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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. 
	Please insert your completed assignment ( in word format)  here:

 Give short answers for the following questions: (20) 
I. What is the importance of effective communication in an organisation? 
II. When developing a communication plan which factors would be considered? 
III. Explain the importance of careful planning when introducing change. 
IV. Describe the importance of clear communication when changes are taking place. 
V. Describe the types of support that staff may need when improvements are being implemented and how to provide such support. 

Effective communication is important for the development of an organization. It is something which helps the managers to perform the basic functions of management- Planning, Organizing, Motivating and Controlling. Communication skills whether written or oral form the basis of any business activity.
Communication serves as the foundation of every facet of a business. Thus, it can be said that effective communication is the building block of an organization. Some of the benefits of effective communication skills are:
Communication keeps the foundation of motivation. It helps the employer to know how a job is being performed and to improve performance if it is not up to the mark.
– Communication acts as a source of information and helps in the decision making process and helps in identifying the alternative course of action
Communication also helps in building people’s attitude. A well informed person will always have better attitude than a less informed person. Different forms of communication like magazines, journals and meetings will help the employees to form different attitudes.
– In the current business scenario, no business can survive in isolation. Socializing is very important and communication is the tool that helps in socializing.
Apart from the other functions of management, it also helps in the controlling process of management. It allows the managers to know about the grievances of the subordinates and helps the subordinates to know about the policies of the organization.
Communication is one of the basic features of management. It is instrumental in raising the morale of the employees. It is through communication, verbal or non-verbal, that people submit different feedback and requirements to the management.
II. When developing a communication plan which factors would be considered? 
To develop a communication plan of any sort, you have to consider some basic factors
· Why do you want to communicate with the community?  (What’s your purpose?)
· Whom do you want to communicate it to?  (Who’s your audience?)
· What do you want to communicate?  (What’s your message?)
· How do you want to communicate it?  (What communication channels will you use?)
· Whom should you contact and what should you do in order to use those channels?  (How will you actually distribute your message?)
· How can feedback be generated?
Iii      Explain the importance of careful planning when introducing change 
 Introducing change and transformation has to be planned carefully, sensitively and collaboratively. Managing people through change training courses equips leaders and managers with the essential skills to seamlessly implement change within their organizations.
The first stage of introducing any change, however large or small, is to explain to employees why it is important for the change to occur and the intended benefits. This needs to be handled carefully and communicated to all affected parties. There should also be adequate opportunity for people to voice their concerns and contribute their thoughts, views and opinions.
Missing out on this stage of the process will almost certainly damage the change process before it has even properly begun.
Secondly, change is usually best received 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.
 Thirdly, careful monitoring of the entire change process is essential in order to be able to measure its impact and evaluate its success. People need to be kept informed about how things are progressing, the results that are occurring and whether the change program has met its objectives.
An organization’s intention when it decides to embark on a change program is usually to make improvements. It is, therefore, important that employees understand whether the change has had the desired effects and what is to be done if further work is needed.

 
Iv. Describe the importance of clear communication when changes are taking place 
Consider how important communication is, whatever your need for change. Whether you are streamlining processes, searching for ways to boost quality, or strategizing to increase market share or develop new products or services, you will need to get it done through and with other people. 
Change is successful when each individual understands the need for change and what they need to do. People ensure that change is successful, If people aren't on board or are unsure what to do then your best plans will fail  
Your communication goal is to create awareness of change but the importance of communication goes further than this. 
Effective communication helps people understand why change is necessary and supports them to confidently implement and sustain change.
Successful change emphasizes the need for two-way communication and actively encourages feedback. This feedback should come from formal and informal sources and can include social media and small group meetings.

Listening is one of the most important but least considered skills to obtain feedback in communication.
Good communication helps to eliminate people's fear of change and manage resistance to change that might emerge.
Many organizations simply telling staff about change and expecting them to get on with it.  One-way communication like this is often perceived negatively and can be a major contributor to resistance to change.

Understanding how your change management communication is received and understood is critical to the importance of communication during change.
v. Describe the types of support that staff may need when improvements are being implemented and how to provide such support. 
The type of support staff will need when improvements are being implemented is basically communication. Staff can get support through communication in the following ways
Training material which is consistent with the customer care message can also be produced to reinforce the quality message.
Notice Boards and Posters
It is also useful to provide notice boards, conveniently located around the company, where information relating to customer service and customer service activities can be displayed, either as separate boards or as part of overall staff notices.
News letter and news paper
It is often useful to develop a special newspaper or newsletter to communicate the progress of customer service initiatives in which the activities of the employees, together with achievements to date, can be communicated
Feedback
This can be done in both an informal and formal fashion, inviting comments on a one-to-one basis, holding discussion groups on the effectiveness of communication media and via formal questionnaires.


The development of material which imparts key messages as part of employees’ working lives is also a useful means of reminding members of staff about customer care. When a logo or slogan is developed for a customer service strategy this can successfully be applied to such items as:
 screensavers
 letterheads
 message pads
pens
 mugs
tee-shirts
Key rings.
These can be used in the employees’ workplace and act as useful reminders.


Case Study 

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? 
b. Based on the above information Develop a communication plan showing how the following groups will be informed about the changes in service quality 
 Employees 
 Stakeholders 
 External customer

The types of non verbal communication channel suited to convey the message to the staff will be the following
Training material: A training manual is a book or booklet of instructions, designed to improve the quality of a performed task 
Memos: It is a note, document or other communication that helps the memory by recording events or observations on a topic
Letters: 
Handbook : A handbook is a type of reference work, or other collection of instructions, that is intended to provide ready reference
Magazine
Newsletters : Newsletters are published by clubs, churches, societies, associations, and businesses—especially companies—to provide information of interest to members, customers, or employees
Email: Electronic mail is a method of exchanging digital messages between computer users







COMMUNICATION PLAN 
A communication informing Employees, Stakeholders and external customers about the changes in service quality 

	Audience
	Sender
	Key message
	Medium 
	Materials 
	Frequency 
	Comment 

	Employees 
	Management
	Screensavers, pens, t-shirt, mugs, key ring
	Visuals & verbal
	Printed slogans, posters, videos, emails, word of mouth
	Monthly 
	Engage employees at all levels

	Stakeholders
	Top Management
	Letter head, message pad, 
	Verbal & written 
	Speech , word of mouth, meetings, letters, briefings, Emails 
	Quarterly 
	Get feedback about changes.

	External Customers 
	CEO
	Mugs, letterhead, pens
	Written 
	Magazines, news letter, Emails, Letters, Handbook
	Monthly 
	Get feedback from customers about changes
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