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	Learning Outcome
	Assessment Criteria
	Guidelines and range
The candidate provides evidence that they understand:

	1.Understand the principles and techniques of work-related communication
	1.1 Describe communication techniques used to gain and maintain the attention  and interest of an audience



	Communication is defined as the process of sharing information between different people.
The main purpose of communication is to provide or seek information but there are often additional purposes, for example to persuade people to take certain actions or to influence their attitudes or behaviour.
The most common methods of communication involve the use of either written or spoken words. However, other ‘non-verbal’ methods, such as pictures and diagrams, or body language, such as gestures or facial expressions, also have an important role to play.
To communicate effectively the communicator needs the receiver of the information to understand precisely what is being communicated and take any actions required.
To gain and maintain the interest of the receiver/ audience the communicator must select the appropriate technique  for the information being sent:
· Written techniques include  letters, e-mail, work rotas and notices
· Spoken techniques include interviews, presentations, meetings and telephone conversations

Good practice requires  any communication should:
· Have a clear purpose
· Be planned and structured to suit the purpose
· Use language that the receiver/audience will understand and accept
· Use supporting non-verbal techniques if they improve the clarity of the message
· Allow for feedback from the receiver/audience so the communicator can be sure the information is correctly understood.

The Shannon and Weaver communication model illustrates the communication process in more detail.

Often communicating information alone is not enough. The communicator wants to persuade or influence. If people are to accept an idea they need to see how they will benefit.  Motivation theory – such as that of Abraham Maslow – shows that people have needs or expectations. To persuade or influence people the communicator should link those needs to the message. This does not apply just to selling products or services but also persuading managers to accept your recommendations or members of your team to improve working methods.



	
	
	In this criterion the learner is required to describe the use of two or more different work-related communication techniques and state which purposes they are best suited to if the attention and interest of an audience is to be gained and maintained.


	
	1.2 Explain the principles of effective written business communications





	
Written business communications – for example letters and  e-mails, should follow the rules of good communication practice with a clear purpose and structure, and  appropriate language
Written communication has  specific advantages  in that it:
· Allows the communication of long or complex material 
· Provides a record that can be referred to by the receiver
· Can be used as a legal record of what was said and when

However it also has disadvantages:
· No instant feedback or response
· Lacks the supporting benefits of body language – gestures and tone – therefore relying totally on the correct understanding of the words used

Written communication usually follows accepted formats and companies have house styles and rules which must be followed to present the image the company wants to convey. Presentation and good spelling and punctuation are an important part of creating this image.
Communicators also need to consider the cost/ benefit implications of the different techniques they use. 








	
	
	In this criterion the learner is required to describe the principles of effective written business communications, referring to examples to show their advantages and correct use.

	
	1.3 Explain the principles of effective verbal communications in a business environment
	Verbal or spoken communication in a business environment, for example interviews or presentations, should follow the rules of good communication practice having a clear purpose and structure, and using appropriate language
Verbal communication has  specific advantages  in that it:
· Allows  instant feedback and response 
· Uses body language to support the verbal communication 

However it also has disadvantages:
· Potentially confusing if complex material is involved
· No record that can be referred to later
· More difficult to establish as a legal record

In reality, some of the most effective business communication involves the use of a number of spoken, written, and non–verbal techniques.


	
	
	In this criterion the learner is required to describe the principles of effective spoken business communications, referring to examples to show their advantages and correct use.

	
	1.4. Describe the importance of checking accuracy and currency of information to be communicated
	It is likely that business communication will involve the receiver in taking actions and in solving problems and making decisions based on the information received. If these actions and decisions are to be correct then it is essential that the information they are based on is accurate and current.

	
	
	In this criterion the learner is required to describe why the accuracy and currency of work-related information should be checked. Use examples of where communicated information is used by receivers as the basis for their own actions.

	
	1.5 Describe the importance of explaining to others the level of confidence that can be placed on the information being communicated
	As information communicated is likely to be used by others as the basis for their own actions it is important that they understand how reliable the information they are using is. Although the communicator will make every attempt to ensure the information is accurate and current,   business situations – processes, products and prices- may be changing rapidly. Therefore the communicator has a responsibility to make sure that the receiver is aware of this.

	
	
	In this criterion the learner is required to describe the importance of explaining to others the level of confidence that can be placed on information communicated. Use examples of information that could be supplied as accurate and current but could be subject to change. 

	
	1.6 Describe the advantages and disadvantages of different methods of communication for different purposes
	The sections above have highlighted the advantages and disadvantages of the different methods of communication that can be used in a business situation.

	
	
	In this criterion the learner required to describe the advantages and disadvantages of the different methods of work-related communication used for different purposes.

	2. Be able to communicate work related information verbally
	2.1 Identify the information to be communicated
	When communicating verbally by spoken word the person communicating the information must be clear about the purpose of the communication and the needs of the person receiving the information, including what they will use the information for. Information identified may need to be analysed so it can be presented clearly.


	
	
	In this criterion the learner is required identify a specific work situation where information needs to be communicated verbally by spoken word. Having identified the purpose and the receiver’s requirements the learner should then gather the relevant information. 

	
	2.2 Confirm the audience is authorized to receive the information
	When communicating any business information the communicator must ensure that the receiver is entitled to receive the information. It should be confirmed that the information to be communicated is in no way sensitive or could breach organisational policy, including data protection, or infringe business confidentiality in any other way.

	
	
	In this criterion the learner is required to provide evidence that the receiver of the work-related information they intend to communicate is authorised to receive that information and that no breaches of personal or business confidentiality or data protection legislation are involved. 

	
	2.3  Provide accurate information using appropriate verbal communication techniques
	The person communicating information gathered, having ensured it is accurate, must determine the best verbal spoken method to be used for the purpose. The content and structure of the information should be planned before it is communicated to ensure effectiveness.

	
	
	In this criterion the learner is required to provide evidence of the effective and accurate use of at least two different verbal communication techniques appropriate to the chosen situations one of which could be that used in 2.1

	
	2.4 Communicate in way that the listener can understand, using language that is appropriate to the topic
	The person communicating information should choose language that the listener can understand and that is appropriate to the topic.

	
	
	In this criterion the learner is required to demonstrate that the language used in 2.3 was appropriate to the listener and the topic.

	
	2.5 Confirm that the listener has understood what has been communicated
	In order to check that information communicated has been correctly understood the communicator must be aware of feedback from the listener. This may be verbal – perhaps gained through questioning or from observation of the receiver’s body language. 

	
	
	In this criterion the learner is required to confirm that the listener has understood what has been communicated. This will be shown through a description of the feedback used.

	3. Be able to communicate work-related information in writing
	3.1 Identify the information to be communicated
	When communicating verbally the person communicating the information must be clear about the purpose of the communication and the needs of the person receiving the information including what they will use the information for. Information gathered may need to be analysed so it can be presented clearly.


	
	
	 In this criterion the learner is required identify a specific work situation where information needs to be communicated in writing. Having identified the purpose and the receiver’s requirements the learner should gather the relevant information.

	
	3.2 Provide accurate information using the appropriate written communication methods and house styles
	The person communicating information gathered, having ensured it is accurate, must determine the best written method to be used for the purpose. The content and structure of the information should be planned before it is communicated to ensure effectiveness. Appropriate written communication methods and house styles should be used.

	
	
	
In this criterion the learner is required to provide evidence of the effective and accurate use of at least two different verbal written communication techniques appropriate to the chosen situations - one of which could be that used in 3.1.


	
	3.3 Adhere to any organisational confidentiality requirements when communicating in writing
	
When communicating any business information the communicator must ensure that the receiver is entitled to receive the information. It should be confirmed that the information to be communicated does not breach organisational policy, including data protection, or infringe business confidentiality.

	
	
	In this criterion the learner is required to provide evidence that the receiver of the information they intend to communicate is authorised to receive that information and that no breaches of personal or business confidentiality or data protection legislation are involved.

	
	3.4 Use correct grammar, spelling and punctuation, using accepted business communication principles and formats
	Written communication usually follows accepted formats, and companies have house styles and rules which must be followed to present the image the company wants to convey. Presentation, grammar, good spelling and punctuation are an important part of creating this image.


	
	
	In this criterion the learner is required to use correct grammar, spelling and punctuations in the written communications presented under 3.2.  Accepted business communication principles and formats should be appropriately used.

	
	3.5 Justify opinions and conclusions with evidence
	Written business communication that is intended to persuade the receiver to accept the communicator’s opinions and conclusions should be based on sound information that is clearly and logically presented. Conclusions should be supported by arguments based on facts and should show objectivity. 

	
	
	In this criterion the learner is required to indicate how the opinions and conclusions drawn in an example of their own written communication are justified and supported by valid evidence.
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