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The completed assignment are as follows:
Q.1. Short Questions:   
i. Discuss the appropriateness and effectiveness of different communication channels and tools within organizations. 
Business communication defines most organizations, resulting in effective marketing campaigns, productive interpersonal relationships among co-workers and successful customer service resolutions. 
There are two types of communicating channels. 
1. Oral Communication.
The ability to communicate information (ideas, thoughts, opinions and updates) in a clear manner verbally. Verbal communication in the workplace is also concise and specific. Verbal communication allows employees to engage with one another in-person and come to a mutually agreeable consensus.
2. Written Communication.
Using specific data and examples in written communication to make a solid case, and communicating proposed action items. Written communication for business should be brief but informative, and helps an audience focus on only the most important points. Good written communication also includes adequate follow-up, which closes the communication loop and shows proactive activity towards goals

To be able to effectively and clearly deliver the message across, certain principles must be applied. There are basically seven “C’s” guidelines to remember such as:
1. Complete: The message delivered should not be incomplete. It should be supported by facts and observations. It should be well planned and organized. No assumptions should be made by the receiver.
2. Concise: The message should be concise. It should not include any unnecessary details. It should be short and complete.
3. Consideration: Nonverbal communication should match the message delivered with the verbal or written communication. A non-verbal cue can cause the message to be unclear or can even contradict the message. Message send across must be considerate the understanding of the listener.
4. Concrete: Concreteness means being specific, definite and vivid rather than vague and general. The message must be concrete or exact so that the receiver can read it easily or hear clearly. Anything interfering the information should be avoided. There might be fairness, openness and straightness in communication the message with the intended parties.
5. Clarity: The message to be delivered must be clear in the mind of sender. The person to whom it is targeted and the aim of the message should be clear in the mind of the sender.
6. Courtesy: The tone must be audible to each and every participant to create the desired impact and for others to look up to you. Make sure that the individual sitting on the last bench is also able to hear you properly for him to give his best. Don’t speak too low or shout. Never rush. Speak slowly and clearly what you expect your fellow workers to do. Make your speech interesting.

7. Correct: Any incorrect or partial Business Communication or message may lead the receiver misinterpret the message. Before transmitting any message, the transmitter might be sure that it contains correct facts, it is transmitted at the correct time and it is of correct style. Any mistake in the subject matter of Business Communication not only creates confusion in the mind of the receiver but also in signifies the objectives of Business Communication.

ii. How appropriate communication channels and tools should be selected within an organization? 
Communication channels are the means through which people in an organization communicate. Thought must be given to what channels are used to complete various tasks, because using an inappropriate channel for a task or interaction can lead to negative consequences. Complex messages require richer channels of communication that facilitate interaction to ensure clarity.
Face-to-Face
Face-to-face or personal communication is one of the richest channels of communication that can be used within an organization. This is the best channel to use for complex or emotionally charged messages, because it allows for interaction between speaker and recipients to clarify ambiguity. A speaker can evaluate whether an audience has received his message as intended and ask or answer follow-up questions.

Broadcast Media
TV, radio and loud speakers all fall within the broadcast media communication channel. These types of media should be used when addressing a mass audience. Businesses seeking to notify customers of a new product may advertise or do promotions using a broadcast channel. Similarly, a CEO may do a global company address by having a television feed broadcast across global sites. 

Mobile
A mobile communication channel should be used when a private or more complex message needs to be relayed to an individual or small group. A mobile channel allows for an interactive exchange and gives the recipient the added benefit of interpreting the speaker's tone along with the message. Some within an organization may opt to use this channel versus a face-to-face channel to save on the time and effort it would take to coordinate a face-to-face meeting.

Electronic
Electronic communication channels encompass email, Internet, intranet and social media platforms. This channel can be used for one-on-one, group or mass communication. It is a less personal method of communication but more efficient. When using this channel, care must be taken to craft messages with clarity and to avoid the use of sarcasm and innuendo unless the message specifically calls for it.

Written
Written communication should be used when a message that does not require interaction needs to be communicated to an employee or group. Policies, letters, memos, manuals, notices and announcements are all messages that work well for this channel. Recipients may follow up through an electronic or face-to-face channel if questions arise about a written message.

iii. What is report writing? Which type of statements these are? Which type of information they contain? 
A report can be defined as a testimonial or account of some happening. It is purely based on observation and analysis. A report gives an explanation of any circumstance. In today’s corporate world, reports play a crucial role. They are a strong base for planning and control in an organization, i.e., reports give information which can be utilized by the management team in an organization for making plans and for solving complex issues in the organization.

A report discusses a problem in detail. It brings significant and reliable information to the limelight of top management in an organization. Hence, based on such information, the management can make strong decisions. Reports are required for judging the performances of various departments in an organization.

iv. What are the key points to remember when writing reports? 

The key points when writing reports are as follows-
· Know your objective, i.e., be focused.
· Analyse the niche audience, i.e., make an analysis of the target audience, the purpose for which audience requires the report, kind of data audience is looking for in the report, the implications of report reading, etc.
· Decide the length of report.
· Disclose correct and true information in a report.
· Discuss all sides of the problem reasonably and impartially. Include all relevant facts in a report.
· Concentrate on the report structure and matter. Pre-decide the report writing style. Use vivid structure of sentences.
· The report should be neatly presented and should be carefully documented.
· Highlight and recap the main message in a report.
· Encourage feedback on the report from the critics. The feedback, if negative, might be useful if properly supported with reasons by the critics. The report can be modified based on such feedback.
· Use graphs, pie-charts, etc. to show the numerical data records.

v. Name three ways in which ICT has changed workplace communication. 
1. Quality
The huge amount of knowledge accessible by a click of the mouse has helped improve the quality of communication. Translating a text from an unfamiliar language to a familiar language, seeking out the meaning of an unknown word, and getting follow-up information on an unfamiliar concept are all possible thanks to the internet.
2. Accessibility
The answer to the question of how technology has changed communication is incomplete without a mention of technology's role in the democratization of communication systems. Technology has brought down the costs of communication significantly and improved people’s access.
3. Speed and Costs
The most significant impact of technology on communication is the spread of the Internet and the possibility of sending emails and chatting. Computers and the Internet have made the process of creating and editing documents and applying features such as spell check and grammar check automatically easy and natural. Email let us send documents to any part of the globe within seconds, making telegrams and even ordinary letters mostly obsolete. The Internet has thus increased the speed of communications manifold, and reduced the costs drastically.

Case Study                                                                                                                                                                                                                                                     
David is 35-year old who is a foodservice manager at a casual dining restaurant. David is responsible for supervising and managing all employees in the back of the house. Employees working in the back of the house range in age from 16 to 55 years old. In addition, the employees come from diverse cultural and ethnic backgrounds. For many, English is not their primary language. 
Employees receive “on the job training” about food safety basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and sanitizing). But with high turnover of employees, training is often rushed and some new employees are put right into the job without training if it is a busy day. 
[bookmark: _GoBack]One day David comes to work and is rather upset even before he steps into the restaurant. Things haven’t been going well at home and he was lucky to rummage through some of the dirty laundry and find a relatively clean outfit to wear for work. He admits he needs a haircut and a good hand scrubbing, especially after working on his car last evening. When he walks into the kitchen he notices several trays of uncooked meat sitting out in the kitchen area. It appears these have been sitting at room temperature for quite some time. David is frustrated and doesn’t know what to do. He feels like he is beating his head against a brick wall when it comes to getting employees to practice food safety. 
David has taken many efforts to get employees to be safe in how they handle food. He has huge signs posted all over the kitchen with these words: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS ALWAYS AND OFTEN. All employees are given a thermometer when they start so that they can temp food. Hand sinks, soap, and paper towels are available for employees so that they are encouraged to wash their hands frequently. 

Questions:   
i. What are the communication challenges and barriers David faces?   
The main challenges for David are summarised as follow:
· The age group barriers: With the employees aging from 16 to 55 years old, he is definitely needs to  break the barrier of communicating with the staff.  Younger workers are more likely to use instant messaging, texting, social networking and other digital formats to communicate. The older staff are more likely to stay in the one job longer and may be more dependable, more reliable but they are quite stubborn, so David needs to be more persuasive to get the job done. 
· Language barriers: Many staff, English is not their primary language. It can be overcome by providing training and tutoring. 



ii. David should be a role model for his staff? Are there any areas he should improve on himself?   
Self-discipline is the number one trait that David is facing and it need to improve to accomplish his goals. Therefore, David need to put himself as a role model for his staff by punctual to work, clean outfit, personal hygiene and importantly food safety. Establishing work habit, if a certain behavior becomes part of an employee’s daily routine, such as always washing hands before donning gloves, this behavior will soon be performed automatically, becoming a habit. Further, David can delegate empower senior co-workers to coach and remind the junior staff about food safety practices. Through these actions, the work place culture evolves to the point where it is commonly understood that “this is the way we do things here.” A working culture will be established.
David need to improve the effectiveness of the communication so that staff can understand the goal intuitively and effortlessly and absorbing the messages clearly. Nevertheless set himself a compulsory staff orientation for new intake employee.

iii. What are some ways David might use effective communication as a motivator for employees to follow safe food handling practices?  
· SOP: Standard Operation Procedure need to be implemented and to cover major daily safe food handling practices and operating guidelines as following table:
	Handwashing
	Food handlers should wash their hands frequently. For example, they should wash their hands after they use the restroom, before preparing food, and after they have handled raw meat or poultry.

	Cross contamination
prevention
	Cross contamination from raw meat and poultry to other types of food should be
prevented. Table tops, equipment, and utensils should be washed, rinsed, and sanitized after they have come into contact with raw meat and before they are used for anything
else

	Glove use
	To minimize hand-food contact, gloves should be worn when handling ready-to-eat food or raw food with your hands.

	Determining
food doneness
	When cooking raw meat or poultry, a thermometer should be used to check that these foods have reached recommended temperatures at the end of the cooking process.

	Holding
	Hot foods should be held at xxx degrees or above, and cold foods should be held at xx degrees or below. Additionally, the temperatures of held food should be checked periodically to ensure that the foods are being held at safe temperatures.

	Cooling
	Hot foods should be cooled from 140 degrees to xx degrees within two hours and from xx degrees to xx degrees within four hours. The temperatures of cooling food should be checked periodically to ensure that the foods are being held at safe temperatures.

	Reheating
	Reheated food (food that has been previously cooked in the establishment and is being
reheated for service) should be reheated to xxx degrees or higher. The temperature of
reheated food should be checked at the end of the reheating process to ensure that the
food reaches xxx degrees. 



		
 Daily Operational Checklist:
	STAFF DISCIPLINE/APPEARANCE:
	Check
	Remarks

	a. Hair must be neat & tidy
	
	

	b. Uniform clean & neatly pressed
	
	

	c. Hand Phone – No h/p allowed
	
	

	d. Ladies with lipstick on but no excessive makeup & Perfumes
	
	

	e. Name tag on
	
	

	
	
	

	JOB ATTITUDE & BEHAVIOR:
	Check
	Remarks

	a. Attendance & Punctuality
	
	

	b. Team Work & Cooperation
	
	

	c. Conduct & Discipline
	
	

	d. Responsibility & Commitment
	
	

	
	
	



		
•	Rewards: The yearly staff performance appraisal is being appraised 
based on how well the staff follow the daily SOP & DOC so that a reward or salary increment take place. Financial incentives to employees excel in food safety and discipline. 
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