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Short Questions
i. A communication channel is the medium through which a message is sent and received. These can be through print or electronic media, along with interpersonal messages, also known as face-to-face communication. Each one has a different level of effectiveness for delivering its message.

Print is commonly used for sending memos, reports, newsletters and company manuals or policies and procedures. Electronic media is used for sending email, voicemail, video conferencing, instant messaging, Intranet postings and social media. Face to face communication is used for team meetings, social events, town hall meetings and speeches.

ii. Selecting the appropriate communication channel to deliver your message is important to effectively relay the contents, as the wrong choice can have unintended negative consequences.

Face to face communication is best used for delivering an emotionally charged message, as it allows the receivers to witness the sender’s facial expressions, listen to the tone of voice and observe body language. This is known as the richest form of communication and is the best method for delivering complex or difficult messages and resolving conflicts.

Electronic media can be used to deliver company announcements, for example a mass email sent to hundreds of employees across several countries or cities. It is a more impersonal method, but it is an efficient way to quickly disseminate information among a large number of people. Because the receiver is unable to read body language or facial expressions, the wording used must carefully convey the message. A written statement may come across very differently than one given verbally, as tone of voice and expression can let the audience know if a message is in jest or a serious statement.

Print media can be used for things like company manuals, policy and procedure documents, letters and internal memos. This format is best used for items that don’t require interaction, but the information needs to be communicated to a group. Receivers can then follow up via electronic or face to face channels if needed for further clarification.

iii. A business report is a professional and organized written document that conveys factual information about an organization. This type of report is used to facilitate decision making, analyze a problem, makes recommendations or suggestions for improving a business process or policy and outlines the pros and cons of following a particular course of action.

A report should have a clearly defined purpose, written with its intended audience in mind. The facts presented within it should be based on solid research to support its thesis, along with an analysis of the data or information provided. It should also include potential solutions to any issues that arise, with conclusions reached by the author and recommendations for moving forward.

iv. There are key points to remember when writing a business report. The information should be accurate and concise, free of any bias or personal feelings. The report should be objective and avoid the inclusion of opinions and unsupported information.

Reports should be written in a more formal style, without business or technical jargon that may be unfamiliar to the reader. Proper grammar and punctuation should be used and slang or colloquial terms should be avoided. 

A report should have an executive summary, including all key points with a purpose statement. The body of the report should contain the main findings and information relevant to the audience. 

If the report is lengthy, headings, sections, sub-sections and a detailed table of contents would be helpful to the reader. A conclusion to the report should be included to summarize your findings and then a section for recommendations should be added. The recommendations should be subjective and support arguments made within the report.

Graphs, tables, charts and other visual aids are often effective ways to relay information within a report, as they provide a snapshot view of the findings. They also provide a good way to compare and contrast information, e.g. increases or decreases in sales and market share growth, and help to visualize data and comprehend statistics.

v. ICT (Information and Communications Technology) has had a massive impact on the way information is communicated in the workplace. In offices as recently as 20 years ago, most communication was done through a more formal network and came from the highest level of office hierarchy, such as the company president or a similar executive. These included memos, newsletters and policies that were created on a typewriter, hand delivered to employees and provided in hard copy format. Meetings were always done in person and there was little reliance on technology or electronic gadgets to conduct business, largely because such products did not yet exist.

In the modern office, information is disseminated at all levels of the hierarchy, as companies move to a flatter organizational structure that is less rigid than in the past. This means that information can come from multiple sources and channels and is more than likely provided in an electronic format. 

Here are some examples that are commonplace in today’s workplace.

1. Proliferation of cell phones: In many offices, it is the norm for all employees to have a company cellphone for business use. This means that employees are continually expected to be available to their employer at all times, even if it infringes on their weekends and family time. The expectation, either implicit or implied, is that an employee with a cell phone will be able to take calls, craft and respond to emails, and essentially still be “working” at any time of day. In the past, when the workday was over, employees left at 5:00 pm and unless something catastrophic happened, were not going to be phoned at home after hours.

2. Video conferencing and webcasts: In the past, offices with staff spread out over multiple cities had to make special travel arrangements for them to attend out of town meetings, in order for them to all be present in one room. Now, an office can easily connect staff from multiple locations, cities and even countries, with videoconferencing or webcast capabilities. This eliminates the need to devote an entire day to travel to and from a meeting location, saves money on the expense of travel, and allows attendees to still feel as though they are active participants in a meeting, no matter where they are physically located. 

3. Email: In the modern office, email is an essential business tool to conduct daily business and connect with both internal and external customers. Sending an email is the fastest and easiest way to contact someone and receive an immediate reply. Previously, an employee would write a letter, mail it to someone and then wait for a reply in return. This could potentially take 1 to 2 weeks. This resulted in time wasted and potentially, loss of revenue or productivity, depending on the information it contained.

Now, information is sent and received immediately through email, which results in faster turn-around time for responses and the ability to move onto the next project in a more timely fashion.
Case Study/Activity 
1. The communication challenges David faces include working with a diverse range of staff, not only in age, but in cultural identities and language capabilities. This means that not everyone will be operating at the same level of understanding. For the younger employees, this may be the first job they’ve ever had and will be unsure of expectations and norms in the workforce. For those with varying levels of English language skills, the instructions provided by David may not be as clear as he thinks they are. David may be operating on the assumption that they should just “know” what to do, even without a thorough explanation or training provided to them.

2. David can serve as a better role model to his staff by clearly demonstrating the values he wants them to embody. It sounds like he has some personal issues going on his life at home and as a result, he is coming into work looking sloppy and not particularly clean. If he is going to emphasize cleanliness and the importance of handwashing, then he needs to project those same qualities and lead by example. He should not be coming into work wearing rumpled clothes, with hands covered in car grease and oil. This sounds unhygienic and could pose a health risk if the oil is not fully removed from his hands before he starts handling any food.

3. David needs to improve his communication skills with his staff, which could also serve to motivate them to perform at a higher level. David should look at what it is he wants to communicate with his staff: what is it he wants them to know and what would be a good way to get this message across?

Due to the high turnover of staff, he should not simply rely on them having “on the job” training. He or the restaurant should create a standard operating manual that each employee is required to read once they are hired. If necessary, it should be written in the language most commonly spoken among the group of staff (he would need to find that out beforehand) and have the manual contain internationally accepted symbols or diagrams, like the ones from AIGA, to convey information across language lines or barriers. 

David should regularly meet with his staff and make himself available to answer questions and ensure they understand what is being asked of them. He should be able to clearly explain why they need to keep hot food hot, cold food cold, etc. without pointing to a sign and expecting them to automatically understand the language or reason behind it.

He should also be willing to listen to their concerns and communicate with interest and compassion. It sounds like he doesn’t really pay attention to the staff or ask them for any input. By giving them a forum to ask questions and provide them hands on demonstrations, he can explain why they need to do the things he is asking and the potential health hazards if they don’t follow these procedures.

[bookmark: _GoBack]David should ensure he is providing clear and concise instructions, using simple language and encourage his staff to provide their opinions. For all he knows, they may have another or better way to do things that he hasn’t considered. He could also ask them to share their knowledge amongst each other and provide that to newer staff members as they join.  
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