
Wherever students’ careers take them—working for a large corporation, small firm, non-profit, the government, or
themselves—selecting the best communication model will be critical to their success. Business Communication:
Building Critical Skills offers practical advice and approaches for achieving success in all forms of workplace
communication. 

The third Canadian edition builds on the outstanding features from the previous two editions:

The PAIBOC model (pronounced “payback”) provides definitive strategies for selecting communication modes
and composing messages. Prompting readers to consider Purpose, Audiences, Information, Benefits, Objections,
and Context, this innovative acronym helps students analyze and craft messages from the recipient’s viewpoint. By
applying the PAIBOC model, students learn to listen, speak, and write for results. 
Based on an extensive body of scholarship, the book’s connection of theory to real-life experiences makes the mate-
rial accessible.
The Conference Board of Canada’s Employability Skills fosters an understanding of how the learning materials
relate to achieving career goals. 
The modular format offers unlimited flexibility. Easily tailored to any course length or organization, the modules
can be taught in any order. 

Our Audience
Context is vital to understanding. Students respond to material that is relevant to their own experiences. This edition
provides illustrations, references, examples, and stories to which Canadian students can relate. The young Canadians
whose profiles begin each unit represent the working-life realities of their communities. Seven engaging CBC video
segments, such as “Schmoozing to Create Goodwill,” relate business communication skills to real-world examples.

Responding to Instructor Needs
The third Canadian edition of Business Communication: Building Critical Skills went through an extensive develop-
ment and rigorous revision process with the help of instructors across Canada. I am indebted to the reviewers, whose
constructive comments resulted in an improved text.

Many changes were implemented as a result of this extensive feedback. You will notice that the text’s pages have been
completely re-designed. The new sleek and attractive interior makes reading the module material easier.

The third edition is more interactive than ever. Module review questions instead of summaries challenge students to
think critically about their reading. 

Please see page xvi of the preface for more changes in the third edition.

Topical Coverage that Builds Critical Skills
Module 1 introduces the Conference Board of Canada’s Employability Skills 2000+, describing the attitudes and skills
today’s knowledge workers must be able to demonstrate and build upon. For each subsequent module, students can
use the Conference Board of Canada’s Employability Skills 2000+ checklist posted online as a focus for their learn-
ing reflection.

Preface

Preface xv

loc958262_fm.qxd  1/17/2007  3:18 PM  Page xv



Module 1 also introduces the innovative PAIBOC (pronounced “payback”) model for
analyzing communication context. This model reappears in the marginalia of every mod-
ule to reinforce the critical thinking skills communicators use to achieve intended results.
Indeed, the attention to audience-centred communication is the textbook’s central theme
and most important message.

Module 2 presents a primer on audience analysis, introducing learners to demographic,
geographic, and psychographic assessments and to the concept of discourse communities.
Module 2’s table on Myers-Briggs personality preferences in communications is an
invaluable tool for instructors and students alike.

Module 3 provides the latest research advantages of Canada’s richest resource—our
cultural diversity. Reflecting this nation’s multicultural experiences through a wealth of
verbal and non-verbal examples and numerous exercises helps students appreciate the
importance of intercultural communication.

Modules 5 and 25 describe effective visual design and application. Samples, examples,
and illustrations provide pointers on how to create effective documents, Web pages, and
slides. Module 20 expands on how to prepare professional visuals, offering a step-by-step
approach to planning and delivering powerful presentations. Again, readers learn how to
reframe their ideas, and to use visuals to engage their audience.

Modules 4, 14, 15, and 16 provide practical tips on revising, editing, and proofreading.
Specific, student-relevant examples demonstrate that writing is rewriting.

Modules 6, 7, and 8 (Unit 2) offer in-depth coverage of how to create reader goodwill,
an essential element of writing for results. In Module 8, students review audience focus
through Maslow’s needs analysis, a universal, cross-disciplinary model. 

Units 3 and 6 provide a plethora of sample documents on both the form and content of
business writing. As a professional writer, I find format models save time for more essen-
tial writing tasks—like research, revision, and editing. As a teacher of business writing, I
find format and product models allow students the freedom to focus on writing processes. 

Building interpersonal communication skills (Unit 5) is vital. Emphasizing the relational
nature of communication, students learn that communication is something that they do
with others, not to them. Working and Writing in Teams (Module 18) appears immedi-
ately after Listening (Module 17) because the best teams have members who actively lis-
ten to one another, and the text offers ample research to support this truism. True to the
central theme of the book, Unit 5 emphasizes the importance of audience.

Unit 7’s Job Hunting information begins with a unique profile of a young Canadian who
has been both a job seeker and recruiter. Sample documents—resumes, application letters,
and interview guides—will be invaluable when students begin their job search.

What’s New in the Third Canadian Edition
Here are a few of the many changes in the third Canadian edition of Business Communication:
Building Critical Skills.

Module 1: Introduction to Business Communication
Demonstrates the power of the word to transform people’s lives
Quotes Canadian communications expert Helen Wilkie on how much writing costs
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Proves that competent writers are very well paid 
Reinforces more clearly the distinction between letters as external documents and
memos as internal documents 

Module 2: Adapting Your Message to Your Audience
Provides Canadian examples of businesses adapting to their audience
Offers a constructivist analysis of the communication process
Discusses features of geodemographic audience analysis
Further elaborates on how discourse communities are important cultural influences

Module 3: Communicating across Cultures
Explains both culture and cultural relativism
Includes updated statistics on Canada’s cultural diversity
Describes recent Canadian research on learned cultural norms
Asks students to apply their learning by reflecting on their own experiences with dis-
crimination in the context of recent, well-publicized events 

Module 4: Planning, Writing, and Revising
Increases clarity and reduces wordiness by using a chart to illustrate the writing process
Describes the specific processes of two Canadian writers
Challenges students to identify and articulate their own writing protocols 

Module 5: Designing Documents, Slides, and Screens 
Explains the rhetorical purposes of design choices
Provides new Canadian design examples
Uses bullet lists to increase clarity and reduce wordiness

Module 6: You-Attitude
Updates Canadian examples and writing models
Provides a you-attitude checklist for writers of all abilities
Asks students to apply their learning by considering the ethics of writing choices

Module 7: Positive Emphasis
Emphasizes the psychological, physiological, and economic benefits of positive com-
munication
Provides examples of Canadian organizations and entrepreneurs who prosper through
positive emphasis
Asks students to apply their learning by analyzing the dynamics of tone, courtesy, and
power in their choice of discourse community

Module 8: Reader Benefits
Illustrates how to use reader benefits with three Canadian examples
Details the benefits that evoke positive reader responses
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Uses examples of contemporary technology to prove the psychological allure of intrin-
sic benefits

Module 9: Formats for Hard-copy Letters and Memos
Adds five writing models to demonstrate current letter and memo formats
Further clarifies the differences in purpose and layout between memos and letters
Asks students to apply their learning by analyzing letter and memo examples

Module 10: Email Messages
Moves current information on email after formats for letters and memos
Emphasizes ethical and legal repercussions of email messages
Provides expert tips on formats, emoticons, and email etiquette

Module 11: Informative and Positive Messages
Demonstrates informative message organization in two sample documents, a memo,
and an email
Uses current Canadian examples to illustrate the rhetorical purposes of organizing
informative messages

Module 12: Negative Messages
Focuses on ethical considerations in organizing negative messages
Provides a new model negative letter

Module 13: Persuasive Messages
Introduces the elements of persuasion
Provides tips on dressing for success
Illustrates the persuasive appeal of the young Canadian entrepreneur who founded 
1-800-GOT-JUNK
Asks students to apply their learning by analyzing the ethics of persuasive appeals

Module 14: Revising Sentences and Paragraphs
Focuses on the revision part of the writing process
Provides specific tips on practising reader-friendly writing style
Uses a Quebec company’s innovative design to illustrate the power of revision 

Module 15: Choosing the Right Word
Uses Canadian examples and illustrations to challenge readers’ assumptions about
language
Uses Canadian entrepreneurs, writers, and heroes to challenge readers’ assumptions
about diversity and adversity
Asks students to apply their learning by analyzing the ethics of word choice 
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Module 16: Editing for Grammar and Punctuation
Introduces tips on editing for the Web

Module 17: Listening
Asks students to reflect on the cultural influences of their own listening habits
Asks students to apply their learning by observing and analyzing the listening behav-
iours of four other cultures 

Module 18: Working and Writing in Teams
Introduces Dr. Bruce Tuckman’s “Forming, Storming, Norming, Performing” model of
group dynamics
Describes Harvard Business School professor Amy Edmondson’s ten tips for integrity
in interpersonal leadership
Asks students to apply their learning by identifying and analyzing the specific dynamics
of their group

Module 19: Planning, Managing, and Recording Meetings 
Uses bullet lists to increase clarity and reduce wordiness
Introduces blogging as a new meeting forum
Asks students to apply their learning by identifying how they can increase their net-
working activities

Module 20: Making Oral Presentations
Reorders information to increase clarity, unity, and coherence
Provides experts’ presentations tips and techniques 
Asks students to apply their learning by creating a presentation skills evaluation rubric

Module 21: Finding, Analyzing, and Documenting Information 
Illustrates examples of online university and college research resources
Provides a wealth of current print and electronic resources
Asks students to apply their learning by analyzing and reporting on their own primary
research findings

Module 22: Proposals and Progress Reports 
Provides a model of a real business proposal
Illustrates successful audience appeals with contemporary Canadian examples

Module 23: More Short Reports
Directs students to online resources for writing proposals, short reports and business
plans
Illustrates the importance of writing good proposals for successful Canadian grant
applications 
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Module 24: Formal Reports
Adds more Canadian examples
Asks students to apply their learning by analyzing a feasibility study
Asks students to apply their learning by writing sections of their reports, and using
peers to provide feedback

Module 25: Using Visuals
Clarifies why and how writers use visuals effectively and ethically
Uses the PAIBOC model to help students choose and use visuals
Asks students to apply their learning by analyzing the cultural impact of visuals 

Module 26: Researching Jobs
Updates information on the realities of the new world of work
Provides practical, expert tips on beginning the job search, researching prospective
employers, and preparing for interviews

Module 27: Creating Persuasive Résumés
Provides a checklist for creating résumés that work
Uses Canadian examples to illustrate experts’ tips

Module 28: Job Application Letters
Revises model letter to reflect you-attitude
Refers students to online career and job-hunting guides

Module 29: Preparing for Job Interviews
Identifies current hot jobs and industry sectors
Describes the industries where Canadians are in demand globally
Provides expert tips on overseas self-recruitment

Module 30: Following the Interview: Follow-up Letters and
Emails, and Job Offers

Illustrates the multiple attractions of jobs in the skilled trades
Gives hourly wages for employment sectors
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Instructor Resources
i-Learning Sales Specialist
Your Integrated Learning Sales Specialist is a McGraw-Hill Ryerson representative 
who has the experience, product knowledge, training, and support to help you assess and
integrate any of the below-noted products, technology, and services into your course for
optimum teaching and learning performance. Whether it’s using our test bank software,
helping your students improve their grades, or putting your entire course online, your 
i-Learning Sales Specialist can help you do it. Contact your local i-Learning Sales
Specialist today to learn how to maximize all McGraw-Hill Ryerson’s resources!

i-Learning Services Program
McGraw-Hill Ryerson offers a unique i-Services package designed for Canadian faculty.
Our mission is to equip providers of higher education with the superior tools and
resources required for excellence in teaching. For additional information, visit
http://www.mcgrawhill.ca/highereducation/iservices/.

Instructor’s Resource CD-ROM
This CD-ROM contains complete instructor supplements, fully adapted to accord with
the third Canadian edition of Business Communication: Building Critical Skills:
Instructor’s Manual, Test Bank, Computerized Test Bank, and Transparency Masters.
These supplements can be customized to help you plan classes and create presentations.

The Instructor’s Manual includes overviews of each module, key lecture points sup-
ported by teaching tips, in-class exercises, answers to textbook assignments, and
answers to the even-numbered Polishing Your Prose exercises.
The Computerized Test Bank provides all the Test Bank questions in the powerful and
accessible Brownstone test-generating program for Macintosh and Windows systems.
Instructors can easily select questions and print tests and answer keys. Instructors can
also customize questions, headings, and instructions; add or import their own ques-
tions; and print tests in a choice of printer-supported fonts. 
A set of Transparency Masters with key points from each module are available for
printing and duplication.

CBC Video Cases
Visit the Online Learning Centre at http://www.mcgrawhill.ca/olc/locker to view seven
brief CBC video segments, such as “Schmoozing to Create Goodwill” and “The Trouble
with Teams,” that relate to critical skills in business communication. Students can watch
the videos and answer associated questions on the Student Edition of the Online Learning
Centre. Full video notes are available on the Instructor Edition of the Online Learning
Centre.

Online Learning Centre
The Online Learning Centre for Business Communication, third Canadian edition, at
http://www.mcgrawhill.ca/olc/locker features a variety of instructor resources, including
CBC video cases, web links, and Microsoft® PowerPoint® slides, in a passcode-protected
environment.
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PageOutTM

Build your own course Web site in less than an hour. You don’t have to be a computer
whiz to create a Web site, especially with an exclusive McGraw-Hill product called
PageOut. It requires no prior knowledge of HTML, no long hours of coding, and no
design skills on your part. With PageOut, even the most inexperienced computer 
user can quickly and easily create a professional-looking course Web site. Simply fill in
templates with your information and with content provided by McGraw-Hill, choose 
a design, and you’ve got a Web site specifically designed for your course. Visit us at
www.mhhe.com/pageout to find out more.

Student Resources
Online Learning Centre
The Online Learning Centre for Business Communication: Building Critical Skills, third
Canadian edition at http://www.mcgrawhill.ca/olc/locker features learning and study tools
such as module quizzes, CBC video cases, Sites to See, letter and résumé templates, and
additional student writing samples.
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