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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. Give short answers for the following questions: 

I. What is the importance of effective communication in an organisation? 

Effective communication is the foundation of any organisation for internal and external customers. The quality of service provided can’t take place without effective communication.  Effective communication is a two-way street as the employees and customers alike must have their views heard. Hence listening and being allowed to ask questions from the employees to the management is essential for the success for the service strategy. Listening plays an important part of the service philosophy and not just for the front line staff, but for the management too. 

II. When developing a communication plan which factors would be considered? 

· The objectives of the communications.

· Target audience and their location.

· The budget for the communication.

· The level of understanding of the audience.

· The current communication channels and hoe effective are they.

III. Explain the importance of careful planning when introducing change. 

People are resistant to change, so careful planning is essential. Hence communication is vital as the employees will require convincing and create the awareness that change is required. 

IV. Describe the importance of clear communication when changes are taking place. 

A clear line of communication is vital when changes will be introduced. This must be maintained throughout the process of the service philosophy. Not enough information could de-motivate the staff and too much could also confuse them. 

V. Describe the types of support that staff may need when improvements are being implemented and how to provide such support. 

· The Intranet is a prime example where staff members can share their knowledge and experiences of the service philosophy. 

· A well presented training pack will have a positive influence on the staff member and encourage them gain the knowledge that they need.

· Feedback is vital and should be a two-way street where the manager can give and listen to what the employee has to say and vice versa.

Case Study  

The IT division is a critical part to the smooth running of the CTC Electronics. Following the roll out of some new systems and plans for further change the business identified the need to develop those on the front line providing technical support in dealing with customer queries or frustrations. The company is now ready to employ the new upgraded system. 

Based on above answer the following questions: 

a. Which types of non verbal communication channels are more suitable to convey their message to the staff? 

· DVD / Video

· Email

· Intranet

· Leaflets

b. Based on the above information Develop a communication plan showing how the following groups will be informed about the changes in service quality 

· Employees 

Employees are the front line staff, so it’s vital they get the training and support required.  DVD, intranet and leaflet would enable to get the message across to the employees regarding the changes. Having professionally presented forms of communication is important to encourage the staff member to accept the changes.  Extra training support material should be made available on the Intranet. It will also give the staff member the opportunity to read and post comments on the training. Keep staff motivated will be essential to the success of the service philosophy. 

· Stakeholders 

Email would be the most efficient form of communication for the stakeholders. The stakeholders can be notified about the changes in a quick and efficient manner via email. The email should be straight to the point out lining the changes.

· External customers
A combination of letters and leaflets outlining the changes would be sufficient and professionally presented. Maybe including a DVD as an extra visual aid can reinforce the message. Highlighting the changes in simple terminology will be essential.  
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