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Distributed Decision Making

A complementary aspect to managing remote workers via mobile apps is giving 
employees the authority to make decisions in the field, rather than relying on 
managers back in the office. In the oil and gas industry, for instance, specialized 
mobile apps include tools for data visualization, collaboration, and data collection  
to help on-site employees and supervisors communicate and coordinate their  
efforts. This capability can be particularly vital after accidents or other crisis events, 
because it lets employees who are on the scene choose the best course of action 
without delay.9

Training

In the face of changing markets, government regulations, 
and other forces in the business environment, developing 
and maintaining employee skill sets is an ongoing chal-
lenge for most companies. The challenge is made even 
more difficult when employees are constantly on the 
move or geographically dispersed. With training materials 
developed specifically for mobile devices, companies can 
deliver training content when and where it helps employ-
ees the most.8

Business Communicators Innovating with Mobile

As the third major revolution in business communication in the past two decades (after the World  
Wide Web and social media), mobile communication has the potential to change nearly every  
aspect of business communication. Here is a small sample of the ways companies are putting  
mobile to work.

Property: 2330 James St.

On-site manager: Cecilia Da Gama

Issue: Protest filed by neighboring
property owner

Notes: Last week, the owners of 2332
James St. filed a protest with the city
zoning office about the height of our
building. They claim we violated our
permit by including roof terrace space.

Action: I notified in-house counsel and
requested a review of the protest and an
analysis of our options. We are obligated
to build out 200k square feet.

Incident Tracker

New incident Unresolved
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Mobile Glossary

In addition to terms defined elsewhere in the book, here are some 
helpful mobile terms.

3G, 4G, and 5G
Successive generations of mobile phone technology, although the 
generational boundaries are loosely defined and each generation 
includes a number of competing technologies; roughly speaking, 
we’re in a transition from 3G to 4G now, and 5G (whatever it ends 
up being) won’t arrive for at least several more years.

Android and iOS
The two major operating systems/platforms for mobile devices. 
Android devices are made by a wide variety of manufacturers, but 
iOS devices are made only by Apple.

Bandwidth
A measure of the data-carrying capacity of a mobile,  
Wi-Fi, or other network connection; streaming video and 
other demanding applications require a broadband connection, 
but there’s no general agreement on exactly what constitutes 
broadband.

Cellular Versus Mobile
Two terms for the same concept; cellular (derived from the way 
phone networks are configured) is used mainly in the United 
States, whereas mobile is used more generally around the  
world and is also more descriptive, so that’s the term used  
in this book.
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Project Management

Work teams are often dispersed over wide geographic 
ranges and frequently on the move, so mobile commu-
nication is an essential element of contemporary project 
management. Instant access to task status and other 
vital information helps project managers stay on top of 
rapidly moving projects and helps team members com-
municate efficiently.

Projects Progress

Project: Gigabit High-Powered Router

View: Critical Path Tasks

Sort order: Highest-Impact First

1. Task: Debug beamforming feature
    Behind schedule: 2 wks
    Reason: No performance
    difference at mid distances;
    root cause still unknown
    Owner: Janet Li

2. Task: 802.11ac certi�cation test
    Behind schedule: 1 wk
    Reason: Family emergency
    and short staf�ng delayed
    application submission
    Owner: Todd Thurber

3. Task: Mobile network app
    Behind schedule: 1 wk
    Reason: Delays in debugging
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Remote Workforce 
Management

Dispersed workforces also present a 
variety of supervision and manage-
ment difficulties. Mobile workforce 
management apps can address many of 
these problems, from basic functions 
such as ensuring that workers show up 
on time at remote job sites to resched-
uling customer appointments on the 
fly to collecting information to share with technical support staff. Sales managers can  
give just-in-time coaching and encouragement to representatives who are about to call 
on potential customers. Some systems can even embed information on best practices 
from experienced workers and deliver virtual coaching to less-experienced workers in 
the field.10

Recruiting

With a target population that is 
often on the move, companies 
are responding by integrating 
mobile into their recruiting 
processes. These efforts include 
mobile-friendly job postings,  
mobile application and recruit-
ing apps, and interviewing sys-
tems that let candidates and  
recruiters connect using their 
mobile devices.11

How do you deal with difficult team members?

Recording

Next Question
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Context Awareness
A mobile device’s ability to modify its operation based on  
knowledge of where it is; silencing the ringer when you arrive  
at your office is a simple example.

Geofencing
Using the location-sensing capabilities of mobile devices to 
remotely monitor and control the device and its user; delivery 
companies, for example, can monitor where their drivers are  
and make sure they stay within designated areas.

Over-the-Top (OTT) Application
A digital service that bypasses a traditional distribution network 
to provide similar capability, often by using cloud capabilities; 

an example is WhatsApp using Internet connections to create 
services traditionally provided by mobile phone carriers.12

Phablet
A rather ungainly name for mobile devices that are larger than 
phones but smaller than tablets.

Quick Response (QR) Codes and Near-Field 
Communication (NFC)
Two ways for a mobile device to access additional information; 
QR codes are square, phone-scannable barcodes that connect 
the phone to a website; NFC is a short-distance radio technology 
that enables a data link between a phone and tags that can be 
attached to products or other locations.
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Today’s students are holding the future  
of business communication in their hands
As another disruptive technology redefines business communication, Bovée  
and Thill are once again the first to respond with current, comprehensive,  
and fully integrated coverage.

Just as Bovée and Thill pioneered coverage of the social media revolution,  
they now lead the market with up-to-the-minute coverage of mobile business  
communication.

The mobile revolution:  
key facts and figures
Smart business leaders know they must adapt and 
respond to the rise of mobile usage by consumers 
and employees:2

•	 For millions of people, a mobile device is their primary way, if not their only way, to access the Internet.
•	 Globally, 80 percent of Internet users access the web at least some of the time with a mobile device.
•	 Mobile has become the primary communication tool for many business professionals, including a majority 

of executives under age 40.
•	 Email and web browsing rank first and second in terms of the most common nonvoice uses of smartphones.
•	 More email messages are now opened on mobile devices than on PCs.
•	 Roughly half of U.S. consumers use a mobile device exclusively for their online search needs.
•	 Many online activities that eventually migrate to a PC screen start out on a mobile screen.

“Mobile is the most disruptive 
technology that I have seen in 
48 years in Silicon Valley.”1

—Venture capitalist 
Joe Schoendorf

Bovée and Thill’s coverage of mobile business 
communication includes these important topics:

•	 The Mobile Revolution
•	 The Rise of Mobile as a Communication Platform
•	 How Mobile Technologies Are Changing Business 

Communication
•	 Collaboration via Mobile Devices
•	 Business Etiquette Using Mobile Devices
•	 The Unique Challenges of Communication on Mobile 

Devices
•	 Writing Messages for Mobile Devices
•	 Designing Messages for Mobile Devices
•	 Optimizing Content for Mobile Devices
•	 Visual Media on Mobile Devices
•	 Creating Promotional Messages for Mobile Devices
•	 Integrating Mobile Devices in Presentations

Explore dozens of statistical measures that show the 
impact of mobile communication. Go to http://real-timeupdates 
.com/bct13. Under “Students,” click on “Learn More.”

REAL-TIME UPDATES

Learn More by Visiting This Website

The mobile revolution by the numbers
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Integrated coverage and student activities
As with social media, the changes brought about by mobile run far deeper 
than the technology itself. Successful communication on mobile devices 
requires a new approach to planning, writing, and designing messages.

With in-depth, integrated coverage of the challenges and opportunities that 
mobile presents, Business Communication Today, 13th Edition, helps students 
adapt their personal use of mobile devices to the unique demands of 
business communication. Through a variety of annotated model messages, 
questions, activities, and cases, students will gain valuable skills in the art 
of communicating via mobile devices.

With realistic examples, pointers to dozens of business 
communication apps, and a full range of questions and 
projects, Business Communication Today highlights the 
best current practices in mobile business communication.

The text from this
conventional report 
page is too small
to read on a
phone screen.

However, zooming in 
to read forces the 
reader to lose context 
and repeatedly hunt 
around to find all the 
pieces of the page.

Optimizing for mobile 
includes writing short 
headlines that get 
right to the point.

This introduction 
conveys only the 
information readers 
need in order to
grasp the scope of 
the article.

All the key points of 
the documents 
appear here on the 
first screen.

Readers who want 
more detail can 
swipe down for 
background 
information on the 
five points.

1. “The Mobile Revolution Is Just Beginning,” press release, Word Economic Forum, 13 September 2013, www.weforum.org.

2. “More Than Nine in 10 Internet Users Will Go Online via Phone,” eMarketer, 6 January 2014, www.emarketer.com; Christina “CK” Kerley, The Mobile Revolution & B2B, white paper, 
2011, www.b2bmobilerevolution.com; Jordie can Rijn, “The Ultimate Mobile Email Statistics Overview,” Emailmonday.com, accessed 9 February 2014, www.emailmonday.com; Jessica Lee, 
“46% of Searchers Now Use Mobile Exclusively to Research [Study],” Search Engine Watch, 1 May 2013, http://searchenginewatch.com.

MOBILE APPS

Pocket Letter Pro includes tem-
plates for a variety of letter types to 
simplify writing business letters on 
your mobile device.
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 In addition, thousands of bloggers, microbloggers, and podcasters offer news and com-
mentary on the business world. AllTop is another good resource for finding people who 
write about topics that interest you. In addition to learning more about professions and 
opportunities, this research will help you get comfortable with the jargon and buzzwords 
currently in use in a particular field, including essential  keywords  to use in your résumé 
(see page  499 ).    

 Take advantage of job-search apps as well, including those offered by job posting web-
sites and major employers. You can use them to learn more about the company as well as 
specific jobs. See “ Job Search Strategies: Maximize Your Mobile     ” for more tips on using a 
smartphone in your job search.   

  TRANSLATING YOUR GENERAL POTENTIAL 
INTO A SPECIFIC SOLUTION FOR EACH EMPLOYER    

 An important aspect of the employer’s quality-of-hire challenge is trying to determine 
how well a candidate’s attributes and experience will translate into the demands of a spe-
cific position. As a job candidate, customizing your résumé to each job opening is an 
important step in showing employers that you will be a good fit. As you can see from 
the sample résumés in  Figures   18.3    through    18.5    on pages  502 – 504 , customizing your 
résumé is not difficult if you have done your research. From your initial contact all the 

 MOBILE APPS 

  Indeed.com ’s mobile app lets you 
search for jobs and apply from your 
phone. 

 DIGITAL1SOCIAL1MOBILE: TODAY’S COMMUNICATION ENVIRONMENT 

 The mobile business communication revolution is changing 
the way employers recruit new talent and the way job candi-
dates look for opportunities. Many companies have optimized 
their careers websites for mobile access, and some have even 
developed mobile apps that offer everything from background 
information on what it’s like to work there to application forms 
that you can fill out right on your phone. 

 However, don’t be too quick to abandon a job applica-
tion or an investigation into an employer just because the firm 
doesn’t have a careers app or a mobile-friendly job site. Creat-
ing apps and mobile-friendly websites takes time and money, 
and many employers are still in the process of optimizing their 
online career materials for mobile devices. In a recent survey, 
40 percent of mobile users said they would abandon a nonmo-
bile job application—a distressingly high number in a slow job 
market. Don’t miss a great opportunity just because an em-
ployer hasn’t caught up to your mobile habits. 

 In addition to researching companies and applying for 
openings, integrating a mobile device into your job search 
strategy can help with networking and staying on top of your 
active job applications. For instance, some companies don’t 
wait long after extending an offer; if they don’t hear from the 
top candidate in a short amount of time, they’ll move on their 
next choice. By staying plugged in via your mobile device, you 
won’t let any opportunities pass you by. 

 Think of ways to use your mobile device to enhance your 
personal brand and your online portfolio. If you want to work in 
retail, for example, you could take photos of particularly good 
or particularly bad merchandizing displays and post them with 

commentary on your social media accounts. Employers doing 
background research on you will see these posts and recognize 
you as a candidate who is invested in his or her career and the 
industry as a whole. Many of the tools you can use to build your 
personal brand are available as mobile apps, including blogging 
platforms, Twitter, Facebook, and LinkedIn. 

 In addition, dozens of apps are available to help with vari-
ous aspects of your job search. Résumé-creation apps let you 
quickly modify your résumé if you come across a good op-
portunity. Business-card scanning apps make it easy to keep 
digital copies of business cards, so you’ll never lose important 
contact information. Note-taking apps are a great way to plan 
for interviews and record your post-interview notes. Use your 
phone’s scheduling capability to make sure you never miss an 
interviewing or a filing deadline. Polish your interviewing skills 
with your phone’s audio and video recording features or a prac-
tice-interview app. If an employer wants to interview you via 
Cisco Webex or another online meeting system, those apps are 
available for your phone or tablet as well. 

 You’ve been paying a lot for your mobile service—now 
make that mobile work for you by helping you land a great job. 

  CAREER APPLICATIONS 
   1.    Would it be a good idea to present your online port folio 

on your smartphone during a job interview? Why or 
why not?   

   2.    Is it wise for applicants to shun a company that doesn’t 
have a mobile-friendly careers website or a career app? 
Why or why not?        

 Job Search Strategies: Maximize Your Mobile 

 An essential task in your job 
search is presenting your skills and 
accomplishments in a way that is 
relevant to the employer’s business 
challenges. 
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high school students and their families. Your goal with this report 
is to help the next generation of students make a successful and 
rewarding transition to college.   

  WEB WRITING  SKILLS /MOBILE 
 SKILLS / PORTFOLIO   BUILDER  

   7-39.   Message Strategies: Online Content  [LO-4]     Adapting 
conventional web content to make it mobile friendly can require 
rethinking the site’s information architecture to simplify naviga-
tion and revising the content.   
  Your task:   Choose the website of a company that makes prod-
ucts you find interesting. (Make it a conventional website, not one 
already optimized for mobile.) Analyze the section of the website 
that contains information about the company’s products and de-
termine the best way to present that material on mobile device 
screens. Mock up at least two screens showing how you reformat 
the content to make it mobile friendly. Create a brief presentation 
with “before” and “after” views to show how your redesign would 
benefit mobile site visitors.   

  WEB WRITING  SKILLS  

   7-40.   Message Strategies: Online Content  [LO-4]     As you 
probably experienced, trying to keep all the different schools 
straight in one’s mind while researching and applying for col-
leges can be rather difficult. Applicants and their families would 
no doubt appreciate a handy summary of your college or uni-
versity’s key points as they relate to the selection and application 
process.   
  Your task:   Adapt content from your college or university’s 
website to create a one-page “Quick Facts” sheet about your 
school. Choose the information you think prospective students 
and their families would find most useful. (Note that adapting 
existing content would be acceptable in a real-life scenario like 
this because you would be reusing content on behalf of the con-
tent owner. Doing so would definitely not be acceptable if you 
were using the content for yourself or for someone other than the 
original owner.)   

   PODCASTING   SKILLS  

   7-41.   Media Skills: Podcasting; Career Management: 
Personal Branding  [LO-5]  , Prologue     While writing the many 
letters and email messages that are part of the job search process, 
you find yourself wishing that you could just talk to some of these 
companies so your personality could shine through. Well, you’ve 
just gotten that opportunity. One of the companies that you’ve 
 applied to has emailed you back, asking you to submit a two- 
minute podcast, introducing yourself and explaining why you 
would be a good person to hire.   
  Your task:   Identify a company that you’d like to work for 
 after graduation and select a job that would be a good match for 
your skills and interests. Write a script for a two-minute podcast 
(roughly 250 words). Introduce yourself and the position you’re 
applying for, describe your background, and explain why you 
think you’re a good candidate for the job. Make up any details 
you need. If your instructor asks you to do so, record the podcast 
and submit the file.   

in the home, personal, leisure, and transportation sectors, it’s 
your business to recognize and respond to demographic shifts 
such as this.   
  Your task:   With a small team of classmates, brainstorm pos-
sible product opportunities that respond to this trend. In an email 
message to be sent to the management team at Seymour Powell, 
list your ideas for new or modified products that might sell well in 
a society in which more than half of all adult women live without 
a spouse. For each idea, provide a one-sentence explanation of 
why you think the product has potential.  31     

   EMAIL   SKILLS /MOBILE  SKILLS  

   7-36.   Media Skills: Email  [LO-4]     The size limitations of 
smartphone screens call for a different approach to writing  (see 
page  138 )  and formatting  (see page  162 )  documents.   
  Your task:   On the website of any company that interests 
you, find a news release (some companies refer to them as  press 
releases ) that announces the launch of a new product. Using Pages 
or any other writing app at your disposal, revise and format the 
material in a way that would be effective on smartphone screens.   

  IM  SKILLS  

   7-37.   Media Skills: IM; Compositional Modes: Tutorials  
[LO-1]   [LO-5]     High-definition television can be a joy to 
watch—but, oh, what a pain to buy. The field is cluttered with 
competing technologies and arcane terminology that is meaning-
less to most consumers. Moreover, it’s nearly impossible to define 
one technical term without invoking two or three others, leav-
ing consumers swimming in an alphanumeric soup of confusion. 
As a sales support manager for Crutchfield, a leading online re-
tailer of audio and video systems, you understand the frustration 
buyers feel; your staff is deluged daily by their questions.   
  Your task:   To help your staff respond quickly to consumers 
who ask questions via Crutchfield’s online IM chat service, you 
are developing a set of “canned” responses to common questions. 
When a consumer asks one of these questions, a sales adviser can 
simply click on the ready-made answer. Research the “Research 
and DIY” section on the Crutchfield website, then writing con-
cise, consumer-friendly definitions of the following terms:  1080p , 
 HDMI, 4K,  and  3D TV .   

  WEB WRITING  SKILLS / TEAM   SKILLS  

   7-38.   Message Strategies: Online Content; Collaboration: 
Team Projects  [LO-4]  ,  Chapter   2        If you’re like many other 
college students, your first year was more than you expected: 
more difficult, more fun, more frustrating, more expensive, more 
exhausting, more rewarding—more of everything, positive and 
negative. Oh, the things you know now that you didn’t know then!   
  Your task:   With several other students, identify five or six 
things you wish you would’ve realized or understood better be-
fore you started your first year of college. These can relate to your 
school life (such as “I didn’t realize how much work I would have 
for my classes” or “I should’ve asked for help as sooner”) and your 
personal and social life (“I wish I would’ve been more open to 
meeting people”). Use these items as the foundation of a brief in-
formational report that you could post on a blog that is read by 
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  Your task:    Write a post for your class blog that describes your 
college’s study-abroad program and summarizes the steps in-
volved in applying for international study. If your school doesn’t 
offer study-abroad opportunities, base your post on the program 
offered at another institution in your state.   

   BLOGGING   SKILLS  

   8-26.   Media Skills: Blogging  [LO-4]     Comic-Con Interna-
tional is an annual convention that highlights a wide variety of 
pop culture and entertainment media, from comic books and 
collectibles to video games and movies. From its early start as a 
comic book convention that attracted several hundred fans and 
publishing industry insiders, Comic-Con has become a major in-
ternational event with more than 135,000 attendees.   
  Your task:    Several readers of your pop culture blog have been 
asking for your recommendation about visiting Comic-Con in 
San Diego next summer. Write a two- or three-paragraph posting 
for your blog that explains what Comic-Con is and what attend-
ees can expect to experience at the convention. Be sure to address 
your posting to fans, not industry insiders.  40     

   BLOGGING   SKILLS /MOBILE  SKILLS  

   8-27.   Media Skills: Blogging; Compositional Modes: Tu-
torials; Mobile Skills  [LO-6]     Tumblr has become a popular 
“short-form” blogging platform by combining the simplicity of 
Twitter with the ability to share photos and other media easily.   
  Your task:    Write a 300- to 400-word mobile-friendly post for your 
class blog that explains how to set up an account on Tumblr and get 
involved in the Tumblr community. The help pages on Tumblr are 
a good place to get more information about the service.   

   BLOGGING   SKILLS  

   8-28.   Media Skills: Blogging  [LO-6]     Credit card debt can be 
a crippling financial burden with myriad side effects, from higher 
insurance rates to more-expensive loans to difficulty getting a job 
or a promotion. Unfortunately, credit debt is also frighteningly 
easy to fall into, particularly for young people trying to get started 
in life with limited cash flow.   
  Your task:   Write a three- to five-paragraph blog post that warns 
college students about the dangers of credit card debt. Be sure to 
credit the sources you find in your research.   

  MICROBLOGGING  SKILLS  

   8-29.   Media Skills: Microblogging; Compositional Modes: 
Summaries  [LO-1]   [LO-6]     A carefully constructed series of 
tweets can serve as a summary of a blog post, video, or other mes-
sage or document.   
  Your task:    Find any article, podcast, video, or webpage on a 
business topic that interests you. Write four to six tweetables that 
summarize the content of the piece. Restrict the first tweetable 
to 120 characters to allow for a URL. Email the series to your in-
structor or publish them on Twitter if your instructor directs. If 
you quote phrases from the original directly, be sure to put them 
in quotation marks.   

your instructor or post them on your class blog, as your in-
structor directs.   

   SOCIAL NETWORKING   SKILLS  

   8-23.   Media Skills: Social Networking; Online Etiquette 
 [LO-2]  ,  Chapter   2        Employees who take pride in their work are 
a practically priceless resource for any business. However, pride 
can sometimes manifest itself in negative ways when employees 
come under criticism—and public criticism is a fact of life in so-
cial media. Imagine that your company has recently experienced 
a rash of product quality problems, and these problems have gen-
erated some unpleasant and occasionally unfair criticism on a va-
riety of social media sites. Someone even set up a Facebook page 
specifically to give customers a place to vent their frustrations. 

 You and your public relations team jumped into action, re-
sponding to complaints with offers to provide replacement prod-
ucts and help customers who have been affected by the quality 
problems. Everything seemed to be going as well as could be 
expected, until you were checking a few industry blogs one eve-
ning and discovered that a couple of engineers in your company’s 
product design lab have been responding to complaints on their 
own. They identified themselves as company employees and de-
fended their product design, blaming the company’s production 
department and even criticizing several customers for lacking the 
skills needed to use such a sophisticated product. Within a matter 
of minutes, you see their harsh comments being retweeted and re-
posted on multiple sites, only fueling the fire of negative feedback 
against your firm. Needless to say, you are horrified.   
  Your task:   You manage to reach the engineers by private message 
and tell them to stop posting messages, but you realize you have a 
serious training issue on your hands. Write a post for the internal 
company blog that advises employees on how to respond appro-
priately when they are representing the company online. Use your 
imagination to make up any details you need.   

   SOCIAL NETWORKING   SKILLS  

   8-24.   Media Skills: Social Networking  [LO-2]     Social media 
can be a great way to, well, socialize during your college years, but 
employers are increasingly checking up on the online activities of 
potential hires to avoid bringing in employees who may reflect 
poorly on the company.   
  Your task:    Team up with another student and review each oth-
er’s public presence on Facebook, Twitter, Flickr, blogs, and any 
other website that an employer might check during the interview 
and recruiting process. Identify any photos, videos, messages, or 
other material that could raise a red flag when an employee is 
evaluating a job candidate. Write your teammate an email mes-
sage that lists any risky material.   

   BLOGGING   SKILLS  

   8-25.   Media Skills: Blogging; Compositional Modes: Tutorials 
 [LO-4]     Studying abroad for a semester or a year can be a re-
warding experience in many ways—improving your language 
skills, experiencing another culture, making contacts in the inter-
national business arena, and building your self-confidence.   
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