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Instruction Sheet Learning Guide #1

This learning guide is developed to provide you the necessary information regarding the following

content coverage and topics:

e  Accessing Specific and relevant information

o Using effective questioning, active listening and speaking skills and gather information.
o Using appropriate medium information and ideas.

o Using appropriate non- verbal communication

o Identifying and followingappropriate lines communication

e Using and defining workplace procedures

o Carrying personal interaction out clearly and concisely

This guide will also assist you to attain the learning outcome stated in the cover page. Specifically,

upon completion of this Learning Guide, you will be able to:

e  Access specific and relevant information

o Use effective question, active listen and speak skills and gather information.
o Use appropriate medium information and ideas.

o Use appropriate non- verbal communication

o Identifyand followappropriate lines communication

o Use and define workplace procedures

o Carr personal interaction out clearly and concisely



Learning Activities

1.

2.

Read the specific objectives of this Learning Guide.
Read the information written in the “Information Sheets -1”

Accomplish the “Self-check” in page-------------

If you earned a satisfactory evaluation precede to “Operation Sheet” in page ---------- & -----
----- However, if your rating is unsatisfactory, see your teacher for further instructions or go

back to Learning Activity --------------

Read the “Operation Sheet” and try to understand the procedures discussed.



Information Sheet-1 | Accessing Specific and relevant information

1.1 Workplace communication

» What is workplace mean? Any or all places where people are employed and a person’s
place of employment.

» What is Communication mean? Communication is the process of exchanging or sharing
information, ideas from one person to another.

» What is Information Mean? Information is any useful data or knowledge

Purpose/ Function/ uses of Communication

I. For instruction: The instructive function unvarying and importantly deals with the
commanding nature. It is more or less of directive nature.

Il. For integration: It is consolidated function under which integration of activities is
endeavored. The integration function of communication mainly involves bringing about inter-
relationship among the various functions of the business organization.

II. For information: The purposes or function of communication in an organization is to
inform the individual or group about the particular task or company policies and procedures
etc.

V. For evaluation: Examination of activities to form an idea or judgment of the worth of task is
achieved through communication.

V. For direction: Communication is necessary to issue directions by the top management or
manager to the lower level. Employee can perform better when he is directed by his senior.

VI. For teaching: The importance of personal safety on the job has been greatly recognized. A
complete communication process is required to teach and educate workers about personal
safety on the jobs.

VII. For influencing: A complete communication process is necessary in influencing others or
being influenced. The individual having potential to influence others can easily persuade
others.



VIIl.  For image building: A business enterprise cannot isolate from the rest of the society.
There is interrelationship and interdependence between the society and an enterprise
operating in the society.

IX. For employees orientation: When a new employee enter into the organization at that time

he or she will be unknown to the organization programs, policies, culture etc

1.2. Sources of Information

A source of information is one of the basic concepts of communication and information processing.
Sources are objects which encode message data and transmit the information, via a channel, to
one or more receivers.

In the strictest sense of the word, particularly in information theory, a source is a process that
generates message data that one would like to communicate, or reproduce as exactly as possible
somewhere else in space or time. In general it is possible to group sources in to two, i.e primary
source and secondary sources.

Appropriate sources in the organization context include the following
» Team members

Suppliers

Trade personnel

Local government

YV VYV V V

Industry bodies

For a better communication it is very important to identify specific needs and relevant information. It

is also very important to find and accessed appropriate sources of information

» Information may be in the form of spoken or written words, pictures, gestures, symbols and
(for an interesting few) telepathic messages from a variety of intriguing sources.

» There are various sources of information depending upon the nature and the flow of
information. From the business perspectives, internal sources of information in a company
are those which have a direct involvement in the company and the external stakeholders,
which have the interest in the company.

Examples of external source of information in a company include:-



Suppliers

Local government
Industry body
Advertising agencies

YV V. V V V

News agents

. Team members (Employees):- the opinion, idea and suggestions of team members or
employees and management are one of the appropriate internal sources of information in the
company or organization.
. Suppliers:- a supplier is a person or business that provides a product or services to another
entity,
e The idea and opinion of suppliers are one of the appropriate sources of information.
. Trade personnel:-is a person that sales and distribute the final products of the company.
e The opinion and ideas of trade personnel are one of the appropriate sources of
information
. Local government;- The administration of a particular country or district ideas and opinions are
another internal source of information for the company.
. Industry bodies :- industry body also known as a trade association

e We gain information about the trade activities from the trade associations



Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the next

page:
1. List at least 4 Purpose Communication (4 points).

2. Write the difference between communication and information (4 points).

Note: Satisfactory rating - 5 and above 5 points Unsatisfactory - below 5 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions



. Using effective questioning, active listening and speaking
Information Sheet-2 ) ) _
skills and gather information.

2.1. Effective questioning Skills

» Questioning is a key skill in effective and fundamental communication.
» Questioning is the key to gaining more information and without it interpersonal
communication can fail.

» The primary function of a question is to gain information.

Some of the key skills for Effective questioning include:-

R/
A X4

Being structured

>

X/
*

Develop silent time

L)

%

% Encouraging participation

‘0

Analyze your questions

*,

K/
L X4

Avoid asking multiple questions

X/
o

Use more divergent time

2.2. Active listening Skills

» Listening is a conscious which requires attention. Rather than waiting to speak you
need to listen attentively to fully understand the other person.

» Active listening is a structured way of listening and responding to others.



Some of the key skills for active listening include:-

X/
°

Listen with your whole body
e Face the other person and use an open posture
e Use eye contact and facial gestures to demonstrate your
attention.
e Be still and resist fidgeting
% Keep an open mind
% Notice nonverbal communication
% Be comfortable with silence
% Try to feel what the speaker is feeling

% Ask questions only for ensuring understanding

2.2.1 Characteristic of Active Listener

Therearefivekeyelementsofactivelistening.Theyallhelpyouensurethatyouheartheother person, and
that the other person knows you are hearing what they are saying.

1. Pay attention
Give the speaker your undivided attention and acknowledge the message. Recognize thatwhat is
not said also speaks loudly.

v Look at the speaker directly.

Put aside distractingthoughts. Don‘t mentallyprepare a rebuttal!
Avoid being distracted by environmental factors.

Listen to thespeaker's bodylanguage.

N N N

Refrain from side conversations when listening in a group setting.

2. Show that you are listening; Use your own body language and gestures to conveyyour
attention.
v" Nod occasionally.
v" Smile and use other facial expressions.
v Note your posture and make sure it is open and inviting.
v

Encourage the speaker to continue with small verbal comments like yes



3. Provide feedback

Our personal filters, assumptions, judgments, and beliefs can distort what we hear. Asa listener,
your role is to understand what is being said. This may require you to reflect what is being said and

ask questions.

v Reflect what has been said by
paraphrasing.—Whatl‘mhearingis...lland—Soundslikeyouaresaying...llaregreatwaystoreflect
back.

v' Askquestionstoclarifycertainpoints.—Whatdoyoumeanwhenyousay...l—Isthiswhatyoumean?

v' Summarize the speaker's comments periodically.

4. Defer judgment;

Interrupting is a waste of time. It frustrates the speaker and limits full understanding of the
message.
v Allow the speaker to finish.

v Don't interrupt with counter-arguments.
5. Respond Appropriately.

Active listening is a model for respect and understanding. You are gaining information and
perspective. You add nothing by attacking the speaker or otherwise putting him or her down.

v Be candid, open, and honest in your response.

v'Assert your opinions respectfully.

v Treat the other person as he or she would want to be treated.
Ittakesalotofconcentrationanddeterminationtobeanactivelistener.Oldhabitsarehardto break, and if

your listening habits are as bad as many people’‘s are ,then there's a lot of habit-breaking to do!

Be deliberate with your listening and remind your self constantly that your go alistotruly hear what
the other person is saying. Set as idea |l other thoughts and behaviors and concentrations
message. Ask question,reflect,and paraphrasetoensureyouunderstandthemessage.Ifyou
don‘t,thenyou’lifindthatwhatsomeonesaystoyouandwhatyouhearcanbeamazingly

different.






2.3. Active speaking Skills

» Active speaking is a key skill in effective and fundamental communication.

Some of the key skills for active speaking include:-

%

*

Think before you speak

X/
°

Know your message

X/
°

Know something about the audience

>

7
*

Use easy language & use simple words

% Give important to the subject and voice should be clear & sweet



Self-Check -2 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the next
page:
1. Write the characteristic of active listener (6 point)
2. Define active listing. (3 point).

3. Mention active speaking skills.(6 points).

Note: Satisfactory rating — above 12 points Unsatisfactory — below12 points.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Question



Information Sheet-3 | \1ode of communication

Mode is a term used to describe the way something is done or experienced. When we use the

phrase mode of communication, we are describing the way communication is expressed.

7

«* There are three modes of communication

A. Interpersonal communication: - is a two-way means of communication that allows the
participants to evaluate and respond to each other. For example, two people who are
speaking and listening to each other, either in a face-to-face conversation or over the

phone, are participating in interpersonal communication.

B. Interpretive communication:

C. Presentational communication:

Interpersonal

Interpretive

Presentational

Two-way communication
with active negotiation of
meaning among individuals

* One-way communication

with no recourse to the
active negotiation of
meaning with the writer,
speaker, or producer

One-way communication
intended for an audience of
readers, listeners, or
viewers

Spontaneous

Usually involves exchange
of information

Meaningful

Reader, listener or viewer
interprets what the author,
speaker, or producer wants
the receiver of the message
to understand

Presentation of
information; not exchange

No direct opportunity for
the active negotiation of
meaning exists

Participants observe and
monitor one another to see
how their meanings and
intentions are being
communicated and make
adjustments and
clarifications accordingly

Interpretation differs from
comprehension and
translation in that it implies
the ability to read, listen or
view “between the lines,”
including understanding
from within the cultural
mindset or perspective

To ensure the intended
audience is successful in its
interpretation, the
“presenter” needs
knowledge of the
audience’s language and
culture




Self-Check -3 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the next

page:
1. Discuss the three type of communication (8 points)

Note: Satisfactory rating —8 points Unsatisfactory - below 8 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:




Information Sheet-4 Using appropriate non- verbal communication

The several dimensions of non — verbal communication discussed in this chapter include the

following:
> Body Language
» Personal space
» Gesture and posture
» Facial Expressions

» Timings, Example and Behavior

4.1. Dimensions of Non- Verbal communication

Verbalcommunicationreferstothecommunicationwhichoccurswiththehelpofwords.averbalcontact,the
refore,suggestsanoralcontactandaverbalevidencedenotesoralevidence.Sincenon—
verbalcommunicationreferstothetypeofcommunicationthatdoesnotusewords, itisthethirdtypeifcommu

nicationasdistinctfrombothoralcommunicationandwrittencommunication.

None-verbalcommunicationisveryancientandoneoftheearliesttypesofcommunications. It
developedmuchbeforeoralcommunicationdevelopedandthelanguagescameintobeing.
Gestures,signals,posturesandfacialexpressionswereobviouslyamongtheearliestmeansof
Communication used by the pre - literate man. Anothersignificantdimensionofnon—
verbalcommunicationisitsuniversalityunlikethe
verbalcommunicationwhichhasthelimitationsinterimsofreach,thenon—-verbal
communicationthatdoesnotusewordstranscendsboundariesandbarriers.Whenwereferstononverbalc
ommunication,werefertovarioustypesof

communicationwherethebody,themannerismsandthebehaviortendtocommunicatethese include:
v' BodyLanguagewhereseveralpartsofthebodycommunicate—face,eyes,
v voce, carriage leaning, walkingetc.

v' Postures and gestures



v Attire

v' Appearance
v' Space

v" Timing

v Example
v' Behaviour.

Non-verbalcommunicationmaybebothintendedandunintended. Thecommunicatormaytry
toconveycertainmessagestohistargetgroupthroughconsciousgestures,posturesandbody
language.Theremayalsobeoccasionswhenhisbodylanguageorpostureorappearanceis  interpreted
bythereceiver,even thoughhehimselfisnotdoingsoconsciously. A sloppyposture

orcasualattiremaybeinterpretedaslackofseriousness,althoughthespeakerisquiteearnestin intent.

Thenon—verbalcommunicationiscloselyassociatedwiththepowerofobservation.The
receivershouldbeinapositiontoseeandhearthecommunicator.Heshouldbeinapositiontoclearly seethe
face,thegesture,the posture,the dress,theappearanceandalsohearthevoice,itstone, quality, pitch,

pace and intensity.

4.2. Body Language

Therearemanywaysinwhichthehumanbodyexpressesitself. Askilfulcommunicatorcan expresshim
selfinmanywaysandvariouspartsofthebodymayintentionallyorotherwisecarry a message. Similarly,
akeenlistenerand observertriestoobserveand makesense fromthebody
expressionsaswell.Facialexpressions,eyemovementsandthestateoftheeyesandvarietyand
intensityofhumanvoicecananddoconveydifferentmeanings.Innocence,anger,wonder,
shock,grief,terror,indifference,seriousness,friendliness,approval,disapproval,exasperation, and
manyotherfeelingscan beexpressed throughthebody language.Insomeprofessionswhere
thefacialandotherbodyexpressionsareimportant,theyareconsciouslycultivated.Letuslook
atdramaartists,moviestars,actorsandactresses.Thesuccessoftheirperformanceoften

dependsontheirabilitytocultivateanddisplayawiderangeofexpressionswhichthesituation demands.



Thehead,thegait,thewalk,thecarriagearealsovariousaspectsofbodylanguage.Noddingof

theheadtoconveyconsentandvigorousshakingoftheheadtoconveydisapprovalarealso common.

Facial Expressions:-It issaid that theface is the index of the mind. The thoughts of the mindand
thefeelingsoftheheartoftenfindexpressionontheface.Therearepeoplewhoaregoodat interpreting
facial expressions. One makes an attempt to read the facialexpression when a person uses the

following expressions:

> Makes a face
> Smiles

» Has a wooden expression

Eyes:-Theeyesareindeedthemostexpressivepartofthehumanface.Theeyesofapersonare
oftensaidtotellatale.Infacttheeyesarethemostcommonlydescribedpartofthebody.The
feelingsoftheheartquiteoftenfindexpressionthroughtheeyes.Intheexpressionoflove,
affection,sincerity,etc.the eyecontactbecomescrucial. Apersonwhoblinksalotisconsidered to be lying.
Some of the words and expressions used while reading the eyes are as follows:

» Worried looks

» Sad eyes

» Furtiveglance

» Eyes emitting fire
» Un setting stare
» Hurried glance
» Cold stare

Voice:-Humanvoices,throughtheirvariations,conveydifferentmeanings.Thespeechororal
deliveryreachestheaudiencebetterthroughvoiceregulationorwhatisspecificallycalledvoice
modulationvoicemodulationreferstotheadjustmentorvariationoftoneorpitchwhilspeaking. It is

generally understood that voice has five distinct features:



Tone- harsh, sort, whisper
Pitch — high, low
Quiality— controlled, uncontrolled

Pace- rapid, slow

V V V V VY

Force— intensity

Attire: Attireordressisanotherimportantaspectofnon—
verbalcommunication.Thewayapersondressesisoftensubjectedtomuchinterpretation.Inbusinessorga
nizationstheworldover,theattireofapersonhascometoassumesignificance.Formal,informalorcasualdr
essingconveyseparatemeanings.Importantoccasionsandceremonialfunctionsnormallycallforaformal
dress.Organizationsinfactveryoftenhavetheirownunwrittendresscodethatiswellunderstoodandscrup
ulouslyfollowed.Apersonaddressinganimportantmeeting,makinganimportantannouncement,receivin
gdignitariesormakinganappearanceinahighlevelconference,courtofjusticeetc.hastowearaformaldres
soradressthatisnotinterpretedasacasualwear.Anybreachofthisunwrittencodeislikelytodilutetheeffecti

venessofthecommunication.

Appearance:
Physicalandappearanceofpersonsplayaroleintheprocessofcommunication,thewaythemanorwomanl
ooksindicatestheimportanceheorsheattachestohisorherpresenceandparticipation.Adisheveledlooka
sevidencedbydisorderedhair,untidy,unruffledorunkemptappearance,suggestsindifferenceorcasualn
ess.Anypersonwhoisseriousaboutwhathewantstoconveyespeciallyinaformalsettingmakesitapointtoa
ppearso.Inmodernsociety,peoplehavethehabitofjudgingothersbytheirappearance.Whiletheremaybe
exceptions,generally
speaking,apersonkeenonconveyingaserious,businessrelatedmessagehastomakeapositiveimpressi
onintermsofappearance.Peopletendtoprejudgeaspeakerfromhisattireandappearanceevenbeforehes
tartsspeaking.Whenpeoplespeakandinteractinbusinessandorganizationalsettingstheyspeaknotmere
lywiththewordsappearanceapart,manytimeseventhe very presence or absenceof a personally
whenhe or she
isahighlyplacedorhighlyregardedperson,conveysachangepeopletendtoassociatethepresenceofcerta

inpersonwiththeimportanceoftheeventormeetingorcommunication.



4.3. Posture and Gestures

Anothercomponentofnonverbalcommunicationrelatestoposturesandgestures.Referstothe
carriage,state,attitudeofbodyormind.Gesturereferstoanysignificantmovementoflimbor
bodyandadeliberateuseofsuchmovementsasanexpressionoffeeling.Gesturecanalsobe under

stoodasastepormovecalculatedtomakeresponsefromanotherortoconveyintention.

Gestureincludesgesticulation. Thepostureofanindividualmaybedescribedaserectorupright
orreclining.Gesturesinhumaninterfacesaremanyandvaried.Peoplereadandinterpret
gesturesandsmiling,pattingtheback,puttingthehandoverhisorhershoulders,claspingthe hands,
shrugging, touching,frowning, scowling, yawning and crossing and un cussing of legs are
amongthevarioustypesofphysicalactionsandgesturesthatarecalledtoconveymeaningsand
messagesandarelikewiseinterpretedbytheotherscarvingthemessage. Themessageconveyed
throughtheseactionscanbebothpositiveandnegativeandtherefore,thecommunicatorhasto
bequiteconsciouswhiledoingso.Again,tobeeffective,thesegestures,postureandactions
havetocomplementthespokenword.lfnot,communicationresultsincontradictionand
confusion.Asmileatthewrongtimemaybemistakenforasneerandtherefore,mayirritatea
person.Intheorganizationalcontext,leadersandeffectivecommunicatorsmakeeffectiveuseof
gestureslikeasmile,atouchandapatontheback.Theycomeinveryhandyformotivation, morale building

and clearing apprehensions.

4.4, Personal space

Personalspaceorthespacebetweenpersonsduringtheirinteractionswitheachotherisanother
segmentofnon—verbalcommunication.Physicaldistancebetweenpersonscanindicate
familiarity,Closeness,etc.orotherwise.Peoplewhoareveryclosetoeachothertendtokeep
minimumdistancewhereasstrangersandpeoplewhoarenotonveryfriendlytermswitheach
othermaintainphysicaldistance.Inahierarchicalrelationship,physicalspacevariesdepending
uponhierarchicaldifferences.Whilepeersmoveclosetoeachother,subordinatesmaintaina certain
distancefrom their superiors. Similarly the poor person refrains from going close to a rich
person.Inancientsocieties,besideseconomicfactorsconstitutedthebasisforPhysicalspace.

Allthesefactorsarealsorelevantinproperunderstandingofthespecialnon—verballanguage.



Notonlythelengthofspace,but
eventhephysicalpositionhasoftenitsownsignificance.Frontseatsandspecialseats,asweall
know,areoccupiedbyrelativelyseniorandmoreimportantpersonswhenpeersarein
conversation,orspeakingonthetelephone,thesubordinatesnormallywaitatadistancea
waitingthesignaltoapproach.Onthecontrary,whenthesubordinatesareinconversation,or
speakingonthetelephone,thesuperiormovecloseandoftenshowshisimportance.Whetherit
isinanorganization,orinasocietycontext,personalspaceasitsownsignificance,whichone has

understand to make communication effective.

to



Self-Check -4 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the next

page:
1. What are the distinct featuresvoice (5 point).

2. List down non — verbal communication types (5 point).

Note: Satisfactory rating —above 6 points Unsatisfactory - below 6 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions



Operation Sheet 5 | |jentifying and following appropriate lines communication

Thisistheformalflowsalongprescribedchannels,whichallmembersdesirousofcommunicatingwithonea
notherareobligedtofollow.Formalchannelsarethechainsandnetworksthatdeterminethedirectionandflo
wofofficialmessagesamongallthedifferentmembersandunitsofanorganization.Theyareanintegralpart
oforganizationalstructure. Theystemfromtherulesandcustomsthatgovernthedistributionofauthority,ra

nkandtypeofworkwithin the organization. Official messages mostly pass along structural paths.

Formalchannels/flowofcommunicationmayincludeverticalchannel(asdownwardchannels and

upward channels), horizontal and diagonal communication channels.

A.DOWNWARD CHANNEL OF COMMUNICTION

DownwardCommunicationinan organizationmeansthatflowisfromhighertolowerauthority. This is
usuallyconsidered tobe frommanagementtoemployeesthatmuch ofitalsoiswithin the
managementgroup.DownwardcommunicationisusedmorebytheoryXmanagersthanTheory

Ymanagers.ltalsotendstodominateinmechanisticorganization.Inorganicsystem,thereisa more open,

multidirectional flow of information. People transmit and receive of information.

In downward communication, management has at its disposal a multitude of elaborate techniques
andskilledstaffassistance.Evenwithallthishelp,ithasdoneapoorjobonmanyoccasions.

Fancybooklets,expensivefilms,andnosilypublic-addresssystemsoftenhavefailedtoachieve employee
understanding. Sometimes,thesedeviceshavebecomeendsinthemselves;theyhavebeenmademore

expensive,prettier,orfancierwithoutanyevidencethattheyimprovedemployeeunderstanding.

Thekeytobetteremployeecommunicationisnotfancierpiecesofpaper.ltismorehuman-
orientedmanagerswhocommunicateinhumanterms.Employeesatlowerlevelshaveanumber of

communication needs, suchas:

> Jobinstruction:mangerssecurebetterresultsiftheystatetheirinstructionsintermsofthe

objective requirements of the job.

» Performancefeedback:employeesalsoneedfeedbackabouttheirperformance.Therearem
anyreasons.lIthelpsthemknowhowwelltheyaremeetingtheirowngoals.ltShowsthatothersare



interestedinwhattheyaredoing.Assumingthatperformanceissatisfactory,itenhancesone’ss
elf-imageandfeelingofsuccess.Generally,performanceFeedback leads to both improved

performance and improved attitudes.

» News:downwardmessagesshouldreachemployeesasnewsratherthanasastateConfirmatio

n of what already has beenlearned from other sources

» Indoctrination — to get employees support by convincing them, gain their will. Downward

communication is effected as oral or written communication.

< WrittenCommunicationincludesdifferentformsasletters,circulars,manuals,bulletins

reports, posters, magazines, etc.

% Oralcommunicationmayincludeordersandinstructions,meeting,face-to—faceDiscussions,

telephone.

Limitations of downward communications

1.Undercommunication, over communication, unclear, too little or too much information.

2.Delay.

3.Loss of information-(if particularly not completely written)

4.Distortion, exaggeration, unconscious twists, filtering, slanting, etc.

5.Builtinresistance:downwardcommunicationsmacksoftoomuchauthoritarianism
Subordinatesmaynotbeallowedtoparticipate,askforclarifications,appropriatenessor

alidity etc.

Improving DownwardCommunication

1.Mangersshouldkeepthemselveswellinformedoftheobjectives,activitiesand
achievementsoftheirorganization.lftheyarethemselvesinpossessionofadequate

information, they will be able to transmit information in an effective manner.



2.Managersmustworkaccordingtoacommunicationplan.Theymustdecidebeforehand
howmuchinformationistobecommunicatedandatwhattime.Thiswillensurethat
there is neither a communication gap, nor over communication or under communication.
3.Thereshouldnotexistoverconcentrationofauthorityatthehighestlevel.lfan
organizationis so structured that orders andinstructioncanoriginateatvariouslevels,the
linesofcommunicationwillbeshortened.Downwardflowwillgainmomentum.Delays
willbeeliminated.Lossofinformationandthepossibilityofdistortionwillbe
minimized, if not fully checked.
4. Theinformationmustbepassedontothecorrectpersoninthehierarchy.Avoid
bypassing.Bypassingcreatesproblemsindownwardcommunication.Donotforgetunity

of command in the organization.

B.Upward Communication

If the managers havetotransmitinformationdown the line of authority,theyhavealsotoreceive
informationcontinuouslyemanatingfromlevelsbelowthem.Upwardcommunicationoccur
whensomeoneinalowerpositionintheorganizationalhierarchycommunicatesinformation,
ideas,suggestions,opinions,orgrievancetosomeoneinahigherposition.ltisameansof getting

information to higher organizational levels where important decisions are made.

0,

% The following types of messages are valuable when communicated upward:

1.Whatemployeesaredoing(immediatesubordinatesandothersdown)andachievements,
progress, future plans etc.
2.What are employees’ problems-personal, work-related, complaints, applications?

3.Doubts and confusions related to policies, procedures, rules, regulations, orders.



Importance of upward communication

1.Providing feedback: Upward communication provides the management with the necessary
feedback.Themanagementisabletoascertainwhetherthedirectivesissuedtothelower
staffhavebeenproperlyunderstoodandfollowed.ltalsogetsvaluableinformationon
what the employees think of the organization.

2.0utletforthepent-upemotions:Upwardcommunicationgivestheemployeesan
opportunitytoventtheirproblemsandgrievances.Althoughthemanagementoftenthinks
itknowsandrealizesthegrievancesoftheemployees,thelatterhardlyfeelconvincedand
satisfied.Inanycase, itisofvitalimportancetolookattheemployees‘problemsasthey
lookatthem.Theirgenuineandpressinggrievancesareredressed;agroundispreparedfor
thesolutionofsomeotherproblems;andwithregardtothoseproblemswhichcannotbe

immediately solved, at least the employees feel light after having talked about them.

3.Constructivesuggestions: Oftenemployeesofferconstructivesuggestionstopromoteto

thewelfareoftheorganization.Someofthesesuggestions,whenimplemented,definitely
provebeneficial.Ifsomeperceptiblechangeisfeltinconsequenceofthesuggestionsmade
by theemployees, theyfeel highlyencouraged. They developasense of participationinthe
decision-makingprocesses.|thelpsthemtoidentifythemselveswiththeorganizationand
to develop greater loyalty towards it.

4.Easierintroductionofnewschemes: Sincetheemployeesfeelthemselvestobeapartto
thedecision-makingprocess,ithelpstheorganizationtointroducenewschemeswithout
undulyantagonizingtheemployees.Theynotonlywillinglylend/theirconcurrenceand
supporttoanynewschemesfloatedbythemanagementbuttakeextrapainstomakea

success of it



5.Greaterharmonyandcohesion:Upwardcommunicationactsasakindoflubricant.It
makestheatmosphereinthecompanycongenialandcreatesgreaterharmonyandcohesion

between the management and the employees.

Methods of Upward communication

Some of the more commonly used methods of upward communication are stated her

Reports:Oralandwritten,daily,weekly,etc.onperformance,progress,problems,etc.are

very important matters to be communicated upward.
Socialgatherings:informal,causal,recreationaleventsfurnishsuperbopportunitiesfor
unplannedupwardcommunication.Thespontaneousinformationsharingrevealstrue
conditionsbetter than mostformalcommunications. They offera very informalatmosphere
inwhichtheemployeesshedtheirinhibitionsandfeelfreeto,theytalkabouttheir
problems.Theseincludedepartmentalparties,sportevents,get-together,bowlinggroups,
picnics, hobby groups etc.
Directcorrespondence:Lettersandwrittenquestionsfromemployeesmaybe

encouraged. These methods are direct and personal. Questions and letters may be



anonymouslyandiftheyareofgeneralinterest,theanswersmaybepublishedinthe
company's bulletins, newspapers, newsletters, etc.
Employeemeetings:Meetingswithemployeesareusefulpracticestobuildupward
communication.Insuchmeetings,employeesareencouragedtotalkaboutjobproblems,
needs, management problems etc.
Open-doorpolicy:Anopen-doorpolicyisastatementthatemployeesareencouragedto
cometotheirsupervisororhighermanagerswithanymatterthatconcernsthem.Usually
employees are encouraged to see their supervisor first if any,then,highermanagementmay
beapproached.Thegoalistoremoveblockstoupwardcommunication.ltisaworthy,
goal,butitisnoteasytoimplementbecausetherearepsychologicaloftenbarriersbetween
managersandemployees.Althoughthemanager‘sdoorphysicallyisopen,psychological
andsocialbarriersexistthatmakeemployeereluctanttoenter.Someemployeeshesitateto
besingledoutaslackinginformationorhavingaproblem.Othersareafraidtheywillincur

Their mangers‘disfavour.

Counselling:Insomeorganizations,workersareencouragedtoseekthecounseloftheir
superiorsontheirpersonalproblems.Asworkersfeelencouragedtotalkaboutthemselves
freely, they provide the managers with valuable information.
ComplaintandSuggestionBoxes:Atsomeconvenientplaceintheofficeorthefactory,

complaint-and —suggestionboxesareinstalled. The employeesareencouragedto droptheir
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8.EmployeelLettersandQuestion-
Answerprograms:Somefirmsactivelyencouragelettersandwrittenquestionsfromemployees.T
hefirmsfillthatthesemethodsare
personal,directwayforemployeestoputtheirideasbeforemanagement.Typically,the
guestionsareprocessedanonymouslybyamanagementrepresentativewhoworkswiththe
appropriatemanagertoprepareaninformedreply.Alllettersandquestionsareanswered.
Ifareplyisofageneralinterest,itmaybepublishedinthecompanynewspaperorweekly  bulletin.In
this way, management operates a type ofwrittenopen-door policytoassurethat employees feel

free to bring their questions all the way to the top if necessary.

Limitations of UpwardCommunication

Upwardcommunicationsuffersfromanumberoflimitations,moreprominentofwhicharethe

following:
1.Employeesareusuallyreluctant toinitiateupwardcommunication. Theydoexperience
anaweofauthorityandshyofcontactingtheirsuperiors,becomestatusconscious.They

feel that if they communicate their problems to their superiors, it may adversely reflect

on
their own efficiency. For instance,

v Asupervisorreportingtohisbossthathehasgotdifficultiesingetting cooperation

from workers.
v" A worker repeatedly asking for clarifications.
v" Anemployeecomplainingabouthispreviousandpresentbosses.

2.Distortion/edition filtering,slanting: Upwardcommunicationismorepronetodeliberatedistort
ion.Information,particularlyofunpalatablesort,issuitablyeditedbeforeitispassedon.Whiletransmi
ttingcommunicationupwards,thetransmitteris
alwaysconsciousofhowitwillbereceivedandthereisatemptationofsugar-coating.

Thisistruebothfortherankandfileemployeesandforsuperiors(mangers)atdifferentlevels.

3. Delay:Upwardmessagestendtotravelslowly. Theyareusuallysubjecttodelay.Each level is
reluctant to take a problem upward because to do so is considered an admission of

failure,sotheinformationisdelayeduntilitisdecidedhowtosolveitbeforepassingon,
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andtimeisrequiredtoedit,filter,ordoanyformofdistortionbeforeforwardingitupward

4, Bypassing/short-circuiting/: Sometimes,toavoidfiltering,distortionordelay,
subordinatesbecomebold,ignoretheirimmediatesupervisors,anddirectlyapproachthetopmosta

uthoritiesbyshort-circuitingtheinformationchain(scalarchain).Thisproves harmful in two ways;

a)The bypassed superiors feel slighted and get irritated. The high-upsget suspicious of
both

theapplicant (informant) and his boss.
b)Therelationshipbetweenthesubordinatewhobypassedandhisimmediatesuperiorgets
strained and work suffers.

5. Lackofresponse(negligence):Toplevelmanagersareeithertoobusyortheydonotgivemuch
weighttoinformationcomingfromsubordinatesandtheydon‘trespondtoit. Upwardinformationi
smostlyoverlooked.Thismakesworkerscynical. Theycarrytheimpressionthattheopportunityt
ocommunicateupwardthatthemanagementclaimstohaveprovidedwithisonlyaneye-
wash.Then,subordinatesrefrainfromcommunicatingupward,developdissatisfactionandlookf

oranyothermeanstominimizetheirstress,sabotage, indifference, malingering, etc.

Improving Upward Communication

1. Developgeneralpolicyguidelines:onewaytobuildbetterupwardcommunicationisto
haveageneralpolicystatingwhatkindsofupwardmessagesaredesired.E.g.policyonwhat

employees shall keep their immediate supervisor informed about:

v" Any matter created to his accountability.

v' Any matter creating controversy between organizations or workers.

v" Any matter requiring supervisors authorize or knowledge.

v" Any matter requiring change, deviations form existing practices and policies.

2.Usedecentralizedmanagementsoastofacilitatetimelycommunicationandtimely response so

also to minimized distortion.

3.Useupwardcommunicationsuchascounseling,grievancesystems,consultative genuine open

door policy etc.
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C.Horizontal Communication

Horizontalorlateralcommunicationoccurswhenorganizationmembersorunitsatthesame
levelinthehierarchyofauthoritycommunicatewithoneanother.lthasaconsultative persuasive or

suggestive tone not directive. It serves the following purposes:
1.Coordination of tasks when mainly interdependence and interrelationship exists.
2.Problemsolving-forproblemsrequiringjointefforttoreducewaste;adjustworking
conditions, space, machine.
3.Informationsharing-newdevelopments,policychanges,etc.appointments,delegation,
plansand others.
4.Conflict resolution.
Horizontalcommunicationmaybecarriedoutintheformoforal,face—to-face,telephone,etc.

or written as letters, memos reports, etc.

D.Diagonal Communication

Whileitisprobablytheleastusedchannelofcommunications,diagonalcommunicationis
importantinsituationswherememberscannotcommunicateeffectivelythroughotherchannels.
Forexample,thecomptrollerofalargeorganizationmaywishtoconductadistributioncost analysis.
One partofthattaskmayinvolvehavingthesalesforcesendaspecialreportdirectlyto
thecomptrollerratherthangoingthroughthetraditionalchannelsinthemarketingdepartment.
Anotherexamplemaybeaprojectteamdrawnfromdifferentdepartmentsthatreporttothe
differentdepartments.Thus,theflowofcommunicationwouldbediagonalasopposedto
vertical(upwardordownward)andhorizontal.Inthiscase,adiagonalchannelwouldbethe most

efficient in terms of time and effort for the organization.
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Operation Sheet 6 | j5ing and defining workplace procedures

% A proceduresets out the steps to be followed for work activities.

% Procedures are the specific methods employedto express policies in action in day-to-
day operations of the organization.

¢ Procedures should be in writing to provide clarity and certainty at the workplace and
demonstrate compliance. They should clearly set out the role of health and safety
representatives, and any other parties involved in the activity.

% Every company has different policies and procedures.

% The procedures should be easily accessible, for example by placing them on notice
boards and intranet sites.

« The policies and procedures were explained in detail to each employee during their

first week of employment with the company.
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Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
Say True or False

1, e Procedures are not the specific methods employed to express policies

in action in day-to-day operations of the organization.
2. e Every company has not different policies and procedures.

I Proceduresets out the steps to be followed for work activities.
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Information Sheet: 8 Using information storage system

« Information storage System is the systematic process of collecting and cataloging
data so that they can be located and displayed on request.

« Computersand data processing techniques have made possible the high-speed,
selective retrieval of large amounts of information for government, commercial, and
academic purposes.

% There are several basic types of information-storage-and-retrieval systems.

Information storage systems

Generally there are two types of information storage systems

8.1Manual filing system

« These files are hand-written and are always present in an intangible form. Moreover
they can be stored in different areas like shelves, cupboards and in a file room etc. if a
person wants to transfer them then he has to carry them along his way which is quite
difficult.

¢ Also they are always present in hardcopy.

+ The maintenance of the manual files is also an issue and they can be destroyed easily
as well.

8.2Computer-based filing system

«» Computer files are the type of files which are made on computer and are stored in the
form of the soft copy.

% The data are stored within the computer, either in main storage or auxiliary storage,
for ready access.

¢ These types of files have a lot of protection as they are secured by different passwords
and codes.

+ Destroying computer files is not that easy. Such type of files can be transferred in no
time through emails etc.

Key Difference

e Computer files are difficult to destroy; manual files are easy to destroy.

e Manual files are easily accessible; computer files are not.

e Manual files can be transported through physical means; computer files are

transferred electronically.
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BEEKEPING LEVEL-II

Learning Guide- 2

Unit of Competence: Participate in Workplace Communication

Module Title: Participating in Workplace Communication

LG Code: AGR BKG2M01LO1-LG-02
TTLM Code: AGR BGK2 TTLM 0919v2

LO 2: Participate in workplace meetings and discussions.
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Instruction Sheet Learning Guide # 2

This learning guide is developed to provide you the necessary information regarding the

following content coverage and topics:
e Attending Team meetings on time
e Expressing and listeningopinions clearly and without interruption.
e Making Meeting inputs for meeting purpose and establishingprotocols.
e Conducting workplace interactions
e Asking and responding questions

e Implementing Meetings outcomes

This guide will also assist you to attain the learning outcome stated in the cover page.

Specifically, upon completion of this Learning Guide, you will be able to:
e Attendteam meetings on time
e Expressand listen opinions clearly and without interruption.
e Make Meeting inputs for meeting purpose and establishprotocols.
e Conduct workplace interactions
e Ask and respond questions

¢ Implementmeetings outcomes
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Learning Activities

6.

7.

Read the specific objectives of this Learning Guide.

Read the information written in the “Information Sheets -1~

. Accomplish the “Self-check” in page-------------

If you earned a satisfactory evaluation precede to “Operation Sheet” in page ----------
R However, if your rating is unsatisfactory, see your teacher for further

instructions or go back to Learning Activity --------------
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Information Sheet-1 | Attending Team meetings on time

There are several occasions in life when we find ourselves in the midst of discussions and
meetings. Both in professional and personal lives, group discussions, meetings and friendly
arguments are a part of our life. It can help us to effectively participate in any of such
discussions if we are aware of the rules and etiquettes of such meetings and of our own roles

and responsibilities as participants.

A meeting is a gathering of two or more people that has been convened for the purpose of
achieving a common goal through verbal interaction, such as sharing information or reaching
agreement. Meetings may occur face to face or virtually, as mediated by communications
technology, such as a telephone conference call, a Skype conference call, or a

videoconference.

Why we attend team meetings?

Here are some reasons why team meetings are essential

1. They’re great for building supportive relationships — team meetings give team
members a place to help each other and offer their support.

2. They’re vital for learning about our colleagues’ motivations, fears, hopes,
troubles, etc. —even when it isn’t actually said.

3. Team meetings provide us with a ‘safe’ environment — it's an opportunity to share
information we wouldn’t be so comfortable sharing by email, or in a report.

4. A team meeting is a level playing field and an open forum — everybody present
shares the same opportunity to communicate and listen. Everybody gets the chance
to speak, and hear what'’s said!

5. They play a vital role in leadership — the team leader uses team meetings to rally
the troops, clarify the mission, and everybody’s part in it. Leadership is difficult if a

leader doesn’t engage with followers.
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Organizational Meetings

Organizational meetings are crucial for the effectiveness of the organization in living out its

purpose and goals. These meetings can serve as an informational exchange, event/program

planning, growth and development of the membership, recruitment planning, and a myriad of

others.

An effectively planned and implemented meeting will make the group run more

efficiently and hopefully keep the membership involved

Effective Meeting Management

Things to Consider Prior to the Meeting

Is there a reason to meet? Define the reason for meeting and stick to it, if there isn’'t a
reason to meet, don’t!

Develop an agenda using input from all executive members and the advisor

Pass out the agenda to the membership prior to the meeting and any lengthy
handouts that will be discussed during the meeting

Establish a common meeting time & place

Make sure the group size will be accommodated in the meeting location

Make agendas available at the meeting for guests, visitors, and membership

Things to Consider During the Meeting

Greet members, guests, and visitors as they arrive to the meeting

Start the meeting promptly

Go over what will be discussed & keep to it

On discussion items, encourage input from everyone

Keep on topics being discussed, appropriately end conversations that don’t have any
input on the topic

Have a secretary keep minutes of the meeting to be distributed to the executive
committee & membership within 3 to 4 days after the conclusion of the meeting

Role model positive attributes (note taking, listening, showing interest, etc.)

Sum up the meeting with what’s been agreed upon

Establish the next meeting: time, date, location
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Things to Consider After the Meeting

¢ Have minutes typed and distributed within 4 days after the meeting
e Ask for feedback about the meeting from the executive group

e Follow-up on delegated tasks

e Offer recognition

e Add unfinished / didn’t get to items on the next meeting’s agenda

Agenda:

Thebusinessexecutivespendsaconsiderableamountoftimeinregularmeetings,special
committeemeetings,smallinformalmeetings,andannulmeetingsandconversations.Muchof
today‘sbusinessistransactedaroundtheconferencetableoristhroughconferencetelephone
callswhereopinionsareexchanged,newideasdeveloped,reportsmade,andfutureaction
decisionsmade.Smallcommitteemeetingsandconferenceswillnot,ofcourse,requirethe
amountofpreliminaryworkthatasizeableconversationorannualmeetingsofcompany
stockholdersrequire.Nevertheless,almostanyofficialgatheringofbusinesspeopleforthe

purposes, results of research, and so forth, will require thorough preparation.

Order

Anunderstandingofparliamentaryprocedureishelpfulinpreparingforandconducting
meetings. Thefollowingorderofbusinessisonevariantgenerallyadheredtoinmeetings conducted

according to formal parliamentary procedure:

1.Calling the meeting to order

2.Roll call

3.Reading and approving the minutes of the previous meetings

4. Treasure's report

5.0fficer reports

6.Committee reports a) Standingcommittees;b) Special committees;
7.Unfinishedbusiness

8.New business

9.Appointments of committees

10. Nominations of officers
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11. Elections
12. Announcements
13. Adjustment

Notice: Information that notifies a meeting should include:

» Whether the meeting is regular or special.

» The day, date, time, place, purpose of the meeting.

» The notice should be given a week or two-weeks in advance or even more.
» The notice may be type written or telephone if the group is small.

» Formsmaybedevelopedandusedparticularlyforregularmeetings.lfsmallpeople,

Individual letters may be used
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Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page
1. Write the formal meeting procedures(5 point).

2. Write the characteristic of meeting (5 point)

Note: Satisfactory rating — 10 points Unsatisfactory - below 10 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-2 | EXpressing and listening opinions clearly and without

interruption.

2.1. Levels of listening

Level 1 Listening:

When we are listening at level 1 our focus or attention is on how the words the other person
is saying affect ourselves with minimal concern for the person talking. We listen for the words
of the other person to see how they affect us. The attention is on me - what are my thoughts,
judgments, issues, conclusions and feelings. There is no room to let in the feelings of the

person being "listened" to. When listening at level 1 our opinions and judgments arise.

Level 1 listening is appropriate when you are gathering information for yourself like getting

directions or ordering in a restaurant or a store.
Level 2 Listening:

When we listen at level 2, there is a deeper focus on the person being listened to. This often
means not even being aware of the context. Our awareness is totally on the other person.
We notice what they say as well as how they say it and what they don't say. We listen for
what they value and what is important to them. We listen for what gives them energy or

sadness or resignation.

Level 2 listening let go of judgment. We are no longer planning what we are going to say

next. We respond to what we actually hear.
Level 3 Listening:

When we listen more deeply than the two levels described above, in addition to the
conversation we take in all information that surrounds the conversation. We are aware of the
context and theimpact of the context on all parties. We include all our senses, in particular

ourintuition.

Level 3 listening consider what is not being said and we notice the energy in the room and in

the person we are listening to. We use that information to ask more effective questions.
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2.2. Listening Skills as part of Effective Questioning include:

Articulating

Attention and awareness result in articulation and succinctly describing what we have
learned from our client. Sharing our observation clearly but without judgment does this. We
can repeat back to our clients just what they said. We can expand on this byarticulating back
to them what we believe they mean. This helps a person feel heard. For example: "What |

hear you saying is "

Clarifying

Clarifying is a combination of asking and clearly articulating what we have heard. Byasking
questions our client knows we are listening and filling in the gaps. When our client is being
vague, it is important for us to clarify the circumstances. We can assist them to see what they
can't see themselves by making a suggestion. For example: "Here's what | hear you
saying.Isthat right? "

Being Curious

Do not assume you know the answer or what your client is going to tell you. Wait and
becurious about what brings them to seeyou. What motivates them? What is really behind

the meeting? Use your curiosity so that your next question can go deeper.

Silence

Giving the person we are listening to time to answer questions is an important aspect of
listening. Waiting for the client to talk rather than talking for them is imperative for an effective

listener.
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Self-Check -2 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. What is the difference between listening levels.(5 point).

2. Define clarifying. (3 point)

Note: Satisfactory rating - 8 points Unsatisfactory - below 8 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-3

Establishing meeting purpose and inputs protocols

A meeting is where a group of people come together to discuss issues, to improve

communication, to promote coordination or to deal with any matters that are put on the

agenda.

Some Purposes of Meeting

>

>
>
>
>

Sharing information
Building relationships
Sharing inspiration
Negotiating

Educating others

Effective meetings really boil down to three things:

They achieve the meeting's objective.
They take up a minimum amount of time.

They leave participants feeling that a sensible process has been followed.
Meeting input protocol

Everyone is required to participate as every team member contribute to our success.
Everyone is to be respectful of each other. All opinions are valued and welcome.
Everyone is expected to utilize and implement the skills acquired in team meetings.

If you describe a problem, you must offer a solution to the problem.

Keep your input short and to the point. Do not stray off topic or the agenda.

Once the agenda is finalized, no new items are to be addressed in that meeting. You
must get your topic on the agenda to address it.

If you say nothing, then you are agreeing with what being said.

Compliance with meeting decisions

Obeying meeting instructions
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Self-Check -3 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Write the purpose of meeting? (4 points)

2. List out characteristic effective meetings.(4 points)

Note: Satisfactory rating —8 points Unsatisfactory - below 8 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-4 | c4nqucting workplace interactions

» Great business leaders and human resources professionals know the benefits of
effective working relationships. These are relationships between co-workers,
managers and staff, and employees with the public.

» Positive interactions increase good feelings, increase morale and improve work
satisfaction. Negative interactions create confusion, anxiety, tension and uncertainty,

which adversely affect work efficiency and company productivity.

The benefit of Effective Interaction in Workplace

It increases Productivity
Develop company morale

It promotes team building

It increases employee morale

It motivates employees

YV V V V V VY

It makes working more fun

Means of Effective interaction in the workplace
» Face to face
» Telephone
» Electronic and two way radio
» Written including electronic, memos, instruction and forms

Non-verbal

The 8 tips on how to best interact with your team members

Schedule regular open meeting
Speak simply

Utilize visuals

Value every team member’s ideas
Establish ground rules for the team

Encourage debate

YV V. V V V V V

Show appreciation
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» Use appropriate body language
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Self-Check -4 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. how to you interact with your team members (4 point)

2. list out some benefit of effective interaction in workplace (4 point)

Note: Satisfactory rating — 8points Unsatisfactory - below 8points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-5

Asking and responding questions
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Self-Check -5 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:

Note: Satisfactory rating —13 points Unsatisfactory - below 13 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-6 | |5 jementing Meetings outcomes

Overview
This article will focus on a few elements: the importance of purpose-oriented meetings, the
difference between a meeting task and a meeting outcome, and also delegating tasks and

assigning responsibility.

Why Purpose is Crucial to an Effective Meeting

Meeting Purpose: to identify the school's parking problems and their causes as the first step

to improving parking.

Have you ever sat through a meeting and wondered why you were invited, or how the topics
under discussion were not relevant to you? Have you ever walked away from a meeting with
no clear idea of what was expected of you afterwards? Chances are, you have, and you

were left with a negative impression. The reason for this is that the meeting had nopurpose.

Business meetings often fall into the trap of holding purposeless meetings. Sometimes this
happens because a meeting has taken place every week for many years and it is simply
habit for everyone to turn up, talk shop for a couple of hours and then head home. Other
times, an ill-prepared facilitator has called a meeting but not properly thought about the
reason behind it. Whatever the reason, purposeless meetings are a waste of time, and as

the maxim goes, time is money.

Purpose is a key characteristic of effective meetings because it unites everyone there
behind a common cause. There should be no question why the meeting has been called. As
a facilitator, your first exercise in preparing a meeting should be to work out exactly what the
reason behind the meeting is. If you have difficulty doing this, then perhaps a meeting is not

the most effective way of reaching your goal.

Tasks and Outcomes

Page 54 of 81




When you have established the purpose for a meeting, assigning tasks and assessing

outcomes becomes a lot easier. Let’s explore what the terms mean.

Task

A task is an action assigned to somebody at the meeting; a job they must do to help achieve
the purpose of the meeting. As a facilitator, it is your job to ensure the tasks are assigned.
Many people will volunteer for tasks, but occasionally you will have to delegate — especially
when it may not be for something particularly glamorous

Meeting Outcomes

We might be skepticalor cynicalabouttheoutcomeofmeetingsbutwecannotavoidthem.
Eventhosemangerswhoarethemostvehementcriticsofmeetingsspendalotoftheirtimein
attendingthemandareoftenrequiredtoholdthemtoo.Meetings,ifproperlyhandled,canbea
usefulmeansofgroupcommunication.Thefollowingpointsshouldbehelpfulinensuringthe

success of a meeting when you are conducting meetings:

1.Clearlydefinethepurposeofthemeeting.lfthepurposeisclearlydefined,itwill
Immediatelyhelptodecidewhetheritisatalinecessarytocallameeting.ltisquite
Possiblethatincertaincasesitmaysufficetocirculateanoteandindividuallyaskforthe
Opinionofthepeopleconcerned.Suchaprocedurewillhelptotakeaquickdecision
withoutanyavoidablelossoftimeormoney.Ifitisnecessarytocallameeting,thenext
stepistodeterminewhoshouldattendthemeetingandwhatitemsshouldbeonthe
Agenda.

2.Distributetheagendaamongallthemembers.Thisisofutmostimportance;forif
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membersareignorantofagenda,theywillnotbeabletomakeanyadvancepreparation

and their participation in the meeting will be ineffective.
3.Provideallthefacts.Iftheitemsontheagendarequirethememberstoknowsome

importantfacts,thebestthingistoprovidetheminadvance.lfameetinghasbeencalled

todiscussthedecliningsalesofaparticularproduct,allthefactsandfigureshavingany

bearingonthesubjectshouldbecollected,cyclostyledandcirculatedamongthe

members.
4.Restrictthenumberofinvitees.Thenumberofinviteestomeetingshouldnotbevery

large, for largegroupstendtobeunproductive. Only those personsshouldbeinvitedwho

arecloselyconcernedwiththesubjecttobediscussedandnoneelse.Theoptimum

number of members attending a meeting is between fiveand ten.
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Self-Check -5 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:

1. Write the purpose of meeting (3 points)
2 is an action assigned to somebody at the meeting(3 points)

3. List out the major meeting outcomes.(4 points)

Note: Satisfactory rating —10points Unsatisfactory - below 10points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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Operation Sheet- 1

Follow simple spoken language

Follow simple spoken language

Step 1-Seat properly
Step 2-

Step 3- Ready to listen

Step 4- Active listing

Step 5- Communicate to other.
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LAP Test Practical Demonstration
Name: Date:
Time started: Time finished:

Instructions: Given necessary templates, tools and materials you are required to perform

the following tasks within --- hour.

Task 1.How can follow simple spoken language.
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Learning Guide- 3

Unit of Competence: Participate in Workplace Communication

Module Title: Participating in Workplace Communication

LG Code: AGR BKG2M01LO1-LG-03
TTLM Code: AGR BGK2 TTLM 0919v2

LO 3: Complete relevant work related documents

Page 61 of 81



Instruction Sheet Learning Guide # 3

This learning guide is developed to provide you the necessary information regarding the
following content coverage and topics:

e Completing employment condition forms

Recording workplace data

Using basic mathematical processes

Identifying and acting upon Errors in recording information

Completing reporting requirements.

This guide will also assist you to attain the learning outcome stated in the cover page.

Specifically, upon completion of this Learning Guide, you will be able to:
e Complete employment condition forms
e Record workplace data
e Use basic mathematical processes

¢ |dentify and acting upon Errors in recording information

Complete reporting requirements

Learning Activities

10.Read the specific objectives of this Learning Guide.
11.Read the information written in the “Information Sheets -”

12.Accomplish the “Self-check” in page-------------

13.If you earned a satisfactory evaluation precede to “Operation Sheet” in page ----------
R However, if your rating is unsatisfactory, see your teacher for further

instructions or go back to Learning Activity --------------

14.Read the “Operation Sheet” and try to understand the procedures discussed.
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Information Sheet-1 | Completing employment condition forms

1.1. Introduction
Employment is a relationship between two parties, usually based on a contractwhere work
is paid for, where one party, which may be a corporation, for profit, not-for-profit
organization, co-operative or other entity is the employer and the other is the employee.
Employees work in return for payment, which may be in the form of an hourly wage, by
piecework or an annual salary, depending on the type of work an employee does or which

sector they are working in.

Most organizations will have a basic record ofworkers from their original application form. A
well designed form can provide not only thenecessary information toaid shortlisting, but also
a guidefortheinterview. Only questions directlyrelevant to the jobrequirements should be
asked,as to do otherwisemay bepotentially discriminatory. For instance, questions relating
to trade unionmembership andmaritalstatus shouldnot beincluded onany application form

astheymay be construed asevidence ofintentionto discriminate.

Informationmay berequested about any disability that might affect someone's application -
for instanceifthere are anyreasonable adjustments that the organization may maketo

assist in the application process orinthe job itself.
Otherrecordsuseful in therecruitment and selection process are:
» Job descriptions, setting out the purpose, dutiesand responsibilitiesof eachjob.

» Personspecification,settingout the characteristics andcompetenciesnecessary in
the personwho isbest suited to performeach job — for instance, skill, qualifications,

particularexperience.
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1.2. Forms of Employee

Forms that are common to most enterprises include:

» Personnel forms: - personnel forms or Employee information forms provide key data
on employees that can be used to keep track of who worked for the company,

When, and in what positions. It can also be used as an emergency contact information form
in the event of any serious workplace injury.Personnel record forms are necessary for the
formulation and implementation ofemployment policies and procedures
forrecruitment,training, promotion, dismissaletc.Someof these are required by law and
othersenable personnel tomonitor other processes.For instance, personnel records,
andthestatisticstheyprovide, are important inhelping to develop policies free from anybias on

grounds of sex,race, age or disability.

Telephone message forms
Safety reports

Dockets, invoices and receipts
Petty cash vouchers

Time sheets

Telephone message forms

V V V V V V VY

Leave forms.
Other enterprise forms might include:

e Chemical records

e weather records

« vehicle and machinery log books

e Registration, license and insurance forms

« Equipment inspection records
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Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Mention the personnel forms of employment.(10 points)

Note: Satisfactory rating - 10 points  Unsatisfactory - below 10 points

You can ask vou teacher for the copv of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-2 | Recording Workplace Data.

Introduction

All organizations,however large orsmall, needto keepcertainrecords, somebecause of the law
requiresthem,and someforinternalpurposes. Forinstance,keeping recordsof hoursworked by
most workers(for the purposes of the implementation of the Working TimeRegulations), and
pay rateswill enable employerstomonitor legislation compliance. Everyemployer also needs

records ofworkers joining them,their job title, and pay and so on.
Why personnel records are important

All organizations,privateor public,need to planand toformulatepolicies and procedures which
will enable them toremaincompetitive and provide good service to their customers. Planning
depends on information, and personnelplanningequally depend oneffective,
accuraterecord keeping enabling the organization to recruit, train and developing staff to
their full potential, and being as effective as possiblewithinthe organization, thereby

makinga strategic contribution to its goals.

% Good recordscan help managers:

» Make decisions based onfact rather thanguesswork
» Know whatstaff resourcesare available to meet production/service requirements
» More accurately assesslevels ofperformance and productivity

» Know whatishappening with absencelevels, labor turnover,sickness, accidents,

lateness, disciplineetc,andtakeappropriate and timely action.
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«» Whatrecordsareneeded?

Every organization should keep information about individual workers- for example:

< Personal details:- name,address, emergency contact, date of birth,
sex,educationand qualifications, tax code, national insurance number, details of

anyknown work-relevant disability, work experience.

e Employmenthistory with the organization:- date employment

began,promotions, presentjob,and job title.

 Details ofterms and conditions: - payhours of work, holiday
entitlement,anyother benefits, e.g. car,private health insurance. A copy of the
written main terms and conditionsofemployment,or theemploymentcontractmust
bekeptto avoid any future query onthe terms and conditionsagreed onstarting.
Copies of any changes to the contract and,ifappropriate,a copyof the worker's
agreementto exceed the WorkingTime Regulationslimits must also be kept.

» Absence details:- lateness, sickness, any other authorized or unauthorized absence
e.g. annualholiday, maternity/paternity/dependents leave, Details ofanyaccidents

connected with work,includingon way to and from work.

« Details oftraining/further education undertaken with the organization, whether
internal orexternal.Any workerona Modern Apprenticeship with the organization

isnormally entitled to awritten agreement setting out thetermsof theapprenticeship
» Details ofanydisciplinaryaction.
» Details ofterminationofemploymen
Some of Keyareasthatneedrecords
Statutory records

Thissection covers the main areas that anyonedealing with personnel matters will need

for record keeping. Good records help managers.Records required by lawinclude:

e Tax and national insurance
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For most workersit isadvisable to keep recordsof individual hoursworkedto enable

averaging overa period tomeet therequirements ofthe WorkingTimeRegulations
Holidays, again for the Working TimeRegulations

Pay, to ensure therequirements of theMinimum WageAct are being met,and to

meet the statutory requirementthat workers are issued with pay statements.

Paid sicknessandStatutory SickPay
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Self-Check -2 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Why records are needed(5 points)
2. Please mention the use of good records.(5 points)

Note: Satisfactory rating - 10 points Unsatisfactory - below 10 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Date:

Name:
Short Answer Questions
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Information Sheet-3 . : .
Using basic mathematical processes

Statistics is the study of the collection, organization, analysis, interpretation, and
presentation of data. It deals with all aspects of this, including the planning of data collection

in terms of the design of surveys and experiments.

A statistician is someone who is particularly well-versed in the ways of thinking necessary to
successfully apply statistical analysis. Such people often gain experience through working in
any of a wide number of fields. A discipline called mathematical statistics studies statistics
mathematically.

The word statistics, when referring to the scientific discipline, is singular, as in "Statistics is
an art." This should not be confused with the word statistic, referring to a quantity (such
as mean or median) calculated from a set of data, whose plural is statistics.

Scope

Some consider statistics a mathematical body of science that pertains to the collection,
analysis, interpretation or explanation, and presentation of data, while others consider it a
branch of mathematics concerned with collecting and interpreting data. Because of its
empirical roots and its focus on applications, statistics is usually considered a distinct
mathematical science rather than a branch of mathematics.

Much of statistics is non-mathematical: ensuring that data collection is undertaken in a way
that produces valid conclusions; coding and archiving data so that information is retained and
made useful for international comparisons of official statistics; reporting of results and
summarized data (tables and graphs) in ways comprehensible to those who must use them;
implementing procedures that ensure the privacy of census information. Statisticians

improve data quality by developing specific experiment designs and survey samples.

Statistical methods can summarize or describe a collection of data. This is called descriptive
statistics. This is particularly useful in communicating the results of experiments and
research. In addition, data patterns may be modeledin a way that accounts

for randomness and uncertainty in the observations.
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Mean, median, and mode are three kinds of "averages". There are many "averages" in
statistics, but these are, | think, the three most common, and are certainly the three you are

most likely to encounter in your pre-statistics courses, if the topic comes up at all.

The "mean" is the "average" you're used to, where you add up all the numbers and then

divide by the number of numbers.

The "median” is the "middle" value in the list of numbers. To find the median, your
numbers have to be listed in numerical order from smallest to largest, so you may have to

rewrite your list before you can find the median.

The "mode" is the value that occurs most often. If no number in the list is repeated, then
there is no mode for the list.

The "range" of a list a numbers is just the difference between the largest and smallest value

Example Find the mean, median, mode, and range for the following list of values:

13, 18, 13, 14, 13, 16, 14, 21, 13

The mean is the usual average, so I'll add and then divide:

(13+18+13+14+13+16+14+21+13)+9=15

Note that the mean, in this case, isn't a value from the original list. This is a common result.

You should not assume that your mean will be one of your original numbers.

The median is the middle value, so first I'll have to rewrite the list in numerical order:

13, 13, 13, 13, 14, 14, 16, 18, 21

There are nine numbers in the list, so the middle one will be the (9 + 1) + 2 = 10 + 2 = 5th

number;

13, 13, 13, 13, 14, 14, 16, 18, 21

So the median is 14

The mode is the number that is repeated more often than any other, so 13 is the mode.
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The largest value in the list is 21, and the smallest is 13, so the range is 21 — 13 = 8.

Mean: 15
median: 14
mode: 13
range: 8

Note: The formula for the place to find the median is "([the number of data points] + 1) + 2",
but you don't have to use this formula. You can just count in from both ends of the list until

you meet in the middle, if you prefer, especially if your list is short. Either way will work.
Basic mathematics process

1.Addition

2. division

3. subtraction

4. multiplication
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Self-Check -3 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

next page:
1. Define statics? (4points)
2. List out the basic matimatical process.(6 points)
3. please mention and define the most common averages in statics (10).

Note: Satisfactory rating —20 points Unsatisfactory - below 20 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Date:

Name:

Short Answer Questions
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Information Sheet-4 | Identifying and acting upon Errors in recording information

An error of information is an accounting mistake in which an entry is recorded in the

incorrect information.

Administratively, incorrect or inconsistent data can lead to false conclusions and
misdirected investments on  both  public and private scales. For instance,
the government may want to analyze population census figures to decide which regions
require further spending and investment on infrastructure and services. In this case, it will be

important to have access to reliable data to avoid erroneous fiscal decisions.

In the business world, incorrect data can be costly. Many companies use customer

information databases that record data like contact information, addresses, and preferences.
Identifying, rectifying and referring errors

There will be times when you are checking or processing financial transactions in your
organization and you identify an error or discrepancy which needs to be rectified (corrected.)
You may be able to do this yourself. If you are unable to do this because you don’t know
how, or you are not authorized to do so, you will need to refer the discrepancy to an
authorized work colleague.

Discrepancies may occur for a variety of reasons, including:

» Miss keyed data; for example, making a mistake when entering information such as
an item code, price or quantity;

» Arithmetic errors; for example, adding amounts together instead of subtracting

» Counting errors; for example, incorrectly counting cash in a trial balance.

» Accounting errors; for example, entering debit amounts as credits.
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Self-Check -4 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. What is Error . (2 points)
2. Why recording error may occur? (8 point)

Note: Satisfactory rating —10 points Unsatisfactory - below 10 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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Information Sheet-5 | Completing reporting requirements

What is reporting?

Reporting is the regular provision of information to decision-makers within an organization to
support them in their work. These reports can take the form of graphs, text and tables and,
typically, are disseminated through an intranet as a set of regularly updated web pages (or
"enterprise portal”). Alternatively, they may be emailed directly to users or simply printed out

and handed around, in the time-honored fashion.

What is a Business Report?

Business reports are documents prepared by employees or managers that provide
regulators, investors and creditors with information about the performance and strategies of
the business.

Reporting Methods

A) Written Reporting:- Written reporting is the most common mode of reporting. It may be
in form of a letter, circular or manual. Written reporting is most popular mode, reason being,
reports can be kept as legal records by using this mode and can be used as reference
sources. Written rep orts are always carefully formulated. Written reporting, sometimes saves

time and money. However it suffers from poor expression of senders.

B) Graphic Reporting:- The reports may be presented in the form of charts, diagrams and
pictures. These reports have the advantage of quick grasp of trends of information

presented.

A look at the chart or diagram may enable the reader to have an idea about the information.
In the modern times graphs and charts are becoming more popular as a mode of presenting
any kind of information. Various management professionals express their views through
graphs and charts. Graphical presentation being most effective medium of reporting removes

dullness and confusions which we usually find in other forms of reporting.
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C. Oral Reporting

% Oral reporting may be done in the following forms:

I.  Group meetings

[I.  Conversation with individuals

» Oral reporting is helpful only to a limited extent.

» It cannot form a part of important managerial decision making. For the purpose, the
reports must be in writing so that these may be referred in future discussions too. A
combination of written, graphic and oral reporting may be useful for effective and

efficient reporting in an organization

Advantages of Reporting

» Assess Performance and Comparison

» Regulatory and Creditor Compliance

Disadvantages of Reporting

» Cost of Time
» Not Always Accurate
» Potential to Neglect Qualitative Information
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Self-Check -4 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Write the advantages of reporting? (3 point)

2. Write the disadvantages of reporting? (3 point)

3. Explain the methods of reporting? ( 4 point)

Note: Satisfactory rating —10 points Unsatisfactory - below 10 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet
Score =

Rating:

Name: Date:

Short Answer Questions
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. Techniques to Do basic mathematical processes of addition,
Operation Sheet-1 subtraction, division and multiplication

e Techniques to Do basic mathematical processes of addition, subtraction, division and
multiplication

Stepl-ldentify average types in mathematics
Step 2- List out each formulas

Step 3- mean" is the "average

Step 4- median" is the "middle

Step 5- mode" is the value that occurs most often
Step 6- calculate the needed one

Step 7- list out the major mathematical process.
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LAP Test Practical Demonstration
Name: Date:
Time started: Time finished:

Instructions: Given necessary templates, tools and materials you are required to perform

the following tasks within --- hour.

Task 1- Identity and give examples for mathematical averages
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