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In fact, a UCLA study found that up to
93% of communication effectiveness is
non-verbal. Face-to face communications
allow the participants to communicate
with non-verbal cues, such as facial ex-
pression, body language and tone of
voice. One-on-one dialogue is the richest
form of communication, and the most
personal. Live conversations also allow
the participants to give immediate, two-
way feedback. 

For instance, I often have staff come to
my office to vent or express frustration
about a co-worker. The first question I al-
ways ask them is: “Have you talked to them
about it?” The answer is usually “No.” 

While no one really likes confrontation,
I always encourage staff to talk about
what’s bothering them with their co-work-
er and, instead of feeling nervous about a
confrontation or bracing themselves for an
argument, I encourage them to go into the
conversation with good intentions that
they can – and will – work through it. 

The good intentions come through in
your body language and tone and help to
assure the other person that the interaction
is a two-way conversation instead of a con-
frontation. I also remind them that a bene-
fit of face-to face communications is two-
way feedback. While they are the ones
broaching the topic, it’s also important to
listen and really hear, understand and ap-
preciate what the other person is saying.
Without fail, staff comes back to me and
thanks me for encouraging them to talk to
the person. They found that, together, they
could resolve the situation amicably. 

It sometimes surprises me that I have to
encourage people to talk to one another.
Technology, as mentioned earlier, has al-
most taken over our lives and, in most
ways, has made our lives easier, especially
when face with the possibility of a difficult
conversation. The necessary face-to face
conversations that help us interact, bond
and relate to our co-workers have declined
rapidly, thanks in part to email, texting,
tweeting and Facebook. 

For remote workers, new technologies
such as Skype are a better alternative than
a phone call. But an in-person conversa-
tion is still the best option.
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San Francisco career consultant, Carole

Kanchier, wrote about email etiquette almost

10 years ago. Her basic guidelines still apply

today. We’ve highlighted a few here:

� Address the person to whom you’re sending

the message. Also thank them and type your

name to communicate respect.

� Use a respectful tone. Lack of interactivity

causes misinterpretation of messages. Be-

cause there is no body language, voice tone,

volume or eye contact, messages may be in-

terpreted differently from writers’ intentions.

Recipients may feel angry, powerless. Feel-

ings may fester.

� Never type all caps. It’s considered rude, of-

fensive. Caps have the same effect as

screaming in regular conversation. Use caps

for emphasis.

� Know when not to email. Never criticize or

send inflammatory or rude remarks. Avoid

sending complaints even though they contain

valid points that need to be addressed.

� Don’t respond negatively to inflammatory

email. If you’re angry, calm down before

posting. Question your assumptions for va-

lidity. Contact senders by phone or email to

schedule one-to-one meetings in person or

over the phone to discuss concerns.

� Talk to people privately if you want to dis-

cuss delicate issues such as advising people of

mistakes and when tone is important. Never

use email to advise others of sensitive matters

such as poor performance, layoffs or firings.

– From “Don’t hit send if it might offend”

by Carole Kanchier, Vancouver Sun.

Six tips for basic email etiquette

Topics
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By Paddy Carroll and Andrew
Graham, IKON Office Solutions

To define technological change over
the last 25 years, when Topics was
first published, we must first un-

derstand the current state of technology
advancement. 

The Utopian vision of a paper-less of-
fice is still not a reality, but much – if not
all – of your organization’s current infor-
mation content is in electronic or digital
format. The majority of all printed mate-
rial originates electronically and will like-
ly be accessed using an electronic docu-
ment or records-management software. 

Today, organizations leverage tech-
nology to enhance work flow and maxi-
mize productivity, whether it is using
cloud computing to share information or
networking multi-functional devices to
scan legacy paper documents into elec-
tronic content. 

Those multi-functional devices are
also capable of routinely printing maga-
zine-quality colour impressions with the
finishing tools and capabilities that were
only available to sophisticated printing
establishments 25 years ago. Your busi-
ness leverages its technology to enhance
or accommodate your workflow, which
demands low cost, high efficiency and
minimal environmental impact. 

There have been significant changes
in business equipment over the last 25
years. The 1980s was the decade in

which word processors replaced typewrit-
ers. Word processors provided business
tremendous advancements for creating
original documents and in-
formation. 

Those who transitioned
to word processors learned
quickly that the age of the
word processor provided
productivity gains when in-
formation needed to be
changed or corrected, and
did not require retyping. 

This also created a surge
of original content that
needed to be copied for dis-
tribution. Although carbon
paper was still a common
office supply in that decade,
photocopiers were quickly
becoming one of the most
important pieces of business
equipment. 

The word processor cre-
ated the originals and a pho-
tocopier was the means for
mass-producing copies that
were delivered by inter office mail or the
post office. 

Technological capabilities of the busi-
ness equipment in the ‘80s limited print
information to be created which then
needed to be copied for distribution. So,
technology companies increasingly fo-
cused on designing and developing pho-
tocopiers to be bigger, faster and more
reliable. Ink that was once used in the
process of early photocopying was re-
placed with dry toner. The photocopiers
used heat generated from a fuser unit in-
side the machine to melt the tiny particles
of the toner onto the paper. 

As paper emerged from the machine,

you had to be careful not to pick-up the
paper too soon, as it likely was hot and
probably curled. Throughout the ‘80s
and ‘90s, analogue machines provided
you with double-sided copying, zoom ad-
justments, options for various sizes of pa-
per, as well as the capability for sorting
and stapling. 

These feature advancements, as well
as increases in speed, maximized the limi-
tations of the analogue technology. Wow!

Was there anything that these new ma-
chines could not do? 

One thing’s for sure: they didn’t fix

themselves! Many new companies and
service bureaus emerged as this new
state-of-the-art equipment required in-
creased service expertise, or the cost of
the superior machines demanded vol-
umes that could only be produced by
many small to medium-sized firms bring-
ing their materials to one location. 

Electronics manufacturers then lever-
aged an opportunity to expand their
product offerings so that printing devices
could be connected directly to word pro-
cessors and early desktop computers. 

Print technology was limited at first to
impact machines, such as dot-matrix, to
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DO YOU REMEMBER WHEN. . . ?

The changes in business equipment over
the last 25 years have been remarkable

A Xerox photocopier
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work with carbon paper or form paper;
however, first-generation laser printers

were introduced to the marketplace in
the mid-’80s. 

Next in line, office-machine firms fo-
cused on the facsimile machine, which
quickly gained the nickname of ‘fax’ ma-
chine. This little beauty, when introduced
to the masses, was promoted as the
demise of Canada
Post. 

Why would we
ever need to lick en-
velopes and stamps
anymore (yuck!)
when all we had to
do was stick a letter
or such in to the new
gizmo in the corner
and it would appear
at its assigned destination, word for word.
(And we thought only Eliott Ness would
have one of them fancy things.) 

Information was sent using a dial-up
modem; the concept of being able to send
an image of a document across town or
across the country in a few minutes, using
the telephone system quickly gained ac-
ceptance within businesses. 

Thermal fax machines, as those that
used heat-sensitive paper were called
back then, were useful to a point. The
paper didn’t help when one couldn’t
write on it because of its coating, or use it

to soak up a cup of spilled coffee. 
(Yes, it’s true – we tried it. And we

would have loved to have been a fly on
filing cabinet- the day that some unfortu-
nate lawyer opened the drawer to a file
full of black thermal fax pages! “Who can
I sue?!”). 

In the 1990s, a kind of standardization
of facsimile communication began to
gain acceptance. It opened a new means
of distributing company information to

employees, clients and prospective cus-
tomers. It also created a new communi-
cation concept that influenced develop-
ment of laser-printing technology. Laser
printers replace thermal paper with cut-
sheet paper. Overnight, the plain-paper
fax, when finally introduced, was a hit.
The technology also influenced the next
generation of photo-
copiers: digital
copiers. 

In the 1990s, Mi-
crosoft’s Bill Gates
became a household
name, and the explo-
sion of computer
software operating
platforms influenced
how business was to
create and distribute information. 

Much like the early photocopier ma-
chines of the 1980s, computer manufac-
turers developed faster, smaller and more
reliable systems, and software became
linked to workflow and business opera-
tions. Employers were able to increase
the productivity of employees by provid-
ing an array of business equipment such
as printers, photocopiers, fax machines
and computer systems to run the entire
operation. More technology was better,
and processes were designed around each
independent machine. 

As the technologies advanced indepen-
dently, the volume of information contained
in electronic form increased significantly.
The emergence and growth of the Internet
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25 years in the office � from Page 25

Eliot P. Ness
Gets the goodies

Bill Gates
Gets the cash

Above: Epson’s MX-80 dot matrix, a
popular model of the day. 

Below: Well, it speaks for itself. 

A Samsung fax machine, a model that
uses ink-jet technology for output

A Samsung multi-function machine
designed for ‘SOHO’ offices

A SAMPLE OF DOT-MATRIX
OUTPUT USED FOR WORD
PROCESSORS PRODUCING
LETTERS AND WORKING
WITH CARBON-COPY
FORMS. BOLD AND ITALICS
WERE AVAILABLE. 
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in the mid-90s, and development of business
software solutions resulted in massive
amounts of digital content that required
storage and manage-
ment as well as output
to a networked printer. 

As the new millen-
nium approached,
manufacturers intro-
duced technology that
integrated with the
computer network and
provided alternatives
to the independent de-
vice. New digital
copiers now had
evolved away from ser-
vice-intensive ma-
chines to those with re-
placeable laser engines
that emulated the reli-
ability and quality of
the standard desktop
computer. 

In fact, the desktop printer was now the
primary source for output and eclipsed the
traditional photocopier as the paper-con-
sumption king. Information had moved
from central creation to electronic distri-
bution to local printing. Offices started to
consolidate devices as technology ad-
vancements allowed for integration and
convergence of capabilities such as print-
ing, scanning, faxing and copying. 

Today, the technology focuses on inte-
grating seamlessly within an office envi-

ronment and provide you or your staff
with enough tools and resources for mul-
titasking and multifunction. Much like
the transition to the faster computer-pro-
cessor, it did not mean our day ended

earlier because data was processed faster,
it meant we could get more work done in
the same time. 

Business equipment now allows for
more to be done in less time with less
cost, higher efficiency and a smaller envi-
ronmental footprint. 

One of the constants in every office
throughout the last 25 years has been the
file cabinet. 

This piece of office technology was in-
vented about 100 years ago and remains

essentially true to the original design. 
However, the next 25 years may

move us closer to the goal of paperless
office, as information and its production,
management and storage technology,

becomes integrated
seamlessly so that
original hard copies
are no longer re-
quired. Your average
25-year old has
grown up in the digi-
tal age, has been
raised in a home with
a computer, and like-
ly a desktop multi-
functional home of-
fice device. They
download music and
video files and read
the news on the web.
They pay bills online,
get loan applications
without walking into
a bank, and their job
interview likely

meant an network evaluation. 
For them, the concept of keeping paper

in the drawers of a metal box is likely as
unrealistic as those before them who
thought that business could not be con-
ducted without it. 

The next 25 years in office technology
will provide us and our workforce with
more tools and more customization of
workflow than ever before. 

Just like the time you upgraded from a
386 to a 486 computer, or a 30-copy-per-
minute copier to a 50-copy-per-minute
digital device, or pushed a thermal fax
aside to make room for a plain-paper fax,
or bought a standalone fax, printer, scan-
ner and copier as a single machine. 

One thing is for sure: there will always
be a better, faster, more sustainable,
more efficient, less costly solution to up-
grade and, like the 25 years before, there
will always be Irishman like us willing to
sell you this technology. 

Perhaps, 25 years down the road, you
might wonder where your old digital
copier with all that information on its
hard drive ended up? 

Don’t ask. 
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At an ad-hoc get-together in the Fall, indi-

viduals recalled their ‘special’ memories

from their days as VALA/ BCLMA administra-

tors. (Some of those memories even had to do

with technology! Rumour has it that stories

about office romances and bad behaviour were

shared out in the parking lot!)

Roy Williams: “I remember the first elec-

tronic typewriter: IBM’s System 34 computer.

It had a two-line display.”

Donna Oseen: “Who remembers the Redac-

tron? – No, it’s not a dinosaur! – And then

Xerox began selling typewriters that remem-

bered a few lines of text! I always pushed for

the Canon.”

Roy Williams: “I remember when Canada

Post went on strike, all the mail from Russell

& DuMoulin (and it was a lot!) got hand-de-

livered to downtown firms. Next thing you

know, we had Legal Alternative.” 

A handful of memories of 
yesterday in the office

Topics
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Will the office of the future
still contain a filing cabinet?
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