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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	

Assessment 11
Business Communication and Report Writing

i.	When utilizing different communication channels within a company, the ‘message’ will get to where it needs to be quicker, and can be addressed to more than one person.
That being said, the appropriate communication channel needs to be used.
We live in a technological age, therefore having meetings, making phone calls, sending messages and so on, has become much easier and more efficient.
Everything is just ‘one click away’ these days.

For example, if there is a meeting that needs to be held, and one or more of the staff members are travelling, or even ill at home, conference calls can be set up, which allows all interested parties to attend, by simply using a land-line or cell phone.

Documents and email exchanges can be sent to multiple people at the same time, no need to send numerous emails anymore.

It is important to remember though, any type of communication needs to be complete, concise, and concrete, correct, with consideration and courtesy for the recipient/s, and have a sense of clarity.

ii.	To determine the appropriate communication channel, the following should be considered; 
•	The intended target audience – This will help you decide how you to determine the tone 
•	Analyse the message you want to communicate – This will help you to determine the method
•	Internal/External communication
•	Purpose of the communication

iii.	A Business Report is a communication medium which conveys information in light of decision making.
Statements are made which outlines the objectives, achieved targets, upcoming strategies, aims, etc. 

Some reports can come in the form of actual solutions to certain business problems, whilst other reports can record past business information which can be used for future business planning/strategies.

A traditional business report serves to communicate the nature of the business and its objectives, the business management model, the operational plans, and the perceived viability of the enterprise.

One must understand why a certain business report has been written, which means that the subject and the purpose of the report should be understood in the beginning of the report.
The following should be taken into account when writing a Business Report;
•	The purpose of the report
•	The target audience
•	The supporting information (Research)
•	Analyse the supporting information
•	Determine solutions, findings, recommendations
•	Determine the report format

iv.	Key points to remember when writing reports;

•	Focus on customers – Ensure the customers receive exactly what they want.
•	Avoid business jargon – It is best to use layman’s terms, this way there is not room for misunderstanding with the customer
•	Create a positive impression – Self presentation is your first impression. Be tidy, polite, prepared
•	Watch accusations – Be polite, calm, patient, and answer questions to the best of your ability
•	Be firm and be on track – Be precise and to the point with the message that you need to convey, whilst providing the customer with enough information
•	Proof read and Practice – Typos, spelling, grammar, etc. is extremely important in the business world. Not ensuring documents are proof read can give the impression of sloppy work
When dealing with customers in person, ensure that you are prepared – Facts are correct, figures and numbers are accurate and so on
•	Graphs and Charts – When presenting, make use of these to present statistics, figures and demographics; it looks neat and organised. 
•	Don’t reference – This could waste time, as you would need to flip back and forth to find certain references
•	Speech model – Make a point, explain that point, and then summarise that point
This is easy to follow and understand, with the necessary information available
•	Headings and sub-headings – This makes browsing through the report easier.

v.	Employees no longer need to sit around a table to conduct a meeting – conference calls/skype has become more and more common.

Emails can be sent from anywhere, you no longer have to be at your work desk. Working from home has become more common.

Market research has become easier, thanks to social media.
You no longer have to go out and speak to the public directly; questionnaires can be accessed online, and through social media sites.


Case Study

•	It seems that David only has signs around the Back-of-House.
He should be more verbal in his communications, and implement a merit and de-merit system.

Many of his employees do not have English as their first language, so to overcome this, he should get someone in to translate in meetings.
He could also arrange for English classes for those who are interested.

•	David should absolutely be a role-model for his staff.
He cannot be telling them one thing, and then he goes against it.
He should ensure that he is neat, tidy, and presentable at all times.

A good leader does not only order and command, but also gets involved.
He could show his staff how to clean up, or how to organise certain things, this would show his staff that he is part of the team, and not only there to issue commands.

•	If David could get translators in to ensure his staff understands exactly what he is trying to say, it would be a step in the right direction.
By not understanding what David is saying, the staff are interpreting it on their own, which leads to misunderstanding.
David needs to be involved fully in ensuring health and safety standards are met.
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