[image: BOLC_Logo]                                                                  
 (
   
Assignment Cover Sheet
)



	Student Name:
	Timoteo Marques Martao

	Student Number:
	1459

	Course:
	Business Administration

	Assignment NO:
	11



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. 
	1 – I – Communication channels in an organization can be divided in two categories: verbal communication and written communication. Verbal communication is the primary tool for expression between two people. It includes face-to-face speaking, phone calls, video conference, etc. Written communication involves any type of message that makes use of the written word. It includes emails, business reports, memos, etc. Verbal communication is usually more personal than written communication and requires that the conveyed message is clear and concisely in order to ensure the listener correctly understands the words. One advantage of this type of communication is more time effective. If a business matter requires immediate attention, it is faster to use verbal communication that to use written communication. Written communication is usually more formal than verbal communication and requires careful choice of words. One advantage of this type of communication is that it is permanent, it provides ready records and references, and can be used in case of dispute. Another aspect of written communication is its cost. It can either be more cost effective (for example, sending an email to a different part of the world), or it can more costly (for example, even if two people are next to each other, it might be necessary to print two different reports).

1 – II – Choosing an appropriate communication channel is vital for effective communication as each communication channel has different strengths and weaknesses.  For example, broadcasting news of an upcoming event via a written letter might convey the message clearly to one or two individuals but will not be a time or cost effective way to broadcast the message to a large number of people.  On the other hand, conveying complex, technical information is better done via a printed document than via a spoken message since the receiver is able to assimilate the information at their own pace and revisit items that they do not fully understand.
In order to choose an appropriate communication channel it is necessary to identify who is the target audience, and what is the message that needs to be conveyed. Knowing this two aspects, the advantages and disadvantages of different channels can be weighed against each other to determine which one is the more appropriate.

1 – III – Report writing is a medium to communicate operational and financial data of a business, such as the nature of the business and its objectives, operational plans, and management models. It is a mean to convey information to others in an accurate, objective manner. They are statements that outline objectives, achieved targets, upcoming strategies, aims, etc. All information relevant to a business operation that will then be used by managers to support decision making. The information presented in these reports might present a solution to an actual problem, or it might record historic business information that is used towards future business planning. They are an essential part of doing business to the extent that the ability to be proficient in this area affects the business’s ability to grow and develop.

1 – IV – When writing a business report that will be used to make decisions, some key points should be observed, such as: focusing on customers (ensure that the focus is on them and try to understand their perspective, writing is a way that ensures that they are kept interested and receive what you want them to receive), avoiding business jargon (ensure that all information communicated in the report is understandable by everyone, by avoiding using industry specific words that are unfamiliar to outsiders), making a positive impression (making a positive first impression will produce better results that a negative impression), avoiding accusations (make sure the information presented is objective and without influence of personal opinions, and always be polite and watch you tone), be objective (the information presented should go straight to the point and avoid repetitions and non-relevant material that will lose the customer’s attention), proof-reading (presenting typos and misspelled names creates an unprofessional impression on your part and might affect the company’s ability to make new clients or retain old ones), using graphs and charts (numbers and statistical information are better presented in a visual manner that grabs the customer’s attention), avoid references (don´t use references that will force the customer to research the meaning of it, as this difficult communication), and using a speech model (make sure the report is articulated and organize. The information should be structured in a clear and objective manner).

1 – V – Information and Communications Technology is a vast field that encloses all technologies that can receive or transmit signals electronically. Nowadays, these technologies have become an essential part of our society. The innumerous ways ICTs have changed workplace communication includes: increased number of transmission channels, increased rate of transmission, and increased accessibility to information. Before ICTs communication was only available through “offline” methods, such as sending mail, direct verbal, or printed paper, this, of course was extremely slow and more expensive. ICTs have made it possible for information to be transmitted much faster and inexpensive. In the fast paced society that we live in, it is crucial that the information is transmitted and made available as soon as possible. Due to emails, mobile phone with internet access, video conferences, etc., ICTs have made it possible for information to be available at the same time at complete opposite parts of the world with none, or minimal expenses.  


C.S. – I – The communication challenges and barriers that David faces includes: the wide range of ages among the employees, the many different cultures, and the lack of good understanding of English among some employees. People of different ages and different cultural backgrounds have different professional and life experience, this means that the communication that might be successful with older staff members, might not be successful with younger ones, and that the communication that might be successful with a cultural group, might not be successful with the other. Communication style and method should be adapted to the target audience. Also, even if the communication is adapted to fit the target audience, it might still not be effective if the target audience dos not understand that language.

C.S. – II – David, being the manager and being responsible for all employees in the back of the house, should be a role model in the way that the staff should conduct themselves. As David admits, his personal appearance is not as good as it should be, and his employees, seeing that he does not care to present himself in an appropriate manner, than they do not have to care about theirs either. The same can be said about the food safety procedures and guidelines, if the management does not care to teach them the procedures properly and might even disregard training all together, than they do not have to care about it either. Many problems affecting the attitude of David’s employees, is a reflection of the attitude that they see in the management. 

C.S. – III – David might use effective communication as a motivator for employees to follow safe food handling practices by starting to make sure the information they receive is complete. A large reason for staff members to not follow the guidelines, is that they simply are not aware of them, since the training is rushed through or skipped all together. The training should take time to inform of all the facts the employees need to know in order to have the desired reaction, and it should answer any questions that they might still have in the end. 
Another way David might use effective communication is in adapting to the different listeners. The back of the house employs many different cultures and age demographics, therefore, there might be an advantage in adapting the communication and the training with this in mind, to make sure the listener gets the most out of the information that is passed onto him. Also, with a high turnover of employees, it might be difficult for David to keep motivated when dealing with staff members, and treating them as individuals rather than a group or just employees, which might even result in him not learning their names. It would be greatly beneficial for the employees moral and motivation to see that their manager cares about them, treats them with respect and courtesy, and appreciates them for the work they do.
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