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 Q.1. 



Discuss the appropriateness and effectiveness of different communication channels and tools within organizations. 

The following are the different types of communication:



 Oral Communication - can be either formal or informal. Generally, business communication

must be formal in the context of meetings, interviews, group discussions, speeches, etc. On the

other hand, an example of an informal business oral communication would be follow-up and

face-to-face interaction to clients.

 Written Communication- from the word itself, it includes all kinds of written instruments

such as memoranda, minutes of meetings, reports, manuals, etc.



To be able to effectively and clearly deliver the message across, certain principles must be applied. These

principles provide guidelines for the content and the style of delivery or presentation which must be

adapted to avoid the big problem of miscommunication. There are only seven C’s to remember such as

complete, concise, consideration, concrete, clear, courtesy, and correct.

1. Complete

Your business message is complete when it contains all facts the reader or listener needs for the reaction

you desire. As you strive for completeness, keep the following guidelines in mind:

a) Provide all necessary information - answering the five W’s helps make messages clear: who,

what, when, where and why.

b) Answer all the questions being asked and carefully extract the questions: some may even appear

buried within a paragraph. Locate them and answer them precisely.

c) Give something extra, when desirable - use your good judgment in offering additional material if

the sender’s message was incomplete.



2. Concise

A concise communication is saying what you have to say in the fewest possible words without sacrificing

the other C qualities. A concise message is complete without being wordy. To achieve conciseness,

observe the following suggestions:

a) Eliminate wordy expressions – use a single word in place of phrases. For example, use ‘now’

instead of ‘at this time’.

b) Include only relevant material - delete irrelevant words and rambling sentences.

c) Refrain from beating around the bush – unnecessary repetitions can lead to redundancy and

dullness.

3. Consideration

Consideration means preparing every message with the message receivers in mind;always try putting yourself into their shoe. The three specific ways to indicate consideration are:
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a) Focus on “you” attitude instead of “I” and “we” - using “you” does help project the “you”

attitude. However, do not overuse the word as it can also lead to a negative reaction.

b) Show the audience some benefits that will catch the interest in the receiver - readers may react

positively when benefits are shown to them.

c) Use euphemisms – Learn how to substitute some sensitive words with euphemisms that will have same meaning like “financially challenged” instead of saying poor.



4. Concrete

Concrete communication means being specific, definite, and vivid rather than vague and general

particularly when describing something and in giving directions.

Using denotative (direct, explicit, often dictionary-based) are highly encouraged rather than connotative words that have implied meaning such as idioms. The following guidelines should help you compose concrete yet convincing messages.

a) Use specific facts and figures - whenever possible, use an exact, precise statement or a figure in

place of a general word to make your message more concrete.

b) Put action in your verbs - active verbs help make your message more specific, personal, concise,

and emphatic.

c) Choose vivid, image-building words - business writing uses less figurative language than does theworld of fiction.



5. Clarity

Delivering the meaning of the message from your head into the head of your reader exactly is the

purpose of clarity.

a) Choose precise, concrete and familiar words – when the meaning of words is in doubt, use more

familiar words; audiences will understand them better.

b) Construct effective sentences and paragraphs – the important characteristics to consider are

length (between 17 and 20 word for an average sentence), unity, organization, coherence, and

emphasis (put main ideas up front within a sentence).



6. Courtesy

Knowing the profile of your audience allows you to use statements that will make them feel respected.

The following are the suggestions for generating a courteous tone:

a) Be sincerely tactful, thoughtful, and appreciative

b) Use expressions that show respect - omit irritating expressions and questionable humour.

c) Choose non-discriminatory expressions.



7 . Correct

Aside from the accuracy and truth in the content, correct technicalities must also be observed in a

business including proper grammar, punctuation marks, and spelling. Also, the message must be

grammatically perfect without compromising the quality and the meaning of the content by:
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a) Using the right level of language and avoid the use of jargons that will not be understood by

everyone.

b) Checking the accuracy of figures, facts, and words - a good check of your data is to have another

person read and comment on the validity of the material.

c) Not making paragraph-long sentences.





ii. How appropriate communication channels and tools should be selected within an organization? 



To be able to effectively and clearly deliver the message across, certain principles must be applied. These principles provide guidelines for the content and the style of delivery or presentation which must be adapted to avoid the big problem of miscommunication. There are only seven C’s to remember such as complete, concise, consideration, concrete, clear, courtesy, and correct.



1. Complete

Your business message is complete when it contains all facts the reader or listener needs for the reaction you desire. As you strive for completeness, keep the following guidelines in mind:

a) Provide all necessary information - answering the five W’s helps make messages clear: who,

what, when, where and why.

b) Answer all the questions being asked and carefully extract the questions: some may even appear

buried within a paragraph. Locate them and answer them precisely.

c) Give something extra, when desirable - use your good judgment in offering additional material if

the sender’s message was incomplete.



2. Concise

A concise communication is saying what you have to say in the fewest possible words without sacrificing the other C qualities. A concise message is complete without being wordy. To achieve conciseness, observe the following suggestions:

a) Eliminate wordy expressions – use a single word in place of phrases. For example, use ‘now’

instead of ‘at this time’.

b) Include only relevant material - delete irrelevant words and rambling sentences.

c) Refrain from beating around the bush – unnecessary repetitions can lead to redundancy and

dullness.



3. Consideration

Consideration means preparing every message with the message receivers in mind;always try putting

yourself into their shoe. The three specific ways to indicate consideration are:

a) Focus on “you” attitude instead of “I” and “we” - using “you” does help project the “you”

attitude. However, do not overuse the word as it can also lead to a negative reaction.

b) Show the audience some benefits that will catch the interest in the receiver - readers may react

positively when benefits are shown to them.









Name:Sajitha Kachery

Student ID: 2963

Assignment No.11

Page No:4



c) Use euphemisms – Learn how to substitute some sensitive words with euphemisms that will have same meaning like “financially challenged” instead of saying poor.



4. Concrete

Concrete communication means being specific, definite, and vivid rather than vague and general

particularly when describing something and in giving directions.

Using denotative (direct, explicit, often dictionary-based) are highly encouraged rather than connotative words that have implied meaning such as idioms. The following guidelines should help you compose concrete yet convincing messages.

a) Use specific facts and figures - whenever possible, use an exact, precise statement or a figure in

place of a general word to make your message more concrete.

b) Put action in your verbs - active verbs help make your message more specific, personal, concise,

and emphatic.

c) Choose vivid, image-building words - business writing uses less figurative language than does the world of fiction.



5. Clarity

Delivering the meaning of the message from your head into the head of your reader exactly is the

purpose of clarity.

a) Choose precise, concrete and familiar words – when the meaning of words is in doubt, use more

familiar words; audiences will understand them better.

b) Construct effective sentences and paragraphs – the important characteristics to consider are

length (between 17 and 20 word for an average sentence), unity, organization, coherence, and

emphasis (put main ideas up front within a sentence).



6. Courtesy

Knowing the profile of your audience allows you to use statements that will make them feel respected.

The following are the suggestions for generating a courteous tone:

a) Be sincerely tactful, thoughtful, and appreciative

b) Use expressions that show respect - omit irritating expressions and questionable humour.

c) Choose non-discriminatory expressions.



7 . Correct

Aside from the accuracy and truth in the content, correct technicalities must also be observed in a

business including proper grammar, punctuation marks, and spelling. Also, the message must be

grammatically perfect without compromising the quality and the meaning of the content by:

a) Using the right level of language and avoid the use of jargons that will not be understood by

everyone.

b) Checking the accuracy of figures, facts, and words - a good check of your data is to have another

person read and comment on the validity of the material.

c) Not making paragraph-long sentences.
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iii. What is report writing? Which type of statements these are? Which type of information they contain? 

A Business Report is a medium which conveys information in light of decision making. These are

statements that outline your objectives, your achieved targets, your upcoming strategies, your

aims…..everything.

Some reports might present the actual solution to solve a business problem while other reports might record past business information that is used toward future business planning. The traditional business reports such as business plans serve to communicate the nature of the business and its objectives, the business management model, the operational plans, and the perceived viability of the enterprise.

In order for the reader to have a clear understanding of why a report is written, the subject and purpose of the report must be expressly stated at the start or end. In generating a business report, the following steps should be considered:



· Determine the scope (purpose) of the report

· Consider the target audience (readers)

· Gather and organize the supporting information (research)

· Analyze and weigh the supporting information.

· Determine the solution,findings and recommendations ,

· Determine the report format



iv. What are the key points to remember when writing reports? 



In presenting information, an effective business report should be accurate and objective.



Accurate

Accuracy in a business report includes accurate information and accurate writing. Since the information in a business report is used to make decisions, inaccurate information can lead to inaccurate decisions.Therefore, make sure your facts are right!

The accuracy of any report depends upon the correctness of the data that was gathered to prepare it.Use reliable sources and be accurate in reporting all information. The accuracy of writing depends onaccurate writing mechanics (spelling, punctuation, and grammar) and accurate writing style.

To avoid writing style errors, use precise words and terms that are not likely to be misinterpreted by thereader. 
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Objectivity

In writing, objectivity means presenting material free from personal feelings or prejudice. You can

achieve objectivity through the following technique:

Make a distinction between facts and opinions - Limit the use of unsupported judgments

and inferences,

Report all pertinent information - Present both positive and negative aspects,

Use bias-free language - Avoid emotional terms, such as guaranteed, tremendous, etc,

Use impersonal style - Avoid interjecting a personal note, which might weaken a report by

making it seem merely a statement of one person’s opinion and belief, and

Uses of Graphics in Business Reports – graphics for comparisons or projections are

extremely effective.



v. Name three ways in which ICT has changed workplace communication. 



It’s no surprise that developments in technology has resulted in significant changes to the way we communicate. Communication is at the core of organisational efficiency, and technology has made significant changes to the way companies work too.

There are now a multitude of options to communicate with our peers, associates, teams, clients, and customers, from email to social media, instant messaging and more. These methods of communication have helped bring more efficiency and productivity to workplaces as they are faster, more direct and encourage greater collaboration.

Web conferencing or a simple Skype call can allow us to connect with peers overseas or interstate, and project management and workflow software allow real time interaction and updates, resulting in less face time requirements. Documents can be edited by multiple people, from various offices and in any country, and combining video with voice and screen sharing means that virtual communication has almost no limitations when compared to in-person communication. The days of lagging feeds and unstable lines are gone with the advent of high speed networks.

The developments to communication technologies have not only affected the way we interact, 

 but they are also having an impact on lifestyle. The fact that there are so many tools available for employers and employees to conduct business and manage work allocations has resulted in a large increase in the levels of flexibility offered by companies to their workforce. The mobile workforce has become a very real segment in the corporate world and experts predict that it will only continue to grow, until eventually the global workforce becomes mobile. This all comes as a result of technological developments in workplace communications.
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Case Study (10) 

David is 35-year old who is a foodservice manager at a casual dining restaurant. David is responsible for supervising and managing all employees in the back of the house. Employees working in the back of the house range in age from 16 to 55 years old. In addition, the employees come from diverse cultural and ethnic backgrounds. For many, English is not their primary language. 

Employees receive “on the job training” about food safety basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and sanitizing). But with high turnover of employees, training is often rushed and some new employees are put right into the job without training if it is a busy day. 

One day David comes to work and is rather upset even before he steps into the restaurant. Things haven’t been going well at home and he was lucky to rummage through some of the dirty laundry and find a relatively clean outfit to wear for work. He admits he needs a haircut and a good hand scrubbing, especially after working on his car last evening. When he walks into the kitchen he notices several trays of uncooked meat sitting out in the kitchen area. It appears these have been sitting at room temperature for quite some time. David is frustrated and doesn’t know what to do. He feels like he is beating his head against a brick wall when it comes to getting employees to practice food safety. 

David has taken many efforts to get employees to be safe in how they handle food. He has huge signs posted all over the kitchen with these words: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS ALWAYS AND OFTEN. All employees are given a thermometer when they start so that they can temp food. Hand sinks, soap, and paper towels are available for employees so that they are encouraged to wash their hands frequently. 

Questions: 

i. What are the communication challenges and barriers David faces? 

Employees David is managing come from diverse cultural and ethnic backgrounds. For many, English is not their primary language.  With high turnover of employees, training is often rushed and some new employees are put right into the job without training if it is a busy day. 



ii. David should be a role model for his staff? Are there any areas he should improve on himself? 

David should set example for hygiene and behavior expected from staff by displaying himself those in work place. He should avoid going to work place without proper grooming.
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     iii. What are some ways David might use effective communication as a motivator for employees     to follow safe food  handling practices?



He could put pictures showing impact not following food safety like people falling sick, which is more effective than words. He could motivate employees by rewarding for good work and having employee of the month schemes.
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