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Before you can produce good writing, you have to have good planning. You have to 
know what you’re going to do before you try to put words on paper (or a screen). That 
means taking the time beforehand to organize your thoughts—and then keep your 
writing organized, too.

Organization: Where Do I Begin?2

Successful businesses thrive by creating lasting relationships with their clients and 
customers. They don’t just get someone to come in once and buy—no matter how 
much they spend. They build something that lasts. And for that to happen, 
communication is key.

SSome of the most common tools business owners use to communicate with 
customers are newsletters, welcome messages, and mailer letters. They’re 
cost-effective, simple ways to reach out, share news, and leave something of value 
for the reader. But for all their simplicity, these tools have a requirement that feels 
like a huge obstacle to some business owners: writing. It’s easy to sit down at the 
desk, open up a blank document, and stare at the white screen and the blinking 
cursor. You’re a business owner, after all, not Stephen King! What are you supposed 
to do?to do?

But the truth is, you don’t have to be a literary genius to write clear, compelling 
messages that help build your business’s brand. By following some basic guidelines 
and learning some fundamentals, you can be conödent that your writing looks and 
feels professional, and communicates exactly what you want to your audience.

In this guide, we’ll look at how to organize your thoughts, create an authentic voice, 
and follow the fundamentals of English grammar. That’s the simplest path to 
professional and compelling communication.
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When they see headings, they know what you’re talking about and also when you move 
on to the next idea. And short paragraphs make it easy to pick out key words and topics, 
especially when you’re writing something that will be viewed on a computer screen. Long 
paragraphs quickly turn into walls of words online, an obstacle to the reader; short 
paragraphs give a sense of progress moving from one to the next. Write enough to cover 
the subject, but concise enough to keep the reader moving forward.

introduction that sets the stakes, and prepares you for what’s coming. When you’ve 
already written the main part of your message (the story), that’s what an introduction 
should do: set the stakes by stating what you’re writing about and explaining why it 
matters and why the reader should be interested, and then give a quick preview of what 
they’re going to get by listing the main points or ideas to come.

The conclusion has a similar function. In a story, the end doesn’t 
come as soon as the bad guy is defeated (or whatever might 
happen to be the plot of the story you’re reading). Instead, after 
the main action is completed, there’s a önal scene that resolves the 
story. The storyteller makes sure we understand what happened, 
and what happens next. How did what just happened affect the 
characters? How has their trajectory changed from where they 
wewere before the story began? The conclusion of any customer 
communication does the same thing: restate the main points that 
readers should have taken away from your message, and then give 
them a next step to take. Here’s what just happened, and here’s 
what you can do now. So the introduction tells people what you’re 
going to tell them, the main body tells them, and the conclusion 
tells them what you just told them. It might seem repetitive at 
ttimes, but it’s the clearest, best way to communicate an important 
idea.
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“Readers can spot a 
fake a mile away; 
writing in an 
unnatural voice comes 
across forced and, 
well, just a little bit 
off.”

While organizing your information properly is an essential örst step, what really can 
help you stand out in customer communications is developing an authentic voice 
that shines through in every email, letter, card, and message. If you get it right, your 
writing personality will help customers remember you and your business. So how do 
you create a voice?

Voice: Who’s Writing This, Anyway?
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Now, here’s where you might be getting worried. Afraid of looking bad because of 
grammar and spelling mistakes? You’re not alone. Perhaps you’ve seen the work of 
brigades of Sharpie-armed grammar police, correcting spelling, usage, and 
punctuation errors by businesses and government agencies. No one wants to be the 
next victim! But if you aren’t thrilled about the idea of spending an extra $100,000 on 
a new English degree, there are some more efficient alternatives.

English: Why Didn’t I Pay More 
Attention in High School?

Communication requires shared understanding for people to really connect, so when you 
use a $10 word where a $.10 word will do, you don’t improve your communication—you 
damage it.

LLikewise, if you’re writing about a technical subject, keep it at a level appropriate for your 
audience. You won’t impress a group of laypeople just because you can write page after 
page of technobabble. Instead, they’ll dismiss you as someone who doesn’t understand 
them and their needs, and look for someone else. Even if you’re not writing about 
technology, using specialized terms that only people in your industry know has the same 
effect. A better option is to explain how what you’re doing affects the reader—without 
jargon that’s only understood by specialists. Then you can tell readers that if they’d like to 
lelearn more about a particular topic they can access a more technical, insider-oriented 
explanation. Technical language has its place, but it should only be a part of standard 
customer communication if you know that your audience is composed of fellow industry 
insiders.
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automatically ölling in the gaps with what it thinks (or knows) is supposed to be there, 
instead of what actually is. Slowly reading your messages aloud will catch a lot of mistakes 
and also help you point out places where, while your writing might be technically correct, 
it’s very confusing and difficult for your readers to understand.
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Writing might be more art than science, but anyone can learn the fundamentals of clear 
and strong written communication. With the right organization, voice, and language, 
business owners can create powerful, professional messages for customers, prospects, 
and partners alike. 

Happy writing!

As You Write5
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