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i. Explain how the following range of communication methods are used by personnel at an event:

a) Verbal

Answer: Verbal communication are used by the Event Planner basically to communicate with clients, customers and suppliers at events

It is also used in communicating with team-members in the course of the event. It is one of the most effective ways of communicating as it is direct and straight, thereby ensuring that what is being communicated is well received without any fear of misunderstanding what was being communicated. This method involves the usage of words of mouth to pass message across to the intended recipient.
b) Non-verbal

Answer: Non-verbal method of communication involves the usage of body language, gestures, eye-contact, postures and signs to pass messages across to the intended recipient. It is a method of communicating without words and the method most of the time compliments the verbal communication method. Event planner often uses this communication type in situations where words of mouth is not feasible or when information is needed to be passed among the staff during an event without letting guests or client aware of what was being said.

c) Written

Answer: Written communication include letters, e-mail, fax and any other form of correspondences. It is the more official method of communication and it is more legal than either verbal or non-verbal. It is best used between clients and the Event Planner/Manager or between event planner and other service providers. It is used during an event for official correspondence that requires documentation.
d) Electric/electronic
Answer: This include telephone, walkie-talkies, radio, PA system, SMS and messages, using social media such as Whatsapp, Facebook, etc. It is used to disseminate information to a larger number of people during an event. It ensures the accuracy of the message as well as speed of delivery.

ii. Describe 2 potential barriers to communication at an event and how those

barriers can be overcome.

Answer: 

Language barrier: Differences in language can hinder effective communication during an event. For verbal communication to be effective, all the parties involved must understand the language of communication. There could be breakdown in communication if the language is not by all parties involved in the event process.

How to overcome it: Both the planners and the client must ensure that the language chosen for correspondence and communication is understood by all at least to a reasonable extent. This must be sorted out at the initial stage of the planning process to ensure a smooth and effective relationship.

Physical Barrier: It’s difficult to talk over the phone or over digital means like messaging and email because a large amount of the context can be lost, since the other person can’t see the body language or hear the tone of the voice and inflections. When the sub-verbal communication is lost and the planners have to rely exactly on the precise meanings of words, many people mistake the overarching message. Physical communication barriers can be some of the worst, as many people rely on the body language and context of the words to put meaning to them, without realizing it.
How to overcome it: If a lot of email or digital messages are sent, the planner must ensure to be surgical in his/her word choice. Choosing the correct words and stamping out ambiguity is the only step to making communication without the person being with the planner more effective.
iii. What is the difference between “inter-professional communication “and

“public information and communication”?

Answer: 

Inter-professional communication occurs when professionals, in this case planners/managers communicate with each other and team members, in an open, collaborative and responsible manner. It helps to build trust amongst the personnel involved. This type of communication is professional-based and is not meant for the general public or the client as the case may be.

Public information and communication, on the other hand, are the type of communication or information available for public consumption. It includes general information that is easily accessible by members of the public (for event planning it includes targeted audience, clients and guests etc). It might originate from the event planner/manager to the public or vice versa.

iv. Explain what is meant by customer service.

Answer: Customer service in the context of event management refers to all the activities provided by the service provider (in this case event planner/manager) before, during and after an event. It describes the culture of the organization as an organisation is best rated by the quality and frequency of services it provides to its clients.
An event managing outfit that values good customer service may spend more in training its employees than the average organization, or may proactively interview customers for feedback because the quality of the customer service has an overwhelming impact on the rate of patronage an organisation enjoys.

v. Why good customer service is essential for every event?

Answer:

A good customer service is essential for every event because it is one of the benchmarks of measuring the success or otherwise of an event. It is also a verifiable tool used in determining the continuous patronage or not of the service provider (event manager)  as the quality and performance of the services provided during an event will determine whether a client will continue to patronize the provider or not. A good customer service also helps in promoting and publicizing the organisation by way of referrals.

vi. Identify a potential problem customer problem that personnel may face at an

event and explain how that problem can be overcome?

Answer: 

One of the major customer problem personnel may face at an event is over attendance i.e. the issue of number of attendees being more than budgeted for especially at events that are not strictly by invitation.

To overcome this problem, the planner must ensure that he has a thorough understanding with the client with regards to the number of attendees that will be catered for during the planning process. There may also be an agreement regarding provisions for extras which must be included in the budget also during the planning stage.

vii. Outline the customer service skills required by an event planner/ coordinator.

Answer:

Organized: A good event planner/coordinator must be a very coordinated and organized person. He should be thorough in record keeping and ensures he has the necessary information handy. 

Detail-Oriented: A good event planner/coordinator must pay attention to details. He/she must have a keen eye and be able to access situations as quickly as possible.
Good Negotiator: He or she must be a good negotiator. He must not be one that gives prices at his or her detriments just because of winning the bid.

Engaging Personality: He/she must be friendly and with good human relations. He/she must have an engaging personality and a warm disposition that keeps customers coming back.

Eye for Design: A good planner must be innovative, creative, classy and design-oriented. 
Energetic: A good planner must not be lazy as event planning requires a lot of energy. He must be able to work at optimum rate and be committed to meeting deadlines.

Solutions-Oriented: The unexpected often occurs during an event so a good planner must be solution-oriented. He/s he must be able to adapt as fast as possible and offer solutions to problems as fast as they come.

Motivated: A good planner/coordinator must be self or easily motivated. He/she must have passion for the work and ensure that he/she enjoys what he/she is doing. 
Resilient: He/she must be resilient and dogged. One of the qualities of a good planner is not giving up easily. He/she must be one that is not easily discouraged by situations or circumstances. He must be able to withstand pressure as this is one of the hallmark of the job. come up with new ideas and plans. Your resiliency will often be tested; you must withstand the storms in order to stay in the profession.

viii. Which type of special facilities should be provided for people with special needs and how they are planned?

Answer: For people with special needs, especially the disabled, there should be a provision of disability access to event venue as well as disability parking at the parking facilities. Provisions should also be made for special needs washrooms. There should also be special seating arrangement for people with special needs. 
Also, for people allergic to certain food, information regarding each food offered must be available indicating the ingredients if possible. 

Q.2. Write short notes on the use of the followings: 

a) Radio communication

Answer: Radio is an important medium for general operational requirements and a prime medium for responding to emergencies especially during an event.

Depending on the size of the event, there can be many radio sets and networks operating simultaneously on site. Planners/coordinators should inform contractors of the frequencies that are available, before they hire radios. The network coordinator can collect information on all proposed frequencies and consult with the Radio-communications Agency and local emergency

services.

b) Telephone equipment

Answer: Field telephone networks (or internal telephone networks in a venue such as a sports stadium or arena) provide vital links between on-site communication controls and other key points around the venue. Cell phones are widely used and provide extra communication options. 

However, they should not be relied upon for important links and especially not used for emergency communication.

Event planners/coordinator should provide external lines for immediate telephone contact between the venue control points and emergency services control rooms off site.

c) CCTV

Anwer: A valuable safety and security tool is CCTV which can assist crowd management during an event. The CCTV images can greatly enhance the potential to identify problems in a crowd resulting from surges, sways, excessive densities or public disorder.

d) Alarms

Answer: Audible alarms are useful alerting devices. The activation of an audible alarm will most often need to be followed by an explanation about what to do, or simply information that it has been a false alarm.

e) PA Systems

Answer: Public Address (PA) systems are a vital channel of communication with the audience. Output should be clear and intelligible for everyone of normal hearing in all parts of the venue, including people in the immediate surrounds.

The planner must ensure that the PA announcer has a good view over as much of the venue as possible and good communication links with control points. In the event of a major incident, override facilities must allow announcements to be made over the PA system without interference from other sound sources.

f) Screens, Score boards

Answer: Video screens and scoreboards are a useful communication channel for putting out public announcements. They can provide information without interruption to a performance. For urgent public announcements, however, they can reinforce the message and give information to those who have hearing difficulties.

g) Loud hailers

Answer: Event planners/coordinators should provide loud hailers at strategic points in the venue for use by stewards and police for urgent communication and as a back-up in case the PA system fails. Train workers how to use them and where they are located. They should ensure that batteries are kept fully charged.

