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i. Discuss the appropriateness and effectiveness of different communication channels and
tools within organizations.?
Answer:
Communication is essential for effective functioning in every part of an organization. Although marketing, production, finance, personnel, and maintenance departments may receive direction from corporate goals and objectives, communication links them together and facilitates organizational success. The importance of effective communication for managers cannot be overemphasized for one specific reason: everything a manager does, involves communicating. Communication is needed to increase efficiency, satisfy customers, improve quality, and create innovative products.

Effective communication is so important for organizational success that not only managers, but also their employees must be effective communicators. One role of a manager is to help employees improve their communication skills. When all members of a team, department, or organization are able to communicate effectively with each other and with people outside their group, they are much more likely to perform well. The successful manager, therefore, needs effective communication skills.

Effective communication in organizations involves a commitment from the top down to communicate effectively. It's as simple--and as complex--as that. Organizations that communicate effectively expect strong communication from managers to employees, provide training and coaching to managers to help build their communication skills, have ample communication tools for use by managers and employees, and measure the effectiveness of their communication efforts.

When senior leaders and managers in an organization are held accountable for effective communication, the difference will be measurable. Setting the stage for managers to communicate with employees openly and honestly can make a big difference! Managers who are effective communicators should be recognized and rewarded; those who are not should receive the appropriate feedback and asked to make improvements.

Not all managers are automatically equipped with the skills they need to be effective communicators. For effective communication in organizations, managers need to have access to training and coaching to first understand the communication expectations the organization has of them and to improve skills when necessary. Training can be one-on-one, in classroom settings and increasingly online or through webinars. A wide range of training materials and information is available at little--and sometimes at no--cost.

Even during tough times organizations must be committed to open and honest communication. Sometimes they are judged most harshly by employees during these times so a commitment to sharing information, even when the information is negative, can go a long way toward establishing a foundation of solid communication and trust.

Communication is a process of transferring information from one person to another. It is commonly defined as ‘the imparting or interchange of thoughts, opinions, or information by speech, writing, or signs’. It is a two way process in which there is an exchange of information towards a mutually accepted goal or direction. Organizational communication is a channel for flow of information. This includes activities of sending and receiving messages through various layers of authorities using different message systems and discussing various topics of interest with the employees of the organization.

Communication is important for the functioning of an organization as well as for its success. The organization’s executives traditionally spend the majority of their time in communicating in one form or another (meetings, face to face discussions, inter office memos, letters, reports etc.). Today the necessity of communication is felt more and this necessity has engulfed most of the employees in the organization. The need of communication has increased in recent times since today’s work processes emphasize greater teamwork amongst the employees. Also for achievement of the short and long term objectives all organizations have to meet the challenges of internal and external communication.

The nature of organizational communication is highly diverse. It spans communication at the micro, meso and macro levels. The communication practices include formal and informal communication, internal communication (meetings, work directions, reviews, presentations, internal correspondences and newsletters etc), externally directed communication (annual reports, press releases, interactions with stakeholders such as investors, customers, suppliers, social groups, statutory and public bodies etc), organizational learning, knowledge management, industrial relations, conflict management and use of information technologies. In small organizations the communication can be informal but in large organization a lot of formal communication takes place. In fact, the communication in large organizations is far more complex and varied. It is the central binding force that causes coordination amongst the employees and thus allows for organized behaviour of the employees. Effective communication in an organization is very important today because of the following reasons:

Work processes are very complex which need close coordination among the employees.
· The pace of work is very fast.
· Employees are lesser and distributed.
· Distributed work processes are more common.
· Knowledge and innovation are more critical to the competitive advantage of the organization.
· Use of information technology has become essential for the structure and strategy of the organization

Key distinctions with respect to communication in an organization involve (i) levels (ii) formal versus informal (iii) direction (vertical, horizontal and diagonal) and internal versus external focus.

Levels – Communication is usually divided into various levels which includes (i) interpersonal communication (ii) group level communication (iii) organizational level communication (iv) inter organizational level communication and (v) mass communication. Interpersonal skills of all the employees of the organization are important if the organization is to improve its communication base. Further the skill to receive message is as important as skills associated with sending messages. There is a shift is taking place in the organizational communications which are increasingly getting focused on meso (group, team, organizational and inter organizational) level of communication in place of micro level. Further computer based communication has flaming potential and may result into negatively charged communication exchanges since senders are ignorant of ‘the social context and free to express themselves’ while the receivers do not have this advantage.






Formal versus informal communication – In the past the major focus of the organizational communication used to be formal top down communication especially in large bureaucratic organization. At that time informal communication, normally associated with interpersonal, horizontal communication was seen as a potential hindrance to effective organizational performance. This thinking changed and dynamic and non formal, if not informal, communication became more important for ensuring the effective conduct of the organizations. The organizational culture and climate was managed to avoid any opposition between formal and informal communications. More recently, organization communication focus on the growing dependence on dynamic computer facilitated communications that are neither formal nor informal. Today formal and informal methods of organizational communication are becoming less important since many newer channels of communication are now available to the organizations which are neither totally formal nor totally informal.

Direction – Organizational communication is characterized as vertical, horizontal or diagonal. During earlier days more emphasis was given to vertical communication. Soon the emphasis shifted to lateral or horizontal communication. Diagonal communication in the organizations is a recent development.
· Vertical communication occurs between hierarchically positioned persons and can involve both downward and upward communication flows. Downward communication is more prevalent than upward communication flow. However downward communication results into low level of satisfaction amongst the employees. Upward communication is even lesser level of employee’s satisfaction since the employee has the fear of reprisal and has feeling that his idea/concern is filtered as it is transmitted upward. Also in upward communication, managers give impression that they do not have time to the employees.
· Lateral communication involves communication amongst employees who do not stand hierarchical relation to one another. The recent trend of flattening of the organization has enhanced the importance of the lateral communications. However with growing importance of the teams in organizations, more attention is now being directed at communication between team members.
· Diagonal communication – Diagonal communication refers to communication between employees located in different functional areas. Although both vertical and horizontal communication continue to be important, these terms no longer adequately capture communication needs and flows in most modern organization. The concept of diagonal communication has been introduced to meet the new communication challenges associated with new organizational forms.
· Externally oriented communication – Externally oriented organizational communication is the exchange of information and messages with those who are outside the organization’s formal structure. This may be with public, customers, suppliers, local bodies, statutory authorities, community organizations and investors etc. The external communication can be through formal channels or through informal contacts. The goals of the external communication are to facilitate cooperation with the external agencies. It is important to the organization since it determines the public image of the organization. A variety of communication channels are used for external communication and these include face to face meetings, electronic communication technologies as well as print and broadcast media.





ii. How appropriate communication channels and tools should be selected within an organization?
Answer:
In an organization, information flows forward, backwards and sideways. This information flow is referred to as communication. Communication channels refer to the way this information flows within the organization and with other organizations. In this web known as communication, a manager becomes a link. Decisions and directions flow upwards or downwards or sideways depending on the position of the manager in the communication web. For example, reports from lower level manager will flow upwards. A good manager has to inspire, steer and organize his employees efficiently, and for all this, the tools in his possession are spoken and written words.

For the flow of information and for a manager to handle his employees, it is important for an effectual communication channel to be in place. Through a modem of communication, be it face-to-face conversations or an inter-department memo, information is transmitted from a manager to a subordinate or vice versa. An important element of the communication process is the feedback mechanism between the management and employees. In this mechanism, employees inform managers that they have understood the task at hand while managers provide employees with comments and directions on employee's work.

A breakdown in the communication channel leads to an inefficient flow of information. Employees are unaware of what the company expects of them. They are uninformed of what is going on in the company. This will cause them to become suspicious of motives and any changes in the company. Also without effective communication, employees become department minded rather than company minded, and this affects their decision making and productivity in the workplace. Eventually, this harms the overall organizational objectives as well. Hence, in order for an organization to be run effectively, a good manager should be able to communicate to his/her employees what is expected of them, make sure they are fully aware of company policies and any upcoming changes. Therefore, an effective communication channel should be implemented by managers to optimize worker productivity to ensure the smooth running of the organization.

A formal communication channel transmits information such as the goals, policies and procedures of an organization. Messages in this type of communication channel follow a chain of command. This means information flows from a manager to his subordinates and they in turn pass on the information to the next level of staff. An example of a formal communication channel is a company's newsletter, which gives employees as well as the clients a clear idea of a company's goals and vision. It also includes the transfer of information with regard to memoranda, reports, directions, and scheduled meetings in the chain of command. A business plan, customer satisfaction survey, annual reports, employer's manual, review meetings are all formal communication channels.











Within a formal working environment, there always exists an informal communication network. The strict hierarchical web of communication cannot function efficiently on its own and hence there exists a communication channel outside of this web. While this type of communication channel may disrupt the chain of command, a good manager needs to find the fine balance between the formal and informal communication channel. An example of an informal communication channel is lunchtime at the organization's cafeteria/canteen. Here, in a relaxed atmosphere, discussions among employees are encouraged. Also managers walking around, adopting a hands-on approach to handling employee queries is an example of an informal communication channel. Quality circles, team work, different training programs are outside of the chain of command and so, fall under the category of informal communication channels.

Good managers will recognize the fact that sometimes communication that takes place within an organization is interpersonal. While minutes of a meeting may be a topic of discussion among employees, sports, politics and TV shows also share the floor. The unofficial communication channel in an organization is the organization's 'grapevine.' It is through the grapevine that rumors circulate. Also those engaging in 'grapevine' discussions often form groups, which translate into friendships outside of the organization. While the grapevine may have positive implications, more often than not information circulating in the grapevine is exaggerated and may cause unnecessary alarm to employees. A good manager should be privy to information circulating in this unofficial communication channel and should take positive measures to prevent the flow of false information. An example of an unofficial communication channel is social gatherings among employees.

A communication channel is one of the most important elements in the communication process. Without any channel, no communication can take place. If you have an important message, you must to be sent it to the desired receiver, you cannot do it unless you find anyway or device which will carry the message. Simply we can say the channel of communication may be defined as any means / way used for transmitting a message from the source to the destination. So we can say com. channels are the pathways through which information flows. It acts simply as a carrier of encoded message. There are many other synonyms for the word Communication channels i.e. devices, media, pathway, carriers.

We have become increasingly aware that many of our problems in our personal and professional relationships result from poor communication. Nevertheless, because we spend so much of our time communicating, we tend to assume that we are experts. Surveys indicate that when business professionals are asked to rate their communication skills, virtually everyone overestimates his or her abilities as a communicator. When we have problems understanding or making ourselves understood, the natural tendency is to blame the other person .Effective communication begins with recognition that not everyone experiences the world in the same way and that other’s views may be as correct—perhaps even more correct—than our own. We create internal, mental maps of reality based on our experiences. When we communicate, whether nonverbally through gestures and actions or verbally through language, we do so based on our mental maps.








In any organization, three types of communication channels exist: formal, informal and unofficial. While the ideal communication web is a formal structure in which informal communication can take place, unofficial communication channels also exist in an organization. Through these various channels, it is important for a manager to get his/her ideas across and then listen, absorb, glean and further communicate to employees.


iii. What is report writing? Which type of statements these are? Which type of information they contain?
Answer:
Writing an effective report is a necessary skill for communicating ideas in the business environment. Reports usually address a specific issue or problem, and are often commissioned when a decision needs to be made. They present the author’s findings in relation to the issue or problem and then recommend a course of action for the organization to take. The key to a good report is in-depth analysis. Good writers will show their reader how they have interpreted their findings. The reader will understand the basis on which the conclusions are drawn as well as the rationale for the recommendations.

Report writing in an essential skill at all levels of business. Writing clear, concise reports is a key skill for effective business communication. An effective, well-written report can drive sales, create more cohesive and better-functioning teams, streamline processes, and improve financial operations. Reports can alert management to opportunities for business growth, identify areas where greater efficiency can be realized and establish cohesive business procedures. Because it is so essential to the functioning of most businesses, report writing is considered one of the most important forms of business communication.

Report writing, because it is such an important part of business communication, must be well planned. Important considerations include knowing the audience for whom the report is being written, the reasons for writing the report, the end purpose for which the report is intended and the specific staffers needed to contribute information that is essential to the completion of the report. It is vital to determine the number of business resources that will go in to the writing of the report and to compare the value of these resources to the net return expected from the creation of the report. If many valuable resources are needed for writing a report, but the report will only produce a small benefit, then it is not an effective project. A less time-consuming form of business communication, such as a memorandum, may be what is needed.

Once all considerations have been examined and documented, the writer of the report--or the project head if several writers are creating the report--constructs a plan. Planning is essential to effective business communication, nowhere more so than in report writing. A comprehensive plan for writing a report includes the timeline for creation of the report, needed materials, a list of all contributors and all necessary collateral supplies and materials, such as artwork.

Production is the major step in all business communication projects. In report writing, production can take as little as a day or as long as several months, depending on the scope of the project. It is important to consult the plan periodically during long report-writing projects to ensure that the project is on track for timely completion.


A report is normally reviewed by at least the writer before it is delivered to its final recipients. Good grammar and style are needed for all business communication, so the review should include--at a minimum--a review of spelling and punctuation. If time permits, a more extensive review of content should be performed. If possible, the proofreader should be someone who is seeing the material anew; "fresh eyes" are apt to spot typos or grammatical problems that someone who has been closely involved in creating the report may not catch.


Delivering a report can take several forms: A report may be presented as a slide show and discussion, printed and emailed in whole to recipients or divided into several sections and delivered over several weeks to different recipients. A shorter version of a long report may be presented, while the full version is provided in print. Delivery methods are dictated by the length of the report, the availability of the writer to present the findings, and the geographic locations of the recipients.


A report statement these are a structured written document in which a specific issue is examined for the purpose of conveying information, in order to report findings, to answer a request, to put forward ideas and make recommendations or offer solutions. An effective report is one that is written appropriate to its purpose and audience, accurate, logical; clear and concise; and is well organized into clear section headings. These sections enable readers to find and focus on specific pieces of information. The primary purpose of an objective report is to present both sides of an argument in a balanced non-biased way. Persuasive reports are usually quite one sided: stressing the benefits of one side of the argument and the pitfalls of the other. For this reason, persuasive reports are structured quite differently.

There are two main categories for statement, regardless of their specific function or type. An informational report informs or instructs and presents details of events, activities, individuals, or conditions without analysis. An example of this type of “just the facts” report is a police accident report! The report will note the time, date, place, contributing factors like weather, and identification information for the drivers involved in an automobile accident. It does not establish fault or include judgmental statements. The second type of report is called an analytical report. An analytical report presents information with a comprehensive analysis to solve problems, demonstrate relationships, or make recommendations.

Pay attention to these essential elements when you consider your stakeholders, or those who have an interest in the report. That may include the person(s) the report is about, whom it is for, and the larger audience of the business, organization, or industry. Ask yourself who the key decision makers are who will read your report, who the experts or technicians will be, and how executives and workers may interpret your words and images. While there is no universal format for a report, there is a common order to the information. Each element supports the main purpose or function in its own way, playing an important role in the representation and transmission of information.

Written communication can take the form of legal documents or manuals. For example, OSHA (Occupational Safety and Health Administration) outlines health and safety policies and procedures for industrial and commercial businesses. These documents ensure clarity among employees and minimize the chance for any misunderstanding. Employers may also issue dress policy or personal conduct guidelines for employees to better ensure proper behavior. Written warnings are also used to enforce certain policies in the workplace. An employee will likely change his behavior when employers document infractions with letters and he faces possible termination for noncompliance.
Written communication is also important for instructing employees on certain tasks and projects. For example, a boss may meet with an employee about a special project. She may hand the employee a list of tasks she wants completed for the day. The written instructions may inform the employee whom to contact for certain information. The boss may also indicate which items are most important so the employee can prioritize his tasks.


Company managers must use written communication in the form of reports or presentations. For example, a marketing research manager will often analyze results from a survey in a report. She may also recommend certain strategies for upper management, based on consumer needs and preferences. Additionally, department directors often create written presentation booklets for employees who attend their meetings. Written presentations are an effective means of providing key information to other departments.

Written communication is also important for business advertising. Small companies need to promote their businesses to potential consumers and business customers. Written advertisements include direct mail pieces such as sales letters and brochures, magazine display ads, fliers, Internet ads and catalogs. Advertising is designed to attract attention then compel people to purchase products, according to advertising expert. Companies such as mail order or Internet businesses often count exclusively on written advertisements for attracting customers.

iv. What are the key points to remember when writing reports?
Answer:
All reports need to be clear, concise and well structured. The key to writing an effective report is to allocate time for planning and preparation. With careful planning, the writing of a report will be made much easier. The essential stages of successful report writing are described below. Consider how long each stage is likely to take and divide the time before the deadline between the different stages. Be sure to leave time for final proof reading and checking.

Understanding the report brief
This first stage is the most important. You need to be confident that you understand the purpose of your report as described in your report brief or instructions. Consider who the report is for and why it is being written. Check that you understand all the instructions or requirements, and ask your tutor if anything is unclear.

Gathering and selecting information
Once you are clear about the purpose of your report, you need to begin to gather relevant information. Your information may come from a variety of sources, but how much information you need; will depend on how much detail is required in the report. You may want to begin by reading relevant literature to widen your understanding of the topic or issue before you go on to look at other forms of information such as questionnaires, surveys etc. As you read and gather information you need to assess its relevance to your report and select accordingly. Keep referring to your report brief to help you decide what relevant information is





Organizing your material
Once you have gathered information you need to decide what will be included and in what sequence it should be presented. Begin by grouping together points that are related. These may form sections or chapters. Remember to keep referring to the report brief and be prepared to cut any information that is not directly relevant to the report. Choose an order for your material that is logical and easy to follow.

Analyzing your material
Before you begin to write your first draft of the report, take time to consider and make notes on the points you will make using the facts and evidence you have gathered. What conclusions can be drawn from the material? What are the limitations or flaws in the evidence? Do certain pieces of evidence conflict with one another? It is not enough to simply present the information you have gathered; you must relate it to the problem or issue described in the report brief.

Writing the report
Having organized your material into appropriate sections and headings you can begin to write the first draft of your report. You may find it easier to write the summary and contents page at the end when you know exactly what will be included. Aim for a writing style that is direct and precise. Avoid waffle and make your points clearly and concisely. Chapters, sections and even individual paragraphs should be written with a clear structure. The structure described below can be adapted and applied to chapters, sections and even paragraphs.



· Introduce the main idea of the chapter/section/paragraph
· Explain and expand the idea, defining any key terms.
· Present relevant evidence to support your point(s).
· Comment on each piece of evidence showing how it relates to your point(s).
· Conclude your chapter/section/paragraph by either showing its
significance to the report as a whole or making a link to the next chapter/section/paragraph.

Reviewing and redrafting
Ideally, you should leave time to take a break before you review your first draft. Be prepared to rearrange or rewrite sections in the light of your review. Try to read the draft from the perspective of the reader. Is it easy to follow with a clear structure that makes sense? Are the points concisely but clearly explained and supported by relevant evidence? Writing on a word processor makes it easier to rewrite and rearrange sections or paragraphs in your first draft. If you write your first draft by hand, try writing each section on a separate piece of paper to make redrafting easier.

Presentation
Once you are satisfied with the content and structure of your redrafted report, you can turn your attention to the presentation. Check that the wording of each chapter/section/subheading is clear and accurate. Check that you have adhered to the instructions in your report brief regarding format and presentation. Check for consistency in numbering of chapters, sections and appendices. Make sure that all your sources are acknowledged and correctly referenced. You will need to proof read your report for errors of spelling or grammar. If time allows, proof read more than once. Errors in presentation or expression create a poor impression and can make the report difficult to read.

Conclusions: Although interpretation should appear throughout the document, many people tend to read the summary and conclusions first, glancing at figures and tables.  Thus, it is very important to put effort into this section.  You should not only rehash the results in a more concise fashion but you also want to refer back to the questions posed by the client and time them to the results.   Since the conclusion section looks back over the experiment, it can also serve as a springboard for recommending future investigations to answer any remaining questions.  Remember to consider the cost and time required to collect new data should you think recommend this

v. Name three ways in which ICT has changed workplace communication?
Answer:
Technology has changed business in many ways, but its affect on communication is arguably the most significant. Indeed, communication through email, text messaging, instant messaging and even budding tools like social networking have been "among the most profound effects of technology on every area of business." However, while technology did make business communications faster and easier, it has also made, at times, communication more distracting and less clear.

Based on the business process management is a concept of process enterprise    management when business processes are treated as the special enterprise resources which are continuously adapting to the constant changes. Herewith, the basic principles of management are the clarity and visibility of business processes which is reached by modeling with the usage of appropriate formal notations, software, simulation, monitoring and analysis, as well as the ability of dynamically restructuring of business process models by participants and by means of software systems. The key reason of the limited usage of most BPM concepts by small and medium sized businesses is the lack of confidence of entrepreneurs in receiving the benefits of BPM-making, adherence to obsolete management principles, which together with the incompleteness of information due to the limited resources and high risks during the implementation of software supporting business process management, prevents the development of business.

 Information and Communication Technologies have fundamentally changed the working environment. Telework is one concrete example how ICT has changed the work place which means to be available anywhere at any time thus making work more flexible in terms of time and location. But far beyond that ICT has deeply modified the work organization. Even though two in three employees use ICT in their daily work, its impact on the work organization has not been sufficiently treated in research. Often its effects are positive, i.e., quick access to distribution and processing of information and data and general flexibility of work organization. However, these positive effects can turn into information overload which then has to be handled within a tight time frame. Increased exposure to stress is the consequence. It is self-speaking that the development of ICT is affecting the work place and work organization of more and more employees. However, this project will focus on Professional and Managerial Staff because this group of employees is nearly completely executing work requiring the use of ICT. 
There is widespread interest in information and communication technologies (ICTs). According which are crucially important for sustainable development in developing countries or company. For the past two decades most developed countries or companies have witnessed significant changes that can be traced to ICTs. These multi-dimensional changes have been observed in almost all aspects of life: economics, education, communication, and travel. In a technology-driven society, getting information quickly is important for both sender and receiver. ICTs have made it possible to quickly find and distribute information in order to find faster ways to achieve durable and sustainable development!

An information society is one that makes the best possible use of ICTs, supports this view by describing it as a society in which the quality of life, as well as prospects for social change and economic development, depends increasingly upon information and its exploitation. In such a society, living standards, patterns of work and leisure, the education system, and marketplace are all influenced by advances in information and knowledge. This is evidenced by an increasing array of information-intensive products and services. Computers were originally used by scientists for calculating numbers, and have gradually become useful in offices and industries. In recent times, simplified models that can be used by almost everybody have become common for accomplishing many varied tasks and applications. That computers are now commonly put to: writing letters, and reports, printing books, newspapers, and magazines, drawing pictures and diagrams, doing statistics, mathematics and handling financial records, controlling traffic lights, flying airplanes, making and playing music and video, sending messages anywhere in the world.

The Internet is a global collection of many types of computers and computer networks that are linked together. It is increasingly becoming the solution to many information, problems, information exchange, and marketing. The Internet as a mixture of many services with the two most commonly used being electronic mail (e-mail for short) and the World Wide Web (www). It plays a significant role in education, health, political processes, agriculture, economy, businesses and newsgroups. With Internet connectivity, one can do business all over the world without physical contact with the buyer or the need for a business intermediary. Electronic mail (e-mail) is the exchange of text messages and computer files transmitted via communications networks such as the Internet and sees the e-mail system as the equivalent of postal mailing services, with the biggest difference being the time and cost involved. And not only written data, but all sorts of information in the form of video, audio, or photographs, can be sent via e-mail. 

As telephone system that can move easily and quickly from place to place! Mobile phones were once the tool of rich and busy executives who could afford both the luxury. Mobile phones are now the ICT that is reshaping and revolutionizing the communications globally. Its impact on the economic activities of nations, businesses, and small entrepreneurs is phenomenal. The availability of this new technology has been reshaping the material basis of the society as well as bringing about a profound restructuring of economic, political, and cultural relations among states.  For large businesses, it is a means of providing a service that leads to an increase in profits. For governments, revenues are gained through taxes and duties. As a tool for sustainable livelihoods, mobile telephones provide employment for many who could have been idle.


Recent advances in information and communication technology have had vivid effects on individuals and workplace performance. The computer and the internet as general-purpose technologies have spread rapidly across all sectors of the economy transforming business organization and increasing competition. The use of ICT by a firm reduces its production costs, leads to better utilization of inputs increases flexibility in inputs and products, improves product and increases productivity and market share One of the major concerns with regard to the effects of new technology is the extent to and channels through which the implementation of new technology affects both individual and business productivity. This concern is particularly important since the introduction of new technology usually is associated with the costly destruction of old technology through replacing and reorganizing inputs and outputs, and even changing location. A new technology affects output not only directly, by lowering production costs, but also indirectly by interacting with human capital and organizational capital.

Highly skilled workers can increase the productivity of firms by contributing to problem solving and also by being able to quickly learn the new technology and work with the high-tech machines. Furthermore, the networking communication characteristics of computer use the workers awareness and understanding in a firm to increase in order to make the most efficient use of the new technology. Computerization of the workplace also affects the structure of the organization, leading to higher accumulation of organizational capital. Organizational capital is an intangible asset that allows firms to discern new technological and market opportunities and to implement changes to production process and organization as needed. Information technology increases work hour flexibility and the degree of integration among different functional areas, and decreases the degree of centralization as well as the number of managerial levels!






















Case Study (10)
David is 35-year old who is a foodservice manager at a casual dining restaurant. David is responsible for supervising and managing all employees in the back of the house. Employees working in the back of the house range in age from 16 to 55 years old. In addition, the employees come from diverse cultural and ethnic backgrounds. For many, English is not their primary language. Employees receive “on the job training” about food safety basics (for example, appropriate hygiene and hand washing, time/temperature, and cleaning and sanitizing). But with high turnover of employees, training is often rushed and some new employees are put right into the job without training if it is a busy day. One day David comes to work and is rather upset even before he steps into the restaurant. Things haven’t been going well at home and he was lucky to rummage through some of the dirty laundry and find a relatively clean outfit to wear for work. He admits he needs a haircut and a good hand scrubbing, especially after working on his car last evening. When he walks into the kitchen he notices several trays of uncooked meat sitting out in the kitchen area. It appears these have been sitting at room temperature for quite some time. David is frustrated and doesn’t know what to do. He feels like he is beating his head against a brick wall when it comes to getting employees to practice food safety.

David has taken many efforts to get employees to be safe in how they handle food. He has huge signs posted all over the kitchen with these words: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASHYOUR HANDS ALWAYS AND OFTEN. All employees are given a thermometer when they start so that they can temp food. Hand sinks, soap, and paper towels are available for employees so that they are encouraged to wash their hands frequently.
























Questions:
i. What are the communication challenges and barriers David faces?
Answer:
The communication challenges and barriers David faces there is always a possibility of misunderstanding the feelings of the sender of the message or getting a wrong meaning of it. His words, signs, and figures used in the communication means to explain his subordinates in the light of his experience which creates doubtful situations. This happens because the information is not sent in simple language. Because of the obscurity of language there is always a possibility of wrong interpretation of the messages. The barrier had been created because of the wrong choice of words, in civil words, the wrong sequence of sentences and frequent repetitions or has a linguistic chaos. If the receiver misunderstands the communication, it becomes meaningless. For example, the word ‘value’ can have different meanings in the following sentences:

David as manager receives much information from his superiors and subordinates and he translates it for all the employees according to their level of understanding. Hence, the information has to be moulded according to the understanding or environment of the receiver. If there is a little carelessness in this process, the faulty translation can be a barrier in the communication. He might ever have trouble communicating with someone from another culture? Perhaps you struggled to understand someone's speech or interpret their behavior. Whether in a university or the workplace, it is common to face barriers or challenges to effective cross-cultural communication. 

Language - misunderstandings are common among his people who speak the same language, so it's not surprising that people from different cultural and linguistic backgrounds face communication barriers. Anything from the mispronunciation of a word to a lack of specificity can lead to misunderstandings.  Behavior - cultural differences in body language and other behaviors can also cause miscommunications. It is important to make eye contact with someone who is speaking to you or they may think you are distracted or uninterested. However, in many Asian countries, eye contact can be a sign of disrespect or a challenge to authority. There are many other cultural differences in body language that can create barriers to effective communication. Those include differences in facial expressions, the use of nodding to indicate agreement or understanding, and the amount of space to give someone with whom you are having a conversation.

If we observed that sometimes David as a sender takes it for granted that the receiver knows some basic things and, therefore, it is enough to tell him about the major subject matter. This point of view of the sender is correct to some extent with reference to the daily communication, but it is absolutely wrong in case of some special message! Generally, it has been seen that the people working in this particular enterprise are connected with some special technical group who have their separate technical language but their communication is not so simple as to be understood by everybody. Hence, technical language can be a barrier in communication. 




Moreover, when the communication is passed on with the help of David’s body language and gestures, it might be misunderstanding hinders the proper understanding of the message. For example, moving one’s neck to reply to a question does not indicate properly whether the meaning is ‘Yes’ or ‘No’. The importance of communication depends on the mental condition of both the parties. A mentally disturbed party can be a hindrance in communication. Following are the emotional barriers in the way of communication: Sometimes the receiver of information tries to dig out meaning without much thinking at the time of receiving or even before receiving information, which can be wrong. By evaluating is a hindrance in the exchange of information and the enthusiasm of the sender gets dampened.

When the receiver is preoccupied with some important work he/she does not listen to the message attentively. For example, an employee is talking to David when the latter is busy in some important conversation. In such a situation the boss may not pay any attention to what subordinate is saying. Thus, there arises psychological hurdle in the communication.

When a message is received by his personnel after it has passed through many people, generally it loses some of its truth. This is called loss by transmission. This happens normally in case of oral communication. Poor retention of information means that with every next transfer of information the actual form or truth of the information changes.

According to one estimate, with each transfer of oral communication the loss of the information amounts to nearly 30%. This happens because of the carelessness of people. Therefore, lack of transmission of information in its true or exact form becomes a hindrance in communication. For successful communication the transmitter and the receiver must trust each other. If there is a lack of trust between them, the receiver will always derive an opposite meaning from the message. Because of this, communication will become meaningless. Organizational structure greatly affects the capability of the employees as far as the communication is concerned. Organizational policies determine the relationship among all the persons working in the enterprise. For example, it can be the policy of the organization that communication will be in the written form. In such a situation anything that could be conveyed in a few words shall have to be communicated in the written form. Consequently, work gets delayed.

Organizational rules become barriers in communication by determining the subject-matter, medium, etc. of communication. Troubled by the definite rules, the senders do not send some of the messages. Under organizing all the employees are divided into many categories on the basis of their level. This formal division acts as a barrier in communication especially when the communication moves from the bottom to the top. For example, when a lower-level employee has to send his message to a superior at the top level there is a lurking fear in his mind that the communication may be faulty, and because of this fear, he cannot convey himself clearly and in time. It delays the decision making.

The greater number of managerial levels in an organization makes it more complex. It results in delay in communication and information gets changed before it reaches the receiver. In other words, negative things or criticism are concealed. Thus, the more the number of managerial levels in the organization, the more ineffective the communication becomes. Organizational facilities mean making available sufficient stationery, telephone, translator, etc. When these facilities are sufficient in an organization, the communication will be timely, clear and in accordance with necessity. In the absence of these facilities communication becomes meaningless. The above-mentioned organizational barriers are important in themselves but there are some barriers which are directly connected with the sender and the receiver. They are called personal barriers. From the point of view of convenience, they have been divided into two parts:

Everybody desires to occupy a high office in the organization. In this hope the officers try to conceal their weaknesses by not communicating their ideas. There is a fear in their mind that in case the reality comes to light they may have to move to the lower level,

Top-level superiors think that the lower- level employees are less capable and, therefore, they ignore the information or suggestions sent by them. They deliberately ignore the communication from their subordinates in order to increase their own importance. Consequently, the self-confidence of the employees is lowered.
Sometimes the subordinates do not want to send any information to their superiors. When the subordinates feel that the information is of negative nature and will adversely affect them, an effort is made to conceal that information. If it becomes imperative to send this information, it is sent in a modified or amended form. Thus, the subordinates, by not clarifying the facts, become a hindrance in communication,

Lack of incentive to the subordinates creates a hindrance in communication. The lack of incentive to the subordinates is because of the fact that their suggestions or ideas are not given any importance. If the superiors ignore the subordinates, they become indifferent towards any exchange of ideas.

David might consider the following solutions to the identified challenges and barriers:
· Language barriers: Several potential solutions might be addressed here including posting signs in employees’ primary language. Putting signage with visuals, not just words. David might learn some simple words in the employees’ primary language to help show interest in the employees.
· Generational (age) barriers: Currently there are 4 generations in the workforce and each potentially has a different preferred method of communication. While the younger generation might prefer to receive text messages as their preferred way of communication, older employees may not find this method of communication acceptable. Consider your employee’s preferences and be willing to communicate a message in a few different ways.
· Cultural and ethnic barriers: David may need to identify cultural beliefs and work to understand the ethnic barriers related to food safety. For instance, two employees come from the same country and they have made comments that controlling temperature in their country is not a priority; food can be at room temperature for long periods of time and nothing ever happened.
· Non verbal challenges: David’s appearance is a nonverbal cue to employees. David’s appearance is important as he is a role-model to the employees. His actions and behaviors should be consistent with what he is expecting of them. For example, because he is expecting the employees to follow proper hand washing procedure, he should also use proper hand washing procedures.
· Emotional barriers: Emotional barriers can interfere with effective communication. It will be important for David to get his emotions “in check” prior to starting work. Having self-awareness and potentially seeking outside assistance (i.e. Employee Assistance Programs) may be possible solutions here.


ii. David should be a role model for his staff? Are there any areas he should improve on himself?
Answer:
Now, in my experience, all leaders and managers, but especially senior ones should ‘be’ what they expect their staff to ‘be’. In other words they should be role models of the behaviour and skills that they want their staff to demonstrate and use. Now, presumably the performance of his staff and company are interlinked they have been in all the organisations that I have worked in) and thus there is an intrinsic need to achieve the best performance that you can from his team. It follows therefore that if he wants his subordinates to support and improve their performance, he should be using and demonstrating that same behaviour when he works with them.
 
As we live in an increasingly demanding world, where time is rapidly becoming one of the most valuable commodities! David’s as leaders, managers and his staff have to make decisions about what gets done and what does not. If getting the best performance from your staff is important, then performance management needs to be something that his staffs are measured against. I would recommend that it is included in everyone’s objectives, not just leaders and managers, but the whole team or organization. Ultimately, in this busy World, people do what gets measured, if it doesn’t get measured, it’s unlikely that it will get done. 

He should be the example: As leaders or managers, but especially senior ones should be role models. Therefore if he wants to have support and improve his staff performance, he need to be modeling that behaviour with them first – otherwise, where is the knowledge or incentive to do something differently for others. Set them an example to follow! It can be a simple cascade process. “Do unto others as you would have done to you”
 
Include Performance Management in everyone’s objectives: If you want to make Performance Improvement come alive in your organization make sure that it’s written into everyone’s Objectives and actively followed up, particularly with leaders and managers as the rest of the team will be watching what happens with them. This doesn’t have to take long: Just ensure it happens regularly! Even ten minutes spent on some simple development techniques up front with your team can save you so much more time later on – he will actually save time by being proactive rather than reactive.
 
Praise brings real benefits: Help his subordinates to understand the benefits of praise and regular feedback on performance. Instead of finding fault look for the things they are doing right and well and tell them about it, give them praise. The rise in confidence and morale will boost performance on its own.
 


Regular Feedback brings results: The more that he gives timely feedback and coaching his subordinates the more likely they are to do the same for his teams. Regular feedback helps people to understand what he is getting right and the areas where they need to improve. In time his people will start to improve the things they do without being told, in which case you can then ‘reward’ them with praise and recognition.
 
Team Meetings and briefings improve team working: If done well team meetings and briefings will energize and help his team to achieve their goals and tasks. He can provide a real opportunity to share learning, problems, future activities and feedback between the group. A good leader will use these opportunities to give recognition where it’s due and offer support and guidance where it’s necessary. Try having a quick 5 minute ‘chat’ at the start of each day to get everyone in a positive frame of mind and understand the key tasks for the day. Alternatively have a meeting at the start of the week to look back at the achievements of the week gone by and prepare the team for the challenges ahead.
 
Use a ‘Coaching Style’: Adopt a coaching style when working with his subordinates will helping his team to explore the options and find the answers for themselves which will help them to develop and grow. It may take a little longer at the start but it will ultimately pay dividends, with staffs feeling more confident and empowered in their abilities to make good decisions for themselves.
 
Monitor performance: Both formally and informally, offer coaching and guidance where appropriate, keep up to date with how his team are doing on their key projects/tasks and activities. Find out what their problems are and what support they need from him to help them resolve them.
 
Keep an eye on the Future: Performance management is a great way to identify tomorrow’s his team. They are possibly the future of his company so he needs to ensure that talent is being developed with the right skills and opportunities. To ask for feedback for himself!  How are you doing as a leader, what could you be doing differently to help the team and helping organisations, teams and individuals, to get the best from their people.


David must have self personal development covers activities that improve his awareness and identity; he need to develop talents and potential, build human capital and facilitate employability, enhance quality of life and contribute to the realization of dreams and aspirations as personal development takes place in the context of his institutions! He has to developed theoretical models in an attempt to better understand the relationship. At Organizational level ,he must go through  Cross-Cultural Management training is necessary for him working either internationally or in a multicultural environment, as it provides to develop his ability to recognize cultural similarities and differences and gives the possibility to adapt to certain situations properly. In addition that he needs to maintain a strong employer and employee relationship can be the key to the ultimate success of his organization, the results are advantageous. It is known that if a strong relationship is in place employees will be more productive, more efficient, create less conflict and will be more loyal towards him.


iii. What are some ways David might use effective communication as a motivator for employees to follow safe food handling practices?
Answer:
All supervisors, including David, have many ways to use effective communication in motivating employees. A few suggestions are listed below:
a. Provide sincere and encouraging words when employees follow safe food handling behaviors. Use a communication method appropriate for an employee, so supervisor must know a bit about the employee. For a high schooled, maybe it’s a quick “thank you” text message or an older employee it might be a hand written thank you note.
b. Serve as a role model through verbal and non verbal communication.
c. It’s said that “actions” speak louder than words, so David can, through his actions, convey a message to employees. For example: wear a clean uniform.

Policy: All restaurant employees will receive training on basic food safety procedures prior to or during the first day of employment.
Procedure: All restaurant employees must:
1. Meet with restaurant manager to receive training on basic food safety procedures.
2. Review each point in the Food Safety Checklist with manager. Each procedure will be discussed thoroughly with implications for food safety described.
3. Ask questions to manager if policy or procedure is not clear.
4. Read, sign, and date the statement at the end of the checklist, indicating understanding and agreement with stated procedures.
5. Receive a signed copy of the document.

The restaurant manager will:
1. Schedule at least 30 minutes for the orientation session.
2. Inform new employees of the purpose and time of the session.
3. Explain the purpose of the checklist to employees.
4. Discuss each policy and procedure on the checklist. Refer to the department Standard Operating Procedures Manual as necessary. Check off each procedure as it is discussed. If employees have questions, note and follow up, if appropriate. 
5. After reviewing all procedures, the manager should request employees to read, sign, and date the statement at the end of the form, indicating understanding and agreement. The manager also should sign and date the form.
6. Provide a copy of this form to each employee. Inform employees that a copy will be placed in their personnel file. If a copy is required for the Human Resources department, provide it and inform employees
7. Remind employees of the location of a copy of the department Standard Operating Procedures Manual. This manual can be used as a reference, if questions or concerns occur later.
8. Thank employees for participating. Emphasize again the priority of food safety and the involvement of every staff member





Policy: All restaurant employees will maintain good personal hygiene practices to ensure food safety.

Procedure: All restaurant employees must:
Grooming:
1. Arrive at work clean – clean hair, teeth brushed, and bathed with deodorant used daily.
2. Maintain short, clean, and polish-free fingernails. No artificial nails are permitted in the food production area.
3. Wash hands (including under fingernails) and up to forearms vigorously and thoroughly with soap and warm water for a period of 20 seconds:
· When entering the facility before work begins.
· Immediately before preparing food or handling equipment.
· As often as necessary during food preparation when contamination occurs.
· In the restroom after toilet use, and when you return to your work station.
· When switching between working with raw foods and working with ready-to-eat or cooked foods.
· After touching face, nose, hair, or any other body part, and after sneezing or coughing.
· After cleaning tables.
· After cleaning duties.
· Between each task performed and before wearing disposable gloves.
· After smoking, eating, or drinking.
· Any other time an unsanitary task has been performed – i.e. taking out garbage, handling cleaning chemicals, wiping tables, picking up a dropped food item, etc.
4. Wash hands only in hand sinks designated for that purpose.
5. Dry hands with single use towels. Turn off faucets using a paper towel in order to prevent recontamination of clean hands.

Proper Attire:
1. Wear appropriate clothing – clean uniform with sleeves and clean non-skid, close-toed work shoes (or leather tennis shoes) that are comfortable for standing and working on floors that can be slippery.
2. Wear apron on site, as appropriate.
· Do not wear apron to and from work.
· Take off apron before using the restroom.
· Change apron if it becomes soiled or stained.
· Employee Health and Personal Hygiene, continued
3. Wear disposable gloves with any cuts, sores, rashes, or lesions. Wear gloves when handling ready-to-eat foods that will not be heat-treated. Gloves should be worn when serving food.
4. Change disposable gloves as often as hand washing is required. Wash hands before donning and after discarding gloves.





Hair Restraints and Jewelry:
1. Wear a hair net or cap in any food production area that completely covers all hair.
2. Keep beards and mustaches neat and trimmed. Beard restraints are required in any food production area.
3.  Refrain from wearing jewelry in the food production area.
· Only a plain wedding band is permitted.
· No necklaces, bracelets, or dangling jewelry are permitted.
· No earrings or piercing that can be removed are permitted.
Illness:
4. Report any flu-like symptoms, diarrhea, and/or vomiting to the restaurant manager.
· Employees with these symptoms will be sent home with the exception of symptoms from a noninfectious condition. These employees could be re-assigned to activities so that there is no risk of transmitting a disease through food. Instances of Norovirus, Hepatitis A, Salmonella Typhi, Shigella, or Shiga Toxin-producing Escherichia Coli. must be reported to the restaurant manager. Exclude the restaurant employee if diagnosed with an infection from Norovirus, Hepatitis A, Salmonella Typhi, Shigella, or Shiga Toxin-producing Escherichia Coli.
· Cuts, Abrasions, and Burns:
· Bandage any cut, abrasion, or burn that has broken the skin.
5. Cover bandages on hands with gloves and finger cots as appropriate.
6. Inform restaurant manager of all wounds.

Smoking, eating, and gum chewing:
1. Smoke only in designated areas. No smoking or chewing tobacco shall occur inside production facilities.
2. Eat and drink in designated areas only. A closed beverage container may be used in the production area.
3. Refrain from chewing gum or eating candy during work in a food production area.

The restaurant manager will:
1. Ensure all employees are following proper hygiene requirements when they report to work.
2. Follow up as necessary.
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