Level 4 Assessment 6 
Importance of Effective Communication

Q1 (A,B,C,D,E) Give short answers to the following

A) What is the importance of effective communication in an organisation?
For a business to succeed people need to communicate effectively so peoples needs and feelings can be met. When communication is effective, it can encourage better performance and job satisfaction for employees and they can understand their jobs better and feel valued and more involved.

B) When delivering a communication plan, which factors would be considered.
Perform a situation analysis – Conduct an audit to evaluate where the company stands in terms of communications. Brain storming with colleagues, conducting surveys and focus groups are all effective ways of achieving this.	Comment by myoffice6715: Easure 

Define objectives – After collecting and evaluating all information, define overall communication objectives. Be specific, realistic, time focused, achievable and measurable. 

Define Key Audiences – Plan to deliver your message to key recipients, through multimedia channels.

Establish a timetable – Based on research and resources, develop a solid timing strategy to execute the steps of the communication plan.

Evaluate the results – Measure your results to see if you achieved your objective’s. You can make adjustments if needed, if the results aren’t satisfactory. 

C) Explain the importance of careful planning when introducing change.
The way that change is managed in a business can make all the difference between failure or success. People tend to find change hard and can be sceptical and resistant to anything that threatens the routine of their work life. 
There are training courses for Managers, where they can learn how to introduce work changes to staff carefully, sensitively and collaboratively, to deliver changes seamlessly within their organisation. 

D) Describe the importance of clear communication when changes are taking place.
To implement a change program successfully communication is the key, as it involves an exchange of ideas and feelings with people in an organisation. Its one of the toughest issues a business is faced with and if done badly can turn into a complete fiasco amongst workers. Helping employees to understand changes is very important also, as they need to know how it will affect their job roles in the way of benefits, reasons and impact.


E) Describe the types of support that staff may need, when improvements are being implemented and how to provide such support.
Any change in a workplace can cause stress to employees and can have an impact on their psychological health. Making changes slowly in small steps and set the expectation of ongoing change with employees. This should happen during training or appraisals between staff and Management. 
Openly discuss with staff about the pros and cons of any changes, so they can see that  Management have a clear understanding of their fears and concerns. Jointly look for solutions with employees that will be effected by the change, so they feel listened to, part of the overall team and appreciated.


 Case Study

A) Which types of non verbal communication channels are more suitable to convey their message to the staff
Posters and notice boards – Management can put posters up on notice boards to convey certain messages across to staff about changes, reminders and updates about their work life. They can reinforce messages this way and posters can be placed in staff rooms or any other place where staff can see and view them regularly. Sometimes notices are places in reception areas also, for customers to see and then staff are expected to act upon these promises.

Newspapers and newsletters – this helps to let staff know about the progress of customer service initiatives. For example at Toyota the Service team are paid £10 a time, to get a CRS score of between 8-10 percent from each customer. This helps them to work hard at delivering excellent all round customer service to each person, but their biggest challenge is making sure peoples cars are worked on, in the timescale given to them during their quote. Staff can monitor the progress of improvements, recognising achievements and coming up with new ideas through newspapers and newsletters. 

Staff directories – The employees need a good understanding of the different roles and functions of an organisation. To help break down communication barriers, charts with diagrams and photographs beside them, help to break down communication barriers. 

Emails – These are a great way of updating staff on lots of company information and making sure everybody whats going on. My Manager will send all staff the date of our next three monthly showroom audit and then points out the improvements we should make, due to what we failed on last time. It’s a very good way of communicating this information and we also get given a printed out copy of the audit report to see what scores we get with the passes and fails on. 


B) Based on the above information, develop a communication plan showing how the following groups will be informed about the changes in service quality

     Description 
Of communication       Frequency        Method         Audience            Responsible                

     Project team                 Daily               Meeting       Project team       Project Manager
        Meeting

     Stakeholder                Monthly            Email           Stakeholders      Project Manager
        Update

        Board                    Fortnightly          Meeting       Project board     Project Manager
      Meeting

     Department              Quarterly           Section of           Wider           To deliver to dept                                                                                                          
[bookmark: _GoBack]     Newsletter                                          Newsletter     development       administration




