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	Note: Learners must satisfy all the assessment criteria by achieving at least 50% of the marks available for each criterion.   
The ‘lines/box’ below a question is for guidance purposes only. Marks are not deducted for writing more. It is perfectly acceptable for all answers to be continued on additional forms provided they are attached to the assignment when making a submission. The availability of the form electronically allows learners to expand the ‘lines/box’ as required.




UNDERSTAND THE IMPORTANCE OF EFFECTIVE COMMUNICATION WITH PEOPLE OUTSIDE THE TEAM

1.  Explain why effective communication with those outside the team is important 

 (16 marks)
	














2. Give examples of the methods of communicating with those outside of team  ( 8marks)					













3. List the advantages and disadvantages of each method (8 marks)













UNDERSTAND HOW TO PRESENT A POSITIVE IMPRESSION TO THOSE OUTSIDE THE TEAM

4. Outline why it is important to give a positive impression to internal and external customers 	(12 marks)













5. Explain why product/service knowledge is important in presenting a positive impression to those outside the team	 (20 marks)















6. Explain why it is important to observe legal, organisational and ethical rules when providing information to customers	(20 marks)

















7. Outline communication skills that could improve the relationship with customers 
(16 marks)


























Learners must achieve at least 50% of marks available for each learning outcome. In some instances learning outcomes may be covered by more than one question.
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