
Business and Entrepreneurship – Communication
1 of 20 - Welcome
Welcome to this session on communication, it’s types and effectiveness. 
In this session we will be covering:
· Personal communication
· Importance of good communication
· Types of communication
· Effective communication
2 of 20 - Introduction
You will find a large part of entrepreneurial success relies on the ability to communicate at different levels.  
You might have excellent business experience and a wonderful idea but if you don’t communicate effectively then you could be harming your business.
The entrepreneur needs to understand how to communicate and use the most effective communication methods for their audience.  
Watch this video of Steven Gaffney summarising what he considers to be important:
https://www.youtube.com/watch?v=W-Ha-gugdzk
3 of 20 – What is communication?
· Communication is about passing messages between people or organisations. 
· Messages between a sender and receiver take place using a medium such as email, phone or face to face.
· One-way communication is when the receiver cannot respond to a message. 
· Two-way communication is when the receiver can respond to a message. This allows confirmation the message has been both received and understood.
See the article below for more information:
http://www.skillsyouneed.com/general/what-is-communication.html
4 of 20 – Communication skills - listening
· People who have worked on developing strong communication skills are usually more successful in both their professional and personal lives.
· Communication skills are not just important in the workplace, personal and social lives can also benefit from better communication skills. 
· Learn to listen, listening is not the same as hearing. 
· Take time to listen carefully to what others are saying through both their verbal and non-verbal communication. 
Watch this video to test your listening skills:
https://www.youtube.com/watch?v=848MrvcOnfk
5 of 20 – Types of communication
· Verbal Communication - What we say and how we say it.
· Non-Verbal Communication - What we communicate without words, body language is an example.
· Listening Skills - How we interpret both the verbal and non-verbal messages sent by others.
6 of 20 – Communication Tips
· Choose your words, be aware of the words you are using when talking to others. 
· Could you be misunderstood or confuse the issue?  
· Practice clarity and learn to seek feedback to ensure your message has been understood.
· Encourage others to engage in communication and use appropriate questioning to develop your understanding. 
Find out if you listen well:
Click to listen to the extract of information. It will be read out to you three times before you should move onto the next slide. 
(see next slide for audio to be recorded and played separately)
Audio task to be recorded: A businessman had just turned off the lights in the store when a man appeared and demanded money.  The owner opened a cash register.  The contents of the cash register were scooped up and the man sped away.  A member of the Police Force was notified promptly.
Now download the task sheet and answer the questions. 
7 of 20 – Task Feedback
· You will note from the questions that you answered on “Robbery” that the information you were given was vague and did not allow you to provide full answers.
· You can now look at the task sheet answers. 
· You could make a guess at some of those involved in the scenario, but it may not be accurate.
It is important that you provide ALL relevant information when communicating with others to ensure they are given a full picture and are not left to speculate.  
8 of 20 – When it goes wrong
Understand Why Communication Fails  
Communication is rarely perfect and can fail for a number of reasons. Learn about good communication so you can be aware of, and reduce the likelihood of, ineffective interpersonal communication and misunderstandings. 
Click to reveal more information:
Relax
· When we are nervous, we tend to talk more quickly and therefore less clearly. Being tense is also evident in our body language and other non-verbal communication. Instead, try to stay calm, make eye contact and smile. Let your confidence shine.
Clarify
· Show an interest in the people you talk to. Ask questions and seek clarification on any points that could be easily misunderstood.
Be Positive
· Try to remain positive and cheerful. People are much more likely to be drawn to you if you can maintain a positive attitude. 
Understand Stress
· Learn to recognise, manage and reduce stress in yourself and others.  
· Although stress is not always bad, it can have a detrimental effect on your interpersonal communication. 
· Learning how to recognise and manage stress, in yourself and others, is an important personal skill. 
Empathise
· Understand that other people may have different points of view. 
· Try to see things from their perspective. You may learn something whilst gaining the respect and trust of others. 
Learn to be Assertive
· You should aim to be neither passive nor aggressive. 
· Being assertive is about expressing your feelings and beliefs in a way that others can understand and respect.  
· Assertiveness is fundamental to successful negotiation. 
Reflect and Improve 
· Think about previous conversations and other interpersonal interactions; learn from your mistakes and successes.  
· Always keep a positive attitude but realise that you can always improve communication skills. 
Negotiate
· Learn how to effectively negotiate with others paving the way to mutual respect, trust and lasting interpersonal relations. 

9 of 20 – Types of communication – part 1
· Internal communications happen within the business. 
· External communications take place between the business and outside individuals or organisations.
· Formal communications are official messages sent by an organisation, eg a company email or report.
· Informal communications are unofficial messages not formally approved by the business, eg everyday conversation or gossip between staff. 
10 of 20 – Types of communication – part 2
There are many theories telling us which type of communicator we are.  The grid below describes “The Platinum Rule” by Tony Alessandro.
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Read the article on the website below and take the test to determine which type of communicator you are:
http://blog.visme.co/the-4-communication-styles-quiz/
11 of 20 – Effective communication 
Effective communication means:
· Customers enjoy a good relationship with the business, eg complaints are dealt with quickly and effectively.
· Staff understand their roles and responsibilities, eg tasks and deadlines are understood and met.
· Staff motivation improves when, for instance, managers listen and respond to suggestions.
[bookmark: _GoBack]12 of 20 – Barriers to effective communication 
Barriers to effective communication
· A balance needs to be struck in communication, not too much, not too little.
· Insufficient communication leaves people 'in the dark' and is demotivating. 
· Excessive communication leads to information overload.
· Too much paperwork or too many emails can lead to miscommunication and inefficiency.
· Too much information communicated at the one time can be very difficult for an individual to understand and process.
· The wrong choice of type of communication.
· If there is too much jargon used, then the receiver may switch off.
· The method of communication may be ineffective.  For example, if using electronic methods of communication there may be technical faults resulting in loss of data.
· The information may not be accurate or concise.
13 of 20 – Features of Effective Communication
In order to be effective, communication must feature the 5 Cs!:
CONCISE - It is important that information communicated is very straightforward and not full of ‘waffle’!
CLEAR - The way in which information is presented must be done in a very clear and easy to understand manner.
COURTEOUS - Communication will always be received well if it is presented in a polite and courteous manner.  It is important to use a friendly and calm tone when communicating with others.
CORRECT - In order for communication to be of value, it must be accurate and true.
COMPLETE - The communication must have all the information included otherwise the information can easily become misunderstood.
14 of 20 – The Value of Good Communication
In order to realise the true value of effective communication, the information communicated must be:
ACCURATE - If the information is false then this will mean that poor decisions will be based on inaccurate information.
TIMELY - The information must be up to date at all times so that current issues are being addressed.
RELEVANT - The information must be fit for the purpose and relate to what the organisation is using it for.
COST EFFECTIVE - The information must be used effectively in order to justify the costs associated with its preparation. 
MEANINGFUL - The information must be communicated using appropriate methods ensuring that it is presented in a suitable format.
15 of 20 – Communication with Customers – part 1
· Email – fast, inexpensive but can be easily misinterpreted. 
· Website – leave comments but might not always be picked up
· Live Chat – instant chat, fast and can be effective.  Can be answered by means of a script, so answer might not be relevant.  
· Social Media – customers can post comments instantly that everyone can see.  Answer given may be general.
· Telephone – fast, personal and gives instant contact.  Technology may fail. 
· Post – Can be a slow process and the letters may be ignored. Keeps a record of correspondence.  
16 of 20 – Communicating with clients – part 2
Communications fail when a message is unclear, or the receiver does not understand technical jargon. Selecting the right medium is important. Messages may never be received if they are sent at the wrong time or to a junk email folder. 
The result is inefficiency and higher costs, as more resources are needed to achieve the same result.
Training staff to select an appropriate medium and send clear, accurate, thorough messages will improve the quality of communications, especially if there is an opportunity for feedback.
17 of 20 – Question 1
True or false? 
Communication is about passing messages between people or organisations. 
a) True
b) False
The correct answer is a: True
18 of 20 – Question 2
Match the types of communication to their definitions: 
· Verbal Communication - What we say and how we say it.
· Non-Verbal Communication - What we communicate without words, body language is an example.
· Listening Skills - How we interpret both the verbal and non-verbal messages sent by others.
19 of 20 – Question 3
True or false? 
Informal communications are official messages sent by an organisation, such as a company email or report.
a) True
b) False
The correct answer is b: False
20 of 20 – End
Well done. You have completed this session on communication. 
In this session, we have covered: 
· Personal communication
· Importance of good communication
· Types of communication
· Effective communication
If you have any questions about the topics covered, please make a note and discuss these further with your tutor.
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