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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:	(20)

I.	What is the importance of effective communication in an organisation?
Good communication is an essential tool in achieving productivity and maintaining strong working relationships at all levels of an organisation. It is essential for developing and sustaining a service initiative.  Employers who invest time and energy into delivering clear lines of communication will rapidly build trust among employees. It Is an effective way to convey service philosophy by creating awareness of investments that the organisation is making in service.

II.   When developing a communication plan which factors would be considered?
In developing a communication plan, management needs to consider all of the following factors listed below before any form of communication design or development is undertaken. Asking these sorts of questions listed below helps the plan to be focused and set realistic and achievable goes.

Factors to consider:
•	How does the communication strategy fit into the overall service programme?
•	What are the objectives of communication?
•	What are the precise messages to be delivered?
•	Who are the target audiences and where are they located?
•	What is the current level of understanding of the audience?
•	What is the culture in which they work?
•	What communication channels are currently being used to communicate to this audience and how effective are they?
•	What is the budget for communication overall?
•	How should this budget be split?
•	How can feedback be generated?

III.   Explain the importance of careful planning when introducing change.
People rarely welcome changes, people can be sceptical and resistant to anything that threatens the status quo of what they are familiar with. With this in mind, introducing change and transformation has to be done carefully, sensitively and collaboratively. Managing people through change training courses equips leaders and managers with the essential skills to seamlessly implement change within their organizations.

IV.	Describe the importance of clear communication when changes are taking place.
Organisations can assure their customers that they care by conveying a message in a helpful and caring tone. Too little communication can lead to staff de-motivation. Too many messages can lead to confusion. An organisation communication plan should be clear to all employees, these can be done through various medium such as face to face, written statements, creating awareness, dvd’s, intranet, staff directories, newsletter and engaging employees in developing Internal Standards.

V.	Describe the types of support that staff may need when improvements are being implemented and how to provide such support.
It is important that organisations help employees overcome the anxiety that comes along with such changes can be very challenging. Some of the actions needed to provide support to staff are:

Take time to watch and listen
Organizations should take time to watch and listen carefully to your employees. Whether it's a major restructuring or a modification to a well-established procedure, change can unsettle employees. Sometimes employees can express their concerns openly without fear or they can display their dis satisfaction in their performance. Organisations should take time to listen.


Demonstrate your genuine concern
Employees, especially in times of stress and challenge, look to management for solutions. They seek guidance when they feel uncertain and isolated from organizational decisions that are out of their control. Lines of communication between management and employees should be open. Use various mediums to communicate what you know. Also encourage, motivate and create a space for honesty.

Train and prepare
Give employees the opportunity to prepare for the change by equipping them with the right skills and knowledge needed to carry out their work. Preparation and training might help them to transition better.

Case Study	(10)
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?

Video/DVD
Paralinguistics 
Body Language and Posture 
Notice Boards/Poster
Newsletter

[bookmark: _GoBack]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- The organisation can post information on the staff intranet and then conduct an employee attitude survey to find out about their feelings regarding the change.   Employers must convince employees by taking action which mirrors the desired vision and values of the organisation
•	Stakeholders – The organisation can develop a communications charter that will about go out to all stakeholders informing them of the change.
•	External customers – Changes can be communicated through advertising and newsletter. 
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