COMMUNICATION

Definition: the transfer of information between people and organisations.

Communications can be internal and external. (Examples)

Methods of communications can be verbal, written, visual and electronic (examples)

Communication skills

· Speak clearly
· Listen patiently
· Read, type and write well
· Use technology
· Choose appropriate media
Importance of good communications:

· Upward (Feedback)

· Downward (instructions)

· Horizontal (team work)

· Suppliers.

· Customers.

· Shareholders (confidence)

· Better industrial relations.

· Speed.

The first 3 (upward, downward and horizontal) are also called the channels of communication

Features of Effective communication

· Clear
· Concise
· Accurate
· Right time
· Appropriate media
· A record when needed
Factors to consider when choosing a method of communication. 

· Cost (email cheaper than post).

· Speed. (email V post)

· The audience (National, international, local)

· Confidentiality.

· Record.

· Nature of the message (redundancy)

· Convenience

· Feedback

Barriers to effective communications:

· " Noise" (distractions of any type)

· Lack of clarity

· Lack of accuracy.

· Using difficult language.

· Poor timing. 

· Using the wrong medium.

· Information overload

· Technology breakdown

Know how to draw:

· Pie chart
· Pictogram
· Histogram
· Bar chart
· Line graph
· Break-even chart
· Gaant chart (progress chart that displays progress over time)
Know how to structure:

A business letter (should contain: company headed paper; recipients reference number; date; Recipient’s name and address; salutation; content of letter; close.

Nature of letter should be clear, accurate and brief. Keep AIDA in mind.

A memo (see page 91) should contain: to; from; date; message.  

A report (see page 95) should contain: title; terms of reference; findings; (numbered paragraphs); recommendations; Appendices.

Meetings
Types of meetings

Formal: 

AGM; EGM; board meetings; committee meetings. 

Statutory meetings of a PLC must be held within 13 months of receiving Trading Cert.

Informal: regular weekly meetings; ad hoc; virtual meetings

Be able to draw up a notice and agenda for a company AGM.  The notice should contain the date, time and place of the meeting.

The agenda should contain: minutes and matters arising; chairperson's report; auditor's report; election of directors; appointment of auditors; declaration of dividends; any other business.

Other important terms relating to meetings are minutes; quorum; standing orders; point of order; proxy; apologies; 

Role of a chairperson 

· Sets the agenda.

· Opens the meeting.

· Ensures a quorum.

· Follows the agenda.

· Keeps order.

· Calls for votes.

· Casting vote.

Characteristics of a good chairperson

· Impartial

· Tactful

· In control

· Clear

· Intelligent

· A ‘presence’

Role of secretary
· Sends out notices and agenda to all those entitled to attend.

· Makes sure all necessary documentation is available

· Takes the minutes. 

· Reads out correspondence.

· To write up the minutes and circulate them.

Role of Treasurer

· Keep proper accounts

· Lodge money

· Pay bills

· Prepare financial report for AGM

Information and Communication Technology

Subject to rapid change. Some of the changes in technology that concern businesses are:

· Virtual meetings.

· Intranets

· E commerce

· E business companies do all their business on-line. (amazon, ebay)

· E-mail.

· World Wide Web/Internet.

· Broadband replacing Integrated Services Digital Network

· Wireless broadband

· Desktop publishing.

· Computer databases (store, access and process information)

· Electronic Data Interchange.

· Mobile phone advances

Benefits of ICT

· Cost

· Speed

· Record

· Research

· Advertising

· Transactions (ordering, invoicing, payment)

Problems with ICT
· Breakdowns

· Viruses

· Security (payment systems)

· Others not having up to date technology

· Spam

· Can be expensive

Data Protection Act 1988/2003

· Requires organisations storing information about people to ensure that it is accurate and up to date.

· Gives data subjects access to files, the right to correction of errors, and to compensation mistakes.

· Insists that information is obtained fairly and openly.

· Insists that information is only used for the purpose it is given.

· Insists that information is protected.

The Act is enforced by the Data Protection Commissioner.

· The commissioner keeps a register of data controllers (who say what data is to be kept) and data processors (operate the computers).

· He publishes codes of practice

· Investigates complaints

· Instigates court proceedings

· Give advice and information

