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Introduction

Who is Exec Sec?

The Office of the Executive Secretariat (Exec Sec) serves as the primary center
that supports the Administrator, Deputy Administrator, Chief of Staff, and
Associate Administrators through management of incoming and outgoing
correspondence. Exec Sec controls all documents addressed to the Administrator
and the Deputy Administrator, and all correspondence from the White House,
members of Congress, and state officials addressed to anyone in the Agency. All
correspondence that should be controlled by Exec Sec generally goes directly to
the Exec Sec office, and should be forwarded there if it first reaches your office. If
your office receives a piece of controlled correspondence, take it to Exec Sec
immediately. Exec Sec has processes in place through an electronic document
control system (CRM-CM). In addition to incoming mail, Exec Sec controls all
internal documents as well. But we do not input these documents; that is
primarily the responsibility of the Program Office.

Exec Sec provides editorial assistance and training through CRM-CM. This system
controls, assigns, routes, and tracks executive correspondence. Exec Sec is also
responsible for monitoring and facilitating the movement of correspondence
throughout the Agency, as well as controlling the use of the AutoPen machine.

Additionally, Exec Sec maintains the National Answer Desk (1-800 U ASK SBA)
located in Charlotte, North Carolina. The Answer Desk is the front line for
incoming inquiries from current and potential small business owners. The staff
there provides information to callers, or refers them appropriately, regarding SBA
programs available at the federal, state, and local levels, whether public or
private.

Why are we writing?

increasingly, telephone calls and quickly written emails are replacing letters as
common forms of communication. All of us are becoming mare familiar with
getting information in bullet form, through PowerPoint presentations and the
like, than by reading through pages of a document in reports. The challenge we
face as we answer controlled correspondence, write notices, or craft
memorandums is to provide the necessary information concisely—while still
being understood—and conveying the Agency’s knowledge, professionalism, and
courtesy.
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As it becomes more evident in our “modern” culture that writing is becoming
outdated, the necessity of writing is still very clear. While a decent portion of our
communication is often limited to a specific number of characters (Twitter or text
messages) or quick blurts of how we’re feeling right this second (Facebook and
blogs) or speedy responses to a question someone posed to you (email), we still
need to be able to develop full-bodied ideas that address a specific topic. There
are certainly times when tweeting and blogging are appropriate. However, these
purposes are very different from those of developing official correspondence. The
incoming correspondence does not dictate the outgoing response. Our responses
need to be professional and understandable.

OK. If writing is slowly becoming obsolete in today’s information world, why does
SBA expend resources to maintain its focus on written correspondence? There are
two major reasons:

@ Writing allows us to impart information to people quickly and accurately. It
is the fastest, most flexible way customers can acquire the information they
need.

@ Writing allows us to communicate SBA’s viewpoint and preserve it as a
record. It is our best tool for building an institutional memory—a growing
challenge in today’s world of fleeting information.

Writing responses to our customers is critically important. Disciplined writing is
not the sole route to valuable insight, and it does have weaknesses—like other
tools, its value is reliant on the user’s skill. But it is unique in the strength and
consistency of the structure it offers.

Who are the real customers for vour response?

Under most circumstances our primary audience is external—it might be
legislators, small business staff, SBA partners, and many other individuals
interested in small business issues. Some of this audience is seeking information
specific to a personal situation or relationship with SBA; others are looking for
general Agency or small business information. Sometimes our communication
with the external audience is one-on-one; sometimes it is through mass media
(including the Internet, Notices, press releases, etc.).

We also write for an internal audience—Agency leadership and other staff we are
seeking to give information to. This internal audience includes people who review
correspondence and other written material during the clearance process. This
latter group consists of writers and subject matter experts, so it can be the most
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challenging audience of all. Different reviewers may have conflicting preferences
or viewpoints, clear guidance may not always be available, and consistency may
be hard to discern even with a single reviewer. However, a reviewer can offer
valuable insights as to subject matter, and can help by identifying issues requiring
clarification or correction. Because the role they play is cooperative, reviewers
should be considered valuable resources rather than burdensome obstacles.
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Appendix 1: Keyboard Drawings
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Non- breakmg hyphen (moves hyphenated word to the next line as appropriate)
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Non-breaking space (keeps words together, regardless of where they appear)
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