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Assessment 7 – Importance of Effective Communication

Total Marks: 30 
1. Give short answers for the following questions: (20) 

I. What is the importance of effective communication in an organisation? 

Effective communication is a fundamental element within a business and is essential in ensuring that the internal communications and skills of employees are effective.
Builds and maintains relationships – through positive dialogue with others.  This is important where there are skills gaps as effective communication will develop skills and develop the relationships between individuals and teams.
Facilitates innovation – in environments where employees feel they can communicate openly and new ideas are encouraged this will be freely communicated throughout the business.  Where poor communication exists, it is possible that new ideas will not be fully explored and used to their full potential.
Builds an effective team – develops effective teams and will encourage good communications within a team and boost morale and cohesion.  Where the vision and strategic direction is effectively communicated employees feel more secure within their roles.  Good internal communications and recognition for achievements leads to improved work ethic as teams feel they are all working towards a similar goal.
Managing employees – In businesses where managers are effective communicators, they are more likely to set out clearly the roles and responsibilities of individuals and team so they are aware of what is expected of them.  They will inform teams of the wider objectives and targets of the business and ensure there is an understanding of where the individuals fit into this and how they impact on the wider goals.  Managers will also be able to provide constructive feedback in a way that builds relationships and motivate staff to achieve targets.
Importantly developing and building on good communication within the business will improve relationships, this has an impact on how customers are treat and the ongoing success of the business.

II. When developing a communication plan which factors would be considered? 

Ensuring effective communication within a business is key to providing good customer service, enabling staff to understand their role and responsibilities and drive service improvement which will impact on the success of the business.  There are a number of factors that should be considered when developing a plan including:
Identifying the purpose – Setting out what the business is trying to achieve is a key step when developing the communication plan.  There should be clear objectives and targets aligned to the aims and mission.
Identifying your audience – In order to plan communications effectively it is important to know who you are trying to reach.   This allows the business to plan communications to target the right people using the most appropriate method of communication.   There are a number of factors used to segment customers and this allows the grouping of these based on a range of characteristics such as:
Demographics (age, gender, ethnicity etc)
Where they live
Employment status
Health
Behavior
Creating your message, - The business should consider content, mood, language, and design of communications and tailor these to the target audience.  This include the style, content and channels of communication and how much in term of financial and people resources are available to get the message out.
Develop and Action Plan – Once you have identified the audience, the message and communication needs it’s important to put this into a plan to enable the communications to be effectively managed and to ensure the target audience is reached.  Having a plan in place will ensure the correct order of tasks and identify any issues or blockages in the process.
Evaluation – Following the communication it is important that the process is evaluated to explore the success of the campaign and its effectiveness.  This will allow the business to improve its methodology and develop products and services that meet the needs of current and future customers.


III. Explain the importance of careful planning when introducing change. 

Within organisations the way in which change is handled will impact on whether the change programme is successful or fails.  In order to drive through change it is crucial that leaders and managers are supported through training and fully believe in the change and the strategic direction being proposed.
In many instances staff rarely welcome change and as human beings tend to be resistant to change and can become skeptical to anything that threatens the status quo of their working regime.  It should also be noted that not all change is positive and on occasion it may seem that changing things does not actually result in improving in the long run.  There are a number of stages to the change management process and these are skills that leaders need to utilise to successfully implement change within the business and support staff through it.
Communicate the reason for Change
It is important in the first instance to explain to staff why the business is changing and the intended benefits. This needs to be communicated carefully to all affected parties and people given sufficient opportunity to voice their concerns and provide their thoughts, views and opinions.  It is crucial to manage this stage.
Missing out on this stage of the process will almost certainly damage the change process and antagonize staff before it has even properly begun.
Implementing Change
Using step change throughout the process usually better received by staff as it gives them time to when it is implemented in bite sized chunks, unless of course, this is impossible (as in the case of mass redundancy or bankruptcy). Most change can be broken down into phases that can be reviewed along the way.
Collaboration is key so, if circumstances allow, having a pilot group of employees to test the change before it is fully embedded is a good way to ensure that more people ‘buy in’ to what is happening and why.
Evaluate, Review and Report on Change
It’s important that the change process if monitored throughout to enable the impact and success of the process.  This includes keeping people informed about how things are progressing, the results and impact as they are occurring and whether the change program has met its objectives.  As most change programmes are intended to make improvements it is important that staff are aware as to whether the change has resulted in the desired effect and whether further work is required.

IV. Describe the importance of clear communication when changes are taking place. 

Communication is an integral part to successfully implementing a change programme and should be clearly thought through and managed at every stage and the message delivered by the leaders within the business.  Effective communication will create a culture that embraces open and honest dialogue, develop relationships with key managers and encourages trust amongst staff.

Creating a Culture of Open Communication – will see the establishment of a shared environment in where staff feel comfortable approaching their manager. This type of environment enables leaders to utilise the skills of managers to influence or persuade staff in order to facilitate he change programme.

There can be some resistance to the proposed change therefor it is essential that the plans are communicated clearly to everyone and the staff know what is expected and how they contribute to this.

Cultivating Relationships – is essential to ensure things get done.  Where an environment of trust and respect exists staff feel part of the change and will be happy to be involved in the process.


Key Competencies  for communicating change include:

Being a champion of communicating and a champion communicator.  This includes listening to people, clarify any misunderstanding and where necessary adjust the pace to bring staff along with the process.

Using  body language to portray a friendly and consistent style to communicating including facial expression, tone and pitch of voice.  If the body language and spoken word are not aligned this can lead to misinterpretation of the message.

Ensure gossip and rumours are stopped straight away by addressing queries and concerns and ensuring these are communicated to everyone at the same time

Improve listening skills to hone into people’s concerns, listen fully to what people are saying without interrupting or making assumptions.  This shows respect and leads to trusting relationships.

Provide updates and regular feedback on progress



Case Study (10) 
The IT division is a critical part to the smooth running of the CTC Electronics. Following the roll out of some new systems and plans for further change the business identified the need to develop those on the front line providing technical support in dealing with customer queries or frustrations. The company is now ready to employ the new upgraded system. 

Based on above answer the following questions: 
a. Which types of non-verbal communication channels are more suitable to convey their message to the staff? 

There are a number of methods that a business can use to communicate effectively with staff in a non-verbal way.  The most common is a social media platform such as Yammer which is utilised to create communication groups provide an avenue for people to talk to each other even if they are dispersed across a wider region or number of localities.

This type of communication channel ensures everyone gets the same message at the same time in a clear and consistent manner.

b. Based on the above information develop a communication plan showing how the following groups will be informed about the changes in service quality.


The communication plan is key to the success or failure of a change programme.  The plan will help leaders to communicate effectively and meet the objectives set out as part of the change.  There are a number of steps to developing a communications plan including: strategy.
Setting out the key objectives and measurable targets – this will act as a reference point to ensure the communications are focused on the objectives and enable clear and concise communications and will support the ovrall aims of the plan to:
· achieve the organisational objectives
· enable effectively communications with stakeholders
· demonstrate the achievements and their impact
· ensure everyone understands the rationale
· change behaviours and perceptions where required
Assess the current position –Identify the strengths and weaknesses, what works well, what doesn’t.  There are a number of tools that can support this analysis including SWOT (strengths, weaknesses, opportunities and Threats) and PESTEL (political, economic, social, technological, environmental and legal).  Using these tools will assist in honing the communications plan and provide a steer on the communication needs of all stakeholders including customers and staff.
Communications objectives – should reflect the objectives of the change programme and be developed to facilitate the delivery of these.  These should be phased throughout the change process to ensure everyone is kept informed, is on board and can discuss their concerns.  Good communication throughout the will ensure the change is successfully delivered.
Identifying your stakeholders – early in the develpement of the communication plan will assist in tailoring of the message to individuals and groups.  The stakeholder groups include staff, customers and other stakeholders (Board, Funders etc).  The messages will be different for each group; for example there may be consultation with staff if jobs are affected or some views collected from customers is products or services are changed radically.  It is therefore important to dissect the messages and develop specific communications for each group and this will enable the prioritisation of stages within the change programme to be identified.
Mapping your audiences or stakeholders is an effective means of identifying and determining the level of communication with stakeholders.  It assists in showing how important different groups are and where you need to focus resources before during and after the change programme.
Messages –After mapping your stakeholders it is essential to ensure the messages are communicated in a timely and relevant manner.  Whilst the messages may be different to each stakeholder group it is important that the message, goal and objectives are set out in the clearly and concisely to ensure a consistent approach to the change.  There are a number of communication channels that can be used during the change programme including, meeting, social media forums for internal staff, newsletters or e-bulletins, workshops, event, website.
Work plan – Developing a action plan is key to ensuring the right message is communicated at the right time.  The plan will include key activities, budgets and resources.  The plan should include targets for delivering the message and will act as a framework to ensure communications are appropriately aligned to the programme of change
Evaluating the success –It is essential to evaluate the success.  Were the key objectives delivered, were the communications effectively managed and delivered in a consistent and timely manner.  What worked well and what didn’t.  The results of the evaluation should be used to improve in the future and where things have gone wrong assessed to determine why and use the outcomes as lessons learned and fed into future improvements for the delivery of communications.
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