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Gateway Qualifications Level 3 Diploma in Business Administration
Principles of Business Communication and Information – 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 3 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 – Negotiation
· Activity 2 – Delivering a presentation
· Activity 3 – Creating bespoke documents
· Activity 4 – Information systems
· Copy of matrix
· Legislation for document production 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 the ability to communicate effectively verbally and in writing is vital to the success of any business. It is important to have an understanding of different types of information, user needs and requirements in order to produce high quality documentation and communication.
Explain this session is designed to look at how to develop presentations, to communicate information and how to use different information sources and systems to support business operations. Explain the students will complete activities throughout the session which will provide some evidence for the unit.
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.
	

	5
	Why is negotiation important?
	Before bringing up the points on the slide, explain that, as part of their role, they will negotiate with a number of different people for a number of different reasons. In order to do this effectively, you must understand the benefits of negotiation.
Bring up the points and provide additional information.
· Develop a strategy – If you need to complete an activity, you will need to negotiate with everyone involved to develop a strategy for the activity completion. This will include the need to foster ideas and discuss their legitimacy, forcing some points/ideas to ensure the activity can take place and agreeing a way forward.
· Understand perspectives – You will need to listen to everyone involved to understand everyone’s perspective in order to negotiate solutions
· Resolve conflict – when dealing with conflict within your team/business, you will need to adopt negotiation techniques to enable you to resolve the issue which will meet the needs of all involved
· Understand differences – this can include cultural or personal differences. You need to understand these differences and how they impact on the people within your team in order to enable you to make decisions. For example, if you are trying to arrange a consistent time for a team meeting but people work different days for personal reasons, and others are unable to make certain days for religious reasons (e.g. prayer on Friday) you will need to use this information to agree an appropriate day that will ensure everyone can be included and can attend. This may mean negotiating alternative working dates for the part timers etc.
· Reach agreements and compromise – negotiation techniques are vital if you are going to reach agreements within your team or business, or reach compromise to ensure the job gets done.
· Develop relationships – If you are able to demonstrate good negotiation techniques and use a win-win approach you will be able to develop relationships with colleagues and customers which will in turn support the success of the business
· smooth running – If you can adopt positive negotiation techniques to get the job done, this should in turn result in the smooth running of the business.
	

	6
	Approaches to negotiation
	Before bringing up the points on the slide, explain to the group there are two main approaches to negotiation and ask if they know what these might be. Bring up the two titles and then go through the key features of each approach.
Explain that each approach has its uses, ask the group if they can identify when they might be used.
Possible answers – Disruptive – in politics when trying to resolve an issue – look at issues such as human rights agreements with some countries – this is an example DO NOT get drawn into discussion in this area!
Integrative – Developing business agreements/trade agreements where there may be some level of give and take.
	

	7
	When might you need to use each negotiation approach?
	Before bringing up the points, explain there are times in business when each approach to negotiation is appropriate and the purpose of negotiation will impact on this. 
Bring up each approach and provide the explanations for each point.
Disruptive
· Gain an advantage/disrupt competitors – if you need to get an advantage over competitors or customers you may use a more aggressive approach to negotiation to ensure your organisation comes out on top.
· Maximise own interests/divide fixed resources – if you are looking to maximise your own interests or share fixed resources you may push the aggressive negotiation to ensure your team/business gets the larger share of what is available. This will ensure your success, possibly to the detriment of others involved.
Collaborative
· If you are looking to maximise joint outcomes for your team/business and that of others, you will look to negotiate a win/win situation that will ensure all parties are happy with the outcome.
· By using this collaborative and open approach you can build relationships and trust with your customers.
· If you have enough resources to share, you may be able to use a collaborative approach as no-one needs to miss out.
	

	8
	What are the components of negotiation?
	Ask the question to the group to see if they know of the different stages of negotiation. Bring up the points and provide the explanation.
Preparation – Identify the timescales for negotiation, the resources required for the activity, collate the facts and data required to make decisions, identify the common ground to agree points or begin discussions, identify if there are any legal or industry regulations that will impact on decisions, identify the scope/ priorities/objectives/barriers/starting points/concessions/implications of the negotiation.
Select the style – will you be competing or collaborating with the other party? You need to identify the approach to negotiation in order to begin the activities in the correct manner.
Adopt behaviours – Be aware of your body language, are you using effective listening and questioning techniques, be assertive, identify if you need to adopt persuasion/mediation/patience as part of the negotiations
Exchange information – what is the starting point, what are your goals? You need to provide your proposals in order to negotiate an agreed outcome.
Bargain – have a conversation in which you will solve problems, use any leverage you have, make concessions to your original proposal and achieve a mutual agreement. This could be done in one meeting or could require multiple meetings over a period of time depending on the activity.
	

	9
	How do you negotiate?
	Hand out Activity 1 – Negotiation.
Give the group 15 mins to complete then feedback.
	Activity 1 - Negotiation

	10
	When might you need to give a presentation?
	Explain there are many different times you need to give presentations, and identifying the reason for the presentation will determine the style and format of the session.
Ask the group to shout out different reasons for a presentation and then bring up the points on the slide. Explain we will go through the their different requirements on the coming slides.
	

	11
	Informative presentations
	Read through the points on the slide and check understanding
	

	12
	Instructional presentations
	Read through the slide and check everyone understands.

	

	13
	Inspirational presentations
	Read through the slide and check everyone understands.
	

	14
	Persuasive presentations
	Read through the slide and check everyone understands.
	

	15
	Decision making presentations
	Read through the slide and check everyone understands.
	

	16
	What resources can you use to support your presentations?
	Ask the group to work in pairs to identify resources they might use when giving a presentation.
Give 10 mins then feedback.
Look for:
· Software packages
· Speaker notes and cue cards
· Use of handouts
· Boards and flip charts
· Props
Explain you will go through these more over the next few sides

	

	17
	How do resources support a presentation?
	Read through the points and check everyone understands

	

	18
	How do resources support a presentation?
	Read through the points and check everyone understands

	

	19
	What are the different methods of giving a presentation?
	Ask the question before bringing up the points. Explain there are 3 main methods of delivering a presentation. Bring each one up and provide the additional information.
	

	20
	Face to face presentations
	Read through and check everyone understands
	

	21
	Webinars
	Read through and check everyone understands
	

	22
	Video conferencing
	Read through and check everyone understands

	

	23
	How do you deliver a presentation?
	Before bringing up the points on the slide, explain that once the presentation is ready, you need to consider the best practice for delivery. Bring up the points and provide the additional information.
Planning – Make sure you have planned your presentation correctly. If you are creating the presentation yourself, you will need to make sure you have identified your audience and prepared the information correctly. You will need to consider the information you wish to present, how this should look, if you need to include any text or graphics and if you will be using timings or slide transitions on your presentation.
Preparation and organisation – Print a copy of your slides for review and practice You may want to put some extra notes on the slides to prompt you to give additional information to the group. Create any handouts you may require to support the information you are giving the group and check that any resources you need are available and in working order.
Practice – Make sure you practice reading through the presentation, this is important whether you have created the presentation or not. Practising will allow you to check you have understood the information, have presented correctly and that the timings of the session work. This will also give you time to make any changes prior to the day of delivery.
Effective communication – When delivering the presentation, it is important you use effective communication. You need to be aware or your body language, voice tone, pace and volume. You need to be confident in the information you are delivering. You also need to ensure you use all technology and aids correctly, apply an appropriate sense of humour to the delivery and anticipate questions from the group. You also need to ensure you have appropriate contingency plans in place in case of any problems.
	

	24
	How do you collect feedback from your audience?
	Explain that it is important to collect feedback whenever you have delivered a presentation for a number of reasons, and there are multiple ways to collect feedback.
Bring up the points and check everyone is happy and understands. If required expand on the points.
	

	25
	What may be covered by the feedback?
	Explain that, the feedback you collect could be on a variety of different aspects of the presentation. Bring up the points and expand.

	

	26
	Why collect feedback?
	Ask the question then bring up the points on the slide.

	

	27
	Delivering a presentation
	Hand out Activity 2 – Delivering a presentation
Give 20 mins to complete.
	Activity 2 – Delivering a presentation

	28
	What types of bespoke documents may be required in a business?
	Ask the group to work in pairs to identify the different types of bespoke documents a business may require. Give 10 mins then feedback.
Look for:
Handbooks, specifications, questionnaires, spreadsheets, letters, presentations etc.
Ensure each person has their own list as they will need this later.
Explain that most organisations will have a template for their bespoke documentation, but on occasion you may be required to create a new template if one doesn’t already exist.
	

	29
	What are the characteristics of bespoke documentation?
	Bring up the points and read through. Provide additional information if required.
	

	30
	What factors have to be considered when creating documents?
	Corporate factors – you will need to consider the professional image and brand image when creating a document. You will also need to ensure you have considered the use of text and non-text elements, any legislation associated with the creation of the document, the quality standards of your organisation and whether the document meets the brief you have been given.
Available resources – you need to consider the resources you have to hand. There is no point creating a fantastic excel spreadsheet if no-one ese has access to the software etc. You also need to consider if you have access to paper, staff etc. and the cost of the production of the document.
Ease of use – if you have created something to be used by multiple people, you need to ensure that it is straightforward, is it fit for purpose, is it secure for transmission etc.
Limits of authority – you need to make sure you have the authority to use any elements you have included. You need to consider copyright legislation etc. at this point.
Feedback – has someone used the document, did it work, was it deemed appropriate by the user? You may need to make changes at this point to ensure it is appropriate for use.
Document control – who can change the document? You may need to lock the document to prevent unauthorised changes; you will also need to ensure people are not using out of date versions if updates are made.
	

	31
	What factors have to be considered when presenting documents?
	Read through the points and check everyone understands.
	

	32
	What legislation covers the production of documents?
	Explain the 2 main pieces of legislation covering the production of documents are the 2 listed on the slide.
Handout – legislation for document production and give 10 mins to read through.
	Legislation for document production handout

	33
	What are the procedures for gathering information for documents?
	Read through the points and check everyone understands the points.

	

	34
	How do you create a bespoke document?
	Bring up the points individually and provide the additional information.
Consult the brief – You will be given a brief for any bespoke document you need to create. This will include an overview of the audience, purpose and any specific layout requirements. It will also include deadlines for completion.
Research – you may need to complete research on the content. You will need to identify the information you require, conduct the research and record your findings.
Provide options – you will need to apply any legislation requirements to your document and provide different options for layout, style, use of images etc. You may also need to provide different software options to identify the most appropriate – for example if producing a text document, do you use Word or PDF etc.
Gain approval – check and proofread the document, make any changes, collect feedback and gain final approval before the use of the document.
	

	35
	How do you gain approval for the document?
	Read through the points and check everyone understands.
Explain you will need to track all changes and may need to present each draft either at a meeting or by sharing using technology to enable you to agree on a final version for use.
	

	36
	Producing Bespoke Documents
	Hand out Activity 3 – Producing bespoke documents.
Give 20 mins to complete then feedback.
	Activity 3 – Producing bespoke documents

	37
	What are the features of electronic storage systems?
	Explain to the group that there are 2 key methods of information system – electronic and paper. Explain you are going to look at both briefly.
Ask the question and bring up the points
	

	38
	What are the features of paper based storage systems?
	Again, ask the question and then bring up the points on the slide and provide additional explanation if required
	

	39
	What are the key stages of information system development?
	Bring up the points individually and provide the additional information
Analysis – You need to identify the type of information and data to be stored. This will enable you to identify the appropriate method. You need to look at legal variables that might impact on the method of storage as well as aspects including space, duration etc.
Feasibility – once you have identified the appropriate method, you will need to look at how feasible it will be. You will need to look at the potential for success, resources required for the development and maintenance, confidentiality etc.
Design – you now need to look at the design of the storage system. This may include drawing up process designs, identifying any business rules that need to be applied, basic system requirements including storage space/location etc.
Development – You will next need to develop the storage system. You need to make sure you have met the needs of the organisation and have stayed within the agreed budget. You need to review your progress regularly and provide updates to management on your progress and identify and training requirements for the development and use.
Testing – You now need to make sure your storage system works and is fit for purpose. You need to check it is reliable and report any problems that are identified at this point.
Once you have tested and agreed the system, you can deploy it across the organisation. You will need to ensure this is rolled out correctly and all users are trained appropriately.
Evaluation – once the system has been used you will need to complete an overall evaluation. This will include looking at the development process in general, comparing the final version to the starting point and collecting feedback from users on their experience. You may need to make some adjustments at this point based on feedback and will need to gain approval for this.
Maintenance – The system will need to be regularly reviewed and monitored to ensure it continues to work to the required standard and is performing well. You may need to make changes as the user needs change or add on additional functionality.
	

	40
	What are the benefits of different storage systems?
	Bring up the points and check everyone agrees

	

	41
	What are the limitations of different storage systems?
	Bring up the points and check everyone understands
	

	42
	What are the legal requirements of storage systems?
	Explain the 3 listed pieces of legislation are the main ones covering the storage of information. Explain that information cannot be shared and must be stored securely, this includes the use of locked filing and password protected storage facilities. 
	

	43
	What are the security and confidentiality requirements of storage systems?
	Bring up the points and check everyone understands
	

	44
	How do you monitor the use and effectiveness of an information system?
	Bring up each point individually and provide additional information
Monitor levels of use – You need to know if people are actually using the system If they are not it would identify there is a problem with the effectiveness or that it is not fit for purpose. This will mean the investment in development was wasted.
Collect feedback – The users are the best people to tell you if the systems are effective. They can identify any problems or benefits and support the future development.
Identify times of usage – if you know the most popular times of usage you can identify if you need to put additional systems in place to prevent problems.
Identify and resolve problems – if you do not know what is wrong you cannot resolve it. If there is a problem with usage you need to know the causes. If problems are not resolved, it is less likely that people will use the systems and as a result the development will have been pointless.
Make adaptations – as technology and needs change, it is important to review the systems in place to ensure they are still appropriate. You need to ensure adaptations are made to keep the systems relevant and useful for the business.
	

	45
	Information systems
	Hand out Activity 4 – Information Systems.
Give 20 mins to complete, then feedback.
	Activity 4 – Information Systems

	46
	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.
	

	47
	Any questions
	Check if anyone has any additional questions.
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