale. The agenda will be our guide so we can stay 

on track and finish on time.” 

Simply handing out the agenda does not communicate its role. You must introduce it like a 

person that has a role in the meeting.  

 

 

Using a “parking lot” 

A parking lot is a technique used for dealing with important non-agenda items that arise during 

the course of a meeting. It is important to recognise non-agenda items without interrupting the 

focus of the meeting. A parking lot involves the recording of these tangent and non-agenda 

issues on paper. This is done to ensure that they are remembered and will be addressed at a 

later stage whilst without interrupting the ongoing conversation. 

The parking lot is simple to implement. You could create a physical place by using pieces of 

flip chart paper with sticky notes. Perhaps you prefer electronic documentation? You can also 

collect parking lot topics onto a spreadsheet. Whatever you choose, you need to have a basic 

format. Here are some things to consider: 

Take a few moments to share with the attendees how the parking lot works 

 Meant for topics that require follow up after the meeting 

 Hold questions that can be answered later in the meeting 
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Provide brief instruction on how to register a parking lot issue 

 
Provide the question or topic, name  and contact information  on a sticky note or verbally 

to the minute taker 

 Chairperson will review parking lot topics to determine if the topic requires follow up 

after the meeting.  

 Follow up communication will be sent to all the members of the meeting 

 

The parking lot is helpful in managing your time. It gives you the ability to move off a topic that 

requires more research and time to develop. Remember to check the parking lot at the end of 

the meeting and always be sure to follow up when you say you will. However, there are other 

techniques to use other than a parking lot which are: 

 

Technique Description 

Active listening 

The facilitator should look people in the eye, use attentive body language and 

make participants understand that they are being heard. Body language should 

neither show support for, or disapproval of any suggestions, comments, or ideas 

since this can discourage open communication. The facilitator should face and 

take a step toward the person who he is speaking to show interest. 

Asking questions 

Questions test assumptions, invite participation, gather information and probe for 

hidden points. The facilitator can ask open-ended questions to encourage 

thorough discussions of all ideas presented. 

Gatekeeping 

This involves the facilitator stepping in and inviting participation from other 

participants as they may feel that some have not had the opportunity to voice their 

opinions. This may arise due to a single or a few participants dominating a meeting.   

Paraphrasing Paraphrasing involves repeating what has been said to let participants know they 

are being heard, to let others hear the point a second time, and to clarify key ideas. 
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This also provides an opportunity to ascertain if the facilitator has correctly “heard” 

or interpreted what was said. 

Redirection 
This facilitation technique involves a facilitative move that makes a statement or 

request that explicitly changes the focus of the conversation. 

Repeating 

This is repeating back verbatim what someone has said using their words.  It lets 

the speaker hear what they just said and can build trust.  It is used in brainstorming 

because it speeds up the discussion  

Summarising 

After listening attentively to all that has been said, a facilitator should offer a 

concise and timely summary. Summarising is a good way to revive a discussion, 

or to end one when things seem to be wrapping up. 

3-Step 

intervention 

to deal with 

disruptive 

behaviours 

The facilitator can use this intervention when a person’s behaviour is disruptive to 

the meeting. 

Step 1 – Describe problematic behaviours. For example, “Allen and Sue, both of 

you have left and returned three times during the meeting.” 

Step 2 – Make an impact statement to tell group members how their actions are 

affecting the facilitator, the process, or other people. For example, “We had to stop 

our discussion and start over on three occasions because of this.” 

Step 3 – Redirect the person’s behaviour. This can be done by asking members 

for their suggestions about what to do. For example, “What can we do to make 

sure this doesn’t happen again?” or “Would everyone like a short break so that 

when we return everyone will be able to fully participate?” 

 

Chairing the meeting 

The Chairperson needs to be able to keep the meeting on track, deal with overtime and hold 

the participants accountable for what they need to do. This requires focus and a sense of doing 

what is right for the sake of all involved in the meeting. Neglecting this could affect the meeting 

experience for many who will sit there and silently criticise your meeting management skills. 

Keeping the meeting on track 
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In order to keep your meeting on track, you should set clear expectations on how time 

management will be used in the meeting. Setting expectations up front avoids surprise and 

indignation from the presenter because they are not caught off guard. In addition, as a 

chairperson, you must feel comfortable interrupting the presenter when necessary. Many times 

the presenter would like to be told their time is up. This way, participants do not have to worry 

about time. The STOP technique helps to keep your meeting on track by doing the following: 

Set expectations:  

Letting your presenters and attendees know you intend on managing the agenda vigorously 

removes the element of surprise. When you neglect to set time management expectations, 

you are subject to an array of reactions from the presenter and attendees. Let the presenter 

know that you will give them a signal when five and two minutes are remaining. In addition, set 

expectations for questions and answers. Telling attendees to write their questions down and 

to ask them at the end of the presentation avoids unnecessary interruptions, potentially side 

tracking the conversation.  

Time the presenter:  

Using a timer is the best way to manage the time of your meeting. Keep to the allotted time for 

both the presentation and the question and answer session. Always provide a warning of the 

time so the presenter does not have to stop abruptly.  

Overcome fear of interrupting:  

Perhaps you do not have a problem with this, but there are many who see interrupting 

someone as rude and find it difficult to do. The best way to overcome this is by setting those 

expectations upfront. This way you know the presenter is expecting an interruption. The same 

holds true for questions being asked. If left unchecked, you could lose a lot of time by allowing 

excessive questions. Use your ‘parking lot’ to hold questions that require more thought in 

answering. Call “time” on questions and answers so you can move to the next topic. 

Politely warn people the time limit is nearing:  
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Avoid being harsh and rigid. Treating others with respect is the best way to keep the meeting 

moving and with plenty of participation. You do not want them to shut down because you are 

becoming a tyrant.  

Dealing with overtime 

 

 

Holding participants accountable 

 

 

Dealing with disruptions 

Warn attendees in advance

How much more time will be 
needed?

Give choices  

Set your expectations

Clarify the consequences

Follow through
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Disruptions in the meeting are bound to happen. Personal technology keeps participants 

constantly connected to the outside world. Frequent disruptions could impede the 

effectiveness of your meeting and become distracting to those who are focused on the 

meeting. Furthermore, poorly managing disruptions will reflect on the chairperson or meeting 

organiser. The key to mitigating disruptions is to plan for them, and setting expectations.  

 

How do you deal with participants constantly running in and out of the meeting, cell phones 

ringing, topic discussions and conflict? The goal here is to reduce the affect of these 

disruptions. 

Participants who run in and out during the meeting: 

Constant disruptions caused by attendees running in and out of your meeting will affect the 

experience for the other attendees. Addressing this form of distraction is best done proactively. 

Using the SIT technique helps your set the expectation regarding running in and out of the 

meeting. Next, incorporating frequent breaks lessens the chances of participants leaving the 

room. Finally, giving timely feedback to those who break the rule is necessary in order to stop 

frequent violators.  

Regarding cell phones and page ringers: 

Set expectations
Incorporate 

frequent breaks

Timely feedback 
given to those 
who break the 

rules
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If the delegates go off on a tangent: 

This is by far the most difficult to manage in a meeting. The biggest challenge is to redirect 

without offending the participants. Using the EAR technique helps to do this in three simple 

steps. 

Engage the conversation by becoming a contributor for a moment.  

Acknowledge that the topic is valid and worthy of discussion.  

Redirect the participants back to the conversation.  

 

The meeting room is no place to try to resolve the deeper issues of the conflict. On the other 

hand, if the participants are all a part of a team that will meet regularly, then this issue has to 

be addressed in a coaching session and not in front of spectators.  

Handling personality conflicts: 

 

Put up a sign

Make an announcement 

Place a reminder in the agenda

Stop • Stop the conflict by intervening

Drop
• Instruct the parties to drop the 

discussion

Roll • Roll into a break
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2.15 Taking minutes 

Minutes record major points, decisions, and follow up actions that are a result of the meeting. 

Meeting minutes also help to keep the meeting on track because it uses the agenda as its 

outline. Meeting minutes serve as historical data that can be referenced in case a dispute 

should arise. They are also used to set the topics for discussion in the next meetings. Many 

times people who could not attend a meeting ask for the minutes so they can be updated on 

the latest developments in the meetings.  

The minute taker should not have a major part in the meeting themselves. They must focus 

their attention on what is being said instead of participating.  

The idea is to record information about who attended this meeting, the results and follow up 

action items.  

 Items to be recorded in minutes Tick off 

 Date, time and place of meeting  

 The goal or purpose of the meeting  

 The chairperson’s name  

 Action items assigned to someone for completion after the meeting  

 Decisions made during the meeting  

 Attendees present and not present  

 Items that did not get resolved   

 Items to discuss in the next meeting  

 Items that were on the agenda that did not get discussed in the 

meeting for one reason or the other 
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 The meeting end time  

 

Keeping to this short list will make taking minutes more efficient and useful. 

When taking notes, avoid becoming bogged down with writing full paragraphs. Outlining your 

points will make your note taking more efficient. When you are done taking minutes: 

Summarise action steps: summarise any action steps that resulted from the meeting. You 

should have action steps at the end of the meeting. If not, rethink why you held the meeting in 

the first place. 

Send out summary notes: immediately after summarising the minutes, proofread them and 

send them to the chairperson and distribute to all the meeting participants. File your minutes 

for referencing later. Sending out the meeting notes is a great way to solidify those action items 

with the people responsible for doing them.  

 
 

Many times people think taking minutes is a daunting task because 

there is a belief that every single word must be documented. 

Recording everything will only make the minutes useless. The idea is 

to record information about who attended this meeting, the results and 

follow up action items. 

 

 

A take home template 

Using a template for your meeting minutes brings consistency to your technique. When you 

have a template, you can share it with someone else, increasing the likelihood of getting similar 

results. Templates can be either electronic or printed. Incorporating a template for taking 

minutes also saves you time by reducing the amount of time formatting the document for 

distributing to the meeting attendees.  
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By knowing how to plan, prepare and conduct effective meetings, you will improve the abilities 

of meeting participants and the probability of achieving organisational goals and objectives.  

Meetings that are conducted effectively will produce real returns for its participants and the 

organisation as the decision processes will have greater collaboration and inputs from its 

participants. Whilst what was discussed in this chapter only points out a few techniques, one 

needs to develop a system that is tailored to their organisations needs and the needs of their 

meeting participants. This will ensure that all meetings are conducted in a manner that 

promotes effective group interactions. 

2.16 Making the most of your meetings 

Part of developing a strong presence is developing a strong meeting style. According to one 

recent study at McGill University, managers spend approximately 69 per cent of their work life 

in meetings of one sort or another.  

Meetings are a central part of communication and cooperation within any organization. Don’t 

think of them as drudgery. Recognize them as opportunities to develop skills and develop your 

reputation, as well as a chance to stay on top of essential organisational information. 

Anticipate 

If you receive an agenda ahead of time, take a few minutes to look it over. If you see areas 

where you may have an opportunity to take the lead or to provide information to others, use 

that opportunity.  

 

Prepare 

Do your homework. If you plan to speak on an issue, know what you are talking about. Make 

notes to yourself. Keep your comments positive, and speak with enthusiasm. The direct, 

relaxed approach works best. Get quickly to your point and stay with it. Busy people have little 

patience with “more than they want to know.” However, clarity and conciseness takes 

preparation. 

Fifteen ways to master a meeting: 
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1. Know everybody’s name. 

2. Know what everybody does so you won’t step on anybody’s toes. 

3. Be careful about personal comments. 

4. Don’t create subconscious barriers to communication. Be especially careful if you are in 

the habit of folding your arms across your chest. 

5. Sit erect and square your shoulders. Look alert and lean forward slightly. 

6. Discuss but don’t argue. 

7. The head of the table is the “power perch.” The three other important positions are those 

to the right or left of the power perch, and, unless it is too far away, the position directly 

opposite. 

8. Another good position is a corner position, because you can make eye contact with more 

people. 

9. If you are seated and an important person enters the room, stand up to shake hands. A 

woman should rise to her feet as readily as any man. 

10. If you are holding the meeting, reserve the most impressive, appropriately appointed 

conference room, when the meeting warrants it. This will add status to your meeting. 

11. If it is your meeting, lead it! 

12. If it is your meeting, have an agenda and let people know why they are attending the 

meeting. 

13. Start and end on time. See if you can meet with each person in the room before time is 

up. Stand up. Get going. 

14. If it is someone else’s meeting, take responsibility and participate. 

15. Demonstrate high energy and involvement. A high energy level is contagious, and a 

valued quality in a team player. 

 

Learning Names 

The first thing on the list is to know everyone’s name. Now a lot of people say they are terrible 

with names. That usually means they haven’t taken the time to master the art of learning 

people’s names. 
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Individual Activity  

1. What techniques do you use to remember names? 
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Shaking Hands 

When you shake hands, remember these guidelines: 

• Web to web 

• Gentle firm pressure 

• Look the person in the eye and shake briefly. 

Meetings can be seen as boring events that people have to attend but that does not have to 

be the case. You can incorporate various elements into your meeting which can make your 

meetings more interesting. 

The 50 minute meeting 

 

 

Using games in a meeting 

Have an agenda

No side conversations

Summarize actions step

Send out summary notes
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Give prizes 

Perhaps give prizes to the delegates for the following accomplishments: 

 

 

 

Meetings should be used with discretion! Too many meetings and it 

may create a negative response from people. No meetings at all can 

also create a negative vibe as people will feel there is ‘no 

communication’ in the organisation. It requires a delicate balance.  

Some food for thought below… 

 

 

 

Do’s

Gauge the 
time

Practice 
first

Don'ts

Use in 
serious 
meeting

Spend a lot 
of time on it

The most participation 

The first to arrive

Volunteering
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2.17 Glossary of terms 

Here are some words that you may find unfamiliar from this chapter.   

Brainstorming Process for generating creative ideas and solutions through intensive 

and freewheeling group discussion. Every participant is encouraged to 

think aloud and suggest as many ideas as possible, no matter 

seemingly how outlandish or bizarre. Analysis, discussion, or criticism 

of the aired ideas is allowed only when the brainstorming session is 

over and evaluation session begins 

Hospitality It is the friendly and generous reception and entertainment of guests, 

visitors, or strangers. 

Active listening Active listening is a communication technique which requires the 

listener to feedback what they hear to the speaker. 

Gatekeeping A technique where the facilitator steps into the meeting discussion and 

invites participation from other attendees who have not had the 

opportunity to contribute. 

Paraphrasing To express the meaning of something,  by the use of different words, 

especially to achieve greater clarity. 

 

Ashleigh 
Brilliant

• Our meetings are held to discuss many 
problems which would never arise if we held 
fewer meetings.

Peter F. 
Drucker

• Meetings are a symptom of bad organisation. 
The fewer meetings the better.

Wilbur Fisk
• The individual, who is habitually tardy in 

meeting and appointment, will never be 
respected or successful in life.
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Other unfamiliar words: 

  

  

  

  

  

  

  

 

2.18 Take aways 

Summarise the key points that you will take away from this chapter.  Effectively this is a 

summary of what you learnt in the chapter and how you will use it. 

What I learnt How I can use this knowledge 
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Learning Outcomes 

Chapter 3: 

When you have completed this chapter you will be able to: 

• Plan and prepare for a presentation 

• Use problem solving skills  

• Use decision making skills 

• Deliver presentations 

 

 

Test your knowledge 

1. Give four (4) dos of a presentation. 

 

 

 

 

 

PRESENTATION SKILLS  
 

 

http://www.presentermedia.com/index.php?target=closeup&id=7934&categoryid=120&maincat=animsp
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2. Give four (4) don’ts of a presentation.  

 

 

 

 

 

 

3 Presentation Skills 

A great presenter has two unique qualities, 

appropriate skills and personal confidence. This 

confidence comes from knowing what you want to 

say, and being comfortable with your 

communication skills. In this workshop, you will 

master the skills that will make you a better speaker 

and presenter.  

 

It’s like preparing every detail of a party. You are 

prepared, and it’s going to be a smashing success. 

As important as what you say is how you say it. 

Wear a smile. It is always becoming to your voice. Don’t attempt to make a derogatory 

remark under the guise of humour (that’s sarcasm) and don’t try to shock (some people 

are hard to shock anyway, and others may be shocked in a very negative way, so it just 

isn’t worth the risk). 

Lengthy emotional debates will not contribute to the gathering. Death, politics, religion, 

illness and children usually head the list of subjects to be avoided, but there are exceptions 

to every rule. For example, we’ve all encountered situations when you must express your 
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condolences to someone when someone has been ill or have somebody they care for who 

is ill. 

No matter how seriously you try, not all conversations can be made into engaging 

discussions. Eventually even good conversations may come to an end. Tell the other 

person how much you have enjoyed speaking with them, and go on to meet other people. 

If you find yourself alone, look for others who look similarly disengaged or join a group with 

an odd number of people. You could pass the cheese tray, or sample the buffet table. One 

tip that often works is to imagine you are host or hostess. Now you will be less worried 

about yourself and more concerned about other people. 

What does this have to do with speaking in public? Self-confidence is an important element 

of public speaking. We grow our confidence when we are able to master one-on-one 

conversations. Then we can more easily make the leap to developing our presentation 

skills.  

 

3.1 Edit your conversations: Speaking Characteristics 

Volume 

Vary your tone of voice. Too loud is hard on listeners, but so is too soft. Listen to those who 

deliver the news or who act as commentators. They use vocal variety. 

Clichés 

When we aren’t sure what to say, we all fall back on these old sayings. However, the most 

interesting speakers try to avoid saying things the same way everybody else does. So instead 

of saying the baby’s skin is “soft as a feather” we might say “soft as…” or instead of saying, 

“as hard as nails” we could say “as hard as…..”  

 

Diction 
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Diction is about pronunciation and enunciation. If you don’t know how to pronounce a word, 

what is a good remedy? Look in the dictionary or ask somebody who knows the correct 

pronunciation.  

Speak clearly. Mumbling our words makes it difficult for the other person to know what we 

have said. If you know you chew your words, or otherwise make it difficult for people to 

understand you, watch “My Fair Lady” and begin practicing better speaking habits.  

 

Slang or Vulgarities 

Never a good idea. Nuff said. 

Gender References 

Not even as a joke. Be sensitive to both masculine and feminine terms. Nurses aren’t always 

female and doctors aren’t always male.  

How could you write these terms to be non-gender specific? 

• Fireman 

• Policeman 

• Chairman 

• Postman 

• Housewife 

• Mankind 

What could be wrong with words like “manageress”, “woman lawyer,” or “Ladies and 

gentlemen, girls and boys”? 

Feminine suffixes and feminine adjectives suggest that women in these positions are 

exceptions and as such should be considered differently than men in the same role. Use 

gender specific terms only when they are relevant to the message.  

Acronyms and Jargon 

If terms are known only to people who word within your industry or in your company, either 

don’t use them at all, or explain what they are and then use them. Don’t make the assumption 
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that everyone will know what they mean, even if they do work within your industry or your 

company.  

Tact 

Tact is diplomacy of the heart. This means saying the right thing at the right time, but also 

leaving the wrong thing unsaid. Disraeli, explaining his popularity with Queen Victoria said, “I 

never deny. I never contradict. I sometimes forget.” As a wise man once said, “It is better to 

leave the sins of others alone until you’ve made some headway on your own.”  

How often do you avoid other people because they always seem to say the wrong thing? They 

express themselves in such a way that it hurts or offends you or others. These people lack 

tact. Tact is skill and grace in dealing with others. It means that how you say something is as 

important as what you say. Tact enables you to maintain good interpersonal relations by not 

offending others. 

3.2 Appropriately sharing yourself with others 

Self-disclosure refers to the ability to appropriately reveal deeper and deeper levels of self to 

others. This skill is critical in the development of trust, and in developing your self-concept and 

your relationships with others. 

 

 

 

 

 

 

 

Joe Luft and Harry Ingraham developed the Johari window concept. This concept is a way of 

looking at ourselves and our ability to ask feedback of others. 

 

Open 

1 

 

Partially Open 

2 

 

Partially Open 

3 

 

Hidden 

4 

Known to Others Not Known to Others 

Known to Oneself 

Not Known to 

Oneself 
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The window illustrates their point that there are certain things you know about yourself and 

certain things that you don’t know. Similarly, there are certain things others know about you 

(that you may or may not know) and there are certain things they don’t know. 

The open arena is the area where you are quite comfortable sharing information about 

yourself. 

One partially open window, sometimes called “the façade” is that part of your life you choose 

not to reveal to other people. This may be how much money you make, how you really feel 

about your boss, or how much you eat when nobody is looking. 

The other partially open window is often called the “blind” window. This window includes those 

things others think and feel about you which they don’t usually share with you. These things 

may be negative, like the fact you have bad breath or dandruff, but there may also be positives, 

such as the pleasant sound of your voice, or how good you are with people. 

Finally, you have a hidden or unconscious window. Here are things you don’t know about 

yourself, nor do other people know them. They are deep in your unconscious mind. 

Ingram and Luft make the assumption that it takes energy to hide information from yourself 

and others, and that the more information is known, the better and clearer communication will 

be. 

Building a relationship often involves working to expand your open/free or “known to self and 

others” window, while decreasing your blind and hidden areas.  

As you become more self-disclosing, you reduce your hidden area, and give other people more 

information to react to, thus reducing your blind area.  

As you encourage others to be more self-disclosing with you, your blind area is further reduced. 

As you reduce your blind area you increase self-awareness and this helps you to be even more 

self-disclosing with others. 

3.3 Trust 

We earn trust as a trade-off for self-disclosure. Being visible, but not risking too much 

information too soon, promotes this type of trust. If no one knows you very well, they will not 
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feel much of a connection with you, and you will not likely feel much of a “connection” to others. 

Perhaps a sense of “belonging” is a deep need we all have to a greater or lesser degree. 

Self-disclosure, in order to be most effective, must be well-timed and not too deep or too 

shallow.  

 

 

Individual Activity  

Answer the questions below. 

2. The person I most admire is? 

3. The person I am most willing to trust is? 

4. Something I have not yet accomplished in my life that I would 

like to do?  
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3.4 First Impressions 

To make powerful, impressive and lasting presentations, start from within. What do you say to 

yourself? There is a factor that affects our ability to speak with or to others 100% of the time: 

OUR THOUGHTS! 

If you see all your faults and recite them to yourself when you look in the mirror, your self-

esteem takes a beating. If you look in the mirror and say to yourself “I like my hair today” or “I 

have a friendly looking face,” your self-esteem grows a little bit and you become more confident 

of your ability to do things like speak in public. 

Listen to your inner voice and the self-talk you give yourself. If you can hear the negative 

messages, start replacing them with new, objective, positive self-statements. You can build 

your self-esteem, and feel so much better about yourself that you are less uncomfortable when 

you are talking to others. You can put the emphasis on them rather than on you. 

 

 

Individual Activity  
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How would you change these self-messages? 

1. I am so stupid. I am always 

making mistakes! 

2. Why can’t I remember things? I 

am always forgetting where I put my cell 

phone. 

3. Why can’t I be more like…..? they 

NEVER do dumb things like that. 

4. People don’t listen to me. I am 

just not important enough for people to 

pay attention to me when I speak. 

5. People will laugh at me. Probably 

somebody has already got a better idea.  

 

 

 

 

 

 

 

 

 

 

 



 

 

145          © 2022 financeium 

 

3 

 

 

 

 

 

 

Four good rules for any conversation: 

1. Talk to yourself in positive terms. Take time to clarify the 

message in your own mind before you try communicating it 

to someone else. 

2. When you speak to individuals, take the time to express 

yourself in an organized manner.  

3. Ask for feedback. Do not assume that the message sent 

was the message received. 

 

 

 

4. When presenting to a group: have a message worth communicating, gain the listener’s 

attention, emphasize understanding, get feedback, watch your emotional tone, persuade 

them to adopt your point of view or take the action you want them to take. Know when to 

stop talking. 

 

3.5 Body Language 

Research has shown us that 7 percent of our message is communicated by words. Our tone 

of voice communicates 38 percent, and our body language 55 percent – that’s 93 percent of 

our message! 
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Our bodies speak volumes. We are always sending signals to others, whether we like it or not. 

Body language combined with vocal tone can override or even cancel the meaning of the 

words we say. Make sure your mouth and your body are sending the same signal. 

If a lot of our communication power comes not from what we say but from how we say it, it is 

smart to use body language to our advantage. 

 

• Facial expressions – eyes, eyebrows and mouth, send out the body signals that can 

make a world of difference. 

 

• People who smile are happier than those who don’t. Smiling releases a chemical in 

your brain that makes you feel good. It’s a great way to establish a rapport with 

listeners. 

 

• Eye contact helps you carry your message to each person in the audience. It builds 

trust. 

 

• Learn to speak with your hands. Draw lines in the air, make a point, count on your 

fingers, emphasize length and width. Work on appearing sincere and comfortable. 

 

• Let your hands do what they want to do, as long as they don’t get in your pockets, fiddle 

with an object or make obscene gestures to your audience. 

 

• Your body posture affects your emotions and how you feel determines your posture. If 

you are confident, happy and ready, your body will show it. 

 

Depending on which book you read, we get 65-75% of our sense of what other people are 

saying from their body language. What do you know about body language? What does the 

other person’s body language say to you? 
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The best piece of advice is to make your face look friendly. Smile, or at the very least be aware 

of whether your face is tense and angry looking. If so, relax your facial muscles and turn your 

lips up at the corners. You look more approachable that way. 

While we have all heard that closing your arms makes others feel you aren’t listening to them, 

or you have a closed mind, we know that is not always true. Sometimes you are cold; you can’t 

think of anything to do with your hands, or you spilled soup on your tie. Whatever the reason, 

it still sends a negative message to others. If you often cross your arms, try to break that habit. 

One of the most important things you can do with body language is learn to pick up cues from 

people that you are making them uncomfortable. If you sensitize yourself to these simple cues, 

over time, people will have the experience of feeling more relaxed, at ease, and open with you 

(and to you). 

In any case, they're quite simple, but most people don't pay enough attention to them: 

Signs that someone is becoming uncomfortable: 

• Rocking 

• Leg swinging 

• Tapping 

These are the first signals of tension and indicate that the person feels intruded upon or 

nervous. If it escalates, these signals are often followed by: 

• Intermittent closing of the eyes  

• Slight tucking of the chin into the chest 

• Shoulder hunching 
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Basically, learn to watch for these, and then adjust your 

approach. Sometimes just taking one step back, or ceasing 

talking and asking questions, (thereby getting the other 

person to talk to you instead) will be all it takes to ease the 

tension. 

 

3.6 Sticky Situations 

 

 

Individual Activity  

Answer the following questions: 

1. What types of situations make you feel uncomfortable?  

2. Have you ever had to deal with a situation where people were 

feeling uncomfortable? 

3. Who took charge? 

4. What did that person do?  

5. What are some things we can do to put other people at ease? 

Turning negatives into positives 

6. Do you have examples of some negative situations that could 

be viewed positively if you reframed the situation? 

7. How do we stop seeing the glass as half empty? 
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In order to stop thinking about ourselves, it does help to be wearing clothes we feel good in. 

We don’t need a closet crammed full of clothes. We just need a few outfits that fit us, and that 

look good on us. Details like sleeves that are too long, shoes that need polish or fingernails 

that should be cleaned can mar an otherwise great outfit. Go through your closet. Look critically 

at what you wear. Do these clothes suit you? Do they feel comfortable on you? Do they fit? If 

you answer yes to all three questions, great! Take care of these clothes. If you answered no, 

give them away to charity and buy clothes you can forget about once you put them on. 

Here are some more tips for looking professional: 

• Dress the way you want to be perceived. Look like you care about what you are doing. 

• Dress comfortably and be proud of who you are. 
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• Always appear as neat and clean as possible – clean hair, neatly trimmed, clean 

fingernails, neatly trimmed, and shoes that are clean and polished. 

• Look trim. If you aren’t slender, choose clothes carefully. Be sure clothing fits properly. 

• You will not feel good and you won’t look good if your clothes are too tight. 

• Don’t appear too fashion conscious and don’t spend a lot of money trying to keep up. 

• Know the colours and styles that suit you, and stick to them.  

 

3.7 Why talk? 

Advantages of an Oral Presentation 

Oral presentations are generally more persuasive than written ones, so don’t e-mail someone 

when you can pick up the phone and call them. 

Researchers who have tested the way the brain responds to such stimuli as language, visual 

images, and music have found that the spoken word engages both the right (creative, intuitive) 

and left (analytical, logical) sides of the brain.  

Written material appeals more specifically to the left side. Since most managers seem to make 

decisions based on both rational and intuitive criteria, you are more likely to gain acceptance 

for your proposal through an oral presentation. This method appeals to both sides of the brain 

as opposed to a report, which appeals to only one side. 

In addition, an oral presentation gives you more possibilities for building a relationship with 

your audience (your boss, your department or your friends) than an email, memo or report.  

Spoken language has an immediate, magical quality that written language usually lacks. 

Rarely can the enthusiasm communicated in a phone call or a meeting be duplicated in a letter 

or memo. Although writers can reflect on their choice of words and use a far larger vocabulary 

than speakers, speakers can use tone of voice and gestures to give their ideas emphasis. High 

technology always brings with it a counter-balancing of high touch, or human response. 

When your communication is intended to stimulate direct action, you must be able to evaluate 

the depth of the audience's understanding and degree of acceptance as you go along.  



 

 

151          © 2022 financeium 

 

3 

While this checking is relatively easy when you are speaking with someone in person, it is not 

possible in written communication where the response is delayed and perhaps edited before 

it gets back to you. You have a better chance of knowing whether you are getting close to your 

ultimate goal when you see your audience's reactions than when you have to wait for written 

response. 

It is also obvious that, as speaker, you can get valuable feedback during the presentation itself. 

As a writer, you are far more limited. If a statement in a report or memo raises a question in 

the reader's mind that is not answered immediately, the reader may never understand the main 

point. If a member of the audience seems confused, however, a speaker can clarify a point 

either in the course of the presentation or during the question-and-answer period.  

If a writer misjudges the reader's need for information and produces a long-winded report, the 

writer has no control over the reader, who can simply ignore the report or throw it away. In 

contrast, a speaker can adjust to the audience. If listeners are restless, for example, you can 

adjust the timing; if they are bored, you can eliminate material. If they do not understand, you 

can give them more information. 

When dealing with a controversial subject, it is usually better to bring participants together in 

one room to discuss the matter rather than to circulate a written report or memo. When there 

is serious disagreement, pencilled-in comments that tend to fuel conflict may accumulate as 

the memo ricochets from one desk to another. 

Confronting issues directly, and in person, is generally preferable to circulating paper, even 

though your writing skills may be better developed than your ability to deal with opposition in 

person. 

3.8 Planning your Presentation 

PAFEO 

A useful planning guide comes from the acronym "PAFEO." This nonsense word will help you 

focus on the essential ingredients for a successful presentation. 

P=Purpose 
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What am I trying to accomplish? What is my objective in making this presentation? What will 

be the end result? 

A=Audience 

For whom am I presenting? 

For most internal presentations, you'll know the members of your audience. Occasionally, if 

you're giving a command performance, you'll be talking to some people you've never met. 

Make sure you're informed in advance of everyone who may be coming to the presentation 

and do a little preliminary checking. Nothing is more unnerving than a walk-in appearance by 

the executive vice-president when you had planned an informal session with a few colleagues 

and subordinates. 

 

Once you know who the members of your audience are, start to construct a picture of them, 

either by asking yourself a few pertinent questions about them (if you know most of them and 

the subject is relatively simple) or by filling out an audience profile (if the group includes many 

people you don't know and the subject is relatively complex). 

Filling out such a profile form forces you to take the needs of your audience into account when 

you're developing your presentation.  

It may also alert you to a recycling point. That is, as you think about your audience and its 

attitudes, you may realize that your preliminary attempts to build consensus have been 

inadequate. If you discover that members of your projected audience are locked in apparently 

irreconcilable conflict, you may decide to defer your presentation until you have a better chance 

for success. 

Sample Audience Profile 

What is my objective in making this presentation? 
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Who is the decision-maker or decision-makers? 

 

 

 

How much does the decision-maker(s) know about the situation? 

 

 

 

How does the decision-maker(s) view the situation? 

 

 

 

How will the decision-maker(s) react to the proposal? 

 

 

Who else will attend the presentation? 

 

 

 

What are their views of the presentation or proposal? 
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Who else will be affected by this presentation? 

 

 

   

What's the next step? 

 

 

 

What is my revised objective or fallback position? 

 

 

F=Format 

How will I do it? In deciding which points to talk about first, keep in mind that: 

• People tend to trust those who agree with them. 

• People are more often persuaded by reasons important to them, rather than by reasons 

dear to the presenter. 

• People stop listening and start developing counter arguments when their deeply-rooted 

convictions are challenged or threatened. 
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Your task is to address first those points most important to the people you most want to 

persuade. If you win their confidence, they will more likely hear and remember your argument. 

This is especially important if you believe some of your supporting points could be questioned-

-for example, in a crisis situation when you have not had time to build consensus or to do all 

the research you would have liked. 

E =Evidence 

What will convince my group? 

Although years of reading mystery stories sometimes lead people to save the main point for 

last, that tactic is disastrous for a management presentation.  

• First, management audiences are not interested in second-guessing you; they want 

answers quickly.  

• Second, people will understand your argument better if they know the direction in which 

you are leading them.  

• Third, you should take advantage of the fact that people remember best what they hear 

first and last. Tell them what you want them to know twice--once when you start and once 

when you finish. 

The only time you should consider saving the recommendation or conclusion for the last is if 

the audience will not give your point of view a fair hearing. In that case, you may need to build 

your case argument-by-argument until the group has no choice but to accept your conclusion.  

In such a situation, first discuss the arguments that provoke the least controversy. If your 

presentation focuses on an evaluation of various alternatives, the best order is either from 

most to least advantageous or from least to most controversial. 

O = Organisation  

The last part of PAFEO is organisation. Think about the short little presentation you are going 

to do tomorrow. Based on your knowledge and analysis of your audience, and your objective 

for presenting to this audience, choose an organizational plan that best meets your needs. 

Some material or presentations will work in several organisational patterns so you might want 

to consider more than one pattern before you make your final decision as to “fit.” Here are 

some options, most of which you will recognise: 
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• Chronological order for simple, ordered instructions or reports. 

• Problem (three parts) and solution (one part) for audiences with low knowledge of the 

issues. 

• Problem (one part) and solution (three parts) for audiences with high knowledge of the 

issues. 

• Current situation and proposed situations for many persuasive presentations. 

• Inductive (general to specific) or deductive (specific to general) reasoning for explanations. 

• Pros and cons (or compare and contrast) for simple analyses or evaluations. 

• Decision-making pattern for complex issues. 

• Bad-news pattern for information the audience doesn’t want to hear. 

 

3.9 Problem-Solution Pattern 

For most persuasive presentations, the problem-solution format works the easiest. If your 

audience is low on the persuasive continuum—if they have little knowledge about the issue—

you will want to spend some time explaining the specifics of the problem. If your audience 

knows all about the problem, you can spend the majority of your time considering a choice of 

solutions. 

3.10 Decision-Making Pattern 

This outlining strategy reminds you to explain the criteria you used when determining how to 

solve your problem. If you establish criteria first, then show how potential solutions measure 

up against those criteria, your decision develops its own support as you move through your 

presentation. 

Here is the format for this pattern: 

• Define and limit problem 

• Establish checklist of criteria 

• Identify possible solutions 

• Evaluate solutions based on criteria 

• Select best solution 
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• Discuss implementation 

3.11 Bad News Pattern 

When giving people information that they would rather not have, select the bad news pattern. 

This organizational strategy allows you to buffer the bad news with a neutral or mildly positive 

statement first. Be careful that the material you choose is appropriate for the message that is 

coming; you don’t want to compliment them on being perfect employees and then fire them. 

Here is the format for this pattern: 

• Cushion audience 

• Bridge with transition 

• Deliver bad news 

• Explain reasons 

• Suggest alternatives 

• Rebuild good will 

 

The “deliver the bad news” and “explain reasons” steps are interchangeable. Some speakers 

would rather get the bad news over with and then explain while others would rather explain 

first. Whichever way you choose, it is most important that you offer good reasons. The phrase, 

“It’s company policy,” is not enough. 

The bad news pattern includes alternatives—specific replacements for whatever it is they want 

but you cannot give. For example, an important client may have requested that certain 

products be delivered by specific dates. If you are unable to meet the request, your alternatives 

might be to deliver a slightly different product on the date requested, or to discount the price 

to offset late delivery. Offering alternatives almost always reduces the sting of bad news. 

Complete the bad news pattern by rebuilding good will with your audience, thus sandwiching 

the negative information between audience-focused messages. 
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3.12 Overcoming Nervousness 

Slight nervousness is normal for anyone, especially the first few times you make a presentation 

or speak in public. These jitters can actually help you—give you an edge—and everyone has 

a few of them.  

The secret you want to learn is not necessarily the confidence that comes from experience, 

although that helps, but a change in attitude. When you learn to shift your focus from yourself 

to the audience, you will be on your way to getting rid of your fear. 

Nervousness has two sources. 

One is the constant stream of internal negative comments that nags speakers when they begin 

to think about the presentation ("I wonder how I'll come across this time? Last time I made a 

presentation, I was sure everyone was laughing at me when I had so much trouble with the 

equipment.")  

The other source of tension comes from hyper-responsibility. The presenter feels that he or 

she alone is responsible for the reactions and well-being of everyone in the room. 

Think about it this way: you believe in what you're saying. You're prepared. In fact, for this 

presentation, you're the only person who is so well prepared. Your audience needs to know 

what you have to say.  

Change the words you say to yourself from negative messages to more positive ones. List 

your concerns on a sheet of paper before the presentation. Then, for every negative message, 

substitute a positive one.  

For instance, if your negative message is, "I'm a nervous wreck," write, "I can channel this 

nervous energy into the presentation and give a more enthusiastic performance." This effort 

may take numerous repetitions, but eventually it works. 

The second kind of nervousness (taking responsibility for everyone in the room) can also be 

fought. Come to terms with the fact that everyone in the room will not necessarily accept your 

ideas. It's not your job to please everyone. Your job is to get your message across in clearly 



 

 

159          © 2022 financeium 

 

3 

understandable terms to the people who must have the information. Concentrate on the 

decision maker and on those who respond positively to you. Forget the others. 

Because it is hard to counteract nervousness if you do not feel in control of the situation, take 

time before the presentation begins to put yourself in control: 

• Allow plenty of time to check out the room and equipment. 

• Start on time. Unless the decision maker in your audience is delayed, don't wait for 

laggards. Delaying will make you and your audience fidgety. 

• Greet people as they come in. Chat casually with people you know until it's time to start. 

• Eliminate any physical barriers that stand between the audience and you. If you're behind 

a table or lectern, move away from it. Don't cling to the podium or your Power Point. 

 

Use Nonverbal Communication 

You're confident. You've rehearsed. You've got a powerful, logical argument. You're ready now 

to take on the task of presenting your points in such a way that you do not distract from your 

argument. In management presentations, the drama should be in the content, not in the 

person. Once you're aware of the way people react to you, you can control the way you present 

yourself. 

Leave an appropriate distance between yourself and the audience 

Although a public speaker may be 12 to 15 feet from the first row of listeners without being 

viewed as aloof and impersonal, a management presenter, who generally deals with far fewer 

people, should be no more than 4 to 5 feet away. If you're any farther away, the listeners may 

regard you as either stuffy or fearful. If you get any closer, people will become uncomfortable.  

When you're speaking to a group with whom you have had little or no personal or professional 

relationship, start speaking from a position farther away and move in slightly as the 

presentation progresses and as you establish rapport. But don't get too close. A tall presenter, 

for example, who approaches within inches of his listeners and leans forward, is expressing 

dominance more than friendliness. To judge whether you tend to invade others' personal 

space, recall whether people ever inched away from you when you were engaged in informal 

conversations.  
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Physical distance rules vary from one culture to another. Arabs want to be within inches of 

each other when they speak, whereas the Japanese expect even more distance than North 

Americans. 

Stand Erect 

Good posture gives the impression of authority. You can correct poor posture without difficulty 

by standing against a wall and pressing your spine flat against it. While you're making your 

presentation, make a conscious effort not to fold your arms. Folded arms seem to encourage 

slouching, and it certainly sends a message of defending or protecting yourself. There is a 

difference between good posture and stiffness, however. If you march briskly to the front of 

the room and do not move for the rest of the presentation, you signal rigidity more than 

authority. 

Consider Your Appearance 

Psychologists have found that attractive people are more persuasive than unattractive people. 

They are not referring to a person's appearance. Anyone can cultivate attractiveness through 

good grooming and clean, neat, professional dress. A presentation is not the place to "make 

a statement" with your clothes--flashy clothes divert attention from your argument. The 

standard business dress remains dark suits or jackets and a tie for men and conservative suits 

or coordinated outfits for women.  

Although standards in non-traditional organization may be more lenient, in general, it is safer 

to stay on the side of conservatism. Anything too far from the norm will cause the audience to 

fix on the distracting feature rather than your argument.  

 

Move About and Use Gestures 

A presenter who stays glued to the overhead projector, the lectern or any other one position is 

terrified, and everyone soon knows it. To give the impression of self-confidence, move about 

the room and use your hands. You may even convince yourself that all is well.  

Take advantage of your natural gestures, but avoid using one over and over. Some presenters, 

told that they need to add movement, adopt one gesture (raising an arm, for example) and use 
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it repeatedly. At worst, such programmed gestures send the audience into a hypnotic state; at 

best, they're distracting. Tailor your gestures to reinforce your point. For instance, by bringing 

your hands together, you can assure your audience that your proposal "brings it all together." 

Similarly, you can refer to the ramifications of a problem by tracing ever-widening circles in the 

air.  

Because most management presentations involve visual aids, you can add movement by 

simply pointing out the most important features on the visual. Moving around the room is 

helpful if it does not deteriorate into the measured pacing of a caged tiger. By pausing 

completely, you emphasize to your listeners the importance of what you are saying. 

Control Your Facial Expressions and Mannerisms 

Although we all know people who say "If you cut off my hands, I wouldn't be able to talk," very 

few people actually overdo gestures. Facial expressions, on the other hand, are difficult to 

control and often give an embarrassingly accurate clue as to how you really feel. Beyond 

checking yourself on videotape, the best way to control facial expressions is to make sure 

you're comfortable with your material and prepared to respond honestly and openly to any 

questions.  

Try to maintain an accessible, open presence. Remember that a smile breaks down barriers. 

When you smile at someone, he or she generally smiles back. As you talk, show interest in 

what you're saying. If you're not interested, how can your audience be? 

Maintain Eye Contact 

You will lose support faster by staring at your notes, looking only at the visual, or focusing on 

a spot high on the back wall than by any "mistakes" you may make in the content of your 

presentation. Similarly, if you direct yourself exclusively to the key decision maker in your 

audience, he or she will feel more uneasy than flattered, and others in the room will feel 

unimportant.  

Try, at some point in the presentation, to look at each participant with the goal of giving each, 

in turn, the brief message, "I can see that you grasp what I'm saying." Then, for your own 

comfort, focus on people who respond with a nod or smile rather than on people who seem 

bored or hostile. 



 

 

162          © 2022 financeium 

 

3 

 

Using Notes 

It's hard to imagine anyone trying to memorize a presentation word-for-word. Recall takes so 

much energy that you would have little left for relating to the audience. Don't ever consider 

memorizing. Instead, learn to use notes unobtrusively and effectively. 

Many presenters use their visuals as notes. If your visuals are not sufficient to remind you of 

the details, you can construct notes in several forms. However you do it, your notes should be 

easy to use. In terms of content, you should include your opening remarks as well as your 

ending remarks and any statistical information that is too difficult to remember and will not 

appear on your visuals.  

For long presentations, your notes may go into more detail than is necessary for short ones. If 

you plan to use extensive notes, underline key points or use a highlighting pen. In either case, 

however, never use full sentences because you may lapse into reading them and thus destroy 

your phrasing. 

Two popular note-taking devices are to write simple key words or phrases on index cards or 

on the frames of your transparencies. 

Index Cards 

Never walk around holding your index cards or notes. Let them remain on the lectern or the 

table so that you are free to make assertive gestures without waving your notes around.  

Visual Aids 

If you use overhead transparencies, you can easily jot your notes on the cardboard frames. 

Generally, the transparency carries your major message, especially if it's a text visual, and 

your notes simply remind you of any further statistical evidence you may want to present. 

You may want to put sheets of A4 paper with additional notes between the overheads. The 

fact that the audience can’t see you using such notes makes your delivery smooth and 

enhances your confidence. 
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Using Power Point is similar without the added convenience of a cardboard frame. However, 

you can still jot down additional notes to go with each frame. When you are using Power Point 

try not to be mesmerised by the words and graphics on your screen. 

3.13 Managing the Question-and-Answer Period 

Just as you sometimes encourage questions during your presentation, be sure to invite 

participation when you are finished. Say something simple like, "I'll be glad to answer any 

questions you have." In some cases, you may want to ask people you know to pose one or 

two questions just to get the discussion going. Regard this portion of the presentation as a 

chance to: 

• Gather new information 

• Stress your main point 

• Get commitment to your plan of action 

No matter how well you've prepared, someone in this group may have information you don't 

have or may contribute something you haven't thought of. Your ultimate goal is to contribute 

to the success of your organisation. Questions, comments, and discussion serve that goal very 

well. The more people who participate and the more questions they ask, the more effective 

you're likely to be. 

The first step in responding to questions is to listen very carefully. Nod to show that you are 

paying attention. Don't be surprised if the question has to do with a point you're sure you 

covered in your presentation. The person may not have put your point across as clearly as you 

thought. Remember that the other members of the audience invariably identify with the 

questioner, not the speaker.  

To say, "Well, I thought I covered that in my remarks," or to sigh resignedly and roll your eyes, 

cuts off discussion and damages your credibility with the audience. The following guidelines 

should help. 

• Establish ground rules 

• Let people finish 

• Respond to everything, even statements 

• Restate the question 
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• Stay on track 

• Admit you don’t know the answer 

• Control the discussion  

• Move toward action  

 

3.14 The STARR Pattern 

What is STARR? 

 

STARR is an acronym for: 

• S: ___________________________________________ 

• T: ___________________________________________ 

• A: ___________________________________________ 

• R: ___________________________________________ 

• R: ___________________________________________ 

  

This organisational strategy keeps you from leaving out important information. Some speakers 

neglect to tell an audience what they need to know. Others forget to tell the audience what 

they want to know. 

Here is the specific format: 

• What is the situation?  

• What was your specific task?  

• What did you do? 

• What were the results? 

• What is your recommendation? 

An additional benefit of the STARR pattern is that it will work if you only have two minutes in 

the elevator with your boss, and you want to offer an update on your current project. Memorise 

the five STARR points and use them for instant organisation, especially if someone puts you 

on the spot for a response. 
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Preparing with STARR 

 

What is the situation?  

 

 

 

 

 

 

What was your specific task? 

 

 

 

 

 

What did you do? (Action taken) 
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What were the results? 

 

 

 

 

 

What is your recommendation? 

 

 

 

 

 



 

 

167          © 2022 financeium 

 

3 

Please evaluate your presentation, using the worksheet below, before you begin. 

Speaker:  Topic: 

  

Speaker’s Target Audience:  

  

Directions for the Speaker:  

  

  

  

 Good! Needs Work 

Content   

Relevant material for audience’s knowledge level   

Sufficient depth in support material   

Interesting examples for audience and situation   
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Organisation   

Grabs audience’s attention   

States clear agenda   

Includes benefit in introduction   

Summarises essence of main points   

Asks for clear action in conclusion   

Closes with strong final statement   

   

Would you hire this person/buy this product/support this proposal? Yes No 

3.15 Start Writing! 

Evidence 

Sometimes you will be presenting evidence to your audience. Perhaps you want to convince 

your audience that cats should be on leashes if they are outside their own back yard, or you 

want to convince your boss that you deserve a promotion. Whatever you are trying to prove or 

whoever you are trying to persuade, you can help your case if you have solid evidence that 

will impress your audience, and if you have arranged those arguments in the most logical 

order.  

• E: Evidence: What will convince my audience? Convince them of your credibility, gather 

testimonials and statistics, and finally, if you can, appeal to their emotion. 

• O: Organisation: What can I do to make my presentation smooth and successful? 
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3.16 Introductions 

Your introduction should: 

• Grab their attention 

• State your purpose 

• Explain your agenda 

• Show personal and specific benefits 

 

 

 

Individual Activity  

Answer the following questions regarding the introduction of your 

presentations: 

1. Other ways to begin my presentations include:  

2. Have you decided how you will open your presentations? 

3. Let’s pretend you are about to open a seminar on Success 

Strategies for Women / Men. What might your opener be? 
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Following the Opening Statement 

If, in your opening statement, you haven't told the audience what the presentation is about and 

why it's important, do so next. Keep in mind that an audience will remember best what you say 

first and what you say last. Don't waste the first few moments.  

Beginnings and endings are critical because audiences are most alert during the first minutes 

and final minutes of a presentation. 

Your beginning must tell:  

• WHAT the presentation is about 

• WHY the subject is important 

• HOW you will develop the argument. 

 

If you have chosen to ignore criteria important to the audience in the body of the presentation, 

you must deal with them in the beginning. 

3.17 Endings 

If you are concerned about your rapport with members of the audience, work to build their 

confidence by stating your criteria or responding to theirs.  

You can make a natural transition into the body of the presentation by concluding the beginning 

with guidelines for how you will proceed. These are called signposts. They make your thoughts 

an easy trail to follow. 
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Once you have given the audience a signpost, you are ready to launch into the body of your 

speech.) 

An effective ending repeats the recommendation or in this case the strategies that were 

presented, and reinforces the need for action. 

 

 

 

 

 

 

 

 

Individual Activity  

THINK FAST!  

1. Create an attention grabbing opening sentence. 

2. Create an introduction that tells the audience the what, why and 

how of your presentation. 

3. List the three points you want to make. 

4. Wrap everything up with a conclusion or ending. 
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Think Fast: Evaluation 

Speaker:  Topic: 

  

Speaker’s Target Audience:  
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Directions for the Speaker:  

  

  

  

 Good! Needs Work 

Content   

Relevant material for audience’s knowledge level   

Sufficient depth in support material   

Interesting examples for audience and situation   

   

Organisation   

Grabs audience’s attention   

States clear agenda   
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Includes benefit in introduction   

Summarises essence of main points   

Asks for clear action in conclusion   

Closes with strong final statement   

   

Would you hire this person/buy this product/support this proposal? Yes No 
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3.18  Limit your information 

As you consider material that will develop your arguments, stay focused on your original 

objective. Restrict your agenda to one specific situation or problem. Avoid wandering off to 

discuss other items that may be on your personal agenda but which are not relevant to your 

stated purpose. 

Cognitive psychologists tell us that people can remember between three and seven items. 

Busy business people are likely to remember only three. 

If you give your audience too many reasons to buy your product or implement your idea, they 

may only remember a few of them, and not necessarily your most important or persuasive 

points. Therefore, if you have a lot of points to cover, group them. For example, a new 

marketing process may actually have eleven or twelve steps but if you group them into 

categories such as design steps, packaging steps and sales steps, they will be easier to follow.  

Similarly, in a problem-solving pattern, there may be seven individual problems. If you group 

them into personnel problems, and logistics problems, your presentation has been simplified, 

and the problems will be easier to remember. 

3.19 Enhance with stories, numbers, examples 

No matter how brilliantly you speak, your audience will remember your points better when they 

are supported with appropriate pictures and stories. This is another place where you audience 

analysis will really pay off. 

However, while most people agree that stories and examples are one of the most effective 

devices in a memorable presentation, they can also be the most difficult for speakers who 

struggle with spontaneity. 

3.20 Audience Profile 

Create an audience profile: 

What is my objective in making this presentation? 
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Who is the decision-maker or decision-makers? 

 

 

 

How much does the decision-maker(s) know about the situation? 

 

 

 

How does the decision-maker(s) view the situation? 

 

 

 

How will the decision-maker(s) react to the proposal? 

 

 

 

Who else will attend the presentation? 
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What are their views of the presentation or proposal? 

 

 

  

Who else will be affected by this presentation? 

 

 

   

What's the next step? 

 

 

 

What is my revised objective or fallback position? 

 

 

 

3.21 Presentation Preparation 

Always check to make sure your presentation includes these elements. 
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✓ Element Sub-Element 

 Introduction Attention grabber 

  Purpose 

  Agenda 

  Benefit for target audience 

   

 Body Point 1 (statistics or examples) 

  Point 2 (statistics or examples) 

  Point 3 (statistics or examples) 

   

 Conclusion Summary 

  Specific action 

  Strong final statement 

 

 Presentation Evaluation 
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Speaker:  Topic: 

  

Speaker’s Target Audience:  

  

Directions for the Speaker:  

  

  

  

 Good! Needs Work 

Content   

Relevant material for audience’s knowledge level   

Sufficient depth in support material   

Interesting examples for audience and situation   
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Organisation   

Grabs audience’s attention   

States clear agenda   

Includes benefit in introduction   

Summarises essence of main points   

Asks for clear action in conclusion   

Closes with strong final statement   

   

Would you hire this person/buy this product/support this proposal? Yes No 

 

3.22 Your Speaking Voice 

Parts of your voice: 

Intonation 

Your intonation, the rise and fall of your voice, tells your audience or your listener that you are 

thinking. Good intonation lets others see your attitude and your enthusiasm for your subject. 

Pitch 

In most cases a low-pitched voice is considered an asset. Men and women who have lower 

voices are considered more exciting, more credible, more sociable and more relaxed. If you 
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have a high-pitched voice, you can do exercises to lower it. However, if you try to speak below 

your normal pitch, you can damage your vocal cords.  

Pacing 

This refers not just to the speed at which you speak but also the length of the pauses in your 

speech. The ability to pace your speech and use your voice to create impact is the single most 

important skill you need.  

Emphasis 

You can dramatically change the significance of what you say in a presentation by stressing 

words which would normally be unstressed or contracted. As an example, change the meaning 

of the simple question “Who am I?” by stressing a different word each time you say it. 

You can also make your statement more persuasive by using simple intensifiers to emphasize 

your points. As an example, “I’m afraid it just isn’t good enough. We need the entire system 

overhauled. 

Facial Expressions 

Our face is the most expressive part of our body. The facial expressions you use when you 

talk are important because they create a distinct first impression about you. If you have too 

much tension in your facial muscles you may appear to be angry or uptight. Keep your eyes 

open, your brow unfurrowed, and an alert and animated look on your face if you want others 

to perceive you positively. 

Eye Contact 

Most people don’t realize what a negative and alienating effect poor eye contact can have on 

their total image. Good eye contact doesn’t mean staring into another person’s eyes and not 

breaking contact. This can make people feel as uncomfortable as not looking at them at all. 

Good eye contact is looking in the general vicinity of the person’s eyes, the whole face, and 

occasionally making direct eye contact. It’s about making that person feel like he is the only 

person in the room. When you are making a presentation, don’t look over people’s heads to 

the back of the room. Rather, look at individuals around the room, spending perhaps 5-10 

seconds with each of them. 
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Stance 

Your posture is one of the first things people look at, and they do make judgments. Your 

posture is the key to communicating your image. You don’t want to come across as neither too 

stiff nor too sloppy. Stand straight as though you are an important person. Hold your head 

high. 

Body Language 

Body language is a broad subject. What advice would you give someone about body language 

when they are making a presentation, based on what you have heard and seen today? 

Vocal Variety  

Below are some well-known sayings that you should practice with as much vocal variety as 

possible. 

• Luck is what happens when preparation meets opportunity.  

• The easier it is to do, the harder it is to change.  

• Teamwork is twice the results for half the effort.  

• Don't let what you can't do interfere with what you can.  

• Humour is always the shortest distance between two people.  

• Anyone can make a mistake, but to really mess things up requires a computer.  

• People always have two reasons for doing things: a good reason and the real reason.  

• People who think they know it all are a pain in the neck to those of us who really do.  

• An expert is someone who knows more and more about less and less until he knows 

everything about nothing.  

• The human brain starts working the moment you are born and doesn't stop until you stand 

up to speak in public.  

 

Intonation is a good indicator of how you feel about what you are saying. Look at the following 

contrasts. Notice how your voice tends to rise when you make a positive point and fall when 

you make a negative one.  

Some things to do on your own: 
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• Keep a list of the 10 longest/most difficult words you use in your line of work or field of 

interest. Mark the stress for each work so you know exactly how to say it. 

• Get used to editing your presentations to eliminate filler words, non-words, jargon, 

acronyms, sexist language, and hidden messages. 

• Rehearse! 

 

3.23 Mastering your material 

Rehearsals allow you to feel comfortable with your presentation material. If you're rehearsing 

by yourself, play the devil's advocate and ask yourself hard questions. Imagine what you would 

say if you were in the audience. If you can find a "guinea-pig," ask them to role play what the 

decision maker might ask. If you find yourself stumbling at any point in the presentation, it may 

be that you don't truly believe your argument or that you missed some flaw in the logic when 

you organized the presentation. Go back to your presentation plan and check. 

Your choice of words also reveals your mastery of the material. Rehearsals will give you the 

confidence to choose the strongest appropriate words. You won't be afraid to express yourself, 

for example, in clear, direct terms such as "Continuing on this course will be destructive" rather 

then "This course of action may present problems." Your delivery will have much more 

meaning and power if you use precise, strong language. Once you've used a good, powerful 

word, though, don't get stuck on it. Calling three concepts "pivotal" in the same presentation 

dissipates the force of the word, and thus your argument. Along the same lines, don't 

exaggerate. Even one exaggerated statement makes a group suspicious, and a stream of 

overdone claims will undermine your whole argument. 

Add punch to your presentation 

The power of Threes 

Experienced speakers know that there is power in “threes” of anything. Julius Caesar said, “I 

came, I saw, I conquered.” Winston Churchill was a master at “tripling.” Many of his most 

powerful speeches to the people of Britain made use of this classic technique. 
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Think of all the examples there are in our lives and our literature: Three Blind Mice, Three 

Faces of Eve, Three Coins in a Fountain, Three Musketeers. 

Visual Aids 

 

Think about using some visual aids in your presentations—and think beyond PowerPoint. 

Visuals help you give a lot of information in a very short space of time. They are really “quick 

snapshots” of situations, developments, events and processes that would take a long time to 

explain fully in words. 

Good visuals speak for themselves and require little or no description but you often need to 

draw your audience’s attention to one or two key points. 

The effect of good visuals can be ruined by reading them word for word. Instead, refer to the 

highlights (most significant part), explain why they are important, and help the audience draw 

conclusions. 

Here are some more tips: 

• Be generous with white space. 

Use clear headings and sub-headings. 

• Highlight, but don’t overdo it. 

• Types of highlighting: 

o Ball 

o Bullets 

o Italic print 

o Underlining 

o Colour 

• Use graphics with caution. Make sure they mean the same thing to the audience that 

they do to you. 

Don’t ask technology to do your job. It is a tool that supports the presentation you 

deliver. 

• Always have a back-up plan. 
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About type styles and size 

• Choose a solid, plain typeface that is easy to read. 

Don’t combine a lot of typefaces on one page. If you do use different typefaces, use 

them consistently. 

• Make sure the type size is big enough for your audience to read. 

• Don’t use all capital letters, except in headings or brief statements. 

• Headings should be noticeably larger than text. 

• Serif typefaces, with hooks on each letter, make text easier to read. 

 

Here are two examples: 
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Individual Activity  

Visual aids.  

With regards to the two visual aid examples above, what is right about 

about them?  
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Here is a chart detailing the various methods of adding some punch to your presentation. 

Remember, you should ALWAYS have a backup plan! 

Type Advantage Disadvantage Note 

Computer 

Aided 

• Instant Updates • System crashes • Always have 

alternate plan 

Overhead 

Transparency 

• Good for groups of 

five or more 

• Inexpensive 

• Looks clumsy if 

use too many 

• Watch lighting 

• 6 x 6 rule 

Slides • Quality images 

• Efficient 

• Reusable 

• Cost more 

• Take time to 

prepare 

• Focus 

• Make sure they 

are properly set in 

slide tray 
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Flip Charts • Pre-writing makes 

• them easy to use 

• Available everywhere 

• Too small for 

more than 40 

people 

• Use top 2/3 of 

page only 

• 5 x 5 Rule 

• Practice writing 

Handouts • Inexpensive 

• Flexible 

• Easy to prepare 

• Take time to 

prepare 

• Must look 

professional 

• Proofread 

Models • Effective if notes 

attached 

• May get lost if 

passed around 

• Must be visible 

VCRs • Stimulating 

• Portable 

• Easy to Use 

• Audiences drift • Preview 

• Cut tape 

• Set clock 

• Off after 3 minutes 
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Films • Stimulating to 

audience. Often 

supplied free of 

charge by public 

libraries 

• Audiences drift 

• Tricky to run 

• Learn to run 

projector 

• Take up reel 

• Off after 5 minutes 

White Board • Flexible 

• Magnetic 

• Can use colours 

• Not too 

impressive 

• Cost more 

• Hard to erase 

• Write neatly 

• Have eraser 

Chalk Boards • Inexpensive 

• Flexible 

• Not impressive 

• Chalk squeaks 

• Dirties clothes 

• Write neatly 

• Have eraser 
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Your presentation checklist: 

Checklist 

✓ Element Sub-Element 

 Introduction Attention grabber 

  Purpose 

  Agenda 

  Benefit for target audience 

   

 Body Point 1 (statistics or examples) 

  Point 2 (statistics or examples) 

  Point 3 (statistics or examples) 

   

 Conclusion Summary 

  Specific action 

  Strong final statement 

Presentation Notes 
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TACTICS FOR IMPROVING IN THE SIXTEEN SKILL AREAS 

The sixteen skill areas, along with possible behaviours related to each area, are listed below. 

If you use the tactics in the second column, you will be exhibiting strength in that skill area. If 

you use the behaviours in the third column, you need to improve. Use the tactics in the second 

column to help improve your ability in the skill area. 

Skill Area Behaviours to Use Behaviours to Avoid 

1. Being clear and to the 

point 

Expressing oneself clearly, 

directly, and concisely in 

easily understandable 

language 

Tending to ramble on; being 

disorganized in one’s 

thoughts and thus likely to 

confuse others 

   

2. Seeming comfortable 

working with large groups 

Appearing poised, self-

confident, and relaxed in 

body language, breathing, 

and vocal modulation 

Failing to command the room 

and lead the audience 

through the material 

   

3. Seeming comfortable 

working with small groups 

Making a personal 

connection with each 

individual; being warm and 

personable 

Appearing nervous and ill at 

ease 

   

4. Using flipcharts and other 

media effectively 

Appreciating others’ 

contributions; capturing their 

comments concisely and 

accurately 

Being selective or 

judgemental in recording 

comments; writing 

comments inaccurately or 

illegibly 



 

 

193          © 2022 financeium 

 

3 

   

5. Demonstrating the ability 

to listen 

When listening, showing 

patience, empathy, and 

intelligence through body 

language and vocal 

expression 

Interrupting; showing 

irritation, impatience, or a 

consistence lack of 

understanding 

6. Maintaining eye contact 

with individuals in a group 

Using eye contact to build 

rapport and get others 

involved 

Avoiding direct eye contact, 

or scanning faces 

superficially 

  

7. Maintaining  focus and 

control by effective body 

positioning 

Being able to take center 

stage or let others do so, as 

appropriate 

Moving in a distracting or 

obstructing way that hinders 

the management of the 

learning process 

   

8. Managing discussions to 

bring out key points 

Handling group dynamics to 

direct flow of the discussion 

toward learning objectives 

Lacking direction or control 

over group progress; 

showing little organization or 

few clear objectives 

   

9. Demonstrating effective 

use of energy to motivate 

others 

Showing poise, patience, 

enthusiasm, empathy, and 

clarity 

Being unresponsive to group 

dynamics; not varying pace 

or energy; appearing tired or 

unenthusiastic 
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10. Speaking in easily 

understandable language 

Varying language to address 

different learning styles 

(visual, auditory, 

kinaesthetic) and 

backgrounds of the audience 

Not addressing different 

learning styles; not adapting 

language to the level of the 

audience 

   

11. Giving well-organized 

presentations 

Showing intelligence, clarity, 

and a comfortable familiarity 

with course content; giving 

presentations that are 

focused and easily 

comprehensible 

Presenting ideas that are not 

well-formulated or 

expressed; giving 

presentations that lack unity 

or logic 

   

12. Getting the participants 

involved in the presentation 

Asking open questions; 

handling objections 

enthusiastically and to a 

positive result 

Showing no empathy and no 

personal involvement 

   

13. Using the presentation to 

build trust in you and your 

organization 

Demonstrating authenticity, 

personal trustworthiness, 

and credibility 

Putting on a false 

“presentations” face; being 

aloof and impersonal 

   

14. Using body language 

(gestures, posture) and 

voice modulation to enhance 

delivery 

Using animated gestures, 

posture, expressions and 

tone of voice to highlight key 

points and motivate others 

Being rigid and monotonous 

in voice and body; using poor 

posture, nervous gestures, 

or irritating vocal patterns 
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15. Dealing effectively with 

difficult people or situations 

Showing perceptiveness, 

empathy, and self-

confidence in difficult 

situations 

Ignoring difficulties or 

handling them superficially 

   

16. Stimulating the group to 

think in depth 

Asking thought-provoking 

questions and showing 

enthusiasm for discussions 

and for learning 

Appearing uninterested or 

mechanical; showing no 

effort to learn from the 

audience 

 

 

 

Presentations Self-Assessment 

Successful presenters are experts on the content of their presentations, and they also have 

strong presentation skills and practices. These 16 practices are critical to your success. 

Completing this assessment of your presentation skills will focus your attention on the skill you 

want to emphasize during the workshop. 

For each numbered skill, check one response in the first three columns. Add your notes in the 

fourth column. 

 

 

 

 

Skill 

I can 

learn a 

great 

deal in 

this area 

I am 

average in 

this area 

This is one 

of my 

strengths 

Comments 
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1. Being clear and to 

the point □  □  □  

 

2. Seeming 

comfortable working 

with large groups 

□  □  □  

 

3. Seeming 

comfortable working 

with small groups 

□  □  □  

 

4. Using flip charts and 

other media 

effectively 

□  □  □  

 

5. Demonstrating the 

ability to listen □  □  □  

 

6. Maintaining eye 

contact with 

individuals in a group 

□  □  □  

 

7. Maintaining focus 

and control by 

effective body 

positioning 

□  □  □  

 

8. Managing 

discussions to bring 

out key points 

□  □  □  

 

9. Demonstrating 

effective use of 

energy to motivate 

others 

□  □  □  
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10. Speaking easily 

understandable 

language 

□  □  □  

 

11. Giving well-

organized 

presentations 

□  □  □  

 

12. Getting participants 

involved in the 

presentation 

□  □  □  

 

 

13. 

 

Using the 

presentation to build 

trust in you and your 

organisation 

 

□  

 

□  

 

□  

 

14. Using body 

language (gestures, 

posture) and voice 

moderation to 

enhance delivery 

□  □  □  

 

15. Dealing effectively 

with difficult people 

or situations 

□  □  □  

 

16. Stimulating the 

group to think in 

depth 

□  □  □  

 

3.24 Glossary of terms 

Here are some words that you may find unfamiliar from this chapter.   
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Continuum A continuous extent, series or whole. 

Mannerisms Habitual gestures or way of speaking or behaving. 

Cognitive Concerned  with the act or process ofknowing, perceiving, etc. 

It is related to the mental processes of perception, memory, judgment 

and reasoning as contrasted with emotional and volitional processes. 

 

Other unfamiliar words: 

  

  

  

  

  

  

  

 

3.25 Take aways 

Summarise the key points that you will take away from this chapter.  Effectively this is a 

summary of what you learnt in the chapter and how you will use it. 

 

What I learnt How I can use this knowledge 
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