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Preface

Communicators frequently discuss communication techniques and
problems informally--in the company offices, or on the campus.
At conferences, they discuss effective communication more
.formally. The towers far apart, isolation increases.
Ultimately, need moves us to bridge the gap between the towers.

Joint professional meetings such as the American Business
Communication Association conference allow professionals to hear
and be heard. Both corporate tower and ivory tower are glad to
trade information. That fact is apparent from the papers
proposed for the conference, prepared for the proceedings, and
presented at the meeting. Many presenters are concerned that the
gap between corporate and ivory tower be bridged. And indeed
bridging the gap is essential. Ability to communicate is crucial
to survival. Understanding the needs, scope, and problems of
professional communicators on the job is crucial to teaching
students effectively. Employers must have available to them
graduates who are capable of doing the kind of writing, speaking,
and listening the job demands.

Meetings such as these make possible the sharing of concerns
vital to each of us. By communicating difficulties and successes,
we can improve the chance for future successes. This proceedings
is dedicated to the successful communication which makes it
possible for us to do our daily work efficiently, to live happier
and more successful lives, and make a better world.

The Iowa State University English Department provided
support which was vital to the conference and the proceedings.

Articles in the Proceedings are grouped under Corporate
Tower Views, Bridging the Gap, and Ivory Tower Views.
Contributors provided camera ready copy; no articles were edited.
Within sections, articles are included alphabetically by first
author,.

Patricia Pearson, editor

Iowa State University, Ames, Iowa
April 1984
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CONDUCTING RESEARCH IN THE HISTORY OF BUSINESS CQMMUNICATION

Kitty O. Locker
University of Illinois at Urbana-Champaign

ABSTRACT

This paper lists promising topics for research in the history

- of business communication, discusses how and where to find old
business letters, and explains how to use American and British
libraries. It lists books which help one decipher handwriting,
spelling, and abbreviations and stresses the importance of setting
historical materials in their economic and rhetorical context. It
includes an annotated bibliography of the studies written to date in
the history of business writing and lists some of the work in
progress.

INTRODUCTION

The history of business communication is a promising field for
research and one in which very little work has been done thus far.
It is a congenial area for research for anyone with expertise in the
analysis of texts; it is especially attractive to researchers
uninterested or untrained in empirical research. However, several
problems face the would-be researcher. First, and most formidable,
is that of locating the texts themselves. Where does one find old
business letters and other documents? Second, how should one
analyze them? By their own standards? by ours? The history of
business cammnication, even more than business cammnication
itself, is an interdisciplinary field: to study it effectively, one
needs to know something about the history, the culture, the prose
styles, and the theories of rhetoric of the period fram which the
letters came. Neither of these difficulties is insurmountable; this
paper suggests ways to solve these and other problems you may face
in conducting research in the history of business communication.

The term "history of business communication" can be applied to
any study of the changes in business cammnication over a number of
years; both a study of the trends in advertising since World War II
and a comparison of several campanies' annual reports over the last
twenty years are historical studies. Here, I shall focus on
problems involved in studying English and American materials
produced between 1600 and World War IT.



WHERE TO START

It makes sense to start by reading what's already been written
about the history of business communication--not only about the
period you plan to study, but also about the two hundred years or so
leading up to it. Such "camprehensive" background reading will not
in fact take very long, for very little work has been done: the
bibliography lists all the studies I know of that have appeared in
writing. Same of the published material is not very good, but until
the field matures, it is still worth reading. Many of the works
contain bibliographies; some of them print letters verbatim; some
contain good analyses of the rhetorical, educational, and legal
contexts in which the letters were written. Perhaps the most
important reason to read the work already done is to.avoid making
the mistakes caused by ignorance. To review a single letter-writer,
for example, without showing any awareness of the longstanding
tradition of letter-writers—-books giving model letters for use in
"Friendly, affectionate, commercial, and complimentary correspon-
dence," to quote a typical subtitle--seriously weakens one's credi-
bility and is likely to blind one to inferences one might legiti-
mately draw. In same cases, reading studies serves mainly to
inform; in a few cases, one may conclude that the author has not at
all exhausted the topic and that further productive work remains to
be done in the same area.

PROMISING TOPICS FOR RESEARCH

One of the advantages of working in a field in which so little
work has been done is that almost anything you choose to investigate
will be a new contribution. There are no "overworked" subjects; one -
is not in the position of having to think of something new to say
about Hamlet. However, the paucity of previous research is also a
disadvantage: there have been few preliminary forays to identify
the most productive areas for work; there are no "guaranteed" topics
which are sure to repay effort. For example, a general, all-purpose
topic is the following: :

1. What forms of business and administrative communica-
tion survive from (Fill in the
dates, organization, or country). What features do
the documents exhibit in the terms of style, organi-
zation, content, etc., etc.?

Such a question may be applied to almost any period, organization,
or country; the problem is that there is no guarantee that the
answers to the questions will be particularly interesting. I cannot
offer guarantees for the following questions, either, but I suspect
that their answers are likely to be interesting.

2. Why did the dictamen die? During the middle ages, all
business letters followed the rigid formulae for
organization, content, and style prescribed by the
dictamen. Suddenly, in the Renaissance, the dictamen
disappears except for a few formal elements. Why did
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it die? Was the widespread growth of literacy respon-
sible? Was it the influence of Erasmus? (And where
did he get the formulae he recommended for letters?)
Which parts of the dictamen lingered longest? Why?

What meanings have been assigned to advice about
letters (e.g., "be brief") and why have those meanings
changed over the years? (Almost all of the advice in
earlier letter-writers could be used unchanged today.
However, the examples in the letter-writers make it
clear that their authors had a very different concept
of, say, a "natural” style than we do today. 1Is it
just that the length of the things we read, or
prevailing styles, have changed, so that what seems
"brief" or "natural" has changed too?)

At what point and why did business letters take on a
different style and develop a different jargon than
familiar letters?

To what extent did the advice and examples provided in
the letter-writers and later in textbooks reflect or
influence real-world business letters?

How have patterns of trade and diplomacy affected the
style, organization, and content of documents in
different countries? Do traders tend to adopt the
patterns of the land in which they are trading, or are
they more likely to continue to use the patterns they
learned in their own countries?

How have different legal situations (specific laws,
litigiousness of the period) affected business docu-
ments?

How have technological changes--mail delivery, copying
methods, typing, the telephone, computers, the "elec-
tronic office"—-affected the frequency, style,
content, and length of business documents?

Where do the concepts we teach in classes today come
fram? What changes have these concepts undergone
since they first appeared? (Fran Weeks [28] cites
George Burton Hotchkiss and Celia Ann Drew's Business
English, Principles and Practice [New York: American
Book Co., 1916] as the first text to use the phrase
"you attitude”.)

.Several individuals who have received acclaim in the

world of belles lettres have also held jobs in
business or goverrment (e.g., John Stuart Mill, Thomas
Love Peacock, and Thomas Babington Macaulay, the
British East India Company; Anthony Trollope, the
British Post Office; Matthew Arnold, British Inspector




of Schools; Herman Melville, U.S. Inspector of
Custams; and Wallace Stevens, Vice-President of the
Hartford Insurance Company. How does the style of
these writers' business and administrative writing
compare with the style of their personal letters? Of
their "literary" prose or poetry? Did they influence
the style of the official documents of the
organizations they worked for?

PICKING A TOPIC

After studying this list and reading some of the studies to
date on the history of business cammnication, you may already have
identified a topic you'd like to study. Besides interest, there are
two other factors you should take into consideration in choosing a
topic to investigate. One is your own background. The more you
already know about the history, prose style, and conditions of
business in a period, the easier it will be to find and analyze
business and administrative documents from that period. Anyone who
understands libraries and bibliographies can find out this informa-
tion, but acquiring it is time-consuming and sometimes: frustrating;
it's easier if you already have a "feel" for the period. Language
is even more limiting: one cannot study materials written in a
language one does not read, even if the materials are translated,
for one may miss or misunderstand nuances of style and tone which
would be clear to one who knows the language. A second factor, and
sometimes the deciding one, is the availability of materials. You
have two problems here: finding what materials exist, and then
gaining access to them. Anyone interested in working with English
materials before 1550 should consult Malcolm Richardson's articles
listed in the bibliography (2-4); I shall focus on materials
produced after 1600.

FINDING MATERTALS

Finding old business letters and documents is difficult. Many
researchers are used to finding materials in bibliographies, but
that method is of little help here, for only three bibliographies
specifically about business writing exist: Katherine Gee Hornbeak,
"Bibliography of the English Letter-Writer, 1568-1800" (7), Harry B.
Weiss, "A Preliminary Check List of American Letter-Writers, 1698-
1943" (29), and Gerald J. Alred, Diana C. Reep, and Mohan B. Limaye,
Business and Technical Writing: An annotated bibliography of
books, 1880-1980 (18). Certainly you should check these if they
cover the period and topic you wish to study, but they will not help
everyone. (In passing, we might note that a pressing research need
is the campilation of more bibliographies, especially of archival
sources. )

If you are studying an organization which still exists, write
to it and ask whether it has kept copies of its-archives and where
these may be found. Many organizations with extensive archives have
donated them to public or private libraries. For ihstance, the
Baker library at the Harvard School of Business houses a number of
archives including those of the Scoville Campany. The Newberry



Library in Chicago houses the archives of the Illinois Central
Railroad. The University of Illinois library recently received the
archives of the D'Arcy, MacManus & Masius advertising agency,
containing not only that agency's ads, but ads for the whole
"product categories" fraom the late 1800's to 1983. Iowa State
University's Archives of Factual Film contain industrial films and
filmstrips. The India Office Library in London contains over 48,000
volumes of original records, correspondence, and reports of the
British East India Company, 1600-1858. The Direct Marketing
Association has a library in New York City which contains thousands
of direct mail letters and campaigns. A librarian who specializes
in archives should be able to help you locate the holdings in your
own university's library.

If the organization you want to study is defunct, or if its
current employees know nothing about its records, go to histories--
the scholarly kind with meticulous footnotes and detailed bibliog-
raphies. If you are studying an organization which had political
importance, check political histories (such as the Cambridge Histor-
ies of England and India). Talk to and read books by people who are
studying the histories of organizations in terms of political,
social, or economic history. These people may not know anything
about business writing, but they are likely to use original docu-
ments as source materials for their own research and will be more
help than colleagues in English departments.

If you find that a library houses archives that interest you,
check to see if it has published a guide to them. For instance, you
can consult Carolyn Curtis Mohr's Guide to the Illinois Central
Archives in the Newberry Library 1851-1906 (Chicago: The Newberry
Library, 1951) without going to Chicago, and William Foster's Guide
to the India Office Records, 1600-1858 (London: India Office, 1919)
without going to London. Using archives is a far slower process
than working with printed materials, but guides like these, which
describe the contents and the access numbers of items in the collec-
tion, can help you narrow your search by giving the dates, subject
matters, and sometimes author or recipient of documents. For
instance, the Guide to the Illinois Central Archives contains these
entries:

6 C5.31 Papers accompanying Board meetings, 1877-1912.
- (4 boxes) :

« « « Include Minutes of stockholders' and
directors’ meetings, 1877-1910; Minutes of Execu-
tive Committee meetings, 1877-87; . . . . Reports
of camittees, drafts of resolutions, letters
concerning securities, etc; Deeds of land, and
letters about sale and purchase, with blueprints,
1886-1912. . . (p. 57).

1 C5.5 Clarke, J.C. In-letters: President's Office,
Jan. 1885-June 1887. (10 v.)
About 3500 letters from officials, assistants,
and other [raillroads including many Southern



lines. Many pamphlets, statements and advertise-
ments included as well as enclosures of letters
to other officials (p. 3).

Sametimes a guide will even contain quotations fram the documents it
describes. The following entry is from Shafaat Ahmad Khan, Sources
for the History of British India in the Seventeenth Century (London:
Curzon Press, 1962; rpt. 1975):

MS. Rawl. A. 400 Copy of a Letter of camplaint
fols. 1-29 against President Elihu Yale to the

Company, sent by the Defence,
dated 20 Oct., 1690, and signed by
Thomas Wavell, John Cheney, William
Fraser and Thomas Gray. This copy is
dated 25 May, 1691, and the signatories
remark: 'We could largely add to the
same purpose, but that we know it would
be unpleasant to your Honrs.' (p. 161).

There are other longer entries in this book which run several
printed pages. If one is interested primarily in style, one may be
able to use these quotations fram the guide itself without having to
go back to the original source.

USING AMERICAN AND BRITISH LIBRARIES

Printed materials are often available through interlibrary
loan. However, if you need to examine unpublished materials or
books published before 1800, or simply want to consult many printed
sources, you will probably find it worthwhile to visit the libraries
with the major holdings. (The costs of your trip, including
transportation, meals, and lodging, may be tax-deductible if you
spend more time working than sight-seeing. Check the IRS
publications when you plan your trip: you may find you save money
by staying and working longer.)

Some libraries, like the New York Public Library, will allow
anyone to use the collection, but to use many research libraries it
is necessary to get a pass or "ticket." Take along a brief letter
fram your department head (one copy for each library you want to
use) stating that you are a member of College or
University and engaged in research about . Such
authorization is all you'll need to get a reader's ticket.

If you're going to England, campile as many references as
possible before you go, and take along full bibliographical cita-
tions. British libraries do not use American call numbers; you'll
need the library's access number to request a book. If your time
will be limited, you may want to look up the access numbers in
advance: major libraries, like the University of Illinois', have
printed catalogs of libraries both in this country and abroad.
Check bibliographies here: unlike American University libraries,
British libraries den't have hundreds of reference works just



sitting out on tables; to get them, you have to ask for them--again,
by the camplete citation. At many libraries, there is a
considerable wait for materials--sometimes even more than a day. If
at all possible, plan to spend two or three days (or more) at a
library; even if you want to consult only two manuscripts, plan to
spend the better part of a day. If your time will be severely
limited, write to the library in advance, requesting the books or
documents you want to use and indicating when you'll arrive. (Write
out the month. British usage puts the day before the month: I saw
a hapless American arrive at the British Library for a single day of
research on April 10th, only to find that the librarians had thought
his request was for Octcber 4th.)

If you have a choice, visit British libraries between September
and May: they're especially busy during the summer months when
American academics are free to travel. Take a supply of pencils,
especially if you're using rare or handwritten documents; many
libraries do not allow readers to take notes in ink.

DECIPHERING HANDWRITING, ABBREVIATIONS, AND OTHER
PECULIARITIES

One of the real frustrations in studying historical materials
is that they are hard to read.

The first step in deciphering handwritten documents is to learn
how earlier ages formed their letters. You may want to consult one
or more of the following:

Dawson, Giles E. and Laetitia Kennedy-Skipton. Elizabethan
Handwriting 1500-1650: A Manual. New York: Norton,
1966.

Hector, L. C. The Handwriting of English Documents.
Iondon: E. Arnold, 1958. Contains examples of
various hands, 700-1830. One chapter on abbreviations
and contractions.

Jenkinson, Hilary. The Later Court Hands in England from
the Fifteenth to the Seventeenth Century. Cambridge:
Cambridge University Press, 1927. Contains examples
of handwriting and ledgers with transcriptions.
Excellent place to start.

When one reads modern handwriting, one depends not only on the
shapes of the letters but also on the context for meaning. Context
is harder to came by in historical documents; to understand it, one
must read widely in the period. I recall reading one seventeenth-
century letter that contained the phrase "received the 12th of

." It was cbvious that the last word represented a month;
I tried every one of the twelve months, but norme of them fit.
Finally, I copied the word as faithfully as I could. Several months
later, reading same printed letters, I realized that the word was
"Current," meaning the current month.
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Spelling is another hazard. As Jenkinson writes plaintively,
"in our experience there is a really large number, if not a :
majority, of scribes, all through the fifteenth and sixteenth
centuries, and well into the seventeenth century, who are capable of
spelling any word (including their own names) in three or four

" different ways in the course of a single page written in the

vernacular." '

Abbreviations are another difficulty. The would-be researcher
mist 1 , for example, that indicates "per" or "par", as in
fect, indicates "ber", as in Roé’t, &F = "pro" as in int,
d #+* indicates "s" or "es", as in merchanunte® or damage®”

Even nunbers may be indicated differently. It is not hard to
learn that xx=scores, C=hundreds, and M=thousands, but one must also
learn that these numbers can be put over another number to multiply
it: f; =0CCC (400) and ,_,';1 =3,000 (3 Mille).

PUTTING HISTORICAL MATERIALS IN CONTEXT

To do justice to an analysis of historical business materials,
it is essential to put them in context. For instance, study of
collection letters should include a summary of the legal context, so
that one understands what power a creditor really had and can thus
evaluate the threats of lack thereof. One also needs to know how
people normally wrote and how they were taught to write during the
period in question so that one can identify usages that are merely
conventional. For example, letters from the British East India
Campany to its servants always use the close, "Your Loving Friends."
One critic sees this as evidence of an almost feudal feeling of
responsibility for one's dependents. In fact, as any study of the
letter-writers will show, this had been a conventional close in
letters to subordinates for a full fifty years before the British
East India Company began using it; it no more indicated love than
our close "Yours truly" indicates ownership or possession.
Acquiring the information necessary to put materials in context is
time-consuming, but it is essential if the resulting scholarship is
to be sound.

CONCLUSION

The history of business communication has implications not only
for our own field, but also for students of organizational behavior,
prose style, and education. Major discoveries are there to be made
in one of the richest and most interesting areas available to the
researcher. Happy exploring!
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STUDYING REVISION IN "REAL-WORLD" CONTEXTS

Glenn J Broadhead
Richard C. Freed

Iowa State University

As little as seven years ago, University of Chicago researcher Joseph
M. Williams could write that '"next to nothing is known about the way
individuals judge the quality of writing in such places like Sears and
General Motors and Quaker Oats. . . .Virtually no such research exists."

Despite the excellent work of Williams and a few others, his claim
still holds true. As do two others. TFirst, we know next to nothing about
how business and industrial writers compose and revise their documents.
Second, we know next to nothing about how writing is written in
organizations, about how writers' composing processes are affected by
organizational traditions and practices, about how writing functions
politically within and is affected politically by the organization itself.

Several factors account for the dearth of research in on-the-job
writing. TFirst and foremost, writing researchers do not often have the
opportunity to "live" within organizations long enough to examine how
writing is produced. Second, researchers rarely have access to the written
products of business writers, and rarer still do they have the opportunity
to examine all the drafts such writers use in composing their documents.
Third, even when researchers can obtain documents to study, they often do
not have access to the authors themselves so that followup interviews can
be conducted. Finally, even when researchers do have access to both
writers and their documents, they do not have systematic and reliable
methods for analyzing and describing their data. Many existing methods
frequently depend upon "artificial" or controlled situations that can alter
the processes being studied.

Today, we will describe a method of analyzing revision which we
developed for an on-going study of the composing processes of proposal
writers in one of the nation's largest management-consulting firms. After
briefly outlining the basic features of the approach, we will illustrate
how it can be used to analyze the revising process of a proposal writer in
a realistic work environment.
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THE SEVEN VARIABLES OF REVISION
To describe accurately a writer's mental process of revision, we

attempt to answer seven key questions corresponding to the variables
involved in making a change in a text. :

Variable Question

1. Impetus Was the change voluntary or involuntary?
2. Item What was changed?

3. Process How was the change made?

4. Norm What prompted the change?

S. Affective Impact Was the affective impact low or high?

6. Orientation What was the rhetorical focus?

7. Goal What was the rhetorical aim?

1. Impetus: Was the Change Voluntary or Involuntary?

We first determine whether a revision is undertaken for its own sake
(hence "voluntary") or whether it is necessitated by a previous change
(hence ."involuntary"). This distinction appears not to have been made in
many previous studies of revision, no doubt because those studies tended to
focus more on what changes writers made rather than on why writers made the
changes they did. In analyses concerned with purpose and motive, however,
the distinction can be crucial, since writers' voluntary changes tend to
respond to the rhetorical situation, whereas involuntary changes respond to
problems of usage and cohesion created by a voluntary revision of the text.

2. Item: What Was Changed?

The kinds of linguistic and textual elements or "items" that can be
manipulated to make a revision may be ranged into a hierarchy, ranging from
a chapter to a t-unit to a subword or punctuation mark.

Chapter

First-level heading group (i.e., a group of
paragraphs set off by a heading)

Second-level heading group (i.e., a section
within a first-level heading group)

Third-level heading group

Paragraph group

Paragraph

Sentence group (a string of related sentences
within a paragraph)

Sentence

T-unit (i.e., an independent clause plus any
dependent structures that modify it)

Macrosyntactic structure (e.g., an independent
clause, a non-restrictive relative or
subordinate clause, an appositive, a
prepositional phrase set off by punctuation)

Bound phrase within a macrosyntactic structure
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Word

Alphanumeric character or subword (e.g., -ed,
-ing, pre-, a, b, ¢, d, 1, 2, 3)

Punctuation mark

3. Process: How Was the Change Made?

Although a revision can be accomplished by the apparently simple
processes of inserting, deleting, replacing, moving, splitting, and
joining, these familiar terms can be problematic, $ince replacements,
moves, splits, and joins can be treated as combinations of the two primary
processes of insertion and deletion. In addition, the terms may also be
misleading because what is true of the physical act of making a revision
with pencil on paper (scratching out one word and writing in another) may
not be true of the mental act of conceiving of a revision (replacing one
word with another).

This distinction at first seems trivial, but it has an important
bearing on quantification of the revisions made in a text. For example, if
a writer inserts one paragraph containing ten sentences made up of 200
words composed of 2000 alphabetical characters and punctuation marks, has
there been one change, ten changes, 200 changes, or 2000 changes? We call
this the "Moments of Revision" problem, which arises because several
physical changes might be prompted by only one mental act, one unit of time
when the writer decides to make a change in the text (e.g., "I need to
develop this generalization in this part of my report"). :

4. Norm: What Prompted the Change?

‘Every revision, of course, involves a motive, a reason for the change.
The number of possible motives is so great, however, that a listing of all
a writer's motives for every revision in every draft of a document would be
painstaking and probably impossible. Our solution is to focus first, not
on specific motives, but upon the norms writers attempt to adhere to in
revising their work.

At least five such norms may be said to prompt and guide linguistic
and rhetorical decisions: cultural, institutional, generic, personal, and
situational. These norms influence both the written product and, in a
broader application, the writer's behavior while thinking and composing.

Cultural Norms: The Writer'g Background and Training. Cultural norms
govern rhetorical decisions designed to make the text adhere to a culture's
idea of good behavior and good communication in a written document. They
are common to writers and readers within a given language or (more
commonly) within a recognizable body of language users within a culture.
These norms are prescribed by handbooks, textbooks, dictionaries, and the
like or are implied by the culture's assumptions about the purposes and
values of language and communication.




Institutional Norms: The Writer's Environment at Work. Institutional
norms govern rhetorical decisions de51gned to make a text adhere to
accepted practices within a company, profession, discipline, or the like,
such as the General Motors Research Institute, the Government Printing
Office, the Modern Language Association, the American Psychologlcal
Association, the Acme Insurance Company, or Professor Smith's freshman
composition class. Examples of institutional norms as applied to texts
would be documentation practices (such as APA or MLA), in-house style or
format guides, group or disciplinary injunctions such as "do not use the
first person," etc. These norms, however, need not be formalized in
written documents; they can also result from tradition or practice.

Generic Norms: The Writer's Aim as Influenced by Conventional Formats.
Generic norms are those 1mposed by a partlcular genre of writing, such as a
proposal, a familiar essay, a request for bids, a personal letter to a
friend or relative, and the like. These norms establish conventions of
arrangement, argumentation, and physical format; They also regulate
vocabulary and other elements of style.

Personal Norms: The Writer's Unique Characteristics. Personal norms
are linguistic or rhetorical preferences of a given writer. Examples might
be a writer's characteristic use of wit or euphony, or her preference for
"sincerely" rather than "yours truly."

Situational Norms: The Writer's Audience. Situational norms guide
writers' decisions about adapting their tone, style, format, selection of
content, level of technicality, etc., to achieve their own purposes and
meet their readers' needs in a specific rhetorical situation. Thus, these
norms are prompted by a given rhetorical situation, involving the intended
readers' supposed values, the demands of the rhetorical task, etc.

All of these norms--cultural, institutional, generic, personal, and
situational-- may be thought of as allegorized readers. That is, a writer
has not one reader over his shoulder, but five--each corresponding to one
of the normative categories. These readers often have different demands
that must be satisfied by different rhetorical strategies. Sometimes those
demands conflict, and one may over-ride another.

And if norms can conflict, they can also merge. 1In fact, it may be
that skilled writers more successfully resolve conflicts between norms by
more successfuly creating (and revising for) a hypothetical "target" reader
in whom the norms are fused into a single point of view or "personality,"
with clear relationships and patterns of dominance between the respective
norms.

5. Affective Impact: Was the Affective Impact Low or High?

We further differentiate revisions by whether they have low or high
affective impact on the reader. Low-affect changes generally address
matters of cohesion, usage, and the cognitive relationship between the
reader and the discourse-- assuming that nothing in the rhetorical
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situation invests these elements with high affective value, such as a
reader known to be pathologically enraged by an errant pronoun reference, a
comma splice, or anything else that might stir a reader's passions.
High-affect changes address the reader's feelings about the subject of the
discourse. ‘

6. Orientation: What Was the Rhetorical Focus?

A revision may be oriented to one or more of three factors: toward
the ideas in the discourse, toward cohesion, or toward usage/style. 1In
general, idea orientations involve meaning as dualistic theories of style
construe it-- i.e., as involving the referential sense (denotation) and the
logical relationships (argument) of the discourse, respectively, with
changes in referential meaning being produced mainly by insertions,
deletions, and replacements, and with changes in logical meaning being
produced mainly by moves, splits, and joins. Cohesion and Usage/Style
orientations deal with aspects of discourse that monistic theories of style
also construe as involving meaning. Cohesion, for example, involves
"text-oriented" meaning, or the meaning-creating consistencies of language
that operate within a particular text. Similarly, revisions oriented to
usage/style involve the social meaning or ethos implied by the
sociolinguistic habits and preferences evident in the text.

We define an orientation toward ideas as a change in information, a
change in logical relationships, or a change in the order of ideas. Of
these, a change in the informational content of the discourse might include
either vocabulary or the level of detail in which statements are developed.
A change oriented toward ideas might also involve such broad factors as the
argument, plot, or arrangement of the discourse, including any minor change
in the order of ideas that is not prompted by cohesion.

A revision oriented to cohesion is a change in the signals of
relationships between one part of the discourse and another.

Since, in its ordinary senses, ''usage' can refer either to matters of
conformity or to matters of clarity, some of the aspects of language
related to "usage" are also oriented toward the cohesiveness of the text.
This of course poses a problem in describing the orientation of some
changes. For example, if a writer changes "This is clear" to "This point
is clear," she might do so because she recognizes that the cohesion of the
text (the clarity of the reference-word "this") would be improved by the
lexical cohesion supplied by the word "point"; or she might do so out of
conformance to the usage rule that "'This' should never be used without a
noun after it." :

To resolve such problems of classification, we ask our writers what
they had in mind when they made the change-- in order to establish whether
one orientation or another (or both) was the stimulus for change. In the
event that the writer could not be asked, or could not remember, or just
didn't answer, we divided the handbook rules into two classes: a usage
group, which we assigned to the usage orientation, and a cohesion group,
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which we assigned to the cohesion orientation. In other words, when we
could gain no entry to the writer's mind, for the sake of convenience and
efficiency we categorized according to effect rather than intent. Unless
something in a text led us to think differently, therefore, we treated the
following as cohesive matters: abbreviations and acronyms, coordination,
correlative conjunctions, frame sentences, function words, headings,
hyphenation, misplaced or squinting modifiers (when confusing), parallel
and nonparallel squencing of free modifiers, parallelism, pronoun
reference, punctuation (when it shows relationships between structures),
shifts (in direct/indirect discourse, case, mood, number, person, tense,
voice), subordination. We treated the following matters as usage/style:
ambiguous word choice, anticipatory constructions ("it is," "there are"),
awkward or forbidden expressions ('"hopefully," '"is because"), awkward
repetition of words or phrases, capitalization, clausal frames ('Johnson
reported that. . ."), conjunction at the beginning of a sentence, dangling
modifiers (when clarity is not an issue), diction (abstractionm,
specificity, figurative language, triteness), double negatives, euphemisms,
expletives, foreign words, hypernominalization (stacked nouns),
intensifiers, jargon, neologisms, nominalization (noun phrase instead of
verb), prepositions at the end of clauses or sentences, relative pronouns
(favored usage, is in "that" over "which" in restrictive clauses), sexist
language, word choice (length, origin, or familiarity).

7. Goal: What Was the Rhetorical Aim?

The contextual and purposive elements of norm, affect, and orientation
coalesce into immediate goals of revision. In the case of one of our
proposal writers, we identified twenty-six such goals, grouped here
according to the orientation with which they are associated.

Idea

1. To be accurate: adds, removes, or replaces
inaccurate information.

2. To be safe: removes, replaces, or adds a qualifier;
removes or replaces questionable claims or
implications

3. To be thorough: develops an idea for logical or
rhetorical consistency, for organizational or
personal standards, or for situational needs.

4. To be relevant: removes or replaces information that
is irrelevant, or unnecessary, or confusing.

5. To be coherent: alters the logical or rhetorical
structure of the text.
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10.

11.

212,

13.

14.

15.

16.

17.

18.

19.

20.

21.

Cohesion
To signal relationships with a cohesive tie (adverb,
prepositional phrase, or infinitive), whether free or
bound.

To signal relationships with a pronoun (including
revisions to clarify pronoun reference).

To signal relationships by graphic means (e.g.,
a heading, a paragraph indentation, highlighting)

To signal relationships through syntax (e.g.,
syntactic parallelism, coordination, or

subordination.

To signal relationships by lexical means (e.g.,
repetition of a key term, use of synonyms).

To be readable: recasts information into more easily
comprehensible structures through segmentation,
or desegmentation.

Usage

To avoid jargon: eliminates specialized language
that the reader would not understand.

To avoid weak repetition.

To be correct (punctuation).
To be correct (spelling).

To be correct (idiom).

To be correct (capitalization).

To be correct (split infinitives, dangling modifiers,
etc.).

To condense: eliminates wordiness of expression.
To sound better: creates euphonious or personally
pleasing language.

High Affect
To avoid a threat: removes a claim or implication

that threatens the position or well-being of a
reader



22. To avoid an insult: removes a c¢laim or implication
that ridicules or admonishes the reader.

23. To bond with the reader: establishes rapport between
the writer and the reader.

24. To build credit: adds claims or implications about
the writer's attributes or position that would
impress or intimidate the reader (or eliminates
self-damaging claims or implications).

25. To feed a wish: adds claims or implications that
stress positive results for the reader or that
create or satisfy a need in the reader

26. To stroke the reader: adds claims or implications
that commend or flatter the reader.

APPLICATIONS OF THE SIX VARIABLES

According to our analysis, then, there are six main variables involved
in revising: the item changed (eleven or more types), the process used to
make the change (six types), the level of freedom of the change (two
types), the orientation of the change (four types), the affective impact of
the change (two types), and the norm that prompts the change (five types).
In other words, not counting the distinction between primary and secondary
changes, any of six processes could be applied to any of eleven kinds of
item, with either high or low affect, oriented toward any of four factors,
and prompted by any of five norms. As a writer sits down to '"revise" a
text, therefore, the number of available things to do is 6 x 11 x 2 x 4 x
5, yielding 2640 ways of "making a revision." In actuality, however, fewer
than 2640 ways exist, since some of the concatenations of the variables are
not possible (e.g., one cannot split an alphabetical character or a
punctuation mark). Even so, the sheer quantity of ways that are possible
supports the increasingly common claim that revision is a complicated
process. Thus, teachers ought not to be too surprised if the average high
school senior or college freshman has not mastered the art of revising.

Nor should it be surprising that we will not try to account for all
possible combinations of variables in this article. Rather, we will try to
give an overview of how these variables might interact, focusing briefly on
a set revisions to a hypothetical text. This exercise will illustrate our
primary focus on the writer's conscious motives for making a change (emic
factors of revision) rather than on readers' interpretations of changes or
on some logical (etic) system of analysis which transcends motivation for a
truly objective account of "what happens." The exercise will also
illustrate some of the strengths and limitations of our approach.

Let us suppose that the writer is an employee of a firm that
manufactures and sells large and small computers. During the past quarter,
sales of small computers have declined 25 percent, so the firm's Director
of Sales and Services has asked the writer (who is the Assistant Director)
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to investigate the matter and then write a one-paragraph report that
identifies the cause of the decline and recommends a solution. This report
will be sent not only to the Director, but to other top executives in the
firm as well, so the assistant (new to her position) may need to exercise
considerable care in her short memo, and might be expected to revise it
carefully. Writing hurriedly, she produces the following first draft:

Sales have decline dramatically in the last
quarter. There are four causes for this. First,
and more important, advertising policy is directed
toward the private users, rather than the small bus.
market. This is wrong because home computers are a
luxury for most people, while small computers are of
great importance to many small businesses, and being
tax deductible, are more economically feasible for
businesses than for homes. Second, our commission
10 plan for sales personnel encourages sales of large
11 rather than small computers, since the comission for
12 small is 10 percent and the comission for big is
13 twelve percent!
14 There has been some slightly higher than average
15 turnover in personnel (eight in all) during the last
16 quarter that might be thought to have had some effect
17 on sales. But the new salesmen have as good a record
18 of sales during the quarter as our veterans.
19 Finally, there's some low morale on the part of many
20 salesmen to our sales polciy.
21 Since these advertising policy is obviously the
22 main effect, spend some money to devise a new focus
23 on small pusiness.

WO WN -

Let us now look at some changes to this draft that would illustrate
the interplay of the six variables involved in revision. We must keep well
in mind that we are not here presenting a model of the composing process,
but rather systematically illustrating some relationships between the six
variables.

One set of revisions the writer could make to her first draft might be
oriented toward aspects of usage and style, prompted mainly by cultural
norms. Thus, in line one, she might insert the letter "d" after "decline"
to regularize tense; she might replace the abbreviated "pbus." with the word
"business"; she might replace the contracted "there's" with "there is"; she
might avoid the shift from declarative to imperative by adding "we should"
before "spend" in line 22. 1In addition to these cultural-norm, low-affect
changes, however, she might realize that her reader-boss hates exclamation
marks, and thus might replace that mark in line 13 with a period (a
high-affect usage revision); or she might remember that her company
observes the "rule of ten" for numbers and words, so that she would replace
"10" with "ten" in line 12--a low-affect, organization-prompted,
usage-oriented revision.

‘A second set of revisions the writer could make might be oriented
toward cohesion. In this case, since only two of the "four" causes



announced in the frame sentence "There are four causes for this" are marked
by enumerative signals ("first," "second"), the echoing adverbial free
modifier "third" (punctuated by a comma) could be inserted before "There'
in line 14; this would also require a secondary change of the upper-case
"T" in "There" to a lower-case 't." For the same reason, the word
"finally" in line 19 could be replaced by "Fourth." Also, since the
paragraphing in the first draft is illogical (two of the four causes being
discussed in the first paragraph and another two in the second paragraph),
the second paragraph might be joined to the first; or a series of splits
might set off the discussion of each "cause" into a separate paragraph. In
a longer report (especially one with short paragraphs), the headings
"Causes of the Decline in Sales" and "Recommendations" might be inserted at
appropriate points. Finally, the cohesive word "these" in line 21 might be
replaced by the reader-writer unifying word "our"--a high-affect,
cohesion-oriented revision prompted by the rhetorical situation.

A third set of possible revisions could be oriented to the line of
thought. On the one hand, the writer might come to think that low morale
is not a cause of the decline but is instead an effect of the decline;
thus, she might eliminate a step in her argument by deleting lines 19 and
20--a low-affect change prompted by a cultural imperative to tell the truth
if there is no reason not to (for example, see Grice's cultural
presumptions underlying conversational implicature). This change would
also require a subsequent cohesive change in line 2, replacing "four" with
"three." A high-affect line-of-thought change might be prompted by the
writer's realization that the "advertising policy'" that she attacks right
away was thought up by her irascible boss, who tends to blame others for
problems rather than himself. Thus, she might recast her line of thought
by moving the discussion about the advertising policy's defects so that it
follows the discussion about personnel turnover; this move deemphasizes the
attack somewhat, and also decreases her bosses' potentially antagonistic
response by first citing causes he is more likely to concur with.

Finally, low-affect, idea-oriented revisions might most likely by
prompted by general cultural imperatives about communication, such as
(again) those hypothesized by speech-act theorists (e.g., Be concise, Be
relevant). For example, the writer might check her notes and realize that
six, not eight, persons were replaced during the quarter, and she would
therefore replace "eight" with "six" in line 15. If motivated by
situational norms, the writer might realize that not all of her readers
would realize that the decline in sales is confined to small computers,
rather than large ones; so she might insert "of small computers" after
"Sales" in line 1. Conversely, if her first draft had included three or
four sentences describing the small computers in detail, she might delete
those sentences as being unnecessary for the executives to understand her
claims. Or if she thought that "in the last quarter" (lines 1-2) was
potentially vague, since it could refer either to the quarter coming to an
end as she wrote her report or to the quarter before that), she might
replaﬁe that phrase with the more specific "between January and March,
1983.

High-affect changes in idea motivated by situational norms might also
occur. For example, though eight people may in fact have been replaced
during the previous quarter, the writer may believe that this information
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might needlessly alarm the executives, so that they would not accept her
claim that personnel turnovers were not a significant cause of the decline;
hence, she might replace the specific word "eight" with the more general
(or more vague) word "several," or perhaps might insert the reassuring
qualification "only" before "eight." Or she might believe that, while the
sales strategy is "obviously" the cause, it would be insulting to say so to
the person who commissioned the report and to others who will read it; so
she might delete the word "obviously" in line 21. In a later period of
revision, she might decide that the claim in lines 21 and 22 (that the
advertising policy is the main cause of the decline) is too strong for a
subordinate to make to superiors; thus, she might insert the word

"apparently" after "is" or else replace "is" with "may be a significant."

Naturally, many other combinations of variables are possible, but
these examples illustrate some of the most common motives and procedures
for revision in one sort of real-world setting. By analyzing drafts of .
texts for these six main variables, as we are currently doing with drafts
of proposals in a management-consulting firm, we can create a full record
of a writer's revisions. Since this record is easily quantifiable, an
author's shifting emphases between items, processes, levels, orientationms,
affective impact, and norms can be expressed as percentages or rates--
information which can help guide and refine qualitative analyses of the
differences between texts. For example, if only 10 percent of a writer's
second-draft changes are of high affective impact, but 40 percent of her
third-draft changes are of high affective impact, then we can hypothesize
that the writer's "revision style" is first to deal with non-controversial
(perhaps "writer-based") concerns and then to address the controversial
("reader-based") aspects of the writing situation. In addition, these
percentages can be correlated with a variety of stylistic features, such as
syntactic complexity, variability, and variety, measures of readability,
and cohesive ties. Thus, through this method of analysis, we may address
the needed areas of research described at the outset of this article.
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ABSTRACT

Staff Development involves working over a period of time with individuals
within an organization for the purpose of growth and development, both
personally as well as professionally. This paper draws from what educa-
tors have found to be true of adult learners and effective staff training
sessions. A prescription for developing communication workshops follows.

Staff development has become an area of great interest to communicators
in recent years. Unfortunately, there is little research available that
defines what constitutes "effective" staff training. This paper seeks to
combine the expertise of the educational consultant in order to fully under-
stand the components of effective staff training, characteristics of the
adult learner which may be relevant to the trainer, and the steps towards
developing communication workshops for staff development.

In this paper, it is important to make a distinction between staff
development and consulting. Staff development involves working with person-
nel, over a period of time, to generate a desired behavioral change. On
the other hand, consulting covers a wide range of activities, one of which
might include staff development.

The experience within the world of education has indicated six factors
that mark a successful staff development program. Programs that are

effective are concrete, on-going, use local resource personnel, incorporate

staff support activities, are teacher-specific (may be analogized as worker-
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specific), and include the active participation of the building principal
1
(may be analogized as manager or supervisor). Each of these components

will be examined briefly in the paragraphs which follow.

Effective training is concrete--that is, it is practical and allows

"hands on'" experience. Staff development is often just a dissemination of

a mass of information. It should provide an opportunity for the participants
to practice what has been presented. Time should be allocated for role play
and individual practice.

Effective training is part of an on-going program. Training that is on

a "one-shot" basis is not as effective as an on-going program. After parti-
cipants have had opportunity to practice in the session, they will need to

try it in their work place. As they do, they may have questions or wish to
discuss their attempts to implement the techniques. There may be too much
information in the staff development program to present in one session. Super-
. visors will need to sequence the training so participants have an opportunity
to try the techniques in their jobs, and then ask for further assistance.

Effective training utilizes local resource personnel. Many employers

make extensive use of outside consultants in their staff development programs.
There is certainly a place for the use of outside consultants in staff devel-
opment. However, the use of local resource personnel has been more effective
in initiating change. Workers need to have ready access to staff developers
so they can go to them for direction and information. Many workers feel that
outside consultants have little understanding of localized conditions. A
local resource person will be much more credible to them.

The use of local resource personnel may be desireable, but there may be
a lack of trained personnel available. Organizations may need to train their
own people to act as facilitators. This can be accomplished by bringing

outside consultants to train a group from within, or by sending individuals
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to training opportunities.

Effective training incorporates staff support activities. There needs

to be opportunity for workers to interact with each other about the efficacy
of the training they receive. This interaction will give them opportunity

to discuss successes, failures, and modifications.

Effective training is teacher (worker)-speciflic. The indications are
: ‘ 2
that individualized learning programs yield better results. It may be
impossible for an organization to develop individual programs'for each
worker. However, it is possible for the organization to conduct a survey to
determine interests and needs. It can then group workers with similar
interests and needs and develop programs for these groups.

'

Effective training includes the active participation of the building

administrator (supervisor). In education, the effectiveness of staff develop-

ment programs has been dependent upon the active participation of the building
administrator. This role may be likened to that of supervisor or manager.

The person filling this role must be enthusiastic, knowledgeable, involved

in the training process and perceived as an effective leader.

Although the above discussion was particularized for the world of
education, much of it can be analogized to staff development in general.
Education can also provide us with valuable information about the nature of
the adult learner. There are many characteristics of the adult learner that
are relevant to planning staff development programs. Research cited by Wood

3

and Thompson indicates that

Adults will learn, retain, and use what they perceive is
relevant to their personal and professional needs.

Adults will commit to learning something when the goals and
objectives of the training are considered realistic and
important to the learner; that is, job-related and perceived
as being immediately useful.

Adult learners need to see the results of their efforts and
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have accurate feedback about progress toward their goals.

Adult learning is ego-involved. Learning a new skill, technique,
or concept may promote a positive or negative view of self.

There is always a fear of external judgment that we adults are
less than adequate, which produces anxiety during new learning
situations such as those presented in staff development

programs.

Adults come to any learning experience with a wide range of
previous experiences, knowledge, skills, self-direction,
interests, and competence. Individualization, therefore,
is appropriate for adults as well ‘as children.

Adults want to be the origins of their own learning; that is,
involved in the selection of objectives, content, activities,
and assessment in staff development. Closely related to this
is the idea that adults reject prescriptions by others for
their learning, especially when what is prescribed is viewed
as an attack on what they are presently doing.

Adult motivation for learning and doing one's job has two
levels. Omne is to participate and do an adequate job. The
second level is to become deeply involved, going beyond

the minimum or norm. The first level of motivation comes
as a result of good salary, fringe benefits and fair treat-
ment. The second builds on the first, but comes from
recognition, achievement, and increased responsibility--
the result of our behavior and not more dollars.

Motivation is produced by the learner; all one can do is
encourage and create conditions which will nurture what

already exists in the adult.

Adult learning is enhanced by behaviors and training that
demonstrate respect, trust, and concern for the learner.

Those involved in staff development need to bé cognizant of these
characteristics. It is especially important that the training be perceived
as important by the learner. Motivation is highly reliant upon the
attractiveness of the program and expectations that the outcome will be

4

successful. With these things in mind, a closer look at the content of

effective staff training sessions is in order.

Because "effectiveness'" is such a value-laden term, research into what
constitutes effective staff training is difficult. For our purposes, it will

refer to the successful coordination of supervisor, trainer and staff to
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create learning and generate behavioral change. Six steps are necessary
for effective communication workshops used for staff training: 1) deter-
mining the staff situation; 2) assessing staff needs; 3) formulating
objectives; 4) designing the staff training session; 5) conducting the
staff training session; and 6) evaluating the segsion for effectiveness

and improvement. The coordination.of these six steps will be illustrated
by presenting an actual program developed by the author in conjunction with

5
Barbara Hendrickson, Associate Director of Personnel at Wheaton College.

Determine the Staff Situation

The process of staff training is usually initiated by a supervisor
who is motivated to cultivating personal and professional development
among the staff. The supervisor sets many of the parameters for the staff
training session in terms of targeting the group which will benefit from
training, the intent of the program, the date and length of the training
session(s), the physical arrangements for conducting the sessions, budget
considerations, an& the appropriate evaluation to appraise learning after
the session is completed. Many of these arrangements can be coordinated
with the staff trainer, once this person is selected, establishing an expect-
ation of duties and roles for both parties. This first step takes place
many months before the actual session is conducted, and may be the first
of several meetings between supervisor and trainer.

Assess Staff Needs

As pointed out earlier, adult learners will learn in proportion to
what they feel is important to learn, both personally and professionally.
As the staff trainer, it is important to listen carefully to what the super-
visor feels the needs are, as well as probe for a full understanding of the

situation as seen in the eyes of the staff. A successful program will
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intersect with expectations and needs of both supervisor and staff.

Formulate Objectives

Given the expectations of management and needs of staff, the trainer
now must knit the two into concrete; measurable objectives which can be
linked to what will take place in the training session. Program objectives
will later be translated into individualized learning exercises which will
reinforce the content of the training sessions. At the completion of the
staff training program, the objectives are what will be measured to deter-
mine actual effectiveness.

Design the Staff Training Session

Several steps confront the trainer at this point, which involves the
skillful translation of objectives into action. Methods and content must
be designed with the target group in mind, necessary materials prepared,
and any additional trainers selected and prepared for their participation
in the session. Perhaps the most important first step in program design,
however, is to determine the kind of learning which will be used.

Geperally, the trainer needs to determine in each learning situation
which method fits the group being taught or the content to be learned.
Content-oriented methods generally atfempt to redlve existing difficulties
and make decisions. When the purpose is improving or changing people or
operations, affective methods are employed.. A continuum from low-risk,
low involvement, content-oriented methods to high-risk, high involvement,
person-oriented methods might look like this:

TASK/CONTENT-ORIENTED PERSON/INTERPERSONAL-ORIENTED
affective change

cognitive change

Problem-solving methods Creative Dramatics Self-disclosure
Decision-making methods Simulation Psychodrama

Case Study ‘methods Role Playing Group Therapies

Listening exercises Sociometry Encounter methods

Discussion methods . Video-tape self-confrontation
Games Instrumented Feedback Sensitivity Training

methods methods
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The instructor should choose the method which is most appropriate to
the learning goal. The more the method is "stfuctured" (i.e. planned or
organized with predictable outcomes), the better the match from content to
methods. With less predictable outcomes, such as in activities from the
affective end of the continuum, the trainer is required to be more flexible.
Whatever method is utilized, the student should have the option of entering
the learning activities voluntarily. In addition, all activities should
allow time for "debriefing" which gives participants an opportunity to
express what they learned and why.

Conduct the Staff Training Session

Adults want to be involved in their learning, which makes the experi-
ential approach a useful one to the staff trainer.7 This approach lets mem-
bers experience the activity cognitively and emotionally without prior
knowledge of the way they are '"supposed" to be learning. Often this leads
to greater initiative and responsibility in accomplishing the intended
objective. The trainer creates and maintains an atmosphere conducive to
meaningful growth and learning. Since experiential learning is inductive,

this can be seen more clearly in the debriefing process.

Evaluate for Effectiveness and Improvement

Generally, the evaluation process is conducted by the supervisor or
program worker, althougﬁ it may be done by participants, a co-worker, the
sponsoring institmtion or the trainer himself. Evaluation is subjective in
naturé and it is difficult to measure every participant's behavior when he
returns to the job. In order to determine what to measure, the evaluator
needs to look again at the objectives of the session and tailor a series of
categories by which to measure them.

Participants can reinforce their learning as they speak or write their
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reactions to the staff training session. These reactions will provide
vaiuable input to their supervisor as to the program "fit" of staff needs

to learning objectives in the session. The effective session should reflect
a sequencing of program and content in an orderly way which allows for
individual learning to be realized. This gives feedback as to whether the
program should be altered in some way for greater effectiveness. In

addition, it helps the supervisor determine future participants who will

gain the most from a similar session.

In conclusion, there is a great deal of opportunity for research in
the area of staff development. What is obvious, however, is the vital
role the supervisor plays in identifying staff training needs and qualified
trainers to implement communication programs to meet those needs. Programs
which are effective have clear objectives and actively seek to involve
participants in their own learning. They incorporate a training method
which maximizes the learning effort. Feedback from session interactions
as well as formal evaluation complete the package, enabling the supervisor.
trainer, and staff member to reevaluate and reinforce the experience. Until
there is a definitive statement of "effective'" staff training, the findings
discussed in this paper should enable the communication specialist to make a

more productive effort.
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HOW CORPORATE RECRUITERS ANALYZE RESUMES

Mary C. Thompson
Career Development Officer
Engineering College
Iowa State University, Ames. Iowa

Corporate recruiters use resumes as a tool to evaluate and
match position requisitions and work group requirements. When
appropriate information is provided, the skilled recruiter-
interviewer can assess the data provided by the candidate to
determine how well the individual matches the requirements stated by
the hiring department. The skilled interviewer can further assess
the candidate's leadership style, physical attributes, personal
motivators, characteristics, and work habits using the factual data
offered. This in-depth assessment combines intuition, prediction
and experience and can only be verified during the actual interview
using the applicant's responses to appropriate questions.

Ten years ago, the Midwest Division of the College Placement
Council, an organization that serves 186 Colleges and Universities
across the nation, created a standardized form for campus
recruitment. The form has been modified by the member schools to
meet their own needs; the form adapted by the Iowa State University
Engineering College is Figure 1.

The general resume format is derived from the application forms
used by thousands of companies around the world. The requested
information on an application form, however, goes beyond the
interview information requirements because it provides data for
wages and salaries, social security, medical records, next-of-kin
handicaps, and other facts used to submit state and federal manpower
reports. If the company uses application blanks. everyone in an
organization is usually required to complete the form--from the
President down. On the other hand, every employee is not required
to provide or submit a resune.

Typically, resumes are required for salaried employees and
strongly encouraged for some classifications of workers who are paid
on an hourly basis--for example, clerical employees and individuals
seeking summer work. The resume serves to summarize the applicants
employment qualifications in an abbreviated format and in a very
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generalized way. A single resume with a directed job objective can
serve to meet the needs for the screening function for several
companies without requiring that the applicant complete the
sometimes more elaborate application form.

The interviewer for an equal employment opportunity employer is
charged with responsibility for making screening decisions on the
basis of the applicants' job objective, the education, the work
experience, and the activities. After the initial screening, the
employment decision should be based upon a choice between
individuals with relatively equal qualifications. The decision, at
this point, can be and usually is subjective based on how well the
individual is perceived as fitting into the work group that already
exists.

Recruiters tell us that between 15-20% of the salaried
positions in their company are filled from letters and resumes
submitted as part of mail campaigns. The majority of the positions
are filled from scheduled recruiting activities; another 10-15% is
filled by "walk-ins", people who go directly to the employer and
request an interview on the spot. In all instances, the
applicant’s qualifications are reviewed using at least a resume
and/or application form.

How much information can be gleaned and what inferences made
from the information offered by the willing college graduate
applicant on a standardized resume form? How does the "skilled
recruiter® derive information about the applicants' leadership
style, ability to work with and within groups, need for attention,
desire to work independently and with what intensity of supervision,
family economic status, and what motivates the applicant to work?

Starting at the top of the typical resume, you will find the
applicant'’s name and address. Recruiters appreciate having both a
permanent and temporary address for individuals still attending
school. Two addresses provides you with information about where the
applicant is living--on- or off-campus, fraternity, dorm, house, or
apartment. You can assume that the permanent address indicates
where the applicant's parents, a relative or someone close to them
lives. You can even make some guesses about the economic status of
the family--suburban address, rural route number or box number, and
out-of-state residency status give some information about
backgrounds.

The job or career objective gives you an idea of what the
applicant thinks he or she would like to do--not necessarily what he
or she is good at or not necessarily even what she or he is



qualified to do. As a reader, you want the statement to help you
determine what the applicant can do and where he or she would best
fit into the company employment structure. Unless the objective is
a statement that includes information about the educational major
and the career path interests of the applicant, the career objective
has no real benefit as a sorting mechanism. In other words, "A
challenging job with a progressive company leading to a management
position in three to five years." will not dol

Education is usually the next item included in most application
forms and, thus, most resumes, For college students, it is their
primary asset. On application forms, education is usually listed in
chronological order primarily because almost every job requires a
high school diploma. Higher education is requested, often in two-
year increments. On resumes, however, education is preferable in
reverse chronological order with highest level first. The education
block should include major, minors, options, emphases, names of
school(s) attended with addresses, dates of attendance, and
certificate or diploma information. For advanced degrees, titles of
theses and/or dissertations and major professors can be included.

Companies use elaborate formulas to determine initial salary
offers that take into account information about the school attended,
classes, grades, activities, honors, and other details. Grades are
more important in technical areas such as engineering research and
development than they are in marketing and business applications.
In jobs requiring management skills, there is more emphasis on
demonstrated leadership ability than there is on grades.

Our form next includes space for honors and activities., This
block can include any information the writer wants to provide--
usually scholarship information, professional organization
memberships, fraternal/sorority/dormitory activities demonstrating
involvement, volunteer or elected committee work with campus
organizations, and any other data deemed desirable by the candidate.
On company application forms, this information might be
appropriately placed in a block that asked for "any other
information you want to provide".

Work experience is the section that is often difficult to
complete because no one knows exactly what to include. I suggest
that there are certain "buzz words"” that are preferable to others.
An example is the differences between "duties" and
"pesponsibilities®-~duties are considered a "do it, you have no
choice” whereas responsibilities are considered desirable and
something to be cheerfully assumed- As frustrating as semanics can
be, these semantic differences might influence a reader to believe
one candidate has better communication skills than another.

39
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Required information in this block on our "interview resume
form" includes the company name and address, a brief description of
responsibilities, hours worked each week, and the time span. On
other forms where the candidate has more room to describe work
experience, more detail can be supplied. On ours, the statement
must be very succinet and it is used as a prompt for the interviewer
who will be talking with the candidate as the resume is reviewed.
Using a regular resume rather than our interview form, and to
describe working in a gas station, a description might be: Sell and
pump gas for cars and trucks. Perform minor repairs, service cars
as needed. At end of shift, prepare cash reports and make bank
deposit after closing station. 20-30 hours/week. June 1-Aug. 31,
1983.

From work information the interviewer should learn how many
years of work experience the candidate has and both length of
service with a single employer and variety of work experiences. It
makes an interviewer feel safe to know another employer has had the
applicant come back for a second work session or has employed the
applicant for more than a summer., If the applicant can relate what
he or she has learned working for one employer to that of the
prospective job, it is very helpful. The usual response about any
work experience is "I can work well with all kinds of people "
Preferable would be information about transferable skills such as
giving instructions, knowledge of safety regulations. or supervising
one or more people; "people skills™ are taken for granted if the
candidate has work experience.

If the candidate reads or listens to the advice of the people
who teach or counsel people about preparing resumes, he or she will
be almost paranoid about the possibility that the resume will exceed
one page. On the other hand, the recruiter whose job rests on
making the best possible decision is torn between the prospect of
reading two page resumes and not having sufficient information to
make a good screening or hiring decision., Of the two choices, they
prefer the information--if it is important.

I feel strongly that information about hobbies and interests is
important--perhaps more important than references. It is here that
the personality of the candidate is most evident. From data about
what the candidate does with free time, the hobbies or interests,
provides insight into the character of the person. For example, if
the resume says the individual likes cooking, stamp collecting,
music, and golf, you are pretty safe if you assume that the person
likes working in small groups, prefers minimal supervision, is
detail oriented, and had a parent who liked stamps. These
assumptions may not all be accurate, but they are a place to start
with questions should the candidate be selected for an interview.
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The difference between hobbies and interests. by my definition,
is that hobbies are long-term and are activities the applicant will
turn to for relaxation. Interests may be temporary, dependent upon
the activities of friends, but may become hobbies if pursued over a
period of time, After individuals leave school, community
activities will replace school organizations.

Personal intrormation can be included if the candidate wishes,
but should be limited to birthdate and marital status (with number
of children if desired). It is not necessary to give height and
weight, social security number, location preferences, starting date
(if school completion date is provided), citizenship if U.S.
citizen, parents names or occupations, spouse's name, or other
personal data.

Last on most resumes are references or a statement of
availability. With the passage of privacy laws in 1974, the value
of written references have been diminished. As a result, the
references may not be checked at all, or they will be requested only
after preliminary screening. If requested, the employer may ask for
the name of the most recent supervisor, the name of a school
advisor, or a character reference. If there is room to include
references on the resume, I recommend it; if not, list "available
upon request.”

Always there is a debate about using photographs on resumes.
There is confusion about legality. It is NOT illegal for a
candidate to provide a picture with a resume. It IS illegal for a
company to require a photograph. The recruiter likes having a
photograph because it makes it easier to remember a candidate; the
photograph can and probably will be used as a discriminator if the
individual is not physically attractive, well-dressed, and thin,

Using a resume to select candidates for prospective employment
is a challenging responsibility, usually involving management
decision-making and discrimination. The well-presented resume
allows the reviewer to do that in a way that fits the candidate to
the work group and utilizes the skills and abilities of the
candidate in a satisfying way. The result is a long-term
satisfactory arrangement for both parties.
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FACTORS WHICH INFLUENCE THE ATTITUDE TOWARDS VIDEO DISPLAY TERMINALS

Iris I. Varner
Jean K. Grever

Department of Business Education and Administrative Services
ITlinois State University

ABSTRACT

This study examines the attitudes of business people towards video
display terminals. It is based on a survey of companies which use ter-
minals in their communications. The attempt was to find out what fac-
tors shape attitudes towards video display terminals. Based on this
study, the most important aspects which influence attitudes towards ter-
minals are: the type of business, the level of keyboarding skills, and
the location of the terminal (private or shared use). It is recommended
that businesses pay special attention to these areas when they introduce
terminal usage to management.

BACKGROUND

During the past few years many companies have put terminals on the
desks of their managers. Some companies have carefully introduced their
managers to the new technology. They have conducted seminars and aware-
ness programs. Some companies have just put the machines in the office
and let managers get used to the new technology on their own.

One of the reasons for introducing the new technology has been the
hope that it would enhance the quality of the decision-making process.
It was also hoped that managers would communicate more efficiently and
effectively once they had access to video display terminals/
microcomputers and word processing.

PURPOSE

The purpose of this study was to examine the attitudes of busi-
nesspeople towards the video display terminal. The study was to explore
what factors influence the attitudes towards terminals. Based on the
findings, recommendations are made on how to familiarize managers with
the equipment so that it is used productively.

METHODOLOGY

A questionnaire on video display terminal attitude was designed and
sent to several businesses in the Bloomigton/Normal area. The businesses
which were selected to have introduced terminals in the offices of their
managers.
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Seventy questionnaires were sent out. Fifty-five people completed
the questionnaires and sent them back. A1l of those were useable.

A Chi-square analysis was performed on the data. Selected personal
statistics were cross tabulated with attitudes towards the terminal.
Based on the analysis, conclusions were drawn and recommendations were
made on how to foster more positive attitudes towards the video display
terminal.

FINDINGS AND DISCUSSION

The profile (Table No. 1) shows that about half of the respon-
dents are women, half are men. Most of the respondents are between 31
and 45 years old. Almost 90 percent of the respondents work in
insurance. A majority has used the video display terminal for under
three years. The majority has poor keyboarding skills. Slightly over
85 percent of the respondents have a terminal at their own desk. (The
percentages in each table do not necessarily add up to 100 percent
because some respondents did not answer every question.)

A discussion of the significant relationships between attitudes and
profile follows.

Sex

Sex of the respondents was significantly related to only one item
on the questionnaire. Eighty-two percent of the women think that
writing on the microcomputer takes less time than writing with paper and
pencil, 10.7 percent think it takes the same amount of time, and 7.1
percent think it takes more time. Of the men, on the other hand, 52
percent think writing on the computer takes less time, 38 percent think
it takes the same amount of time, and 7.7 think it takes more time.

It is possible that more of the women have worked their way up from
a secretarial background and are more familiar and comfortable with the
equipment. The men, o<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>