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Execut ive Sum m ary 
 
Th e w r i t i n g  cr i si s can  b e eas i l y  ov er co m e 
 
The pervasive nat ure of t he writ ing cr isis in the corporate wor ld is the result  of factors m uch less 
alarmi ng than a nat ional shortage of well-educated emp loyees. On the cont rary , wr it ing qualit y has 
deter iorated over t ime  precisely because of the ant iquated approach that  corporat ions have taken in 
their  ma nageme nt  of the problem . While the logi st ics of content  and docume nt  m anageme nt  have 
been constant ly imp roved wit h advanced enterpr ise software backed by sweeping policy  changes, t he 
act  of imp roving wr it ing qualit y has been all but  neglected. 
 
Few policies about  wr it ing qualit y  exist .  Even fewer wr it ing standards have been established. And 
t rainingÑ t he engine of reform in core comp etencies such as writ ingÑ has been directed at  imp roving 
the skills of solit ary wr it ing even t hough m ost  professionals now wr ite in team s. 
 
The st raight forward solut ion is to create a wr it ing st andard, t rain all staff t o m eet  it  t hough teamw ork ,  
and m andate a peer  edit ing procedure t o reinforce that  standard and t raining at  every turn. 
 
This white paper assesses the scope of t he cr isis, reveals a var iety of causal fact ors t hat  are not  
generally appreciated, and det ails an effect ive solut ion by which corporat ions can repair  the problem  
and significant ly  reduce what  is becom ing an inordinate cost .  
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1. The Corporate Writ ing Crisis 
 
Th e w r i t i n g  cr i si s h as b een  w id ely  ack n o w l ed g ed  
 

Two th irds of corporate em ployees m ust  wr it e well to do t heir jobs 
com petent ly , yet  one- t hird of those are unable t o. 

 
That  stateme ntÑ deceiving in it s sim plicit y and j ust  as relevant  todayÑ was penned back in 
Septemb er 2004 as one the key findings of an Ame r ican survey 1 conducted by the Washing-
ton- based Nat ional Com mi ssion on Writ ing. Affil iated wit h The College Board, t he Com mi ssion 
is a solidly funded, highly  regarded agency  with direct  access to t he 250 CEOs of t he Business 
RoundtableÑ an associat ion of  Ame rica's t op corporate captains who are commi t ted to 
advocat ing public policies t hat  ensure v igorous economi c growt h and a well- t rained and 
product ive U.S. workforce essent ial for  fut ure comp et it iveness. 
 
Responding to t he Commi ssionÕs survey , these CEOs reported back that  the dime nsion of t he 
Ame r ican writ ing cr isis was far beyond anything previously im agined. I n fact , what  had been a 
generalized (albeit  vocal)  discontent  about  t he educat ional systemÕs habit  of launching 
graduat es into t he workforce without  adequate wr it ing skills cont inues today wit h me asurable 
evidence of both t he degree and financial imp act  of an ident ified writ ing cr isis. 
 
Su r v e y  r esu l t s 
Track ing sect or by sector , t he survey result s indicat ed that  the requireme nt  for  wr it ing as a 
core com petence was highest  in t he f inancial, insurance & real estat e sector , where 84%  of all 
staff  had to be able to wr it e well t o 
live up t o their  j ob descr ipt ions. As 
Figure 1 shows, t he serv ices sect or  
( including hospit alit y , legal and 
t ravel)  was alm ost  j ust  as high at  
80% , wit h m anufactur ing and 
const ruct ion t railing close behind.  

 
Only the t ransportat ion & ut il it y  
sect or posted figures t hat  were 
uniquely low, wit h only 32%  of 
emp loyees required to wr ite to do 
their  work. The average across all 
sect ors was 68% , yet  if  t ransporta-
t ion & ut ilit ies were excluded, the 
average climb ed to 79% . Today the 
scope of t he problem is mo re evident  
than ever, as wr it ing cont inues t o 
becom e the prom inent  act iv it y of all professionals in knowledge indust r ies. The t rend 
cont inues t o grow:  wr it ing is now 31%  of the average workday in mo st  sectorsÑ and 40%  in 
the financial serv ices sectorÑ an increase of  18% .2 

 
I n Canada, simi lar  challenges ex ist .  Alan C. Middlet on, Chair  of the Board for ABC CANADA 
Literacy Foundat ion, in the premi er issue of  Canadian CEO wrote about  a ser ies of cross-
count ry presentat ions conducted by Tim OÕNeill, execut ive vice-president  and chief econom ist  
of BMO Financial Group, who spoke t o senior business leaders about  t he direct  link between 
corporate CanadaÕs future econom ic prosper it y and the lit eracy  levels of it s workforce. 

                                            
1 WRITING:  A TICKET TO WORK OR A TICKET OUT. A SURVEY OF BUSINESS LEADERS. Nati onal Com mission on 

Writi ng for AmericaÕs Fam ilies, Schools and Colleges. Septe mber 2004  
2 WRITING AS A PERCENTAGE OF THE WORKDAY. Segment of July  2005 Om nibus Surveys by Greenfield Research 

(USA)  and Pollara I nc. (Canada)  

The wr iti ng crisis is 
wo rse th an most 
CEOs th ought.  

68%  of American 
corporate  employees 
must wr ite  we ll t o 
do th eir jobs. 

The ti me wa ste d by 
slow and poor  
wr ite rs is a produc-
ti v ity  cost.  

Fig u r e 1    Percenta ge of US employees expecte d to  
wr ite  we ll to  do th eir jobs. 
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I n his presentat ions, OÕNeill cit ed some  alarm ing stat ist ics about  lit eracy rates in Canada. 
Reports published by the Organizat ion for Econom ic Co- operat ion and Developme nt ,  Stat ist ics 
Canada and CanadaÕs Nat ional Literacy Secretar iat  showed t hat  48%  of adult s aged 16 to 65 
fell below the level of  lit eracy considered appropr iate to funct ion in todayÕs society, and t hat  
the lit eracy skills of  20%  of recent  high school graduates were t oo low for ent ry- level j obs. 
Middlet on concluded t hat , ÒItÕs only a ma t ter  of  t im e before t he issues raised by such st at ist ics 
start  t o undermi ne the financial prospects and product iv it y of [ Canadian]  businessesÑ if they 
arenÕt  already doing so.Ó 

OÕNeillÕs me ssage was a wake- up call for  ma ny  of  the CEOs at  the me et ings, who wondered 
aloud what  m ore could be done to educate CanadaÕs corporate leaders on t he im port ance and 
imp act  of imp rov ing work force lit eracy  sk ills.  One com m on conclusion was that  there is a need 
for CEOs who have im pleme nted successful workplace educat ion program s to talk  about  and 
share t heir  exper iences with ot her CEOs. 

And yet , in spit e of the proven benef it s and the dem onst rable im portance of basic skills 
educat ion t o the growth of  CanadaÕs business econom y, workplace lit eracy program s are st ill 
relat ively uncomm on. I n Canada, only 31%  of emp loyers pay for t raining, comp ared t o mo re 
than 80%  in Br it ain and 75%  in Japan.3  

These figures are corroborated by a var iety of ot her indicators, chief am ong t hem , t he 
ubiquitous proliferat ion of corporate ema il.  Chr ist ina Cavanagh of the Universit y of Western 
Ont ar io (www.chr ist inacavanagh.com )  suggests that  even one hour a day spent  wr it ing low-
value ema ils represents a 12%  hit  t o corporate payroll, m ore so for execut ives who spend as 
ma ny as four hours a day wrest ling wit h em ail correspondence. The sam e 12%  hit  ( represent -
ing roughly one-eighth of an eight -hour business day, and rated at  $7,750 per staff m aking 
$50,000 and benef it s)  is suffered when an emp loyee labors with wr it ing, unable to or iginate or  
respond to ema il swift ly . CavanaughÕs study 4Ñ the latest  update of an annual assessme ntÑ
also report ed that  while spam and t he volum e of em ails are often cited as t he greatest  em ail  
frust rat ion, t he m ost  com m on com plaint  is t hat  ma ny  ema ils are ramb ling and incom prehensi-
ble. One CEO lame nted that  since the advent  of ema il, his staff of engineers had Òlost  the 
abilit y to pass an idea from one person t o anot her 5.Ó 
 
 

                                            
3 Source:  ABC CANADA Lite racy Foundati on we bsite , ww w.a bc-canada.o rg 
4 EMAIL I N THE WORKPLACE:  COPING WITH OVERLOAD, Christ ina Cavanagh, 2004. Richard I vey School of 

Business at th e University  of Weste rn Onta rio 
5 (From Page 3)  The frustr ate d executi ve wa s AndrŽ Sincennes, th en Executi ve Vice President of ADGA 

Group, a f irm  of consulti ng engineers. 

The biggest  
complaint about 
emails now is th at 
th ey are poorly   
wr it te n. 
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Con t en t  d ev elop m en t  i s t h e p ai n  p o i n t  
 
As visible a problem as it  m ay seem , ema il is not  where corporat ions take the great est  hit .  
Content  developme nt  is t he mo st  vulnerable act iv it y,  wit h high-value content  such as product  
ma rket ing collateral, sales proposals, cust ome r- exper ience comm unicat ion, invest or- relat ions 
ma ter ials and technical docume ntat ion am ong t he m ost  obvious exam ples. Accuracy ,  
t ime liness, relevance, clar it y and appeal are of paramo unt  imp ortance here, for  these kinds of  
content  direct ly dr ive businessÉ  or  im pede it . So m uch so, t hat  analysis of  key  content  t ypes 
often show them t o be direct ly linked t o business object ives, and indeed a cr it ical eleme nt  of  
custome r acquisit ion, sat isfact ion and retent ion.  As Figure 2 m akes clear,  m anaging content  
qualit y should be seen as a st rategic spend.  

 
This is certainly t he argum ent  ma de by providers of enterpr ise docume nt -m anagem ent  
applicat ions such as Docum ent um , Stellent , Vignet te and I nt erwoven. Their  product s help 
ma nage the logist ics of wr it ing, ma k ing it  possible for geographically dispersed authors,  
edit ors and ma nagers t o mo ve t hrough m ill ions of words of content ,  confident  that  t he r ight  
eyes are on t he r ight  text  at  t he r ight  t im e.  
 
These content -m anagem ent  syst em s give a corporat ion fine cont rol over roles, scheduling and 
versioning, but  not  one of t hem solves t he problem  of wr it ing qualit y . How well t he cont ent  
act ually reads is not  addressed. Yet  the intended effect  of all t hese t ypes of contentÑ from  
ema ils and help f iles to sales proposals and corporat e blogsÑ is achieved only when they are 
writ t en well.  Only  then can t hey  convey  the r ight  im pressions and call t he intended audience 
to the appropr iate act ion. When this occursÑ when cont ent  qualit y perform ance is achievedÑ
the benefit s are m any and var ied. When it  is not  achieved, t he imp act  is ult ima tely financial. 
 
 
 

Conte nt management 
syste ms donÕt help 
solve th e problem of 
wr iti ng quality . 

TECHNI CAL  
DOCUMENTS 

PRODUCT 
MARKETI NG 

SALES  
PROPOSALS 

The corporate costs of poor writ ing 

I NVESTOR 
RELATI ONS 

CUSTOMER 
EXPERI ENCE 

Faster t ime- to-m arket.  Early adopter up-
take and exist ing- customer sell.  Greater 
market  share.  
 
 
Bett er different iat ion from  compet it ion.  
Clari ty around of fer  and condit ions.  More 
Class A clients.  Bigger  contract  wins.  
 
 
I ncreased customer  loyalty.  Word-of-
mouth generat ion.  Decreased custom er 
service calls.   
 
 
I nvestor confidence. Lower m igrat ion.  
Real- t im e repor t ing of  material changes. 
Bett er analyst  interest  and understanding.  
 
 
Reduced call center and customer  service 
act ivity.  Enhanced customer loyalty for 
other  product s.  
 
 
 
 
 
 
 
 
 

LOW QUALI TY HI GH QUALI TY 

Compromised t ime- to-m arket.  Slow cus-
tomer  comprehension of value proposi-

t ion.  
 
 

Without  different iat ion,  must compete on 
price.  Confusion about of fer  and condi-

t ions drives jury to compet itors.  
 
 

I ncreased customer  churn.  Loss of reve-
nue and requirement for new customer 

wins to maintain targets.   
 
 

I nvestor twitch in less- t han-great news 
periods.  Claims of Ôgood governanceÕ in-

fract ion.  Lower share price.  
 
 

I ncreased tech-suppor t ,  call- center and 
custom er- service dem and. Non-scalable 

reliance on salaried resources.  
 
 
 
 
 
 
 
 
 

Fig u r e 2    The impacts  of we ak wr iti ng, like th ose of st rong wr iti ng, differ wi th  th e k ind of con-
te nt create d, but invariably affect a corporati onÕs ability  to  meet its  core business objecti ves. 

Unless conte nt is we ll 
wr it te n, it doesnÕt 
wo rk, and costs  
money. 



En d in g  Th e W r i t i n g  Cr i si s  The Corporate Perspect ive 

 4 

2. The Neglected Technology 
 

W r i t i n g  i s t h e o ld est  t ech n o l og y  u sed  in  b u si n ess 
 
Writ ing is a technology .6 Even though individual wr it ing talent  has been viewed histor ically as 
a m ark  of  genius ( or less helpfully , as a com plete my stery ) ,  educat ors are well aware t hat  
wr it t en language is a kind of m achinery, and that  wr iters can be taughtÑ in t he same  way 
me chanics areÑ to ma ster one m echanical procedure at  a t ime . The fundam ent al com ponent s 
of the ma chinery of language (dict ion, gramm ar , punct uat ion, syntax , logic and rhet or ic)  are 
my ster ious only in that  the term inology that  explains them has not  been well adapted for the 
workplace. For ma ny , these terms  are t hrowbacks to high- school English,  not  t ools by which a 
corporat ion can pursue it s goals. Precisely because the relevance of wr it ing technique is not  
reinforced at  work,  the qualit y of wr it ing cannot  be m ater ially im proved. 
 
Like any t echnology, wr it ing has been subj ect  t o a vast  numb er of upgrades, w ith English in 
part icular widely adm ired for  it s open- source at t it ude. English writers adapt  and adopt  words,  
phrases, spelling and pronunciat ions from almo st  anywhere. This process of upgrading is not  
subt le;  it  is profound. The current  t rendÑ only 20 years oldÑ is t oward wr it t en English that  is 
consistent ly logical, unclut tered and easy to read. Corporate wr it ing, which in t he past  has 
been wordy , humb le and inform al is now cr isp, confident  and m ore forma l in t one. 
 
Even 10 years ma kes a difference, especially in subt le aspect s of wr it ing such as t he use of  
punct uat ion m arks. Looking back at  docum ent s wr it t en j ust  a decade ago, one sees plenty of  
parentheses, sem i-colons peppered t hrough unending sentences, double dashes everywhere 
and, wit hout  except ion, at  least  two spaces after every per iod. Those days are over .  
 
But  who has been cert ified t o use English Rev .2009? I f any  other  technology  used in indust ry  
were upgraded so regular ly,  there would be an insist enceÑ by unions if  not  by m anageme ntÑ
that  staff  be given t he appropr iate t raining t o ma ster it ,  especially those who t ouch cr it ical 
content  as descr ibed above.  
 
I n earnest  effort ,  alm ost  all m aj or Ame r ican corporat ions have some  provision for t raining.  I n 
the Nat ional Comm ission on Writ ingÕs survey of t he Business Roundtable, the 53%  of invit ed 
me m bers who did part icipate report  that  they will spend $3.1 billion on writ ing t raining, a 
figure t hat  boils down to an average of $950 per person t rained. Simi lar ly , State governme nts 
spend $221 mi llion each year t ry ing t o t rain t heir  em ployees to wr ite t o an accept able 
standard.7 
 
I n Apr il of 2005, George David, CEO of United Technologies ( UTX) , unveiled a plan to educat e 
his own workforce. Stat ing on network television8 that  we should ÒLet  the cheap j obs leave 
Ame r ica,Ó George declared higher educat ion to be t he key  to Ame ricaÕs economi c recovery .  
Under his urging, Unit ed Technologies inv ited all of it s 26,000 em ployees to take any post -
secondary program of t heir  choice at  any college or universit y of their  choice wit h the 
comp any foot ing the bill. 
 
That  same  year , Newsweek reported t hat  Geico I nsurance had declared wr it ing prof iciency t o 
be a pr ior it y, and t hat  an ext ensive t raining program would be put  int o place t o ensure that  
the pr ior it y would get  addressed. Geico, with a m uch admi red reputat ion for at tending to t he 

                                            
6 The f ir st public release of writi ng te chnology occurred in Sumer ia some 5,000  years ago,  where 
picto grams we re drawn  wi th  reed sty luses, and wh ere soft clay ta blets  served as th e f irst st orage media.  
I f  th is sounds quaintl y  ancient, itÕs worth  remembering th at th e purpose of th e te chnology wa s naked 
capita lism . The earliest  ta blet wa s a record of a B2B tr ansacti on in wh ich 300 acres of land we re 
tr ansferred betwe en two  farm ing ente rprises. 
7 WRITING:  A POWERFUL MESSAGE FROM STATE GOVERNMENT, Report of th e Nati onal Commission on Wr iti ng for  

AmericaÕs Fam ilies, Schools and Colleges. July  2005  
8 The program wa s CNBCÕs Market Call, broadcast on April 28 , 2005.  

Business Roundta ble 
companies spend 
$3.1 billion on wr iti ng 
tr aining each year. 

Writi ng is a  
te chnology th at is of-
te n upgraded, but 
tr aining doesnÕt te nd 
to  keep pace. 
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needs of  it s staff , is invest ing funds at  a specific pain point  at  which, as the Comm ission m ade 
clear, 84%  of all Geico emp loyees were affected. 
 
 
W r i t i n g  i s n o w  a co l l ab o r at iv e  v en t u r e 
 
Corporat ions such as United Technologies and Geico have awakened t o a profound realiza-
t ionÑ t hat  wr it ing has increasingly becom e a collaborat ive act . No one in a corporate set t ing  
writes in isolat ion, and it  is rare now t o f ind a single shred of corporate wr it ing t hat  was 
conceived, drafted and refined by  a single person. Just  as the speeches of congressional 
leaders are crafted by teams  of professionals who know all t he issues, and j ust  as t he 
me ssage from the CEO in the corporate annual report  is almo st  always a group ef fort , so t oo is 
alm ost  all corporate wr it ing, including proposals,  
collateral and technical docume ntat ion. Surpr isingly,  
alm ost  no writ ing t raining is focused on teaching 
team s to wr ite toget her , concent rat ing instead on 
the solit ary wr it ing skills bet ter suited t o the pre-
digit al era.9 

 
Content  developme nt  is arguably t oday where 
ma nufactur ing was a decade before Henry Ford 
determ ined t hat  craft sm anship could indeed be 
mi grated to t he assemb ly line. The m ove to a 
ma naged aut om ot ive m anufact ur ing process had t he 
imm ediate benef it s of  qualit y cont rol and reduced 
cost . So will enterpr ise- ma naged writ ing qualit y .  
 
Part  of t he dif ficult y  in br inging this problem under  
cont rol is the dual nat ure of the writ ing funct ion 
within a corporat ion. Some  writ ing is cont rolled 
within a hierarchical st ruct ure, subject  to rev iew, 
input  and approval ( or reject ion)  by designated 
aut hor it ies, while other forms  of wr it ing are lateral,  
t hus t ypically created, ref ined and published under  
the aut hor it y of t he or iginal author . 
 
I n a survey of Business Roundt able CEOs, cross-sectoral dat a for frequency of wr it ing t ypes 
indicatedÑ not  surpr isinglyÑ t hat  ema il, t he least  cont rolled of all wr it ing forms Ñ is comm on in 
98%  of all comp anies. As Figure 3 reveals, the next  mo st  frequent  t ype is t he visual presenta-
t ion, followed by let ters and me m os, then proposals and report s, and finally by technical 
docume ntat ion. Paradoxically , if not  surpr ising, the likelihood of qualit y assurance over these 
t ypes of wr it ing is in inverse proport ion to t heir  frequency. 
 
Technical docume ntat ion, for  inst ance, is often created, published and ma naged wit hin the 
cont rolled regime  of  content -m anageme nt  software,  by which aut horship, reviewership, and 
versioning are shepherded act iv it ies, geographically dispersed yet  ma naged down t o the 
kilobyte10. At  the ot her end of t he cont inuum,  ema il is largely anarchic, with bot h topic and 
tone subj ect  only t o the j udgm ent  of the individual emp loyee. Next  m ost  frequent , the visual  
present at ion has it self become  a m edium of exchange. I t  has been proposed ( but  not  
quant ified)  that  m ore t han 50%  of all PowerPoint ª  decks never squeeze through a projector  
lens, liv ing and dy ing solely as ema il at tachme nt s. 

                                            
9 As far back as 199 9,  th e wr iti ng f irm  of Sti f f  Sente nces I nc wa s called in to  ÔfixÕ th e writi ng problem  in  

th e correspondence off ice of Health  Canada, wh ere 90 wr ite rs str uggled to  answe r let te rs to  th e 
m iniste r of th e countr yÕs largest public- facing insti tu ti on. To th e chagrin of upper management, it wa s 
ta k ing up to  two  full days for a single write r t o pen a lette r  of th ree-paragraphs, many of wh ich we re 
pre-approved. Tellingly , not once had anyone suggeste d th at wr ite rs wo rk to geth er. 

10 These syste ms manage such functi ons as security  contr ol, version cont rol, edit hist ory and rollback ,  
document release cont rol, and check- in and check-out of both  auth ors and document s. 

Writi ng has become a 
te am acti v ity , but 
wr iti ng tr aining 
te aches people only 
solita ry wr it ing sk ills. 
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Fig u r e 3    The f ive most com mon 
wr iti ng ty pes as reporte d by 
Business Roundta ble CEOs.  

The more frequent 
th e ty pe of wr iti ng, 
th e less likely  it is to  
be contr olled for 
quality . 
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With t he obj ect  of  m anaging the qualit y  of all t hese form s of wr it ing in mi nd, t he clear need is 
for  a system that  allows for a consistent  qualit y intervent ion to be ma de for all wr it ing t ypes. 
Yet  it  m ust  also be an intervent ion that  does not  interfere with the ex ist ing paradigms  of  
creat ion. No corporat e edict  that  every ema il m ust  be proofread by a super ior would get  mu ch 
further than a me nt ion in a Dilbert  cartoon, and no at tem pted qualit y review of technical  
docume nts t hat  does not  fit  seaml essly int o an enterpr ise cont ent - ma nagem ent  system would 
last  m ore t han a week . 
 
 
Th e au t h or in g  cy cl e i s m isu n d er st o od  
 
The task of designing the appropr iate solut ion is 
ma de m uch easier when one exam ines t he com mo n-
alit ies of  all t hese wr it ing t ypes. I t  is a tenet  of  
knowledge m anagem ent  that  the content  life cycle 
mu st  be ma naged if t he intellectual assets of an 
enterpr ise are t o be used ef fect ively . One culpr it  in 
this wr it ing qualit y- ma nageme nt  problem m ay be 
the iconic, oversimp lified m odel of the corporate 
aut hor ing cycle seen in Figure 4 . While term s differ ,  
t he generally accepted phases in t he classic life cycle 
are content  creat ion, content  review, content  
shar ing, and content  archiving.11  
 
The r isk  of  using such a diagram  is that  it  inappropr iately displays these phases as some how 
equal, which they m anifest ly are not . For inst ance, the act  of content  edit ing consume s m ore 
hours, and therefore has a greater hit  on t he corporate payroll t han any other phase. Review, 
while not  as burdensome  a task,  usually takes the bulk of the project  calendar , with docu-
me nts for review often languishing in either a digital inbox or in the et her of a content -
ma nagem ent  system,  await ing t he t im e when a reviewer  can mu ster t he intellect ual focus t o 
at tack t he j ob. 
 
As t he ame nded Figure 5 reveals, the m ore appropr iate content  life cycle diagram would be 

one in which the arduous 
task of  get t ing a draft  com-
posed, reviewed, refined 
and approved is repre-
sented as the bulk of  the 
work.  The greatest  cost  to 
the organizat ion come s in  
these it erat ive phases of  
draft ing and rev iew, when 
the project  mi lestones ma y  
be well m anaged but  the 
qualit y of  wr it t en expression  
is certainly not . 
 

 
A l l  w r i t i n g  t y p es su f f e r  id en t i ca l  p r ob lem s 
 
When one isolat es and analyses the draft -and- review process, it  becom es clear that  the 
difficult ies cited by  groups such as t he Business Roundtable are comm on t o all wr it ing t ypes. 
This m ay not  sound radical, but  it  cont radicts alm ost  all presupposit ions about  wr it ing in t he 
corporate wor ld. I n the authorÕs 25 years in t he field of corporate wr it ing and writ ing t raining,  

                                            
11 A f if th  phaseÑ championed by knowl edge managers and rev iled by histo riansÑ is conte nt destr ucti on.  

This ste p is st ill rare;  for th e most part, littl e conte nt beyond email is ever destr oyed once archived. 

Fig u r e 4    The classic m odel of th e 
auth oring cycle is m isleading.  

There is a clear need 
for a wr iti ng syste m 
th at improves all 
wr it ing ty pes equally . 

Fig u r e 5    The bulk of th e wo rkÑ and th e site  of th e problemÑ lies 
in th e ite rati ve and arduous draft -and- rev iew phases of th e cycle.  

The tr aining th at 
companies m ost  
ofte n ask for is not in 
fact wh at th ey need. 

Editi ngÑ th e process 
of rev iewi ng and re-
wr iti ngÑ is wh ere th e 
greate st ti me wa ste  
occurs. 
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vir tually all request s for t raining have been genre- specific. Com panies repeat edly insist  that  
sales represent at ives be t rained in sales wr it ing,  technical docume ntat ion team s learn 
technical wr it ing, and web team s m aster webwrit ing.  
 
These specialt ies dem and special inst ruct ion of course, but  t he issues that  m ake writ ing weak  
are seldom specif ic t o t he genre. Granted, a web cont r ibut or who has not  st udied the work  of  
Jakob Nielsen12 ma y not  know t o ensure t hat  all headlines be value- laden, or  that  no copy  
block be longer t hat  120 words, but  t he preponderance of  com plaints ma de against  wr it ing 
have not hing t o do wit h any part icular comm unicat ions vehicle. 
 
The m ost  voiced gr ipes are wit h wr it ing t hat  is eit her gramm at ically f lawed, poor ly punct u-
ated, me ander ing, ir relevant , redundant , over ly dense, illogical, incomp rehensible or (and 
usually because of all t hese)  bor ing. These failings plague wr it ing of every t ype and should be 
addressed, t herefore, in t raining that  is independent  of the m edium in which t he writ ing is t o 
be published. I f t he writ ing cr isis is to be overcome , t his fact  m ust  be widely admi t ted. 
 
Richard Ster ling,  Execut ive Direct or of  the Nat ional Writ ing Proj ect ,13 has said t hat  ÔLearning t o 
wr ite in a digi tal wor ld is an area of professional developm ent  that  sorely needs at tent ion.Ó14 
Ster ling believes that  the single m ost  com m on writ ing problem is one of densit y , in which 
writers repeatedly (and unwit t ingly)  cram comp onent s of ma ny different  thoughts into a single 
sentence. Because they know what  they m eant  to say , they cannot  appreciateÑ even on 
rereadingÑ t hat  their  ideas are too densely packed for some one else to grasp. The teachers 
who at tend Project -sponsored semi nars are t aught  to spot  t hose dense sentences, and say  to 
their  own students some t hing like, ÒThose are lovely ideas. I n your next  draft  could you 
unpack t hem  for  m e?Ó 
 
Unless a student  is taught  the unpacking technique, the habit  of creat ing over ly dense writ ing 
is carr ied over int o adulthood and into the workplace, as are all t he other disconcert ing 
weaknesses m ent ioned above. 
 
 
 

 

                                            
12 Hailed by some as th e king of usability , Jakob Neilsen was among th e f irst researchers to  quanti fy  

habits  of we b use,  and came t o fame by publishing sta ndards of we b design th at included we bwr it ing 
best practi ces. 

13 Under Ste rlingÕs guiding hand, th e Nati onal Writi ng Project has become AmericaÕs largest in- serv ice 
tr aining init iati ve. Each year,  more th an 120,000  educato rs spend as many as f ive full we eks learning 
bette r wa ys to  te ach stu dents  how to  maste r th e te chniques of clear, compelling wr iti ng. 

14 Richard Ste rling. Testi m ony to  House Appropriati ons Sub-Committe e on Labor , Health  and Human 
Serv ices, and Educati on, March 20 04.  

Writi ng tr aining 
should not alwa ys be 
ti ed to  th e specif ic 
ty pe of wr iti ng  
required. 
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3. The Crisis Overcom e 
 

Th e so lu t i o n  t o  t h e co r p o r at e w r i t i n g  cr is is  i s st r a ig h t f o r w ar d  
 
The solut ion for these problem s, paradoxically , has never been closer at  hand. There are t wo 
reasons under lying t he opportunit y . First ,  corporat ions are process dr iven, w ith qualit y  
ma nagem ent  systems  already in place to ensure cont inuous imp roveme nt  in the creat ion and 
delivery of goods and services. With t he rapid uptake of content -ma nageme nt  soft ware, t here 
now exist  specific applicat ions t o help m anage writ ing logist ics. Given that  wr it ing qualit y t oo 
mu st  be m anaged, it  m akes sense t o sim ply  add a writ ing- qualit y comp onent  to the m anage-
me nt  funct ion. 
 
Second, as the Nat ional Com mi ssion on Writ ing revealed, professionals are now writ ing m ore 
than ever before. I ndeed, wr it ing is fast  becomi ng t he predomi nant  act iv it y of every profes-
sional in every knowledge- based organizat ion. This is good news. For centur ies, English 
teachers have been im plor ing student s to pract ice t heir  wr it ing. Today , the average profes-
sional now has alm ost  t hree hours a day t o do just  that . Given that  pract ice ma kes perfect , if  
a reliable system  for wr it ing-qualit y  assurance were put  in place, t he likelihood of significant  
imp roveme nt  would be greater t han ever before. 

 
 
St ep  o n e:  Giv e  ed i t in g  b ack  t o  au t h o r s 
Given that  professionals mu st  wr ite mo re than ever before and that  wr it ing it self has become  
a collaborat ive act ,  it  follows that  edit ingÑ the rev ision and ref ineme nt  of  textÑ should be an 
equally collaborat ive act . The current  pract ice, however, is t he opposite;  mo st  form al edit ing 
within corporat ions is accom plished in a hierarchical st ructure. A writer  passes work to 
some one senior who ma kes changes and m oves it  on further.  Far too often, the or iginal author  
never sees the piece again.  
 
There are ma ny problems  with this approach. First , it  me ans t hat  t he or iginal aut hor has no 
firm st ake in t he final product . Unable to inf luence t he final shape, and not  required to see t he 
writ ing t hrough, t he or iginal author has no direct  feedback wit h which t o im prove, and lit t le 
mo t ivat ion to excel. Second, it  often places unbearable pressure on t hose proport ionately few 
edit ors a com pany deem s com petent , as the st ream of draft s await ing their  input  grows 
steadily . Third, because of t hat  pressure, an increased reliance on outsourced writ ing 
resources is required. FinallyÑ t he ult ima te result  of t his perverse aut hor ing cycleÑ t he or iginal  
content  developers ( t he inhouse aut hors)  are left  t o languish as an undeveloped pool of  talent .  
I nt im ately knowledgeable about  the corporat ion,  it s object ives, culture, products and 
custome rs, t hey are im potent  t o comm unicate what  t hey know. 
 
Granted, t here is a r isk to giving aut hor it y for  edit ing back to the authors;  w ithout  a coherent  
set  of expectat ions that  define precisely  what  edit ing is, aut hor- led content  ref inem ent  will 
cont inue t o be subj ect ive and the result s unreliable.  This is t he precise point  at  which a real 
long- term solut ion at  last  become s clear. I f every author were t rained to review t he writ t en 
draft s created by t heir  peers using a uniform approach, and accept  sim ilar  feedback , the 
system would quickly becom e a sust ainable, effect ive and inexpensive guarantee of good 
writ ing across t he ent erpr ise. 
 
 
St ep  t w o :  Cr eat e  a  u n i f o r m  st an d ar d  
The diff icult y  in det ermi ning a contemp orary and uniform approach t o edit ing is that  the 
t radit ional vocabulary for expressing the eleme nt s of wr it ing style is it self obsolete15.  

                                            
15 Language experts  have decried th e obsolete  natu re of tr ad iti onal grammars since th e 1940s , but th ere 

has been littl e change in th e wa y th at wr iti ng is ta ught and discussed. Vague, even m isleading te rms 
such as part of speech, mood, case, parse and th e like sti ll abound, yet are of littl e practi cal help t o 
anyone sta nding in th e fast - f lowi ng str eam of  a corporate  wo rkflow.  For  a complete  discussion, see 

Because people wr ite  
more now th an ever 
before, th ey can  
improve faste r now 
th an ever before. 

Giv ing peer groups of 
auth ors th e ta sk of 
refining th eir own  
wo rk wi ll quick ly  
solve th e wr iti ng  
cr isis. 
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Fig u r e 6    A peer- rev iew editi ng syste m can cut editi ng ti m e by as 
much as half, but it requires th e creati on of a clear sta ndard, th e 
tr aining of sta ff to  know how to  apply it , and a uniform  editi ng 
procedure by wh ich it can be reinforced.  

 
To cope with t hat  l imi t at ion, one approach is t o build a three-part  system t hat  clar ifies 
expectat ions, t rains all cont ent  developers quickly and, with no addit ions ot her t han a single 
standard operat ing procedure ( SOP)  and one form , tackles t he problem head on.  
 
The three comp onents of  that  system are t he establishm ent  of  a single wr it ing standard, a 
t raining program to teach that  standard to st aff , and a docume nt  edit ing procedure t hat  allows 
the applicat ion of that  st andard every t im e som et hing is wr it t en.16   

 
The first  comp onentÑ a 
unique writ ing standardÑ is 
readily achieved. I t  is the 
set  of  decisions about  what  
the corporat ion expect s con-
tent  developers to do and 
what  not  to do when they  
write. To build the standard,  
the corporat ion est ablishes 
a house styleÑ t he set  of  
rules that  mu st  be adhered 
to, including how things are 
spelled (progr am  or  pro-
gr am me ?) , punctuat ion,  
capitalizat ion, term inology  
(business line or business 
pract ice?) , form at t ing (how 
ma ny bullets on a 
PowerPoint ª  screen?) , and 
finally  temp lat ing (how does 
text  cluster on a web page 

or product  sheet?) . Most  large organizat ions have som e form of house style, but  it  m ust  be 
dusted off , mo dernized and m andated.  
 
As house styles tend t o be lim ited by t heir  stat ic nat ure, t he second comp lem ent ary eleme nt  
of the writ ing system is com prised of avoidance guidelines. While these mi ght  appear w ithin 
the style guide, t hey really const it ute a discrete elem ent .   
 
The greatest  single obstacle to wr it ing speed is j udgme nt . Non-expert  wr iters m ake judgme nts 
slowly, and writ ingÑ even in t he m ost  st raight forward technical exam plesÑ is an act iv it y where 
the numb er of j udgme nts is large. 
 
Because ma king judgm ent s is t im e-consumi ng, if  t he corporat ion is to save mo ney by  
substant ially reducing t ime  for comp osit ion, there can be no m ore effect ive tool than m aking 
decisions for wr iters in advance. But  m ost  at tem pts in t his regard have been counter-
product ive. Pre-approved boilerplate invar iably reads like boilerplat e, and is quick ly dismi ssed 
by readers as predigested generalit y , which it  is. Unbending rules about  language comp lexit y  
(nothing above Grade 10) , sentence length (no sentence over 17 words) ,  and or even 
tem plates (always put  t he budget  last )  often result  in wr it t en docum ents t hat  lack t he 
or iginalit y corporat ions m ust  now project  to be t hought  of as comp et it ively intelligent . 
 
 
 

                                                                                                                       
Crysta l, David, THE CAMBRIDGE ENCYCLOPEDIA OF THE ENGLISH LANGUAGE, Cambridge University  Press, 1995 ,  
Ch 15.   

16 The model wa s originally  developed by a f irm  of corporate  wr ite rs to  ensure quality  across multi ple 
disciplines, lex icons and writi ng ty pes. The model proved effecti ve, and ulti mate ly  led its  creato rs to  I SO 
9000 certi f icati onÑ th e wo r ldÕs f irst such I SO ranking of any wr iti ng operati onÑ wh ich wa s grante d based 
solely  on th e effecti veness of th e wr iti ng and editi ng syste m. 

A reliable wr iti ng and 
edit ing syste m must 
set a clear sta ndard, 
offer broad tr aining, 
and mandate  a single 
editi ng procedure. Companies must  

ensure th at th eir 
house sty lesÑ th e set 
of rules th at must be 
adhered to Ñ are both  
we ll publicized and 
current.  
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St ep  t h r ee :  I d en t i f y  t h e f u m b l es 
A bet ter approach is t o ident ify and prohibit  t hose writ ing choices t hat  have a predict able,  
dest ruct ive effect  on the clar it y or appeal of the writ ing it self . Sim ply put , anyt hing a writer  
does t hat  eit her  confuses or  dist racts a reader  should be avoided. As even the so- called rules 
of gr am ma r are arguable (Ame r icans believe their  Br it ish counterparts are m aking errors in 
subject - pronoun agreem ent  when t hey confident ly  wr ite ÒThe corporat ion is having t heir  
AGMÓ), any decision that  result s in confusion or dist ract ion is bet ter referred t o not  as an  
error , but  rather as a fumb le. A fumb le is a decision t hat  adversely affects downst ream writ ing 
imp act . 
 
When one begins to think of fumb les as decisions t hat  reduce eit her the clar it y or appeal of  
wr it ing, a var iety of obvious examp les spr ing to mi nd. Run- on sentences, t houghts out - of-
order , vague references, sloppy dict ion, needless repet it ion, overuse of capital let ters, broken 
parallel st ruct ures,  m ult iple endings, inappropr iate tone, fault y logic,  confusing form at t ing,  
mi xed m etaphors, overuse of t he passive voice, overstateme nts and wrong verb tenses amo ng 
them .  
 
A three-year study by  BackDRAFT Corporat ion17 to ident ify a com prehensive set  of t hese 
fum bles established t hat  only  40 fumb les account  for  95%  of all incidence of wr it ing weakness. 
By sim ply declar ing t hat  all 40 fumb les ( or a var iat ion)  are t o be avoided, any organizat ion can 
set  a reliable,  effect ive per forma nce benchm ark , which when comb ined with t he adherence 
pr inciples in t he house style guide, becom es a unique writ ing standard that  t rained st aff across 
the enterpr ise will be able t o m eet  every t ime  t hey put  fingers to keyboard. 

 
While creat ion of the designated set  of fum bles will t ake some  collaborat ionÑ typically amo ng 
product  groups, com mu nicat ions, and sales & ma rket ingÑ the result ing codif ied set  of fumb les 
( the codex)  will give all staff a ma nageable set  of  guidelines by which to accelerate their  
wr it ing while vast ly imp roving t he qualit y of t heir  output . This codex should be flexible and 
open t o cont inuous ref ineme nt  and imp roveme nt .  
 
 
St ep  f ou r :  M ak e w r i t i n g  t r a i n i n g  u n iv e r sal  
The second of three elem ents in the wr it ing qualit y- ma nagem ent  system is universal wr it ing 
t raining. By universal, we me an t hat  everyone who is ever required t o touch content  on behalf  
of t he organizat ion m ust  be t rained t o do so comp etent ly . At  t he technical docume ntat ion 
level, t hat  w ill include everyone nam ed in the content -ma nagem ent  process, and at  t he ot her  
end of the scale, anyone whose em ails mi ght  possibly  extend ( or j eopardize)  the brand. 

 
Men t o r in g  
The mo st  ef fect ive form of t rainingÑ it s gross inef ficiency asideÑ is me ntor ing.  High- achieving 
execut ives wit h superb writ ing skills rout inely cite t he influence of a senior  execut ive som e-
where in t he past  (usually in t heir  ear ly careers)  who spot ted t heir  talent  and insisted on  
personally overseeing the developme nt  of wr it ing talent  in the young professional. Often, that  
kind of me ntor ing has less to do with gram ma r and punct uat ion than wit h aspects of j udg-
me nt . Which eleme nts to include in a wr it t en br ief to an execut ive, and how t o posit ion an  
overall me ssage t o the public are skills that  can be t aught  by t hose who have gone before.18 
But  as great  wr iters are rare, and as m ost  m ent ors are unable to personally oversee the work  
of m ore t han three others at  a t ime , the likelihood of thousands of needy em ployees each 
finding a m ent or is low. 
 
 
 
 

                                            
17 The th ree-year stu dyÑ underta ken wi th in th e r igor of I SO-9000 processesÑ wa s complete d in 2002.  
18 Don Kramer , (menti oned above)  for many years a senior executi ve at ACE Lim ite d, recount s being 
ta ken in his youth  under th e wi ng of an insurance execut ive wh o simply would not allow him  t o write  
sloppily . Afte r a few years of consta nt  rewr iti ng, Kramer emerged wi th  both  a facility  for wr itte n English 
and a deep appreciati on for th e costl y  effects  of poor wr iti ng. 

Fumbles reduce eith er 
th e clarity  or th e  
appeal of wr itte n te xt .  
Once identi f ied, th ey 
can be swi ftl y   
repaired.  

Mento ring is effecti ve 
but grossly  ineff icient .  

A fumble is an 
inadverte nt decision 
th at adversely affects  
downstr eam writi ng 
impact .  
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Classr o om  
The second mo st  t ypical me t hod is classroom t raining, eit her in form al school and college 
program s, or offered as business- writ ing event s t o which st aff me mb ers can escape for  a day  
or t wo. I n the school and college set t ing, even in so- called business writ ing courses, t he focus 
is often on fami liar it y with the com m on types of business writ ing (proposals, report s, business 
let ters)  and not  on boost ing an abilit y t o wield a sentence wit h the necessary power t o 
influence a behav ior or change an opinion. The classroom m odel is also unable to accom m o-
date t he vast  num bers of geographically  dispersed st aff who m ust  have t raining.   
 
Co r r esp o n d e n ce 
Correspondence coursesÑ and their  lat ter-day web- based equivalentsÑ are the third form  of  
wr it ing t raining that  has proved valuable for the indiv idual. Wit h each st udentÕs work overseen 
by a rem ote expert , correspondence courses offer one- on-one input  w ithout  the limi tat ion of  
geography. Yet , as wit h m ent or ing and classroom solut ions, these solut ions are not  scalable.  
The appearance of  1,000 students in need of  rapid t raining would sink  m ost  remo t e- t raining 
operat ions;  10 ,000 would be unthinkable. 
 
Sof t w a r e  
Ent er the applicat ion- dr iven solut ion. Unlike text -based websites, t hese web-accessible 
soft ware engines can t rack  st udentsÕ progress, and mo nit or their  relat ive perform ance in the 
classic categor ies of dict ion, gramm ar and logic. More to the point , applicat ion-dr iven solut ions 
can adj ust  t he curr iculum t o give students m ore of  the ma ter ial t hey need t o study mo st ,  but  
at  lower levels of difficult y unt il t hey t ruly ma ster it . 
 
I f supported by  a robust  and scalable software engine, the wr it ing- t raining applicat ion will 
shine as t he only solut ion t hat  can ma ke enough of a cont r ibut ion t o give a me asurable return 
on corporate invest me nt . When one can put  every product  ma nager , every me mb er of global 
comm unicat ion team,  and every emp loyee who wr ites custome r- facing em ails t hrough t he 
same  t raining all wit hin eight  weeks, the possibilit y  of vast ly imp roving t he brand through 
writ t en comm unicat ion finally eme rges. 
 
 
St ep  f i v e :  Fo r m a l i ze a p eer - r ev iew  p r ocess 
The final eleme nt  needed to build a uniform writ ing qualit y m anageme nt  system is a single 
and sim ple edit ing procedure. An effect ive approach is that  each draft , once com plet ed, be 
submi t ted by  an aut hor to a peer for  a review. To be both quick  and of  value, the reviewerÕs 
task mu st  be st r ict ly limi ted to ensur ing that  the draft  me ets all eleme nts of t he house style,  
while avoiding t he codex  of  fumb les set  down in t he new corporate standard. 

 

 
 
 
 
 
 
 
 
 

Classroom tr aining is 
constr ained by  
geography.  

Demanding one-on-
one human conta ct, 
correspondence 
courses are scalable 
only at great expense.  

A peer rev iew th at 
spots  and names 
fumbles offers a 
quick and effecti ve 
editi ng approach. 

Fig u r e 7    I t is possible to  cut editi ng ti me in half un iversally  by mandati ng a single 
editi ng procedure by wh ich conte nt developers rev iew each oth erÕs wo rk remote ly  
using fumble codes t o identi fy  wh ere lapses in  judgment have occurred. When th e 
draft is retu rned t o th e original aut hor for  repair, th at aut hor knows  exactl y  wh at  
wa s in th e rev iewe rÕs m ind, and can make rev isions accordingly. 

FI RST DRAFT (as rev iewe d by peer)  SECOND DRAFT (by original auth or)  
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By insist ing that  every docume nt  wr it t en undergo a peer review, content  developers will be 
able to produce writ ing of consistent ly high qualit y in mu ch less t ime  than m ost  professionals 
usually spend on redraft ing. I mp ortant ly , a review by a peer who uses codes t o ident ify the 
fum bles at  play in any port ion of t he text  w ill not  have t o discuss any observat ions wit h t he 
or iginal author . The com mo n language of the codex will be suff icient  to com mu nicat e all 
aspect s of the rev iew. 
 
 

4. Conclusion 
 
 
Th e w r i t i n g  cr i si s can  b e eas i l y  ov er co m e 
 
The pervasive nature of  the writ ing cr isis in t he corporate wor ld is the result  of fact ors m uch 
less alarmi ng than a nat ional shortage of well-educated emp loyees. On the cont rary , wr it ing  
qualit y has deter iorated over t im e precisely because of t he ant iquated approach that  corpora-
t ions have taken in their  ma nageme nt  of the problem . While the logist ics of cont ent  and 
docume nt  m anagem ent  have been constant ly im proved with advanced ent erpr ise software 
backed by sweeping policy changes, t he act  of im prov ing wr it ing qualit y has been all but  
neglected. 
 
Few policies about  wr it ing qualit y exist . Even fewer wr it ing st andards have been established. 
And t rainingÑ the engine of reform in core comp etencies such as wr it ingÑ has been directed at  
imp roving the sk ills of solit ary  wr it ing even though m ost  professionals now wr ite in team s. 
 
The solut ion is to create a wr it ing standard, t rain all staff t o me et  it , and ma ndate a peer  
edit ing procedure to reinforce that  st andard and t raining at  every turn. 
 
Whet her or not  the system is a customi zed ent erpr ise solut ion such as BackDRAFT¨ ,19 this 
approach promi ses to m ake considerable im provem ents to a problem  whose costs (such as 
lowered product iv it y , custome r dissat isfact ion, devalued share pr ice, cont ract  losses, payroll 
pressure,  capit al out lay and, ult im ately , corporate profit )  are at  last  being admi t ted, exam ined 
and can therefore soon be reduced. 
 
 
 
 
 

                                            
19 More informati on can be found at www.b ackdraft.o rg.  

The peer rev iew allows 
for remote  inte racti on, 
and requires no  
conversati on betwe en 
auth or and rev iewe r. 
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5. Postscript  
 
Th e cu r r icu l u m  i s k ey  
 
Whet her a corporat ion develops an in-house product , shops at  online universit ies or licenses 
an exist ing corporate-cent r ic offer ing, ma nageme nt  should be aware that  com prehensive 
applicat ions t hat  can do the j ob are rare. The author suggests that  m anagem ent  keep these 
seven feat ures in mi nd as mi nimu m solut ion requirem ents:  
 
Tr a i n s l a r g e , g e og r ap h ica l l y  d i sp er sed  g r o u p s  
Get t ing people t ogether  for  t raining is cost ly and burdensome . The soft ware m ust  allow for  
enterpr ise-wide t raining. Mentor ing and classroom m odels are inappropr iate. 
 
Focu ses o n  b u sin ess w r i t i n g  
Corporate wr it ing is unique. Many courses are too broad in approach, and inappropr iate t o t he 
task . Avoid any course that  does not  enable staff t o promo te t he brand and support  business 
object ives. 
 
En a b les w r i t i n g  q u a l i t y  assu r a n ce acr oss g r o u p s  
Writ ing is now a collaborat ive act , so t raining mu st  teach best  pract ices for creat ing content  in 
groups. 
 
En su r es i n d u st r y - sp eci f i c t r a i n in g  
While wr it ing t raining t hat  pertains t o all corporate wr it ing vehicles should be t he norm,  t he 
pressures of career life suggest  t hat  courses ref lect ing the t opics and t ermi nology  of the 
specif ic sector in which emp loyees work  day to day will achieve far greater uptake than non-
specif ic courses. 
 
Su p p or t s t h e  ex i st i n g  o f f i c i a l  co r p or a t e  w r i t i n g  s t y le  
The solut ion mu st  accomm odate and reinforce the specif ic pre- exist ing writ ing standards of  
the corporat ion so t hat  staff me mb ers are emp owered to wr ite on brand. 
 
Ap p l i es t o  a  b r oad  r a n g e o f  w r i t i n g  ab i l i t i es 
The solut ion m ust  ma ke an appreciable im provem ent  in the writ ing of bot h novice and 
seasoned content  aut hors. 
 
Cr eat es p e r so n a l i zed  co n t en t  f o r  each  st u d e n t  
No two wr iters face exact ly the same  set  of issues. Training m ust  allow for t he equivalent  of  
me ntor ing, achieved through soft ware funct ionalit y. 
 
 

END OF WHITE PAPER 
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BackDRAFT is a leading prov ider  of Business Wr it ing Training Solut ions that  help organizat ions 
build st ronger brands and bet ter serve cust ome rs and part ners through t he writ t en word. The 
BackDRAFT Qualit y Managem ent  System  (QMS)  is the indust ryÕs only business writ ing system  
that  result s in a sustainable,  uniform writ ing style across a group or organizat ion. Benefit ing a 
var iety of comp anies in diverse indust r ies worldwide, BackDRAFT QMS enables organizat ions 
to harness writ ing intelligence potent ial t o imp rove corporate product iv it y, enhance branding 
effort s and boost  revenue through bet ter overall business pract ices. 
 
Headquartered in Ot tawa, Canada, BackDRAFT was founded in 2003 by the leadership team of 
St iff Sentences, I nc., t he worldÕs first  comp any of wr it ers t o achieve I SO 9000 regist rat ion.  
 
For m ore inform at ion about  BackDRAFT, please visit  www.backdraft .org.  

 
 


