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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. 
	
                                     
    
 
 Business Communication & Report Writing

           Assessment # 11                                                          Total Marks: 30

 
 Q.1. Short Questions:                                                                                    (20)                                                                                                                                                                                                                                                                                                 	                                                                                                          
 
i. Discuss the appropriateness and effectiveness of different communication channels and tools within organizations.  

 Appropriateness: is the communication in which you will avoid accusing or disrespecting any other parties as much as you could, the purpose of it is not to convey an idea or message only but to convey it with all respect and consideration to the readers/receipts of your communications feeling, example of that is when you communicate with business partners, or in sending a certain communication through the appropriate channels considering positions or peers of other companies.

Effectiveness: is a way of communication where its soul purpose is to convey a clear message with not doubts of ambiguity, it has to be short and to the point with clear directions, in such communication the feelings of the readers/recipients should not be made the main purpose, an example of that is to cascade new directions from companies’ management to its employees, or like communicating info through effective channels (channels that are convey info the right recipient in order for the communications to be conveyed as clear as possible in the shortest time possible)     

ii. How appropriate communication channels and tools should be selected within an organization. 
Appropriate communication plays an important role in business to inform and influence behavior. Communication channels refer to the medium you use to send a message, such as the telephone or email. Effective communication requires selecting an appropriate communication channel to send your message.

iii. What is report writing? Which type of statements these are? Which type of  information they contain? 
Report writing: is a report or account is an informational work, such as writing ,speech, televisions or film , made with intentions of relaying information or recounting events in a presentable form . 

- 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, you aims, ……and 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.

· Type of statement communications as the following:
1- Focus on Customers
Whether it’s a large group or one-on-one, you must ensure that customers receive exactly what you want them to receive. No misunderstandings and certainly no room for failure.

2- Avoid Business Jargon
Remember not every customer you deal with is a Harvard dropout! With that in mind, unless you’re dealing with someone from your own industry, workplace or perhaps someone who is familiar with business lingo, don’t use it.



3- Positive Impression
Imagine you’re attending a high-tech software workshop. You have no idea who or what to expect yet because you’re assumingly a software fan, you don’t want to miss it.

4- Watch Accusations
Accusations can lead to many communication problems. Remember to always be polite. Raising your voice or using obscene language will certainly not help in making your point any clearer and will only worsen the situation and even lead to permanent business harm. Therefore, watch your words and keep your tone low.

5- Be Firm and Be on Track
Your only goal when dealing with business communication is that your message carries positive weight, enough information and simple enough for your customer to understand. This can be in form of written or oral communications.

6- Importance of Proof-Reading and Practice
This is a very important aspect to consider when dealing with written communication. Issues like typos, wrong names, spelling, grammar, verbs, and tenses may create huge problems within the organization as part of either making new customer relations or perhaps retaining old ones

7- Make use of Graphs and Charts
A wise man once said, “A picture is better than a thousand words”. This is true when it comes to presenting large numbers, demographics, statistics and the likes. They are better presented by using graphs or charts because they are easily understood and forever captured in the minds of the concerned parties.

8- Don’t Use References
Using references within a report only makes it harder for both the writer and the reader to understand. For the writer, it becomes more of a difficult job to dig up the right reference to a corresponding point and your reader will have to flip back and forth in the report just to understand a single point.

9- Use a Speech Model
No one wants to read a 40 page report if it isn’t properly organized. This means that no matter how long your report is, if it is properly organized, professionally articulated and written to suit your readers, it is sure to be read…and sometimes re-read.


10- Use Headings and Sub-Headings
Make sure you include headings and sub-heading and put them in bold so that both you and the reader are able to browse through the report more easily.
 
Report information should contain the following:
1- Determine the scope purpose of the report 
2- Consider the target audience readers.
3- Gather and organize the supporting information research.
4- Analyze and weigh the supporting information.
5- Determine the solution, finding, and /or recommendations 
6- Determine the report format.

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

The main key points guidelines for business report as the following:
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,

2- Concise.
A concise communication is saying what you have to say in the fewest possible words without sacrificing the other

3- Consideration.
Consideration means preparing every message with the message receivers in mind; always try putting yourself into their shoe.

4- Concrete.
Concrete communication means being specific, definite, and vivid rather than vague and general particularly when describing something and in giving directions.

5- Clarity.
Delivering the meaning of the message from your head into the head of your reader exactly is the purpose of clarity.

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

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

v. Name three ways in which ICT has changed workplace commutations.
Breaking through the technology has changed the work place communicating as below.

· Cell phones, 
· Video conferences,
·  Emails,

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. 

[bookmark: _GoBack]Employees receive “on the job training” about food safety basics (for example, appropriate hygiene and hand washing, 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:

1- What are the communication challenges and barriers David faces?
 David really facing many challenges to communicate with his staff, and the main challenges.
 
·  Language communications, 
 Employees English is not their primary language. 

     -  Age gabs,
Employees in age from 16 to 55 years old.

· Cultural,
Employees come from diverse cultural 

· Ethnicity differences,
People who work with David come from different ethnic back ground with different way of dealing with hygiene 

2- David should be a role model for his staff? Are there any aread he should improve on himself?
Yes, so many areas, as follows:
· Personal hygiene  (clean hands, clean hair cut and to use a hear cap).
· To wear clean and professional clothes that suites the workplace.
· To leave his personal issues at home and to control him self not to let it get in his way in his professional life. 

3- What are some ways David might use effective communications as a motivator for employees to follow safe food handling practices?
·  To have a meeting twice daily with all employees to remind them verbally with all the rules, as some people do not read. 
· To start a competition between employees and reward them by creating something called employee of the week, and make the reward financial one, and to post the name of the employee of the month on the wall .
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