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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:

1)

i) Empathy refers to a person’s ability to understand and share the feeling of another. Being empathetic during telephonic conversations is important as it ensures that you are providing your full attention to a caller, ensuring you are able to identify any issues at hand, in turn creating a productive and positive environment.

ii) Rephrasing helps express empathy as it reveals to the caller that you understand what they are saying. Some useful phrases that could be used when rephrasing information back to a caller include, “I hear that..”, or “I understand”.

iii) Communication can be defined by as the sending, receiving and understanding of messages. Some barriers for this include disinterest, noise and mood. There are a number of ways to remove these barriers. For instance, so as to not seem disinterested, a person can try rephrasing a question posed to them as this demonstrates that they have been listening and understand what has been asked. Similarly, a person can adapt their body language and tone of voice so as to not appear disinterested.

iv) Body language is incredibly important in communication. This is because a large amount of face-to-face communication occurs through body language. What someone is saying can be both emphasised and negated depending on their body language. For example, a relaxed face, as opposed to a strained one, will convey that a person is comfortable. In addition, a smile can show that someone is enjoying themselves as well as helping others relax which helps with communication.

v) There are a number of ways in which a person’s voice can be used to ensure communication between people is clear. This is because attitude tends to be projected through someone’s voice. As a result, when someone speaks with a calm, soothing or caring tone, their communication in general will be more relaxed. In turn, communication is easier understood and thus clearer.

vi) Open questions see a listener provided with the opportunity to explain themselves or describe how they feel about an issue. For example, “What would you do in my shoes?”. This will often see listeners offer their opinion of something which will encourage the participants of the conversation to reach a consensus quicker. Consequently, asking open questions makes it easier to build relationships as it provides information about someone’s wants and needs.

Conversely, closed questions can only be answered with a single word or two, sometimes even a yes or no. For example, “are you in the office today?”. This doesn’t allow the gathering of more information and tends to be used to begin the closing process in a conversation.

2)

a) The Telephone is an incredibly useful method of communication, and one that is used extensively in the world of business. As a result, it is important to be aware, and take steps to implement, a number of telephone techniques.

One important telephone technique is to speak in a calm, caring, but firm tone. This is because your attitude is projected through your voice. As a result, your communication will be more relaxed, pleasant and better understood. Understanding is essential when talking over the phone as it can often be difficult to understand someone you are having a telephone conversation with. Another telephone technique that can help with this is ensuring that the questions you ask are ‘open’. Open questions are those which allow the respondent the opportunity to explain themselves in more detail that a ‘closed’ question would not allow. Closed questions are those which can only be answered with a yes or no. For instance, “Have you had lunch?”. An example of an open question is, “What is your opinion on this?”. This allows the respondent to provide you with an expansive answer containing as much information as possible. This, in turn, will allow you to better understand a caller’s request or issue, setting you up to deal with it as effectively as possible.

In an office setting, telephone conversations often involve interaction with someone who wasn’t the intended recipient but someone who has answered in their absence. This can be caused by myriad reasons. For instance, the intended recipient may be in a meeting, out of office on annual leave or deep in conversation with a colleague. Consequently, the person who answered the call will likely have to implement one of the following three telephone techniques: placing a caller on hold; transferring the caller to the intended recipient; or taking a message to be passed on to the intended recipient. There are key aspects of each of these techniques to ensure that each is implemented effectively.

Putting callers on hold is likely the first technique implemented when you receive a call that was not intended for yourself. This is because it can allow you to ascertain if the intended recipient is available to take a phone call, or if they don’t wish to speak with the caller at that moment in time. When doing so it is important to ask their permission and explain why you are putting them on hold. It is also helpful to offer an estimation of how long it will be before you return to their call. For example, you might wish to say, “is it ok if I just put you on hole for a minute or two whilst I see if my colleague is available?”. When returning to the call, it is important to attract the caller’s attention as they may have been waiting long enough for their mind to wander off. This can be done by using their name or an expression. For example, “Thank you for holding, Mr Smith”.

If the person the caller is attempting to reach is available to take the call you will have to transfer the call to them. It is important to ensure that you explain to the caller that they are about to be transferred. This is so they are prepared. This is known as a ‘warm transfer’. An example of this is: “Hi Tom, I will transfer you to Joe now”.

b) Taking accurate and complete messages is important so as to avoid losing business. In order to avoid messages being relayed inaccurately or crucial information not being handed to the relevant person/persons, you should record the four following things: the name of the person the message needs to reach; the name of who is relaying the message and where they are calling from; the contact number of the whoever is calling; and the message itself. It is preferable to note it down this information on a notepad as the person calling is speaking. This will help ensure that the information that is being relayed to you is accurate. Were you to try and recall the information after the phone call has ended, there is every possibility that you will be unable to recall the information or ending up guessing, meaning the message would be inaccurate.

Furthermore, in order to effectively take accurate and complete messages it is important to verify the information that is being relayed. If you deem it necessary, spell names out phonetically. For example, you could politely ask, “to confirm, that is spelled S-a-r-a-h?”. This offers the caller the opportunity to correct you if wrong, allowing the message to be rectified and then passed on accurately.
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