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Building Blocks for Marketing Documents
by Jack Massa

Many technical communicators are familiar with structured writing. We use standard
structures or "building blocks" to create instructional and reference documents for both
print and online delivery. We repeat standard structures throughout a document
wherever the same kind of information needs to be presented.

The benefits of structured writing are well known. Readers learn to recognize the
structured pages and building blocks by their consistent layouts, titles, and subheadings.
Structured writing helps readers find information quickly: By merely glancing at a page,
readers know what kind of information to expect. At the same time, writers learn to write
more productively because they know what information they need to develop for each
topic and its components.

The concepts of structured writing are not usually applied to marketing documents--such
as print and Web brochures, specifications sheets, e-mail newsletters, promotional
letters, case studies, and white papers--perhaps because marketing communication
(marcom) is generally considered more free-form and creative, and less structured, than
other kinds of business communication. Well, marcom is more free-form and creative.
Still, certain common building blocks can be discerned in marketing documents,
especially those created for technology products. These building blocks recur in
technical marcom because they're proven to deliver necessary information effectively to
the reader. If you create marcom (or want to), then learning to recognize and use these
common elements can make you a more productive and effective communicator.

Attractors

In instructional and reference documents, we usually design headings, subheadings,
and opening paragraphs to make the content immediately clear and to help readers
decide whether or not to keep reading. In marketing documents, on the other hand, we
often want to attract readers' attention and convince them to keep reading.

| use the term "attractor" for any title, headline, or opening statement designed to grab
readers' attention and persuade them to read on. If you need to create this type of
building block, it helps to look at examples of advertising and marketing writing that you
find powerful. What kinds of words, statements, and effects do they use to draw you in?

Following are some techniques you can use for writing attractors:

o Put a new twist on a familiar phrase: "We like to stay close to the cutting edge
(without skating off)."

o Connect two key ideas with a repeated word or phrase: "Upscale styling. Up-
front pricing."

o Appeal to the reader's emotions: "Aging parents. College tuition. Are your
investments working hard enough?"
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e Appeal to the reader's current business concerns: "Today, you need high-
speed data transfer just to stay in the game."

e Ask rhetorical questions: "Need your documents reviewed by tomorrow in
Boston, Buenos Aires, and Brussels? No problem!"

Purpose Statements

A purpose statement defines the product (or company or service) and explains its
purpose in plain, easy-to-understand language. This building block is often used at the
beginning of brochures, specifications sheets, and other marcom documents that
describe a product or company.

You can think of this building block as the distillation of your marketing message. In one
or two sentences, the purpose statement tells readers who you are and what you offer:

"SuperWebViewer allows you to distribute and view large-format documents
via the Web," or "Builder Software Solutions develops and distributes
software for architects, engineers, and contractors worldwide."

Features and Benefits Lists

This building block is another familiar element of technical marcom documents. Features
are the characteristics or qualities of your product or service. Benefits describe what the
product or service can do for the customer.

Remember that customers never buy features. They buy benefits. True, you must
explain what your product or service is and what it does, but you must always relate this
information to the readers: How will it benefit them?

Often, features and benefits are presented as linked pairs. In the following example (for
a fictitious network security service) the features are bolded, with the corresponding
benefit following in the same bullet point.

The benefits of Castle Network Security include:

e Secure, round-the-clock monitoring--Ensures the availability of
your critical business systems.

o Expert network technicians on staff--Help you diagnose failures
and quickly find solutions.

¢ Real-time monitoring of scheduled processes--Ensures the
completion of unattended jobs, such as overnight data backups.

o Comprehensive device profiling--Helps you prevent failures before
they occur.

o Network management software agents--Give you the data you
need to improve overall performance.
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Supporting Facts

Facts support marcom documents by lending weight and credence to the
argument. Technical audiences, in particular, are far more likely to be
convinced by facts than by other means of persuasion. There are several
contexts for presenting supporting facts in marcom documents:

o Experience. Emphasize your record of longevity and success: "Since
1983, engineers around the world have used our software on their
most demanding projects."

o Test results. Discuss favorable results of tests or surveys that
measured your products against those of competitors: "In an
independent survey of 500 Web surfers, our search engine ranked
highest in surfer satisfaction."

¢ Independent validation. References to third party reviews can be
extremely useful, especially if the third party is well known and
respected in the field: "Rated a PC Magazine Best Buy nine years
running!"

o Research. Industry research can lend support to your message even
if it's only indirectly related to your offer: "A November 2001 report by
MerryWeb Marketing Company estimated that nine out of ten dollars
spent on banner ads are wasted. That's why we stress lead
generation through client references and direct e-mail techniques."

Specifications
Specifications are facts that give detailed or technical information about a product. They

are usually presented in tables or bulleted lists. Most technical communicators are
familiar with presenting specifications in documentation.

In marcom documents, it's important to include specifications for technical audiences,
who will evaluate your product in comparison to the competition or in relation to other
products or systems they may already use. For this reason, you may want to include
specs such as "supported file formats," which show compatibility with other products or
standards.
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Testimonials

Testimonials support your marketing message by referencing satisfied customers. They
are very powerful building blocks: It's usually much more convincing for others to speak
well of you than for you to speak well of yourself.

A testimonial may be a short and pointed quotation, or it may take up several
paragraphs, combining information about the satisfied customer's case history with
words of praise. In many cases, companies develop customer success stories as
separate documents, each illustrating how their products serve different kinds of
customers or different industries. Following are examples of short testimonials:

PrintGold is the best investment we ever made in our network.

| was very happy with the whole support experience. This is much better than
the support I've received from other software companies.

Call to Action

The call to action is among the most critical building blocks for marketing documents.
Usually situated at the end of the document, it tells the reader how to take the next step
in the sales process. It assumes your marketing message has succeeded and answers
the question: What next?

The call to action must be clear and simple to follow. It should tell readers exactly what
to do and also give them a good reason to do it.

So if you're tired of working late because your printers took the afternoon off,
call PrintGold Corporation today.

Contact us now and start protecting the health of your network. After all, if
your network sneezes, your business could get sick.
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Using the Building Blocks

To use the building blocks, start by thinking of the purpose and audience for your
marketing project. Design each document to include those building blocks that will best
communicate your message and will most likely convince the audience to respond.

Table 1 illustrates how frequently building blocks are used in various technology marcom
documents. The table is based on my own observations and sixteen years' experience in

creating marcom.

Table 1. The Frequency of Building Blocks in Selected Technical Marcom

Documents
Purpose Features Supportin Specifi- Testimon- Call to

Attractor Statement | & Benefits g Facts cations ials Action
Brochure Always Always Often Often Sometimes | Sometimes Always
Spec Sometimes Often Always Always Always Sometimes Always
Sheet
Web Always Always Always Often Sometimes Often Always
Brochure
E-mail Always Often Often Often Sometimes | Sometimes Always
Newsletter
Promotion Always Always Always Often Sometimes | Sometimes Always
al Letter or
E-mail
Case Often Often Sometimes Always Seldom Always Always
Study or
Customer
Success
Story
White Often Often Sometimes Always Sometimes | Sometimes Often
Paper

Learning More

These seven building blocks appear in different forms in many kinds of marcom, both in
print and on the Web. To learn more, examine marketing documents that you find
effective. Look for instances of the different building blocks and how they are used. You
can continually improve your skills as a marketing writer by studying and implementing

the best examples of the craft.

Jack A. Massa specializes in designing clear messages for technology firms. He is
principal of Guidance Communications, Inc. (www.guidancecom.com), and is second

vice-president of the Atlanta Chapter STC.

© 2002 Guidance Communications, Inc.

Page 5



	by Jack Massa
	Attractors
	Purpose Statements
	Features and Benefits Lists
	Supporting Facts
	Specifications
	 Testimonials
	Call to Action
	 Using the Building Blocks
	Learning More



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


