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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. 
	1. Define empathy and its need in communication? (4)

Empathy is the ability to understand anothers feelings and see where they are coming from. It is essential because it helps the customer feel at ease as though one is in their shoes.

2. What helps to remove the barriers in communication? (3)
The two things that help eliminate communication barriers are empathy as it helps one understand where the customer is coming from and rephrasing as it gives one a chance to think of an appropriate response.

3. What is the importance of body language and voice for effective communication? (5)

Body Language and voice are important as they express / project how we feel to the customer. The tone of voice or volume could be interpreted as annoyance or complete disengagement which could annoy the customer. It is important to watch the speed and rhythm of one’s voice to make sure the customer feels like they are being listened to.

4. What is the difference between open and close questions. Explain using examples. (5)
Open questions creates room for other people to give their own opinions which helps in making decisions easier and quicker while close questions don’t give room for more information to be provided.

5. Discuss some basic telephonic Techniques
-always start the call with a greeting
-try to make the call easy for the caller by stating your name and the company as well so they don’t have to ask for clarification
- write down the persons name and use it while talking to them, this makes them feel a person touch with who they are talking to
-always ask for clarification 
-smile because the person can hear your smile
-end the call asking if the person needs anymore help.




Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Balogun O
	Date
	03-02-2017




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




