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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:


COMMUNICATION SKILLS

1. Empathy is the act of trying to fully understand what the other person saying. It is also refers to “walking in their shoes” It may not mean that you necessarily agree with what the other person is saying. It also calls for you not to use words like 
1.1 “yes is  true..’ or “I agree with”
1.2 Instead use words like “I hear what you are saying…” 
1.3 “I think you are saying..”
1.4 “I understand…”
These words make the other person feel like someone is paying attention to their needs.

2. To help remove the Barriers in communication, it is important to exercise Empathy and Reframing. To take moment to think before you answer and check your tone and body language in terms of Verbal and non verbal language
3. The importance of Body language and Voice for effective communication involves the greater percentage of your presentation which may build or destroy first impressions which people don’t forget. 
3.1  Make sure to have a pleasant Face and relaxed to show that you are comfortable with your role 
3.2 Remember to Smile even when on phone. The other person can sense a smile too
3.3  Maintain Eye contact without staring. Don’t blink a lot because this shows that you are nerves and have something to hide 
3.4  Your voice will tell what kind of attitude you have and the other person can tell if you are Irate and may cause them to be angrier. 3.4a Speak with a calm voice, soothing, Firm, and caring tone
3.4b Try silence
3.4c Be clear in your mind on what you want to say and achieve.
3.4d Rhythm and Speech is important. Include pauses show signs to be supportive of what is being said.
3.4e Ask questions that encourage the other person to talk so that we can get the other persons opinion and thus make it easy coming to the same conclusion with the other person.

4.  The difference between open and closed questions is that
4.1 Open questions leads to gathering more information about the other person and understanding what they need. This will enable
4.1a you to get opinions and ideas from others
4.1b Encourage other people to talk
4.1c help us determine if others have interpreted what we are saying correctly
4.1d helps us arrive at an agreement much more readily
Examples include 
i) What is your opinion?
ii) What would you do in my situation?
iii) Tell me more about…
4.2a Closed communication usually involves one word answer to confirm details discussed. This would include words like “Yes  or No” 
5.  basics of telephone Techniques would be to ready to answer the phone clearly with the correct tone  stating the Name of the company, Department and the person answering the phone and finish off by offering your help. 
5.1 Have a writing pad with you to write down immediately and not later 
5.2   Prepare to hear the name and if you miss it ask again and get the correct.
5.3  Repeat the name immediately in your next comment and use the name occasionally
5.4 Thank the person and use the name again as you part. 
5.5 Try not to Transfer the person on the call unless you cannot absolutely answer the question and if you do, make sure you are transferring them to the person who fully understands the company and will not transfer the caller to another.  Inform the caller and the one receiving the transferred call giving sufficient details to eliminate repetition. 
5.6 Do not put caller on hold without their consent, and if they refuse offer to call them back or keep the call open
5.7 Report back to caller with any progress being made
5.8 Thank them for waiting addressing them with the appropriate manner allowed and give them the feedback
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