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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. Empathy is the ability to understand and share the feelings of another and at its simplest, awareness of the feelings and emotions of other people.  When you have empathy, it means you can understand what a person is feeling in a given moment and understand why other people’s actions made sense to them.  Empathy helps us to communicate our ideas in a way that makes sense to others and it helps us understand others when they communicate with us.

2. The following methods help to remove the barriers in communication:

· Have clarity in your thoughts: you should be very clear about your objective and what you wish to convey;

· Understand the needs of your audience.  You should be emotive and sensitive towards the needs of your receiver.

· Communication is more than just sending and receiving messages; it is about understanding those messages.  There are a lot of things that can get in the way of understanding a message, such as:

· Noise
· Language
· Culture
· Disinterest
· Experience
· Education
· Emotion
· Vocabulary
· Mood

· Rephrasing/reframing. This is a technique that will give you an opportunity to think of your response.  It also allows you to demonstrate that you 
understand while putting it into words that you can relate to.  Rephrasing gives you:

· a chance to empathize with the concerns;
· an opportunity to show the person that you understand the concern;
· a moment to think of an appropriate response;

It is also important to check that the other person is satisfied with your level of understanding or your explanation.  Your ability to empathise will play an important role in your overall communication skills and the ability to foster a positive and productive environment.

Simply express your empathy by rephrasing the key topic of the person’s statement and some phrases you may use include:

· “I hear ….”
· “I understand ….”
· “I think you’re saying…..”

Avoid phrases like “I agree” or “Yes, that’s true” and do not reinforce a concern, either.

· Empathy:  Make a conscious decision to try to understand.  Empathy is often discussed as taking off your own shoes to walk in someone else’s.  This helps you to understand where they are coming from and to set aside your judgments or biases in order to give your full attention to the other person.

· Remember the saying: We have two ears and one mouth so we can listen twice as much as we talk.

3. It is important to recognize that it is our non-verbal communication (that is, body language) our facial expressions, gestures, eye contact, posture and tone of voice – that speak the loudest.  Body language, posture and distance provide important information to supplement words or verbal communication.  They are a crucial addition to the overall message.  The full picture also includes facial expressions, eye contact and voice.  Successful communication is made up of three parts: the words you use, your tone of voice and your body language.  A tone of voice is an expression of a company’s values and way of thinking.  Body language is the process of communicating nonverbally through body movements and gestures.  Positive body language can be defined as these nonverbal movements and gestures that are communicating interest, enthusiasm and positive reactions to what someone else is saying.  The tone of your voice can have a particular quality, way of sounding, modulation or intonation of the voice as expressive of some meaning, feeling, spirit, etc. The tone of your voice can be an accent peculiar to a person, people, locality, etc or simply a characteristic mode of sounding words in speech.  Eye contact needs to be steady and confident when speaking to people as it is important that people see you are being genuine and honest. Also, if you appear nervous, you will tend to blink more frequently which can make it look like you have something to hide.  Try to relax so that you blink at a more normal rate. To stare someone down means to pressure another individual to capitulate or back down by staring. However, do look at them. Smiling also helps and assists people to relax.  Facial expression needs to be pleasant, or neutral.  The face should be relaxed instead of tense to convey that you are comfortable and content with your role.  The overall message needs to be welcoming, confident and comfortable.  Even if you are incredibly busy, your body language should show that you are interested and focused on this conversation with this person at this time.  Leaning into the conversation, avoiding distractions such as phone calls or people at the door, controlling nervousness, all convey positive message through your body language.  Your attitude is projected through your voice as well as your body language so ensure that your body language always says, “I’m here to help as best I can”.

4. Open questions are those beginning with the words “what”, “which”, “why”, “when”, “where”, “who” and “how”.  Closed questions are those that invite only a “yes” or “no” answer or with a single word or two.  Open questions give us more information because:

· They encourage other people to talk;
· We get opinions and ideas from others;
· They can help and assist us in determining if people have interpreted what we say correctly;
· They can help us arrive at consensus much more readily.

Good open questions include:

· “What is your opinion?”
· “How do you think we should solve the problem?”
· “What would you do in my shoes?”
· “Tell me more about ….”



NOTE:  Questions beginning with “why” need to be treated carefully as all too often these questions can sound like accusations and the listener immediately becomes defensive.


5. Basic telephone techniques:

· One of the most important points about telephone communication is your tone.  When it came to discussing emotions, only 7% of the speaker’s message was communicated by words, and that tone of voice was responsible for about 38% of the meaning, and body language was responsible for about 55%.  The words themselves have only a very small part in conveying meaning.

· Your initial greeting should identify the organization, the department, yourself and the offer to help.  Try to make the telephone experience easy for your caller.

· All customers are important and they are our reason for working where we do.  However, each individual customer craves to have their uniqueness recognized and acknowledged in the process of being served.  As a member of the team, you can appreciate each customer’s importance by knowing and using their name – personalizing the service you offer.

· Addressing a person – should you call a person Mr., Ms., or Mrs., or use their first name?   This depends on the company and whether you have spoken to this person before.  Usually it is best to use caution and use “Mr.” or “Ms.” until the customer says otherwise.  Remember that the expectation may be different, depending on your industry.  Be aware of what is appropriate and endorsed within your company.

· Your telephone voice:

· Speak at the right volume, neither too loudly nor too softly
· Don’t talk too quickly
· Use a pleasant, friendly tone
· Speak clearly and pronounce your words carefully
· Last but not least, smile!  Customers can hear a smile through the phone.

· Your listening ear: never interrupt.  Wait to be sure your caller is finished before you start to talk.  However, do not hesitate to ask your customer to repeat anything you do not understand.  You, in turn, should repeat important information that is given to you, such as numbers, spelling of words, important names, cities and streets.  Listen for the caller’s mood to try to determine not only what they are saying, but how they feel about it.

· Format for closing: if necessary, summarise the main ideas of your call by confirming the details discussed or any follow-up actions promised.  Rather than just saying, “Goodbye”, try to close with a friendly courteous phrase such as:

· “Is there anything else I can do for you?”
· “It was nice talking to you”
· “Thank you for calling”
· “Thanks for your help”

· Tips and tricks – do’s and don’t’s:

	
Do Say ….
	
Don’t Say …


	
He’s not in his office at the moment.
	
He hasn’t come in yet

	She’s away from her desk at the moment.
	She’s on her coffee break

	He’s out of the office until tomorrow.
	He left early today.

	She’s not in the office today.
	She’s sick today.

	He’s out of the office for the next two weeks.
	He’s on holiday for the next two weeks.




· Sentences that damage your image or lose goodwill:

· I can’t put your call through unless I can say who is calling”.
· I don’t have anything to do with your problem”.
· “He’s busy.  Would you call him back?”
· “I’m working with someone right now.  Could you call back?”
· “There’s nothing I can do about it – that’s our policy”.
· “We might have it but I don’t know for sure”.
· “We are getting ready to go home.  Would you call back in the morning?”
· “I just came in. Could you call back in 15 minutes?”

· Remembering and using these telephone techniques will help you to give the same exceptional service on the telephone as you would give customers and clients in person.
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