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Gateway Qualifications Level 2 Diploma in Business Administration
Communication in a Business Environment – Lesson Plan
Tutor Guidance	
This session is designed to provide some of the knowledge and understanding to support the completion of this unit of the Level 2 Diploma in Business Administration. As you work through the session, activities are provided to support the collection of evidence for the knowledge unit with guidance as to the criteria they cover.
Although this lesson plan refers to ‘group’ the lesson may well be delivered to one learner at a time.
	Resources Required 	
	Handouts Required

	· Laptop and projector
· Pens and paper
· Copy of slides and procedures
· Highlighter pens and complaints
	· Activity 1 – Understand the requirements of written and verbal business communication
· Copy of matrix
· Effective communication handout
· Additional activities
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session.
Explain that communication skills are important in an administrative role as they underpin all interactions with internal and external customers. Explain that verbal and non-verbal communications are equally as important and both will be reviewed as part of this session. 
Explain this session is designed to deliver a level of understanding on the different types of communication. Explain the students will complete activities throughout the session which will provide some evidence for the unit and any remaining activities will be issued as part of the assignment brief at the end of the session.
Hand out a copy of the slides and the unit matrix
	Laptop and projector
Pens and paper
Copy of slides
Unit matrix

	2
	Aims of the session
	Discuss the aims of the session and agree these with the group.
	

	3
	Agenda
	Read through the points of the agenda. Explain the session is designed to develop an understanding of the key points contained within the unit.
	

	4
	What are the different types of communication used in a business environment?
	Ask the group to work in pairs and agree a list of different methods of communication used within a business environment. Give 10 mins then feedback. 
Look for:
Email, letters, memos, phone calls, meetings, briefings etc.
Ensure all students keep their own list as this will contribute to criteria 1.1
	

	5
	What are the different communication methods used?
	Explain to the group that there are many reasons why different types of communication are used. Bring up the 4 points on the slide and give an explanation on each.
	

	6
	Why are different methods used?
	Ask the group to look back at the previous activity. Ask them to now identify the main reasons each method of communication on their list is used.
Give 10 mins then feedback.
Ensure this is fully completed by each student as this covers criteria 1.1
	

	7
	Communication requirements for different audiences
	Explain that different audiences will have different communication requirements based on a number of variables including their needs for information and their understanding of the organisation.
Bring up the points on internal and external customers and explain the points on the slide.
	

	8
	Communication requirements
	Explain there are a number of key requirements for any communication. Bring up the points and the slide and give the additional information.
Appropriate method – firstly, the appropriate method of communication needs to be used, the audience and type of information to be relayed will determine this.
Purpose – make sure you are clear on the purpose of the communication, again this will determine the type of communication used. Also, you need to ensure the purpose of the communication is clear within the actual communication itself.
Language – make sure you are using the correct language. If it is an internal customer, you are more likely to use company/industry jargon but it is important you do not use this with any external customers.
Level of detail – the level of detail required in the communication will be determined by the audience. If it is an internal audience, you may not require the same level of detail as an external audience.
Meets customer expectations – Regardless of whether it is an internal or external customer, it is important you meet the expectations of your customer with any method of communication.
Meets organisation standards – Again it is important all communication meets organisational standards. Your organisation will have set standards for all forms of communication whether it be a telephone script for phone conversations or standard letter layout. It is important you know about these standards when communicating with customers.
	

	9
	What is a communication convention?
	Ask the group if they understand what is meant by a communication convention. 
Explain the conventions are the standards for the form of communication as decided by the organisation. Bring up the points and provide an explanation.
House Style – This will include letter heading, font style and size, signatures on emails, layout etc.
Professional style – This will include any specifics as decided by the profession. This could include making sure VAT numbers are on documentation, the formality of the content etc.
Salutations – how you open and close any communication is an important convention, for example when do you use to/dear and yours faithfully/sincerely?
Punctuation – you must ensure you check the spelling, punctuation and grammar within any communication as this will be reflective of your organisations
Language – the type of language used will be decided by the type of communication and audience. If you are producing a formal letter, it is important you use formal language.
	

	10
	Why is spelling, punctuation and grammar important?
	Ask the group the question then bring up the points on the slide. Ask if anyone can think of any other reasons this is important.

	

	11
	How do you check SPaG?
	Ask the group how they check the standard of Spelling, Punctuation and Grammar (SPaG). Explain there are 3 main methods of doing this, although there are many more options.
Bring up the 3 methods.
Proof read – This means revisiting the document and reading through the content checking for any errors. It is sometimes good to ask a colleague to proof read for you if you are struggling to check for errors, although it is best practice to develop this skill yourself.
Sense Check – similar to a proof read, this checks that what has been written actually makes sense to the reader. If the text is a set of instructions, a sense check will make sure the steps are easy to follow and result in the desired outcome.
Spellchecker – the spell check option on a computer is a good tool, but care has to be taken when using. You need to ensure it is set to the correct language – explain that English UK is different to English US! Also, if a word has not been spelt incorrectly, the error will not be identified. Bring up the lines of the poem and demonstrate the issue with the spell check.
	

	12
	Why is body language and tone of voice important?
	Bring up the points on the slide and discuss

	

	13
	Why is change important?
	Explain that change within business has been discussed previously so you are just reiterating the points made
Explain to the group there are a number of reasons change will occur within the workplace and how they respond to the changes will impact on how successful the change and the business will be.
Bring up the points individually and give the reasons for change.
	

	14
	When do you use body language and tone of voice to communicate with others?
	Ask the group to consider when they would need to be mindful of their body language and tone of voice.
Bring up the points on the slide
Phone calls – point out that the tone of voice is the main focus of the customer during a phone call as they cannot see you in person, as a result, you have to take care that your tone and facial expressions do not betray you.
Explain that for all face to face contact, it is important your body language reflects your enthusiasm and does not betray what you are trying to say.
	

	15
	Understand the requirements of written and verbal communication
	Hand out Activity 1 – Understand the requirements of written and verbal communication.
Give 20 mins to complete.
Handout – Communication.
	Activity 1 – Understand the requirements of written and verbal communication
Effective communication handout

	16
	Aims of the session
	Review the session aims and agree if these have been met.
Explain that the activities completed can be referenced into the student portfolio and complete the unit.
	

	17
	Any questions
	Check if anyone has any additional questions.
	






© Copyright 2016 Gateway Qualifications. Permission granted to reproduce for use with cohorts registered with Gateway Qualifications only. Commercial copying, hiring, lending is prohibited.

[bookmark: _GoBack]
Page 2 of 7

image1.png
gateway

qualifications





