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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. 
	Communication Skills
1) Define empathy and it’s need in communication
Empathy is where you show your customer understanding of the situation without any personal or business influence. Providing an unbiased response to your customer they will really see that you are listening and understanding their issue, without stating facts that it is not possible or trying to convince or manipulate the customer for a benefit of the company or yourself. Having this as a key part of communication with your customers you will keep them coming back and will give a human side to a business, knowing they will be getting a genuine answer rather than a polished answer. 
2) What helps to remove the barriers in communication?
To remove barriers in communication you can use Empathy, Rephrasing or reframing. Empathy is showing you understand the customers point of view but not by necessarily agreeing just understanding what they are saying and experiencing, but being tactful in how you respond. This is where rephrasing and reframing what they are saying is useful you use similar words they are relaying it back to the customer so they know you understand what their query is, this then allows you to state I understand where you are coming from but unfortunately due to company policy we are unable to do this, you could also suggest another way for the customer to get to the same desired goal but still following the company procedures.
3) What is the importance of body language and voice for effective communication?
The importance is ensuring that what you are trying to deliver to the customer comes across the right way, this ensures there is no miss communication. Keeping communication simple and understanding helps the customer receive a clear message and will keep them coming back to you regarding these matters. Customers appreciate it when you relay information clearly but also show understanding of the question and not letting them feel like a burden.
4) What is the difference between open and closed questions? Explain with examples
Open questions give the customer an opportunity to voice their opinion and gives you an opportunity to see where you are not providing for them. Such as ‘How do you feel we could improve on this matter?’ This allows the customer to give you direct feedback to where you have gaps in your service. A closed question would be ‘Did you receive all the information you were after today?’ This is where the customer gives you a straight answer and will either say ‘Yes’ and this is a good response, should the customer respond with ‘no’ you can then use an open question to find out why.
5) Discuss some basic telephonic techniques?
Whilst on the telephone it is very easy to miscommunicate information or the emotion behind the information. Whilst on the telephone your customer cannot see you, this makes what you are delivering slightly more difficult, ways round this are; smiling whilst answering, speaking clearly and slowly, having a positive/empathetic tone depending on the situation. You also can ensure you are listening to everything your customer is after and also ensuring you are writing anything down should you need to remember a lot of information or numbers specifically.



















Student Statement:

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



	Student Signature
	Kirsty Lea Taylor
	Date
	19/12/2017




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	




[bookmark: _GoBack]
image1.png
ﬁ
o R




