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On Saturday, February 15th 2003 I was given the opportunity to interview two individuals from my current place of employment, Epic Performance R/D, located on University Ave, San Diego, California.  Epic Performance R/D is a company grouped into two sections, a retail storefront that sells automotive parts, equipment, and accessories, and an automotive research and development department specializing in innovating and creating exclusive import automotive race technology. I spoke to Owner Paul K. Wong, and General Manager Jimmy C. Wong (no relation) regarding the various forms of communication used both internally and externally, within and among their companies. Both have supplied me with significant information regarding communication in the workplace. 

Background:

Mr. Paul Wong began his career in the automotive industry nearly a decade ago in 1994 when he opened his first import race shop in Clairemont Mesa.  His involvement in the industry, however, spans longer than that of nine years, with personal experience in driving drag race cars and building race cars as a personal hobby.  In college, Mr. P. Wong majored in international business.  Since then his company has expanded to 2 new locations, has had several exclusive dealers, and is in the process of expanding to corporate status with current ventures in manufacturing specialty products.  The use of writing and other forms of communication are vital to running such a business. 

Jimmy C. Wong’s career in the automotive industry began more than 5 years ago when he purchased his first automobile.  After several sponsorships, Jimmy Wong’s vehicle graced the pages of many reputable Import magazines which built his reputation in the automotive industry.  Jimmy Wong was then offered a job at Epic Performance R/D as a sales representative in 1999, partly due to his remarkable oral communication skills.  Since then he has been promoted from sales representative (1999), to manager (2002), to his current standing as General Manager (2003).  Jimmy Wong’s job includes the management of both departments within the company. This position requires managing subordinates and warehouse products.  In the research department he handles research propositions, research methods and research application for both locations.   Jimmy Wong’s responsibilities demand good oral communication skills and methodical writing capabilities.

I have worked for Epic Performance R/D for almost two years and have recently been appointed a position as one of several warehouse and storefront managers, working on both sides of the company’s departments.  Under an independent contract, I bring in sales to the storefront, manage wholesale accounts, and assist with promotions and events.  My goal is to be promoted to the research department where I could apply my own research knowledge and methods that I’ve learned from courses taken in college. I believe courses such as Statistics, Information and Decision Systems, Research Methods, Industrial/Organizational Psychology, and several writing classes have provided me with pertinent knowledge necessary for such a position. After I receive my bachelor’s degree in Psychology, I plan to pursue my Masters Degree in Industrial/Organizational Psychology.  I believe my employment at Epic Performance R/D will give me the experience needed in today’s competitive business field and will also give me experience necessary when I apply to graduate school.  Further, I believe a Masters degree in I/O Psychology would benefit Epic Performance R/D because I would be able to utilize techniques for personnel selection in the human resources department or I would be able to analyze results of research data, sales information, and public surveys to assist in marketing the products we develop. 

Forms of Communication:

Like many companies, Epic Performance R/D utilizes several forms of communication.      

However, the type of communication most often used, as I’ve discovered, depends on what department the person is in that you are asking.  

The sales department regularly uses oral communication as opposed to written communication. My personal experience has proven this to be true.  The reason for such a demand on oral communication is due to the fact that sales representatives must constantly be on the sales floor assisting customers, answering telephones, or verbally reporting technical problems to managers.  We are also encouraged to memorize sales pitches for various items, and work constantly on improving our persuasion skills.  Sales representatives may also bring in customers that they meet on the streets and offer specialty items at discounted prices.  One will definitely have to know how to talk to people if they wanted to work ‘the floor’ at Epic Performance R/D.  The telephones ring constantly and there’s always a customer to attend to.  The only type of writing done on ‘the floor’ is similar to note taking.  For example, a customer calls from out of state to make a purchase order.  Personal information and purchase information is hand written, an oral prompt is said, and the order is placed.  Furthermore, when communicating between both Epic locations, J. Wong believes oral communication is regularly utilized due to the fact that most employees are familiar with each other on a personal basis so cellular phones are often accessed as a means of communication.  

A more formal form of written communication usually takes place when communicating with other companies to whom we provide wholesale service.  The writing is received in the form of letters, purchase orders, or requests which are sent and received via fax machine and/or e-mail.  The content of these documents range from updates in addresses to business proposals and requests.  I currently manage this department headed by Jimmy Wong.  He states, “When another company wants to purchase several items at larger quantities, they usually send over a fax of the purchase order. We then send back a written fax or e-mail to confirm receipt of the document.  If this was done solely on verbal terms, it would be difficult to follow who said what, how many, and for what price…Having a hard copy confirms all liability” J. Wong is responsible for reviewing final versions of these written confirmation requests and letters.  “Usually if the communication among employees, the form of communication most often used  is verbal . . .  if the communication is between companies, the form is written”, says J. Wong. 

When asked which form of communication is most often used in Mr. Paul Wong’s side of the company, his response was, “Most often used? Oral communication! . . .  Most important? Written Communication! . . .  That’s only because most deals are made over the phone. . .  through conference calls, meetings, and important business updates which are all done by phone or in person.”  He continues, “But all that is said over the phone still has to be confirmed in the end with a written and signed document”.  Mr. P. Wong constantly seeks new investors and ideas for his company and works meticulously on written material. After asking him if the writing he does now is similar to writing as a student, he said, “I think it is similar, with the differences being only in the content of the material…we only use a select number of formats, varying from department to department…other than that, the writing just has to be direct, intelligent, and understandable . . .  much like college.”  

For written documents intended for outside of the organization, a letter format is employed.  When writing to a Congressman, Councilmember, or any party considered external, for example, Mr. P. Wong uses the professional letter template, sent by either regular postage, or e-mail.      

Also utilized at Epic Performance R/D are interoffice memos.  Memos are a way for the executives to communicate significant information to managers and subordinates as well as communicating information to other companies.  With memos executives are able to convey messages about the newest products, give the current status of the company and provide general day-to-day information about the sales and marketing of certain products.  The use of memos, however, is slowly being replaced with the use of e-mail. Mr. P. Wong says, “Before we had these computers everywhere, memos were used in this company as an effective way to communicate between both shops. We used memos to schedule group meetings where we’d discuss updates on newest products.  Now, I just have to send an e-mail from my desk, a more efficient alternative”.   

E-mail is a much faster form of communication as opposed memos in the sales section of Epic Performance R/D as well.  Price changes and item updates are received monthly from our manufacturers.  With e-mail, the changes are loaded directly into the computer and do not have to be physically typed into the system.  The use of e-mail described here would be classified as external communication, because information is received from outside of the company.    

In order to clear up any confusion, I asked Mr. P. Wong to explain to me the difference between external and internal communication.  He believes internal communication is the messages expressed from one employee to another within the company.  This takes many forms and can range from oral to written.  External communication, on the other hand, targets people outside of the company. It usually begins with oral communication (telephone call) and ends with written text (purchase order or business proposal) in order to verify the conversation.    

The most formal form of writing that occurs at Epic Performance R/D takes place in the Executive department, also known as the Research Department.  Here the technicians develop products, write down their techniques and record data.  Research methods are also followed, which allow the use of empirical data in the analysis of product tests.  This information is then sent to the department heads along with photographs of the development process in order for analysis and verification of the data.  A formal report is then developed and the information is used in marketing, proposals, and advertising.  “I would have to say the emphasis here (in the Research Department) is on external communication… our company survives because of the support of other companies.  We must present our products and all related information in a clear manner, which is the reason for these reports” says Mr. P. Wong.  These reports are regularly used by wholesale representatives who promote these products to other companies either by appointment or for promotional purposes at car shows and events.     
Conclusion

Through the interviews with Paul K. Wong and Jimmy C. Wong, I was able to realize the forms of communication used regularly at Epic Performance R/D.  It was obvious that many different forms of communication are employed, both internally and externally.  

Oral communication, which is the form most often used, ranges from reporting technical problems to presenting a sales pitch to a customer.  The use of the telephone mediates many conversations that are related to this business.  Memos and e-mails make it easier for employees to convey messages either to each other or to other companies.  Also formal reports are arranged using information and data that are recorded from the research department.  This task requires data analysis and professional writing skill. 

By learning techniques to writing and research I hope to be able to advance myself in the field of automotive technology development.  Combined with knowledge in business, I believe it will help me to apply several fields that I have studied in college. 
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