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Preface

Overview
In today’s workplace, professionals in all fields are expected to adapt to a variety of 
communication situations. Virtually everyone must be able to write routine work-
place documents such as memos, emails, letters, and informal reports. In addition, 
employees must create more complex forms of communication such as formal 
reports and proposals, instructions, definitions and descriptions, Web pages, oral 
presentations, video presentations, and more. All the while, these professionals 
must also negotiate technological innovations, communicate in a global market-
place, work in teams, write persuasively, research effectively, and understand the 
ethical implications of the documents they produce.

We wrote Strategies for Technical Communication in the Workplace as a 
medium-length textbook that covers all the preceding topics thoroughly and 
concisely. Like the first two editions, this third edition text draws on the strengths 
of our other two technical communication books: the best-selling Technical 
Communication, 13th edition, and Concise Guide to Technical Communication, 
3rd edition. We hope that students and faculty alike will appreciate the new edi-
tion of this distinctive textbook.

New to the Third Edition
In addition to streamlining the text and thoroughly revising the model documents 
and pedagogical features throughout, we have made the following key changes for 
the third edition of Strategies:

Thoroughly Revised Introductory Chapter
Chapter 1 (now re-titled as “Technical Communication: Global, Collaborative, and 
Digital”) continues to provide a clear definition of technical communication, an 
introduction to its main features, and an exploration of the three main purposes 
of technical communication. In addition, the chapter incorporates Chapter 2 from 
the second edition and has been reorganized to place special emphasis on the 
global, collaborative, and digital nature of technical communication.

Updated Coverage of Using Digital Writing  
and Presentation Technologies
We have kept current with changing technologies by revising our coverage through-
out the book. Changes include a new section on digital versus print job application 
materials, with a revised section on e-portfolios (Chapter 9); updated coverage 

	 xvi
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on memos and letters, including using PDF attachments in relation to email  
(Chapter 10); the latest on writing Web-based and online instructions (Chapter 13); 
up-to-date coverage of documenting electronic sources in both MLA and APA 
styles (Appendix A); and new Digital and Social Media Applications at the end 
of every chapter. In addition, Part IV of the book, “Digital Media and Presenta-
tions,” has been thoroughly revised to include updated coverage of email and text 
messages in the workplace, including discussion of appropriate style (Chapter 18); 
a new section on using external wikis and streamlined coverage of writing and 
designing Web pages (Chapter 19); a new chapter on social media in workplace 
communication (Chapter 20—more information below); and updated material on 
oral presentations, with a new section on video conferencing (Chapter 21).

New Stand-Alone Chapter on Using Social Media  
in the Workplace
Now its own chapter with thoroughly expanded coverage, Chapter 20 covers 
a wide variety of social media being used in the workplace. Social media sites 
explored in depth include customer review sites such as Yelp and TripAdvisor, 
Facebook, Google+, LinkedIn and other job sites, Twitter, and YouTube. The 
chapter also includes advice on audience and purpose considerations when using 
social media on the job as well as ethical and legal issues.

Key Features
To help you get a better idea how Strategies works as a whole, following is a point-
by-point discussion of the key features of this book.

Complete but Streamlined Coverage
Strategies includes all topics essential for an undergraduate technical commu-
nication course in a compact yet thorough format. The book covers everything 
technical communicators need to know—from writing basic letters and memos, 
to writing complex proposals and formal reports, to delivering oral presentations 
and writing for the Web—in roughly 500 pages. In addition, Strategies offers in-
novative coverage of emerging technologies used in the workplace, including text 
messages, social networks, and online videos.

Emphasis on Student Practice
This book is guided by the idea of providing students with practical, accessible 
concepts that are easy to follow and that get students writing and designing docu-
ments immediately. One key feature, as the title suggests, is the Strategies box, 
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which provides step-by-step advice to follow in writing and discussing a given 
document. In addition, chapters in Parts 3 and 4 emphasize the importance of 
“doing” immediately via the Let’s Get Started feature; students are asked to draft 
their best version of each chapter’s document type or communication situation 
before they read the chapter. Then, as they work through the chapter content, 
students are encouraged to review and revise their original work. Finally, every 
chapter, including the foundational and “blueprints” chapters in Parts 1 and 2, in-
cludes Applications exercises, grouped into general, collaborative, global, digital, 
and social media categories.

Clear Explanations and Straightforward Organization
As we wrote and organized this book, we kept in mind five essential questions stu-
dents most frequently ask: “What needs to be done?”, “What should it look like?”, 
“How do I do it?”, “What should be avoided?”, and “How well have I done it?” The 
features described previously focus on these questions. Also, marginal notes sum-
marize and reinforce main points in each chapter.

The chapter sequence in Strategies proceeds from general foundational con-
cepts and blueprints in Parts 1 and 2 to cumulatively more complex writing and 
communicating situations in Parts 3 and 4.

Practical Pedagogical Features
Strategies includes several practical, easy-to-access pedagogical tools. These fea-
tures include:

	 •	 Chapter Outlines and Learning Objectives. On the opening page of each 
chapter, the outlines provide a quick orientation to the chapter topics and se-
quence, and the learning objectives emphasize the practical skills students can 
expect to acquire.

	 •	 Let’s Get Started boxes. At the beginning of each chapter in Parts 3 and 4, the 
Let’s Get Started boxes encourage students to begin “doing” immediately by 
producing the type of draft document or communication product discussed 
in each chapter based on their prior knowledge. Then, as they work through 
the chapter, students can refine their draft.

	 •	 Strategies boxes. Featured in every chapter, the Strategies boxes summarize 
key strategies discussed in the text and provide additional pointers for ap-
proaching each communication situation.

	 •	 Checklists. End-of-chapter Checklists summarize each chapter, and more im-
portantly, they emphasize “doing” by asking students to check off each item as 
they review their work.
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	 •	Applications. Called “applications” rather than “exercises” to emphasize 
applied learning, the end-of-chapter Applications fall into four categories: 
General Applications (for individual practice), Team Applications (for pair 
or group practice), Global Applications (for highlighting global issues in 
workplace communication), and Digital and Social Media Applications (for 
highlighting the use of technology in workplace communication).

Realistic and Accessible Annotated Model Documents
Model documents resemble the kinds of documents students will write in the 
workplace. Accessible, engaging, and easy to emulate, most of these documents 
are fully annotated.

Consistent Focus on Audience and Purpose
Technical communication in the workplace is more than a mere exercise in “in-
formation transfer”; it is also a social transaction involving individuals, teams, 
companies, and organizations that are national and international in scope. In the 
contemporary workplace, a one-size-fits-all approach to technical communication 
doesn’t work. Effective communication must be tailored for different audiences 
and different purposes. Today’s communicator must be smart about researching, 
summarizing, and customizing information to meet many different situations. 
Strategies has therefore been designed to provide much more than a “cookie cut-
ter” approach to creating typical workplace documents and making presentations 
by focusing on key rhetorical principles of audience and purpose.

The Latest Technology and Global Issues Coverage
With the Internet and digital technology at our fingertips and with companies 
and teams spread across the world, communication reaches a wide audience and 
often is transmitted instantly. We receive or convey professional information in 
a variety of ways—handwritten, in word-processed documents, via email or text 
messaging; in video format; as a Web page; via blogs, wikis, or social networks; 
or as live presentations—and each medium and potential audience brings with it 
unique challenges about how to best present the information. Strategies incorpo-
rates relevant technology coverage and stresses the importance of thinking about 
global audiences wherever relevant.

Organization of the Book
Strategies begins with foundational concepts, then moves to “blueprints,” and 
then applies the foundations and blueprints to increasingly complex documents 
and communication situations.
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	 •	 Part 1 (“Foundations”) introduces the underlying concepts for creating 
effective technical communication. This section provides a definition of 
technical communication (Chapter 1); coverage of research as a pivotal part 
of technical communication (Chapter 2); an introduction to the analysis of 
audience, purpose, and other factors (Chapter 3), and in-depth coverage of 
workplace ethics (Chapter4).

	 •	 Part 2 (“Blueprints”) builds upon Part 1 by discussing four basic consider-
ations for approaching each type of workplace document or communication 
situation: understandable structure (Chapter 5), readable style (Chapter 6), 
audience-centered visuals (Chapter 7), and user-friendly design (Chapter 8).

	 •	 Part 3 (“Documents”) applies the previous foundations and blueprints, pre-
senting increasingly complex types of print documents. This section begins 
with the types of documents students need to get hired and concludes with the 
two most complex types of documents: formal reports and proposals. Specific 
documents covered in Part 3 include résumés and other employment materi-
als (Chapter 9), memos and letters (Chapter 10), definitions (Chapter 11), de-
scriptions (Chapter 12), instructions and procedures (Chapter 13), summaries 
(Chapter 14), informal reports (Chapter 15), formal reports (Chapter 16), and 
proposals (Chapter 17).

	 •	 Part 4 (“Digital Media and Presentations”) provides guidance for creat-
ing documents for digital media and for giving oral presentations. Included 
are chapters on email and text messages (Chapter 18); blogs, wikis, and Web 
pages (Chapter 19); social media (Chapter 20); and oral presentations and 
video conferencing (Chapter 21).

	 •	Appendices A (“Documenting Sources”) and B (“A Brief Handbook”)  
offer guidance on citations and grammar. Appendix A includes guidelines 
for avoiding plagiarism and documenting sources completely and accurately. 
Appendix B provides a brief handbook of grammar, punctuation, mechanics, 
and usage. This appendix also includes useful advice on formatting lists and 
using transitions in written work.

Resources for Students and Instructors
Accompanying Strategies is a wide array of instructor and student supplements, 
most of which are available packaged with this book at a nominal cost.

	 •	MyWritingLab for Technical Communication <www.mywritinglab.com/>.  
In addition to MyWritingLab’s extensive writing, research, and grammar 
coverage, the new technical communication section offers topics such as: 
defining technical communication; audience analysis; ethics; collaboration; 
document design; creating visuals; and each of the major genres of technical 
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communication, ranging from basic correspondence and job search materi-
als to more complex genres like reports, instructions, proposals, Web pages, 
social media, and oral presentations. Each topic includes a thorough over-
view, an animated introduction, glossary terms, recall and post-test quizzes, 
model-based and case-based activities, and writing prompts.

	 •	 Pearson eText gives students access to Strategies for Technical Communication 
in the Workplace, Third Edition, whenever and wherever they can access the 
Internet. The eText pages look exactly like the printed text, and include power-
ful interactive and customization functions. Users can create notes, highlight 
text in different colors, create bookmarks, zoom, click hyperlinked words and 
phrases to view definitions, and view as a single page or as two pages. Pearson 
eText also links students to associated media files, enabling them to view videos 
as they read the text, and offers a full-text search and the ability to save and 
export notes. The Pearson eText also includes embedded URLs in the chapter 
text with active links to the Internet. 

The Pearson eText app is a great companion to Pearson’s eText browser-
based book reader. It allows existing subscribers who view their Pearson eText 
titles on a Mac or PC to additionally access their titles in a bookshelf on the 
iPad or an Android tablet either online or via download.

	 •	 Instructor’s Manual, by Lee Scholder, University of Minnesota, and Daun 
Daemon, North Carolina State University.  Available in digital format, the 
Instructor’s Manual includes general and chapter-by-chapter teaching tips, 
sample syllabi, and additional chapter exercises and quizzes.

	 •	 PowerPoint slides.  Fully revised to accompany the third edition, the 
PowerPoint presentations provide a wealth of chapter-by-chapter slides that 
can be projected or printed to enhance in-class instruction or simply used for 
review and class planning.

	 •	MyTest.  Pearson MyTest is a powerful assessment generation program that 
helps instructors easily create and print quizzes, study guides, and exams. 
Questions and tests are authored online, allowing instructors ultimate flex-
ibility and the ability to efficiently manage assessments anytime, anywhere. 
To access MyTest, go to <www.pearsonhighered.com/mytest/>, log on, and 
follow the instructions. You must first be registered.
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What Is Technical Communication?
Technical communication is the exchange of information that helps people inter-
act with technology, advance workplace goals, and solve complex problems.

We live in a world where many of our everyday actions depend on complex 
but usable information. For example, when you purchase or install a new device, 
such as a DVD player or Wi-Fi router, you need clear, easy-to-use instructions. 
From banking systems to online courses to business negotiations, countless 
aspects of daily life are affected by technology, and we rely on usable technical 
information to answer questions such as these:

•	 How do I access my online bank statement?

•	Which cable do I use to connect my computer to a new monitor?

•	 How do I paste a digital photo into a document and resize the image?

Technical information is also used in more specialized settings. For example, 
a physician performing heart surgery must have clear information about how to 
install a pacemaker. A government research scientist must have accurate instruc-
tions about how to write a grant or how to perform a particular experiment. An 
engineer must have access to the correct specifications for designing a bridge or 
configuring a software application. In specialized settings, technical communica-
tion answers questions such as these:

•	 Do the benefits of the Lyme disease vaccine outweigh its risks?

•	What are the technical limits to wind energy?

•	 How effectively will the new heating system circulate in the top floors 
of the new office complex?

In the workplace, we are not only consumers of technical communication 
but also producers. Virtually all professionals, at some point, function as tech-
nical communicators. Experts are often required to present their knowledge to 
nonexpert audiences. For instance, a nuclear engineer testifying before Congress 
would need to write a report explaining nuclear science in nonscientific language 
to policy makers and the general public. Nurses and other medical professionals 
are often required to explain complex medical concepts to patients and families. 
Writers of instructions for uploading new software need to be sure that a wide 
range of readers can perform the task without having to call customer service.

In today’s networked world, technical communication is global, collaborative, and 
digital. Technical documents including user manuals, online help, online instructions, 
and other such materials are accessible by people around the globe, created by teams 
from different countries and time zones, and available via Web sites, blogs, and wikis 
and in formats suitable for computers as well as mobile devices. See the last section of 
this chapter (page 12) and Chapters 18–21 for more on these important topics.

Definition 
of technical 
communication

Technical 
communication 
helps us interact with 
technology in our 
daily lives

Technical 
communication 
helps specialists 
solve complex 
problems

Specialized 
questions

Technical 
communication 
helps advance 
workplace goals

Technical 
communication is 
global, collaborative, 
and digital
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Main Features of Technical 
Communication
Technical communication differs from other communication and writing courses 
you take in college. In first-year writing (freshman composition) or expository 
writing, the emphasis typically is on one type of document, the traditional college 
essay. As you work on the assignments for this course, the skills you learned in 
previous writing classes will remain important, but the writing will often be differ-
ent. Technical documents typically exhibit the following characteristics.

Focus Is on the Reader, Not the Writer
Unlike poetry, fiction, or essays, technical documents rarely focus on the author’s 
personal thoughts and feelings. This doesn’t mean that technical documents should 
have no personality (or voice), but it does mean that the needs of your readers must 
come first. Users of technical communication are only interested in you, the com-
municator, to the extent that they want to know what you have done, what you 
recommend, or how you speak for your company or organization. This type of com-
munication is called “user-centered communication” (see Figure 1.1). User-centered 
communication requires a focus on the people who will be using the document. 
What do your readers need to know? What tasks are they trying to perform?

Technical 
communication 
differs from most 
academic writing

PROCEDURES
for complying

with
government
regulations

INSTRUCTIONS
for assembling
a lawn mower

USER MANUAL
for operating
a computer

REPORT
analyzing a

problem
or issue

MEMO
answering

questions about
a project’s
progress

Typical Forms of User-Centered Communication 

Figure 1.1
User-centered 
communication

Placing the reader’s needs and interests first takes practice because many of us 
are taught to write from our own perspectives. For instance, assume you’ve been 
asked to create a set of instructions that explain how people in the community can 
bring household hazardous waste (gasoline, paint) for recycling. Assume also that 
you live in the neighborhood near the recycling center and often visit that loca-
tion. In this instance, you could easily forget to include a map and directions to 
the center, unless you focus consistently on your actual readers—people who are 
new in town, people who don’t live close to the facility, and so on.

Produce  
user-centered 
documents

Learn to put yourself 
in the reader’s place
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Document Design Is Efficient and Accessible
Unlike college essays, which take essentially one shape (paragraphs of text), tech-
nical documents may take the form of a brochure, a memo, a report with different 
sections, a numbered set of instructions, a Web site, online help, a blog, a wiki, or 
an email with a PDF attachment. Regardless of format and media, the design must 
be efficient and accessible, making it easy for readers to find what they are looking 
for and use the content to perform a task or answer a question.

Writing Style Is Clear and Relevant
Technical communication uses clear language. For example, the instructions for 
using a fire extinguisher (Figure 1.4, page 8) are written for a wide range of read-
ers. Likewise, the letter from the company’s general manager to a potential client 
(Figure 1.5, page 10) is another example of clear communication.

Information is relevant if the audience can apply it to the task at hand. Say, 
for instance, that a person is interested in learning to use Internet service provider 
(ISP) software to connect to the Internet: In this case, the documentation should 
explain how to install the software and connect to the ISP instead of digressing 
into a history of how the Internet developed.

Information Is Persuasive, Truthful, and Based on Research
Persuasion means trying to influence someone’s actions, opinions, or decisions. In 
the workplace, we rely on persuasion daily: to win coworker support, to attract clients 
and customers, or to request funding. But changing someone’s mind is never easy, 
and sometimes it is impossible. Your success will depend on who you are trying to 
persuade, what you are requesting, and how entrenched they are in their own views.

All technical documents are persuasive, in some sense. Some documents, 
such as the letter in Figure 1.5, are explicitly persuasive, in that the writer is trying 
to convince the reader that the proposed project is the right choice. Other docu-
ments, such as the instructions in Figure 1.4, are mainly informative, but they are 
also implicitly persuasive: The writer is also trying to show readers that the fire 
extinguisher is easy to use and safe.

In short, a technical communicator is a problem solver and, as such, must be 
aware of the best balance between providing readers with the information they 
need and persuading them to respond as desired, as illustrated in Figure 1.2.

Be careful, though, to not let your persuasive goal prevent you from writing 
ethically. Even when you need to be overtly persuasive, as in a sales proposal, hon-
esty is essential. A document that is highly persuasive but in some way dishonest 
may influence readers in the short term but will lead to long-term problems. You 
will lose credibility with the client or your boss and could potentially damage a 
working relationship for life.

Produce documents 
that are easy for 
readers to use and 
navigate

Write clearly

Provide only relevant 
information

All documents 
are at least in part 
persuasive

Balance information 
and persuasion

All documents must 
be ethical
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Even routine technical documents produced on the job are based to some 
extent on research. For example, though a memo or email may not require exten-
sive searching for data online or at a library, the information must be accurate. 
Accuracy in this case may only involve double-checking meeting notes or asking 
a coworker for clarification on some point, but double-checking facts is still re-
search. For more complex documents, the research component of technical com-
munication becomes more obvious.

Three Primary Purposes of Technical 
Communication
Most technical communication seeks to address one of three primary purposes: 
to anticipate and answer questions (inform), to enable people to perform a task 
(instruct), or to influence people’s thinking (persuade). Keep in mind that these 
purposes often overlap (as in the following sample documents). However, most 
documents have one primary purpose: to inform, to instruct, or to persuade.

Informational Purpose
Figure 1.3 displays an informational document created by the U.S. Environmental 
Protection Agency. It is designed for a wide audience of readers who may know 
little about the topic (bioremediation), but the writer has kept audience diversity 
in mind by anticipating and answering likely questions.

Instructional Purpose
Figure 1.4 is an instructional document. As we have all experienced, effective instruc-
tions can be a pleasure to work with because they help people do what they want to 
do. But poor instructions can create frustration, often causing people to return the 
product and to have second thoughts about purchasing that brand in the future.

Communicator as Problem Solver

Delivering Usable Information

How do I give readers
what they need?

Being Persuasive

How do I get the 
response I want?

Figure 1.2
Balancing 
information and 
persuasion

Base your 
documents on 
careful research

Three purposes of 
technical documents: 
inform, instruct, and 
persuade

Informational 
documents 
anticipate and 
answer questions

Instructional 
documents help 
people perform a 
task
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United States
Environmental Protection
Agency 

Office of Solid Waste and
Emergency Response
(5102G) 

EPA 542-F-01-001
April 2001
www.epa.gov/superfund/sites
www.cluin.org

How does it work?
In order for microbes to clean up harmful chemicals, the right temperature, nutrients 
(fertilizers), and amount of oxygen must be present in the soil and groundwater. These 
conditions allow the microbes to grow and multiply—and eat more chemicals. When 
conditions are not right, microbes grow too slowly or die. Or they can create more harmful 
chemicals. If conditions are not right at a site, EPA works to improve them. One way they 
improve conditions is to pump air, nutrients, or other substances (such as molasses) under-
ground. Sometimes microbes are added if enough aren’t already there. 

The right conditions for bioremediation cannot always be achieved underground. At some 
sites, the weather is too cold or the soil is too dense. At such sites, EPA might dig up the soil 
to clean it above ground where heaters and soil mixing help improve conditions. After the 
soil is dug up, the proper nutrients are added. Oxygen also may be added by stirring the 
mixture or by forcing air through it. However, some microbes work better without oxygen. 
With the right temperature and amount of oxygen and nutrients, microbes can do their work 
to “bioremediate” the harmful chemicals. 

Microbe eats oil

OilMicrobes

Oil

Microbe releases
water and  harmless

gases into soil or ground

W
at

er
, h

ar
m

le
ss

 g
as

es

Microbe digests oil and
changes it to water
and harmless gases

Water,

harmless

gases

Water,

harmless

gases

The Citizen's Guide Series 

???
EPA uses many methods to clean up pollution at Superfund and other sites. Some, like bioremediation, 
are considered new or innovative. Such methods can be quicker and cheaper than more common 
methods. If you live, work, or go to school near a Superfund site, you may want to learn more about 
cleanup methods. Perhaps they are being used or are proposed for use at your site. How do they 
work? Are they safe? This Citizen’s Guide is one in a series to help answer your questions.

What is bioremediation? 
Bioremediation allows natural processes to clean up harmful chemicals in the environment. 
Microscopic “bugs” or microbes that live in soil and groundwater like to eat certain harmful 
chemicals, such as those found in gasoline and oil spills. When microbes completely digest 
these chemicals, they change them into water and harmless gases such as carbon dioxide. 

A Citizen’s Guide
to Bioremediation 

Figure 1.3
An informational 
document

Source:  U.S. Environmental Protection Agency Web site <www.epa.gov>.

Text provides the 
most relevant 
information without 
being too detailed

Headings and a 
clean layout make 
this document 
easy for readers to 
navigate

Illustrations 
combine text and 
visuals

User-centered 
headings are 
phrased as 
questions that 
readers would need 
answered

The title is clear and 
easy to understand
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Numbered 
steps and a 
complementary 
illustration make the 
instructions easy to 
navigate and use

Clearly labeled 
illustration helps 
readers understand 
the product

A prominent 
warning box alerts 
users before they 
take action

Introduction 
provides 
appropriate level of 
detail for first-time 
users

FIGURE 1

How to Operate a Portable Fire Extinguisher

The Occupational Health and Safety Administration (OSHA) requires
employers to provide portable fire extinguishers in the workplace. This
document illustrates the parts of a fire extinguisher and provides
instructions for operating the extinguisher safely and effectively using
the P.A.S.S. method: Pull, Aim, Squeeze, and Sweep.

: At the first sign of fire, sound the alarm and call the 

evacuation path. Never allow the fire, heat, or smoke to come 
between you and your evacuation path. If you have the slightest 
doubt about your ability to fight a fire... EVACUATE IMMEDIATELY!

Parts of a Fire Extinguisher

Figure 1 illustrates the parts of a
portable fire extinguisher. When the
extinguisher handle is compressed, an
inner canister of high-pressure gas forces
the extinguishing agent from the main
cylinder through a siphon and out
the nozzle.

Using a Fire Extinguisher with the P.A.S.S. Method

1.  PULL   Pull the pin. This will also break
      the tamper seal. 
2.  AIM   Aim low, pointing the extinguisher
      nozzle (or its horn or hose) at the base of
      the fire.

3.  SQUEEZE   Squeeze the handle to
      release the extinguishing agent.

4.  SWEEP   Sweep from side to side at
      the base of the fire until it appears to
      be out. Watch the area. If the fire
      reignites, repeat steps 2–4.

   

FIGURE 2

WARNING
fire department. Before approaching the fire, identify a safe 

Pull
pin

Tamper
seal

Aim

Sweep Seqeeze

Figure 1.4  An instructional document
Source: Text and figures from the U.S. Occupational Safety and Health Administration  
<www.osha.gov>.
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Persuasive Purpose
Figure 1.5 shows a persuasive document, in the form of a letter from a company that 
distributes systems for generating electrical power from recycled steam. General 
Manager William Bullock writes a persuasive answer to a customer’s question: 
“Why should I invest in the system you are proposing for my plant?” As you read 
the letter, note how the writer focuses on reasons that are important to the reader.

Common Types of Technical Documents
Many of you probably encounter the following types of documents routinely, 
either through work or school. You may also be asked to produce such documents 
for a class, an internship, or your job.

	 •	Memos.  Organizations use memos as the primary means of internal written 
communication. Unlike a conversation, a memo leaves a record for future 
reference. An employee might write a memo to a manager requesting a pay 
raise; a team of students might write a memo to an instructor explaining their 
progress on a term project; or an office manager might write a memo to com-
pany employees to outline the new vacation policy.

	 •	 Emails.  In today’s workplace, email messages are far more common than 
paper memos. People use email to communicate with clients, customers, 
suppliers, and associates worldwide. Email messages are generally written 
more informally and hastily than paper memos.

	 •	 Letters.  Letters are the most personal form of technical communication, but 
they also provide written records and often serve as contracts. As a student 
you might write a letter to request research data or to apply for a summer in-
ternship. On the job, you might write to persuade a client to invest in a new 
technology or to explain the delay in a construction project.

	 •	 Instructions.  Instructions explain the steps or course of action for completing 
a specific task, such as how to program a DVD player or how to install system 
software. Instructions come in various formats: online instructions may be 
built right into a computer application; brief instructions may be written on 
single-page reference cards; longer instructions may be assembled in magazine 
format to be mailed or handed out.

	 •	 Procedures.  Procedures are similar to instructions in that they explain how 
to perform a task step by step; however, procedures are different in that they 
always deal with matters of company or organizational policy. Many compa-
nies maintain standard operating procedures (SOPs) for tasks such as how to 
test soil samples or how to access corporate databases.

	 •	Manuals.  Almost every technology product or service comes with a man-
ual. Manuals may include instructions on how to assemble, set up, and use 

Persuasive 
documents 
encourage readers to 
take a desired action

The variety of typical 
technical documents
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May 14, 20XX

Mr. Dean Winfield, President
XPressMart, Inc.
1720 St. James Avenue
Minneapolis, MN  55405

Dear Mr. Winfield:

I applaud XPressMart’s recent commitment to energy efficiency and 
sustainability in the retail sector, beginning with your newly-purchased 
storefront in the Cedar-Riverside area. In our meeting last week, you asked 
me to follow-up with a detailed explanation as to why we feel energy 
efficiency is the right decision—both for the environment and your 
company’s bottom line. Below I outline Energy Empowerment’s 
three-point rationale.

First, you and your contractor, Jeff Manko, will find that the process of 
“going green” is actually quite straightforward, rather than another level of 
complication to an already complicated renovation process. As you can see 
from the enclosed chart, we have adapted the guidelines from the EPA’s 
EnergyStar program to make both reconstruction decisions and the 
purchase of new HVAC systems, insulation, and doors and windows a 
straightforward process. We will work with Jeff every step of the way to 
ensure the seamless renovation of the store. 

Second, by demonstrating XPressMart’s commitment to the environment, 
you are not only helping reduce your company’s carbon footprint,
but also attracting today’s environmentally-conscious customers. The 
Cedar-Riverside location, being adjacent to two college campuses, is the 
perfect place to begin.

1-800-555-3984  www.energyempowerment.com

2568 Sheridan Avenue
Suite 9 
St. Paul MN 55106

Energy Empowerment, Inc.

Figure 1.5
A persuasive 
document

A nicely designed 
letterhead creates 
an effective, 
professional visual 
appeal

The opening 
paragraph is written 
clearly and in a 
direct but polite 
manner

Each item in the 
writer’s list of 
reasons starts 
out with “first,” 
“second,” and 
“third,” making the 
document easy to 
navigate

The writer backs up 
the first reason with 
evidence

The writer backs up 
the second reason 
with an appeal to 
shared values and 
goals
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