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Q.1 Short Questions; (16)
i. Explain how the following range of communication methods are used by personnel at an event:
a) Verbal – used to convey information or instructions orally primarily through face-to-face or telephone conversations. E.g. morning briefings, team meetings or telephone conference.
b) Non-verbal – this can be through body language or kinetic actions which relay information via interpretation. E.g. nods, high five or thumbs up all convey affirmative or correct without the need for speech.
c) Written – Usually in the form of memos, emails or notices. Written communication relay detailed or important information such as targets, statistics or policies.
d) Electric – Signs, websites and PA systems are all forms of communication that relay information using various methods of the above listed communication styles.

[bookmark: _GoBack]ii. Describe 2 potential barriers to communication at an event and how those barriers can be overcome.
1. Oversights – uncommunicated alterations can cause disruption if published information has already been distributed, i.e. changes to vendor locations can result in losses rather than profits as they may have lost a suitable vantage point. To resolve this problem, new maps could be distributed via email or handed out on arrival, in addition to increased signage.

2. Inaccuracies – conveying information about a service or product that turn out to be untrue can disappoint customers/audiences as well as create a bad impression of an organisation. To rectify this customers should be made aware promptly and provided with either a partial or full refund. A product recall should actively be considered along with all necessary alterations to the product/service.

iii. What is the difference between “inter-professional communication “and “public information and communication”?
Inter-professional communication occurs during the formulation and lead up to the event, i.e. obtaining of appropriate licences, venue arrangements, etc. On the other hand Public information and communication occurs once the event has been finalised, i.e. ticketing, celebrity guest appearances, etc.

iv. Explain what is meant by customer service.
Customer Service is the experience provided to gain a customer’s approval and satisfaction. This emotional state can begin long before the customer has purchased the product/service, and continues until it expires. This determines whether a customer remains brand loyal and recommends to other people or moves on to an alternative. For example, at the supermarket when staff members assist customers in finding their chosen product but are also able to make further suggestions that customer is more likely to keep return to that store.

v. Why good customer service is essential for every event?
Good customer service is essential for every event for a number of reasons:
· To establish customer loyalty and repeat business
· Create opportunities for attracting new customers
· Providing a basis for current and future sponsorship and investment
· Strengthening existing relationships with other stakeholder, i.e. suppliers, creditors or emergency services

vi. Identify a potential problem customer problem that personnel may face at an event and explain how that problem can be overcome?
Reduced admission due to overcrowding is a problem that ignites many problem customers. To overcome this issue and prevent situational escalation it is important that staff are truthful about the reasons for the slowdown from the outset. Advising customers in advance via various mediums (such as website, over the PA system and on the doors themselves) will reduce anxiety and tension while providing good customer care in terms of health and safety. For the majority of cases this will be sufficient to quell the masses but there may be a few individuals which require more care, in these cases offering discounts on future tickets/promotions or partial refund (if appropriate) will settle the disturbance.

vii. Outline the customer service skills required by an event planner/coordinator.
There are numerous customer service skills required by an event planner/coordinator, below are a few key skills: 
· Strong organisational skills with the ability to pay close attention to details, i.e. excellent record keeping and referencing ability
· Positive attitude and outgoing personality that is able to engage well with all levels of customer/stakeholder, i.e. friendly and thoughtful
· Determined nature and ability to work under pressure especial with tight deadlines, i.e. open-minded and always able to find suitable alternatives 
· Ability to provide the best service in any/all situations

viii. Which type of special facilities should be provided for people with special needs and how they are planned?
Provision of special facilities vary widely depending on the person with special needs. The most recognised facility is that of wheel chair access but it is important to make direct contact with the person with special needs so provisions can be put in place on an individual basis, where possible. This is usually done in prior or during ticket purchasing via an e-form or over the phone. For instance, people with impaired vision/hearing may require an onsite guide or interpreter to assist them while exploring the event. They may also require special seating, dining or toilet facilities. This information may be captured during a series of email conversations or via a dedicated staff member. This enables the in-depth planning to accommodate the person with special needs but also allows the adaptation of emergency evacuation plans to ensure the safety of said person. 


Q.2. Write short notes on the use of the followings: (8)
a) Radio communication – a useful means of communicating information to several people simultaneously when face-to-face conversations are limited. Once coordinated, specific channels can be used by selected groups, i.e. managers and team leaders, contractors, dedicated staff, emergency services, etc. depending on the event size, frequency of use and financial budget, radios can be purchased or hired.
Once obtained, it is essential that checks are performed, ensuring range, charging facilities and access to spare units, etc. This ensures the smooth flow of information as any malfunction can immediately impact on the quality and urgency of information being relayed. Where loud background noise is likely it may be necessary to issue noise reducing headsets as well as ensuring appropriate risk assessments are completed and full training is provided for users.

b) Telephone equipment – provides immediate communication both internally and externally to various points of a venue, including contact with control rooms and emergency services. The use of landlines and mobile telephones mean information can easily be relayed as and when necessary. Unfortunately, during emergencies such as natural disasters and hostage situations this means of communication is not always the most reliable.

c) CCTV – Closed Caption Television is one of the most utilised tools as a measure of security and safety. Not only is it used as a means of criminal prevention but also as a crowd management device. It is essential that cameras are placed in the most crucial positions with well trained and capable staff controlling the CCTV operation. In addition, reaction rates and responses in time of urgency should be measured and effective.

d) Alarms – as a means of prevention, alarms can deter criminal activity such as theft or burglary but depend on the response rates of those monitoring. In terms of use prior or during an event, audible alarms mainly convey when an even has occurred, such as carbon monoxide release or the presence of a fire. It is therefore vital that informational instructions are released post alarm to allow the prompt action by staff and attendees preventing surges and stampedes leading to mass hysteria and injury.

e) PA Systems – enable direct communication with attendees ensuring the rapid relay of vital information. It is important that information is clear and intelligible to those within range, thus speakers should be evenly distributed. As an emergency device the PA system should have a separate power and back up source from that of other sound systems, with testing completed daily prior to the start of an event. Depending on the location and size of an event vehicular PA systems can also be considered.

f) Screens, Score boards – used mainly to relay information without interruption performances or during large sporting events. This means of communication is useful but for more urgent announcements or emergency instructions displays alone are not effective, especially for those with learning or visual difficulties.

g) Loud hailers – used mainly by stewards for encouragement during competitive events such as marathons but also as a back-up for PA systems to communicate urgent information. It is essential staff are trained on appropriate use and informed where to locate and charge them.
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