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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. 

	Q1:
i. A communication channel is a particular type of media through which a message is sent and received. In other words, it's the method of communication used. The communication channels can flow down from superiors to subordinates, up from subordinates to superiors, or across from and to co-workers of the same hierarchical level of authority.
Verbal communication is spoken communication. This is one of the oldest forms of communication and one of the most used channels in day-to-day activities. It can be a rather informal form of communication, and no records of the communication are typically kept unless the communication is recorded. 
Written communication is another widely used channel of communication in an organization. It includes any communication done with the written word, including letters, memos, and even a simple note scratched out on a napkin. Written communication is a much more formal channel of communication, which permits you time to think and process your message, revise your message before sending it, and archive the message for use later. It can be an impersonal means of communicating.
Face-to-face or personal communication is one of the richest channels of communication that can be used within an organization. Physical presence, the tone of the speaker's voice and facial expressions help recipients of a message interpret that message as the speaker intends. This is the best channel to use for complex or emotionally charged messages, because it allows for interaction between speaker and recipients to clarify ambiguity. A speaker can evaluate whether an audience has received his message as intended and ask or answer follow-up questions.
Electronic communication channels encompass email, Internet, intranet and social media platforms. This channel can be used for one-on-one, group or mass communication. It is a less personal method of communication but more efficient. When using this channel, care must be taken to craft messages with clarity and to avoid the use of sarcasm and innuendo unless the message specifically calls for it.
To determine the appropriate communication channel, identify the people want to communicate with, research how they obtain information, consider the complexity of the message that want to communicate, calculate the cost of communicating and decide whether want the communication to be interactive.
ii. If want to select the most appropriate communication channel, they are some step to find out which is the most appropriate communication and tool to be selected.

Add channels into the mix as necessary, to reach specific audiences. Think about which non-traditional channels are best for different employee audiences, such as remote employees. 

Do research on current stakeholder behaviours in new channels, such as social media, i.e., what channels they use and which are influential.
Experiment with new channels to determine their effectiveness before starting to use them frequently. Measure the use of these new channels as experiment with them.
Evaluate the channel options and select the channel mix that is most appropriate for the organization objective and target audience of the message. 
iii. A report is a short, sharp, concise document which is written for a particular purpose and audience. It generally sets outs and analyses a situation or problem, often making recommendations for future action. It is a factual paper, and needs to be clear and well-structured.

Requirements for the precise form and content of a report will vary between organisation and departments and in study between courses, from tutor to tutor, as well as between subjects.
A formal report is one which is prepared in a prescribed form and is presented according to an established procedure to a prescribed authority.

An informal report is usually in the form of a person-to-person communication. It may range from a short, almost fragmentary statement of facts on a single page, to a more developed presentation taking several pages.
A report prepared and presented according to the form and procedure laid down by law is called a statutory report.
Formal reports which are not required under any law but which are prepared to help the management in framing the policies is called non-statutory report.

Periodic or Routine Reports are prepared and presented at regular, prescribed intervals.

They may be submitted annually, semi-annually, quarterly, monthly, fortnightly, weekly or even daily.

No matter which kind of reports are writing, there are some information must be included in the report; Purpose and scope, limitations, assumptions, and

Methods. Background or history of the problem, presents and interprets data also one of the important thing to be included in the report. In the end of the report, write in the conclusions and recommendations.
iv. When writing a report, some of the important key points must be included in. Such as the title or title page. It helps the reader to know what the report is about to have a title and sometimes a brief explanation of the purpose of the report. In a longer report you can have a short title and a long, more descriptive title. You should also identify the audience for the report, who has written it (the authors) and when it was written.

Summarised the whole report in 80-200 words. It tells the reader what had examined and why; what had been discovered; how it did and what conclusions were led to. It is really a file note for a reader to see if the whole document is worth reading. Sometimes will be asked to provide an abstract and the key words which give the reader an idea of what is covered/relevant. For example, the key words in a hand out on report writing could be: reports; purpose; content; structuring; styles; learning; building an argument.
The main body of the report and the longest part will be the discussion. It goes into more detail about the subject. Summarised it in all the most important information. This ensures that even if the reader only wants to read part of the report they will still have read the most important information.
Conclusions arise logically from the work have already done. It shouldn’t present any new information here. Just use the information that have collected to inform the options, indicators, lessons or advice the writer wish to give the readers.
v. Formal or non-formal email had changed workplace communication. Because it is quick and easy to use. An email typically arrives seconds after it’s sent. Unlike letters, a single email can be sent to multiple people at no extra cost. Emails can be forwarded. This is when you send an email you’ve received on to someone else.
Video conferencing is a phone call with video. Specialist equipment can be used for video conferencing and often is used in business. At home there are cheap and even free services that take advantage of a laptop’s webcam.

Businesses use video conferencing to hold meetings between groups of people who are working from home, in different parts of the country, or in a different country altogether. You don’t need to travel for meetings. This saves time and travel costs and is less damaging to the environment. You can set up meetings quickly.
Online document editors is now possible to create and edit a range of documents and media online including text, spreadsheets, presentations, images, audio and video. The documents are available anywhere with an internet connection. The person don’t need to buy the software or keep it up to date. People sharing a document with always have access to the latest version. The advantage is two or more people can edit a document at the same time, this is called collaborative working. As one user changes something, the other person’s screen will show the changes.
Case Study

i. David faced a very serious language barriers. Language and linguistic ability may act as a barrier to communication. Most of the employees don’t understand English. David will faced communication breakdown when passing important message or tasks to employee. The terminology used in a message may act as a barrier if it is not fully understood by the receivers.
They also facing generational age barriers, having employees in various age categories can pose a unique set of challenges. While the younger generation is used to texting and using shortened messaging, their vocabulary may not be consistent with that of older employees. Work values and attitudes may also affect communication between younger and older employees.
Cultural differences. The norms of social interaction vary greatly in different cultures, as do the way in which emotions are expressed. For example, the concept of personal space varies between cultures and between different social settings.
Another main barrier is the fear and mistrust that form the roots of our emotional barrier which stop us from communicating effectively with our co-workers. David comes into work after a rough start at home. These negative emotions are affecting how he communicates with the employees.
ii. Several potential solutions might be addressed here including posting signs in employees’ primary language. Putting signage with visuals, not just words. David might learn some simple words in the employees’ primary language to help show interest in the employees.
Currently there are different generations in the workforce and each potentially has a different preferred method of communication. While the younger

generation might prefer to receive text messages as their preferred way of

Communication, older employees may not find this method of communication acceptable. Consider his employee’s preferences and be willing to communicate a message in a few different ways. 

David may need to identify cultural beliefs and work to understand the ethnic barriers related to food safety. For instance, two employees come from the same country and they have made comments that controlling temperature in their country is not a priority; food can be at room temperature for long periods of time and nothing ever happened.
Emotional barriers can interfere with effective communication. It will be important for David to get his emotions to be normal prior to starting work. Having self-awareness and potentially seeking outside assistance may be one possible solutions.
iii. David should provide sincere and encouraging words when employees follow safe food handling behaviours. Use a communication method appropriate for an employee, he must know a bit about the employee. For a high schooler, maybe it’s a quick “thank you” text message or an older employee it might be a hand written thank you note. 

Serve as a role model through verbal and non-verbal communication. It’s said that “actions” speak louder than words, so David can, through his actions, convey a message to employees. For example: wear a clean uniform, wear gloves when handling foods, bun up the hair everytime (for long hair ladies).
Set a standard operation procedure and policy for all the employee (i.e., handbook) with different language. Have some blank page in the handbook to let the employee to jot down the updated food hygiene procedure. 
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