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Foreword
You probably remember that you registered for Communication I and Business

Administration I at the beginning of this year. These are two separate subjects, but this year

we are going to teach them in an integrated way.

What does this mean?
This year there will be a definite link between Communication and Business Administration,

as follows:

The Communication lecturer will use texts form Business Administration to teach certain

concepts and skills, e.g a comprehension activity will be based on a Business.Administration

text.

The Business.Administration lecturer will not only focus on content, but cover aspects of

English language and Communication as well.

Joint lessons will be taught to enable you to make the connections between the subjects.

Joint assignments will be given and marked by both lecturers.

Refer to the work outline for an overview of the links that will be formed between the two

subjects.

Why this different approach?
It is a fact that English is not the first language for many students at educational institutions.

Since Peninsula Technikon has adopted English as the teaching language, the institution has

decided to find ways and means of assisting students who might have a problem with the

language. The integration of Communication with a content subject is one way of doing this 

it helps students to understand the content of Business Administration, while improving skills

of reading, writing and speaking in English.

The aim of this different approach is to develop students who will communicate with

confidence whilst gaining a thorough understanding of Business Administration.

Of course, the bonus is that your results will improve.

Since this is the first time that this approach is being used, we are relying on all students to

provide feedback on whether, and how, this method of teaching is working. We welcome your

honesty and criticism as this will help us to improve on our lessons.

Should you have any questions about the integration of Communication and Business

Administration, feel free to approach your lecturers for a further explanation.

Mr H. Salie (Business Administration)

© Peninsula Technikon
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Unit I: Reading skills

Introduction
In the first part of this unit you are going to develop your reading skills. You

will learn how to use the following reading strategies:

• scanning

• surveying

• skimming

• reading with comprehension

• critical analysis

In the second part of this unit you are going to find out about a useful stUdy

skill that we call the SQ4R study method. It consists of the following:

Do you see where the 4 R's come from?

Reading skills
Sometimes we read without thinking about it, for example, when we pass a

billboard or see an advertisement. At other times we read more carefully,

for example, when we need to remember a text, or when we read

something that really interests us. We should be aware of what we read for

the purpose of being informed and acquiring knowledge. It makes good

sense to read actively to fully understand and appreciate a text. In this unit

you will learn how to engage in different reading techniques to gather

different kinds of information.

© Peninsula Technikon Page I
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Reading skills

You need to practice your reading skills.

Activity I: Scanning

This is an individual activity. To do this activity you need to refer to the

Contents pages below. You can find the same table of contents on pp. viii

and ix of your Communication textbook. Without reading each and every

word, try to answer the following questions as quickly as possible.

Questions

1. On which page would you find details of the importance of effective

communication?

Answer: .

2. Where would you find details of listening skills?

Answer: .

3. You need to know how to address a dignitary, e.g. the mayor. Where

would you find this information?

Answer: .

4. You need to prepare yourself for an interview for a part-time job. What

chapter would you refer to?

Answer .

5. On which pages would you find details on how to improve your self

image?

Answer: .
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Reading skills

Scanning: a quick way of reading
You need to read very quickly to find all the information in the above

activity. Can you think of other examples when you have to read quickly to

find information?

Using a telephone directory .

J--. -~ _.--J .
you will find the main points expressed in more detail,
supporting ideas, evidence for the opinions expressed a
to iIlustrare the point that the writer is making. Be on I

for assumptions, that is, things taken to be self-eviden.
wi "ding reasons, 'proof' or other forms of e\

assumptions because not every point mad
oon. Assumpoons are often signalled by plm
own that ...', 'it is like1y that .. .', 'obviously

, ..'. We should be aware of them - and sometiJ:
. In our own writing we sbonld indicate what our a

at a writer makes is ofum. the main id
-",,,-hes to express. The mai,n point is US1

first paragraph of the discussi"" and
the intreXiuction and conclusion as W(

eas are usually introduced in order of thei
, although sometimes the writer decides to

ving the most important point fur me end.

rs usually give reasons to support·their ideas and
asons why a writer has developed an idea or opinino

Scanning
The reading technique that you have used in the activity above is called

scanning. Remember, scanning is not just limited to texts in books. We also

use the word scan when referring to medical scans and scanning goods in

a supermarket. What do these terms mean?
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Definitions

Find the dictionary definition of the word scan which relates to:

Scan reading: .

Medical scans: .

Activity 2: Scanning practice

In order to give you more practice with scanning turn to pp xii and xiii of

your Communication textbook, then answer the questions that follow. Use

the scanning technique as in the first activity.

Remember that scanning is used to find specific details or information as

qUickly as possible.

1. The first category of needs includes food and clothing (see Bus. Admin

notes p5). In order to satisfy this need you apply for a part-time job and

need to complete an application form. On which page will you find hints

for completing the application form?

Answer: .

2. As business administrator it is part of your job to write business letters.

Where will you find information on replying to letters of complaint from

your customers?

Answer: .

3. What chapter provides information on meeting documentation?

Answer: .

4. You need to design a formal invitation for your company's tenth

anniversary. What chapter and sub-section would you refer to?

Answer: .

5. How many different types of advertisements would you find in

newspapers and magazines?

Answer: .

6. Provide a synonym for letters of goodwill.

Answer: .

7. Should you need to set up an agenda for a meeting, which page would

you refer to?

Answer: .
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Surveying
After you have worked through the activity below you will be able to read

quickly in order to find the main idea or gist of the passage. This is a

different type of reading.

Scanning is the reading technique that you use when you need to find

information very quickly. It is not necessary to read every single word.

Another reading technique that we often use is called surveying.

Sometimes we page through a complete magazine to get an idea of the

content of the articles which feature, before we start reading our favourite

ones first. What we in fact do, is survey the magazine content before we

skim and do close reading. When you survey a text, you read headings and

sub-headings, look at diagrams, pictures, graphs, etc, in order to get an

overview of the text.

Activity 3: Surveying a text

This is a group activity. Your lecturer will ask you to work in groups of three.

You will need to refer to Chapter 1 of your Business Administration

textbook. Then answer the following questions:

1. Read the main headings. What do you think this section is about?

2. What are the main headings and what are the sub-headings? What is

the difference between a main heading and a sub-heading?

3. How are the main points indicated in this chapter?

4. Read the introduction. List three main items which are given in the

introduction.

5. Are these items repeated elsewhere in the chapter?

6. Based on the details given in questions 4 and 5 above, what do you

think the function of an introductory paragraph is?

Definitions

The activity above has helped you to survey the content of Chapter 1 by

looking at the structure of the chapter, i.e. how the content is set out. (Can

you deduce (work out) the meaning of the word survey?) First write down

your definition, then find the dictionary definition.

My definition: .

Dictionary: .........................................................•.........................................

© Peninsula Technikon
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Skimming
Now that we have surveyed Chapter 1 and we have an idea of the structure

and lay-out, we can look at it in a bit more detail. In this way we build our

knowledge gradually rather than take in big chunks of information at one

time.

In order to get more detail, we do not need to read every word, only the

words which seem important. This reading technique, where we read in

order to get the main idea of the passage, is called skimming.

Why do we skim read?
Sometimes you need to read the main ideas first to check whether the text

is what you want to read in detail or to see if you are interested in the

content.

Activity 4: Skim reading

Let's do an activity using the paragraph entitled' Needs' (p5) of your

Business Administration notes. This is an individual activity.

Read the first paragraph, then quickly write down only the key words of the

text.

Repeat the activity, paragraph by paragraph, with the rest of the text on p 5.

These key words, when pieced together, will give you some idea of what

needs we all have.

Note

Scanning is the reading technique that We use when we need to find

information very quickly and surveying is when we read the headings and

refer to the lay-out of a text in order to get an overview of the content.

Skimming is when we read in order to identify the main ideas of the text.

Activity 5: Comparing reading strategies

You have learnt about the different reading techniques of scanning,

surveying and skimming, and you should now be able to complete the

following table:

© Peninsula Technikon
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Scanning

Surveying

Skimming

1. When I quickly check the
contents page of a book
for a certain chapter.

· When using the
telephone directory.

1. When I need to see how
long the chapter is.

· When I need to see how
it is set out.

· When I need an idea of
the content.

1.Whenldoa
comprehension activity.

· When I read a text for
the first time.

Read very quickly, using
your index finger to
guide your reading, until
you find the information
you are looking for.

Reading with comprehension
The following reading technique is one that you have practised throughout

your school days - reading with comprehension.

Questions

What do you understand by 'reading with comprehension'? (The word

'comprehension' comes from the word 'comprehend', which means 'to

understand'.)

How does this type of reading differ from scanning, surveying and

skimming? (Refer to the table above.)

Activity 6: Vocabulary building

This is an individual activity. The following words appear in the

comprehension passage entitled 'Factors of Production' (pp 11 & 12). Use

a dictionary to find the meaning of each word before you actually read the

passage. This will help you to understand what you are reading and will

also help you to remember the content of the passage. Remember to

record these words in your vocabulary book.

© Peninsula Technikon Page 9
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1. Resources .

2. Depleted .

3. Exploitation / exploit... .

4. Alloy .

5. Tempering (referring to metals) .

6. Remuneration .

7. Accumulation .

8. Commodities .

Hints for reading with comprehension
Although you may have done many comprehension activities already, the
following procedure will help you to fully understand the text.

1. Survey the text to get an overview of the content and skim to find the
main ideas.

2. Now read the text carefully; concentrate on what you are reading.

3. Underline new words and phrases, as well as those which you do not
understand. It is important to consult a dictionary for the meanings of all
new words. Do not forget to add these words to your vocabulary list.

4. Determine the following:

• the central ideas;

• the supporting information;

• what examples are given in the text.

5. Underline all key words and phrases.

6. Evaluate the text critically - ask questions to ensure that you understand
the text.

• Who did what?

• When?

• How?

• Why?
7. Decide on what is fact and what is opinion. What can be proved to be true

(fact) or what is an opinion, feeling or an idea.

8. Read ALL the questions before you answer them.

9. Answer the questions in full sentences unless otherwise stated.

10. Edit your work before handing it in / before it is marked.

Adapted from Graham Stewart, et ai, Communicating for the Professions.
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Activity 7: Comprehension

This is an individual activity. Read the text entitled 'Factors of Production'

on pp 11-13 of your prescribed Business Administration textbook.

• Follow the hints for reading with comprehension given previously.

• Answer all the questions given below on a separate page.

• All answers should be written in full sentences unless otherwise stated.

Questions

1. How do people ensure that the different needs and wants are satisfied?

(2)

2. Explain briefly what you understand by lines 5 - 6,

One element without the other is useless. (2)

3. A combination of three things is necessary to process the natural

resources so that they are useful to us. Name these three things. (3)

4. What is the main principle which is associated with remuneration for

labour (p12)? (2)

5. Who does white collar worker (p13) refer to? (2)

6. Provide two examples of white collar workers. (2)

7. Say whether each of the following statements is true or false. Do not

rewrite the sentence. Write down true or false only.

7.1 There are four main factors of production.

7.2 Natural resources are free and limitless.

7.3 Natural resources are combinations of heat, light, minerals and soil.

7.4 Natural resources are found in equal proportions over the surface of the

earth.

7.5 Natural resources are base materials from which other products are

made.

Unit I

7.6 Labour is necessary to change natural resources into services and goods

which can be easily used.

7.7 Manual labourers are usually unskilled and paid on a weekly basis.

(7x1) (7)

.© Peninsula Technikon Page I I



Unit I Reading skillli>

8. Provide a synonym (a word with a similar meaning) for each of the

following words as they appear in the passage:

• enhanced (p11, second last line)

• territory (p12, 'Functions' -1.)

• encompasses (p12, 'Nature and functions of labour .. .') (3x1) (3)

9. Use prefixes to form antonyms (the opposite) of the following words:

• balance

• natural.

Summary

(2x1) (2)

Total mark: 25

Page 12

So far we have learnt about four main reading techniques and that each

one is used for a specific purpose. They are:

Scanning

This type of reading is used to read texts quickly, for detailed or specific

information, e.g. a telephone directory or a TV guide.

Skimming

• This is a form of quick reading but noting several important points.

• We do not read every word, only the words which seem important.

• Skimming helps us to find the main idea (or gist) of the passage.

• Skimming is more careful reading than scanning, but not as in-depth as

reading for comprehension.

Reading with comprehension or intensive reading

This refers to in-depth reading in order to understand the text. Sometimes

we need to read the text several times before we truly understand what we

are reading.

Reading critically (or critical analysis)

Critical analysis refers to a deeper understanding to enable us to analyse

and critically evaluate the text. We do not necessarily have to agree with

the text or the writer's point of view. This is the deepest, closest form of

© Peninsula Technikon
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reading. It allows us to agree or disagree, to form our own point of view and

to think or provide reasons for our opinions and/or arguments.

Ask questions such as:

• What is the purpose of the text?

• What is the writer's intention in writing the text?

• In what context was it written - historical period/time-frame; political

situation, etc.?

• Is the text based on fact or opinion / how much is subjective or

objective?

Facts and opinions
When you give your opinions or ideas, or when you express a feeling, you

are being subjective. For example: "I think that Business Administration is

very interesting". (This is an opinion.) When you stick to the facts only, then

you are objective. For example: Business Administration is a compulsory

subject in the first year of the National Diploma: Office Management and

Technology. (This is a fact.)

Activity 8: Critical reading skills

Read the passage below very closely by following the reading techniques

you have learnt so far, then answer the questions that follow the text. This

will help you to gain a deeper understanding of the passage.

Capital
Capital is the accumulation of material resources and goods that are used in other
factors of production. Capital may be described as wealth that has been saved.
That simply means that to increase capital, we should produce more than we
consume (use) in order to save. This is not always the case. Sometimes we do not

5 plan well enough and we consume (use) more than what we produce. This could
lead to a loss in capital. Company managers should be aware of the importance of
capital in business, or the company could run at a loss.

Capital does not consist of money only - we should think of capital in terms of
machinery, energy supplies, transport and fixed property as well. There are two

10 types of capital - fixed and working capital. Fixed capital refers to fixed assets
such as land, buildings, machinery and tools. Many companies might not have
huge capital in money, but they have fixed capital which is just a different form
of money. Working capital is consumable (usable) - salaries, purchase and
service of machinery, etc.

© Peninsula Technikon
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15 Every company needs capital to survive and grow. The more capital a company
has, the more power it has to negotiate new deals or to expand the company. It is
any entrepreneur's dream to build a company with lots ofcapital.

Questions

1. What is the purpose of the text?

2. In only one sentence, say what the text is about.

3. Who is the intended audience for this text, i.e who was it written for?

4. Choose one of the following terms that best describes the tone of the

passage: 1 Sarcastic 2. Conversational 3. Humoristic

5. Is this text based on fact or opinion? Give a reason for your answer.

6. Select, from the passage, one example that illustrates a fact, and

another example that illustrates an opinion.

7. Quote the topic sentence in the first paragraph. (The topic sentence

tells the reader what the paragraph is about.)

8. Refer to line 6, 'This could ... '. What does 'This' refer to?

9. Write down the main idea of the second paragraph.

10. Certain details are specific while others are general statements. Quote

one specific statement and one generalization.

Study skills
The purpose of this section is to introduce you to some effective study

methods. The reading skills you have learnt thus far are essential to

studying. Remember, there is no quick method. If you to want to remember

(or internalise) your reading matter, it is best to use a longer, but more

effective method.

The following study method is just that - a study method. It is no miracle

solution or quick fix! You need to experiment with different study methods

to find one that works for you.

© Peninsula Technikon
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The SQ4R reading-study system
An acronym is a word formed from the first letter(s) of several words, such as ~outh Attican
Iiroadcasting ~orporation (SABC).

Similarly, SQ4R is an acronym for: Survey

Question

I Read

2 Record

3 Reflect

4 Review

Survey

Do you remember how to survey a text? Refer to the surveying activities completed earlier in this
unit.

Read titles, table of contents and think about the content of the text.

Scan headings, charts, graphs, diagrams.

Get an overview of the nature and scope of the subject matter.

Question

Write down questions that you might have while you are skimming and scanning the text.

Rephrase headings and sub-headings into questions.

Read

With concentration.

Remain focused on what you are reading.

Apply 'Hints for comprehension'.

Record

Make short notes ofwhat you are reading.

Use your own shorthand (as long as you can read it!).

Write down definitions and key points.

List main points (do not use paragraph-style).

Add new terms to your glossary. Always keep a dictionary available.

Reflect

Do not learn the content by heart, or word for word. This is called rote learning and is not an
effective study method. You need to understand what you are learning - it must make sense to
you. One way of checking whether you understand what you have read is to say it out loud - in
your own words! You could do this by yourselfor with a study partner.

Revise

This should be on-going to ensure that you do not forget what you have learned.

Check that you are able to answer all the questions which you compiled in Step 2.

Adapted from Graham Stewart. et aI., Communicating for the Professions
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Devise your own study method that will work for you.

~
-.

4;'::-;:-. ' ,

Page 16

Activity 9: Practise the SQ4R technique

Refer to p 7 of your textbook. The text on 'Characteristics of human needs'

will be used to illustrate how the SQ4R method may be used.

Checklist for the SQ4R method of studying! revising

Survey the text

• Look at the title - use this to jot down some of your own ideas before

you start reading.

• Details of the text are indicated in bullet form

• 6 characteristics are given

• the summary is in italics, followed by explanations.

Once you have surveyed the text, think about your own ideas on the topic

before you start reading, then see how they fit in with the text. In this way

you get to interact with the text.

© Peninsula Technikon
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Questions

• What is this section about?

• Needs stimulate one another. How?

• Why does the writer say this?

• Does this seem true in my experience?

Unit I

Glossary

At this point you would need to find the meanings of all the terms which are

new to you, to add to your glossary and help you understand the text better.

Virtual

Scope

Substitution

Phenomenon

Limitless

Satiation

Supplement

Maintenance

Unbounded

Restricted

Transform

Vary/variations

Read

Now that you have the meanings of all new words readily available, read

the text so that you fully understand what you are reading.

Focus on each paragraph individually rather than trying to focus on the text

as a whole.

Record

Give each bullet your own heading, then rewrite the explanation in your

own words. You could use your own shorthand and abbreviations, as long

as you are able to read it at a later stage when you do revision. Try to

provide your own examples to illustrate a point.

Example

• human needs are almost without end

• society becomes more sophisticated

• equipment and gadgets become more advanced

• they become more attractive - can satisfy a particular need, even better

e.g. typewriter to computer / cellphones / microwave ovens.

Reflect

Repeat the details aloud, to yourself or to a study partner. This is to ensure

that you have internalized (remembered) what you have learnt. You need to

be able to talk about the text without constantly checking the details.

© Peninsula Technikon Page 17
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Revise

You should have a special file for summaries so that you can refer to them

for revision at a later stage, rather than revising the original text.

R~~~~!

P~~~~!

© Peninsula Technikon



Unit 2:
Accessing and structuring information

The writing process
When you study at tertiary level you are required to write assignments,

such as essays and reports. 1n order to do this effectively, you need to

understand that writing is a process. You cannot expect to get a good mark

for an assignment that you just write quickly and hand in. You have to apply

the writing process.

The purpose of this unit is to help you to understand where and how to find

information for specific purposes and to help you to organise this

information into a coherent, logical structure. So on completion of this unit

you will be able to:

• Know how to access and use a variety of information sources.

• Recognise, evaluate and record relevant material during the search for

information.

• Record the references and sources you have used according to the

Harvard method of writing a bibliography.

Vocabulary

The following list of words appears in the notes for Unit 2. Please use a

dictionary to find the meaning of each word given below. This will help you

to clearly understand the message being conveyed in this unit.

acronym bibliography cliches

coherently colloquialism deface

jargon logically plagiarism

pompous reference register

repetition slang source

style tone unambiguous

© Peninsula Technikon Page 19



Unit 2

How does one approach an assignment?
Bear in mind that assignment or essay writing is a process and consists of

various stages before you eventually submit the final product. It is for this

reason that you usually receive the question long before the due date for

submission! The basic steps in the process are:

1. The pre-writing stage

2. Brainstorming and mindmapping

3. Gathering, selecting and interpreting appropriate information

4. Paraphrasing

5. Outline plan and structure

6. Revision writing

7. Editing - language usage/tone/style etc.

8. Referencing

I. The pre-writing stage
This is the initial thinking stage. Usually your lecturer will give you a specific

topic to write your essay or report on. When you have the essay or report

topic, the first thing that you should do is analyse the topic.

Page 20

First,
I must analyse the

topic ...

Conceptualise the topic beforehand.

o
o

I'll look for
the key words.

This will help me
to make sure I give the

answer the lecturer
wants ...

© Peninsula Technikon



Accessing and strudul"ing information

Analysing the topic

The most important words in a sentence or any text are called key words.

The instructions for your assignment will contain such key words which you

must consider very carefully in order to understand the topic correctly. The

following types of key words are used in most topics on which assignments

must be written:

• an instruction key word that tells you how to write on a topic.

• a subject key word that tells you what subject area should be covered.

• a boundary key word that shows the specific areas of the broad subject

to be covered, thus indicating the scope and limits of your research.

Discuss in approximately 2 par>es the duties ofan office administrator
I'- in the credit depa'1ment of~ank. I'-

/
Instruction Boundary Subject
key word key words key words

Instruction key words

The instruction key word, discuss, means:

• to analyse, using various arguments for and against with a summing up

at the end;

• to examine in detail bringing in related facts or arguments.

Subject key words

The subject key word tells you that the main focus of the assignment is the

duties of an office administrator.

Boundary key words

The boundary key words tell you that 2 pages is a limit to the length of the

assignment. You are also required to discuss specifically the duties of an

office administrator. Furthermore, the duties are limited to the credit

department in a banking environment.
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Unit 2 Accessing and structuring information

Activity I: Topic analysis

Identify and explain the Instruction key word, the Boundary key words and

the Subject key words in the topic below:

Give a diagrammatic representation of the organisational structure of a
business firm with four departments and a total of 32 employees.

Instruction key words .

Boundary key words .

Subject key words .

Key words used in questions and assessments
In order to answer a question correctly, you need to know and understand

what it is that you need to do. Do you need to describe, discuss or define?

There are certain instruction key words (verbs) used in questions, and you

need to know what each one means so that you know how to approach the

question. Given below are verbs that are commonly used in tests and

assignments. Make sure that you understand what each term means.

Analyse Separate into parts or elements and to describe in detail.

Comment Give your opinion of the sUbject matter.

Compare Show the similarities and differences or examine the differences
between statements, ideas, etc.

Contrast Point out the differences between two or more aspects I issues, etc.

Describe Write down the characteristics (features) of something in paragraph
form - should be well-structured and logical.

Differentiate I Distinguish Point out the differences (differentiate) that clearly show the difference
between two or more aspects or things.

Discuss Analyse a statement; to examine or investigate various issues in a
statement or statements.

Define Give the exact meaning; give a brief (short) definition of ...

Evaluate Express an opinion concerning the value in terms of what you know of
an issue or statement. (See analyse.)

Explain Make clear; make sure that the reader understands by means of
illustration or description of the information.
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Identify Give the most important characteristics /features of ...

Illustrate Show or make clear by means of examples or graphic representation.

Interpret Give an explanation or the meaning of something in simpler terms.

Investigate Do a thorough examination or search of ... to discover facts, causes, etc.

List Give a list of names, facts or items in a certain order or category.

Mention/Name Give only the names, characteristics, items or facts. They do not have to be
written in full sentences.

Motivate Provide reasons for your answers; say why you make particular statements.

State/Give Give detaiis or information without further discussion.

Summarise Give the main idea of the subject matter or state briefly the main points, elements,
aspects and findings.

Survey Collect sample opinions, etc. in order to estimate the general situation.

2. Brainstorming and mindmapping
Once you have analysed the topic and understand the question, you need

to think about:

• The purpose - why are you writing the essay, report or assignment?

• Your audience - for whom are you writing?

• The topic - what are you going to write about?

Thinking about the topic, the audience, etc. is called brainstorming. During

this process you will record any details that come to mind, even if they do

not make sense at this stage.

There are different ways in which these details could be recorded. You

could write the points one below the other, in sentence format, or you could

draw a graphic illustration which clearly outlines the relationship between

the various concepts and key words. This is how you could do it:

• Turn your page lengthwise, that is, the length of the page should be

horizontal.

• Write down the key word or main issue in the middle of the page and

draw a circle around it.

• Draw a line, in any direction, away from the key word, and write down

any related idea. Circle the idea.

• Draw another line in another direction, write down another related idea

that comes to mind, and circle it.
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• Continue in this way and soon you would have developed your own

illustration of a text.

This graphic illustration is called a mindmap. Brainstorming and

mindmapping are ongoing - you could apply these techniques throughout

the process of compiling your assignment. You might eventually have a

mindmap for each section or heading. This allows you to get an idea of the

bigger picture and helps you to remain focussed.

Activity 2: Drawing a mindmap

This is an individual activity. The mindmap below is an illustration of the

'Trade' sector which falls under the heading of Business Sectors. (Refer to

your prescribed Business Administration textbook.) You are required to

complete the mindmap.

Mass production Seasonal production

Transport Warehousing

TRADE

Financing
Commercial services

(marketing)

Banks Money
Reserve

Bank
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Mindmapping is a study skill

Based on the mindmap that you have completed above, write down the

advantages of using mindmaps as a learning aid. Compare your answers to

those given below.

Advantages of mindmaps

Any idea probably has many links in your mind. Think of the word

Technikon: what ideas come to mind? It could be studies, fees, new

acquaintances and friends, career, ambition, etc. Mindmaps allow

associations and links to be recorded so that you get a visual interpretation

of your thoughts.

The mind remembers key words and images, not sentences - mindmaps

use key words and key images, alloWing a lot more information to be put on

a page.

Because mindmaps are more visual and depict associations between key

words, they are much easier to recall than linear notes.

Starting from the centre of the page rather than the top-left corner allows

you to work out in all directions.

Mindmaps are easy to review - regular review reinforces memory.

We remember what stands out - the visual quality of mindmaps allows

you to make key points that stand out easily.

Uses of mindmaps

Notes

Whenever information is being taken in, mindmaps help to organise it in

such a way that it is easily remembered.

Remembering

Whenever information is being retrieved from memory, mindmaps allow

ideas to be quickly noted as they occur, in an organized manner. There is

no need to write sentences out in full.

Creativity

Whenever you want to encourage creativity, mindmaps help to free the

mind from linear thinking and allow new ideas to flow more rapidly.
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Problem solving

When you are confronted with a problem, mindmaps help you see all the

issues and how they relate to one another. They also help others to quickly

get an overview of how you see different aspects of the situation and their

relative importance.

Planning

Mindmaps help you to get all the relevant information down in one place

and organise it easily. They can be used for planning any piece of writing

from a letter to an essay, or for planning a meeting, a day, or even a

vacation.

Presentations

If you have to give a short talk, prepare a mindmap of the topic and its flow.

This will help you to organize the ideas coherently.

3. Gathering, selecting and
interpreting appropriate information

Now that you have determined the purpose, audience and what the content

should include, you can start gathering information on the topic. You could

use any, or all of the following sources of information:

StUdents gathering, selecting and interpreting information.
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Books

'These provide you with standard information on the topic. However, you

should check the date of publication to ensure that the information is not

outdated.

Journals and magazines

These would provide up-to-date information since they are published on a

regular basis.

Encyclopaedia

This would provide general information. Check the bibliography for further

sources to consult.

Interviews

This is a useful source if you need an expert opinion or first-hand

experience.

Internet

This is currently the most popular form of gathering information and having

fun at the same time. The internet contains a wealth of information on a

wide range of topics. Make a serious attempt to use this source of

information for your assignments.

Brochures and pamphlets

These provide very recent information, but is usually limited to a company,

a product or a service rendered.

R~tI4~

~~~~~~. Y~~f4Iu
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Selecting relevant material

How would you select your material? How would you know if that particular

book or journal is relevant to your assignment? Here are a few pointers. It

is always useful to check the following:

• title

• introduction

• index or abstract

• the back cover (blurb)

• paragraph and chapter heading

• tables, graphs, illustrations

You would need to read extensively, that is, try to cover as many sources

as possible. When you find relevant information, make your own copies,

then make short notes (refer to the section on study skills), draw a mind

map of information, underline or highlight important points, etc. Remember

to note the bibliographic details, otherwise you might forget which sources

you have used. You should compile your list of references as you read, so

that you only need to edit it before submission of the assignment.

Warning!

Under no circumstances should you write in library I reference books, tear

out pages or deface them.

~ .........
~~

_tA ......~

..Af~~

Sources of written information.
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4. Paraphrasing
Once you have selected your sources and read the content extensively,

you would need to make notes of information which you are most likely to

use. This could prove to be a time consuming activity, but in the long run it

will save you time - it is best to have the notes on hand rather than spend

time paging back and forth to find a reference.

What is paraphrasing?
The Heinemann English Dictionary defines paraphrasing as follows:

Paraphrase (say parra-fraze) noun I verb

The rewording ofa piece ofwriting to make it shorter or clearer.

Paraphrasing a text
1. Read the heading and think about what you already know about the

topic.

2. Apply the reading skills that you have learnt in Unit 1, Le. first survey,

then skim the text.

3. Read the passage slowly and with understanding.

4. Extract the main ideas by asking relevant questions:

• what is the text about? (get the main idea)

• which details support this main idea?

• which details are more important than others in the text?

5. Rewrite the information you have just read in your own words - you

would of course use some words from the text, but it should be rewritten

the way you interpret it.

6. Ensure that you do not change the meaning of the text while

paraphrasing it.

~~~1tI:dt4~kd

1tJ~4WUtId~~~ka

t4~~
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Plagiarism

You would need to paraphrase all those passages that are relevant to your

assignment. Do not merely rewrite or copy the passage - this is called

plagiarism and is totally unacceptable in academic writing.

5. Outline plan and structure
Now that you have gathered the information, you need to organise it so that

your assignment will be clear, coherent and logical. The information which

you have collected should now be arranged into a distinct introduction,

body and conclusion.

It is not always necessary to include all the information which you have

noted. Select only those sections which are relevant, that would add impact

and that would clearly explain the message which you are trying to convey.

Never lose sight of the question you are answering - this is your guide and

your purpose for writing.

Every written assignment or oral message has an introduction, body and

conclusion.

Introduction

The introduction is a clear statement of the purpose of writing and provides

the scope of what will be discussed.

Body

This is the longest section of an assignment. It provides the details of the

topic. Sub-headings assist in structuring the information in a logical fashion.

Each paragraph should consist of a main point with supporting details.

Conclusion

This is a summary of the body of the essay. State the conclusions you have

reached about the topic. State what action could be taken or propose how

you see the way forward.
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6. Revision writing
Assignment or essay writing is a process - it is not something which is

written once and that's it! When you have completed the outline plan and

structure, this is but the first draft - this is called the discovery draft. The first

draft gives you a text to work with, something to improve on.

Sometimes it is a good idea to leave the first draft for a day or two, then

read it again, with a more critical eye. You could give it your lecturer, tutor

or a friend for feedback, or you could make an appointment with a tutor at

the Writing Centre. Use the feedback provided to revise the first draft, then

write the second draft. Repeat this process at least one more time.

These are possible questions to ask at this stage:

• Has the question been answered?

• Is there enough information to address all the issues?

• Does the introduction explain the reason for writing about the subject

and explain the aim of the essay f assignment?

• Is there any repetition or overlapping of information?

• Is there a logical progression of ideas f information f argument?

• Does the conclusion summarise the main points?

• Is my opinion (voice) clear, or am I merely rewriting what has already

been written?

• Are sentences varied and correct?

7. Proofreading and editing
When you have addressed all the questions noted above and you have

completed the final draft, proofread your writing very carefully. This means

that you should read very carefully and closely, paying attention to errors of

grammar, spelling and punctuation. Ensure that:

• no words have been left out or misspelled.

• all apostrophes have been included - in the correct places.

• all punctuation marks have been included, but not used unnecessarily.

© Peninsula Technikon
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Language usage and style

The purpose of your assignment will determine the style, tone and register

of your writing. Consider the following hints:

• Avoid slang, jargon, colloquial language and cliches.

• Explain specialised terms and acronyms. When using acronyms, first

write out the word in full, followed by the acronym in brackets, e.g.

South African Broadcasting Corporation (SABC). Thereafter you may

use the abbreviation only.

• Avoid contractions, e.g. don't, wouldn't.

• When constructing sentence, remember KISS - Keep It Short and

Simple.

• Choose a moderate style of writing, not too formal neither informal.

• Avoid pompous language - rather use simple, unambiguous words for

an effective message.

Editing symbols and their meaning

When lecturers correct your assignments they use standard abbreviations

or symbols to indicate where there is an error. Please familiarise yourself

with these editing symbols. You should try to develop an awareness of the

language errors that you tend to make. It is only by going over your

lecturer's corrections that you will be able to improve your expression.

? Wavy underlining Meaning unclear

11 Also n.p. Begin new paragraph here

C Underlined words Concord error

1M A Information missing here

OW Omit words

P o (if punctuation is missing) or 0 Punctuation incorrect
(if it is incorrect)

PR Underlined word Preposition incorrect

R Wavy line Rewrite - unclear, needs to be improved

RP [ 1around repeated word/s Repetition

SP Double underlining Spelling

SS Wavy line Sentence structure clumsy
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T Underlined Tense incorrect

WF Wavy line Right word, Wrong FORM

WM A Word missing here

WO I..J Word order - swop positions

WW [ I around incorrect words Wrong word choice

8. Bibliography and referencing
A bibliography is a list of sources or references that you have quoted in

your assignment, or read, but did not necessarily quote from. It is in

alphabetical order, according to the author's surname. It demonstrates how

much research you have done and shows that you have consulted the

necessary texts.

Bibliographic entries usually contain the following information:

• Surname and initial(s) of the writer

• Year of publication

• Complete title of the source (underlined or italicized)

• Volume and issue number in the case of journals

• Website number and date of access, in the case of Internet

• Place of publication

• Name of publisher

Ensure that you use the appropriate punctuation marks (see examples

given below). The following is a sample Bibliography.
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book

book

ternet

tionary

spaper

ournal

paedia

Bibliograph~

Cape Times. 1995. Minister makes a plea for multi-language use in SA. ... new

21 December, Cape Town.

Duminy, P.A. & Sohnge, W.F. 1983. Didactics: Theor~ ond Proctic o

Cape Town: Moskew Miller.

Enc~c1opaedia Britannica. 1989. Ancient History. 12 (371 - 372). eneyelo

London: Barrets

Hugo, J. 1995. In: De Wet, G.L. (ed.) Introduction to Economic

Description and Theor~. Pretoria: Juta.

Li, X. & Crane, N. 1996. Bibliographic Formats for Citing Electronic in

Information. (Web document). Available: http://www.uvm.edu/-

xli/reference/estyles.html (1996, May 30).

Rieken, P.J. 1997. The role of the Bureacracy in the development and j

application of our national resources. SAIPI -Magazine for Public

Administration 12:3 (34 - 69).

The Concise Oxford Dictionar~. 1989. Oxford: Clarendon. die~

In-text referencing

There are two basic ways of in-text referencing:

The first type of in-text referencing uses the author's name as part of the

sentence. Note that authors are referred to by the surnames.

French (1990:23) claims that ...

Stewart, De Kock, et 01. (1996: 55) agree that .

Van Schalkwyk (2000: 12) is of the opinion that .

In the second type of in-text referencing, the author's name is not part of

the sentence. The reference is indicated in brackets with the surname of

the author and the date of the publication in brackets at the end of the

sentence.

Truly successful teachers are highly idiosyncratic (Rivers 1983:11).

We need a 'new kind of policy for a new kind of society' (Desai 1994:19).
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Assessment criteria
When lecturers mark your assignments and tests, they do so according to

certain criteria. These are known as assessment criteria. There are criteria

for the content, language, structure, logical organisation, style, tone,

presentation and referencing of assignments. Please go over these criteria

and become familiar with them.

You should use these assessment criteria as a checklist before you hand in

your assignments. Make sure that you have supplied content that is

accurate, detailed and error free. Check your grammar and spelling. Make

sure you have referenced your work correctly. Check that you have

followed the guidelines for the presentation of your assignment. Just as the

assessment criteria guide your lecturer when s/he marks your assignment,

so you can use the assessment criteria to guide you when you are

preparing your assignment.

I. Content

The content is the main part of any essay or report. Your lecturer will

require your essay or report contents to be accurate and detailed. The table

below shows the range of marks you can expect for content.

Unit 2

75-100 %

70-74 %

60-69 %

50-59 %

h
m

Accurate, detailed, no errors; excellent, original, insight shown.

Very good, interesting, subject well-covered, a few points left out.

Fairly accurate and detailed; few errors; material/subject well covered, but not
remarkable.

More accurate than inaccurate; acceptable but superficial; only obvious points
present.
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2. Language

All lecturers require essays and reports to be written clearly and free of

grammatical and spelling errors. This means that you will have to check

your work. The table below shows the range of marks you can expect for

language use.

75-100 %

70-74%

60-69%

50-59 %

Clearly expressed; very few errors; exceptional vocabulary.

Mostly clearly expressed; a few grammar and spelling errors.

Fairly clearly expressed; good use of grammatical structures
and vocabulary. Spelling and vocabUlary could be improved.

Understandable; acceptable grammar and spelling.

3. Structure and logical organisation

Your lecturer will expect your assignment to be organised in a logical way.

An essay or a report needs to have a clear introduction, a body and a

conclusion. Within the body of your assignment you should express the

points you want to make. You should also link important ideas to one

another. This is called structuring your work. The table below shows what

marks you can expect for structuring your work.

75-100%

70-74%

60-69%

50-59%

Page 36

Clearly set out, well planned, logical. Links clear, coherent. Key ideas supported,
developed. Well-integrated introduction and conclusion.

Very good. Logically, systematically organised with minor faults; links mostly clear,
almost totally coherent. With few exceptions, all key ideas supported and developed.
Introduction and conclusion functional.

Fairly clear and logical; a few problem areas, but meaning evident. Most key ideas
supported and developed, although not always fully. Some incoherence. Introduction
and conclusion acceptable but need to be fully integrated.

Acceptable. Some planning, some logical structure. Despite shortcomings, one can still
follow. Some incoherence. Key ideas somewhat supported. Introduction and conclusion
still acceptable but not quite well integrated.

© Peninsula Technikon



Acce§sing and struduring information Unit 2

4. Style and tone

This refers to the appropriateness of language and tone of your essay or

report. Make sure that you write in a formal, academic tone. Use the terms

of your discipline correctly and avoid slang. The table below shows the

mark range you can expect for your writing style and tone.

75-100%

70-74%

60-69%

50-59%

Pleasant to read, use of language entirely appropriate to content.

Fluent; style and tone support meaning; but not particularly interesting.

Conveys message with some difficulty; tone sometimes inappropriate/irritating;
jerky tone; slight limitations in style and mastery of idiom.

5. Referencing

At the end of your assignment you are going to write a reference list of all

the books you have consulted in order to write your assignment.

8-10 All entries in accordance with an accepted method.

6-7 Errors/inconsistencies only minor.

5 A few obtrusive errors/inconsistencies in bibliography/text
references.
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6. Presentation
There might not be many marks awarded for presentation, but remember

that a neat, well-presented assignment creates a positive impression. The

table below shows the mark allocation for presentation. You will find out

more about how to present a neat assignment in the discussion below.

5

4

3

Professional appearance; neat writing/typing and spacing;
hardly any typing errors. All required parts/pages (e.g.
table of contents, page numbers); correct numbering.

Neat but not quite professional in appearance;
typing/spacing/ numbering inaccurate, but errors not
obtrusive; minor errors/omissions in formatting.

Acceptable but not impressive in appearance; some
untidiness; a few typing/spacing/numbering errors;
errors/omissions in formatting.

Page 38

Please note that in all the above assessment scales, a mark above 50% is

a pass mark, while a mark below 50% is a fail mark.

Summary: The writing process
Below is a short summary to remind you of the stages of the writing

process. Refer to this often and use the writing process for all your

assignment writing.

Step 1: The pre-writing stage

Analyse the topic. Find the key words and apply them. Make sure you

understand what is required of you in your writing task.

Step 2: Brainstorming and mindmapping

Think about why you are writing (purpose), for whom you are writing

(audience) and what are you going to write about.
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Step 3: Gather, select and interpret information

Gather information using the various sources mentioned, then select and

interpret relevant material.

Stage 4: Make notes and paraphrase readings

Record bibliographical information of each source I reference used.

Step 5: Outline plan and structure

Organise the information so that it makes sense to the reader; then

structure it logically, according to your writing plan. Your piece of writing will

need an introduction, body and conclusion.

Step 6: Revision writing

Write the first draft; read, get feedback, revise and redraft. Ask yourself the

questions given in the section on 'Revision Writing' above.

Step 7: Proofreading and editing

Check language, spelling, punctuation, sentence construction, etc.

Step 8: Bibliography and referencing

Check that you have followed the correct method of writing a bibliography.

Check your in-text referencing.

Type the final copy neatly according to the requirements as set out by the

lecturer. Ensure that the presentation conforms to all the requirements with

regard to line spacing, length of the essay or assignment, cover page,

format, etc.

lf~h~faW~~W

tie~~1tI~ tie~~~!
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Report/essay writing: The different stages

• How should I
organise my
material and
present my
point of view?

• How long does
the report/
essay have to
be?

• Have I answered the
question?

• Does the report/essay
say something
substantial?

'. Have I created
something of my own
or simply repeated the
ideas of others?

• Is it coherent? Does it
make sense?

• Does it have an
effective introduction
and conclusion?

• Does each paragraph
have one main idea?

• Are the ideas linked?
• Is my report/essay easy to read

and pleasant to look at?

• What do I understand
the question to mean?

• Here's what I want to
say...

• It won't be perfect
but I'll do it again and
again until it is clear
and well constructed.

• What do I know and think
about the question?

• What is my point of view?

• Have I avoided
common grammar
errors?

• Is my spelling
correct?

• Have I written in
appropriate academic
style?

• Have I acknowledged
my sources by
referencing correctly?

• Where willi find
information about
my topic?

• What do I think as
a result of my
reading?
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Introduction
The word 'concise' means short and to the point. So concise

communication is communication that is short and which gets to the main

point of the communication very quickly. Examples of concise

communication include:

• Memorandum

• Facsimile (or Fax)

• Electronic mail (e-mail)

• Business forms

In this section you are going to:

• find out why we use particular types of business communication.

• learn how to convey information briefly and accurately.

• learn how to use an appropriate writing style for basic business

communication.

• edit and rewrite your message so that it is free from spelling and

grammatical errors.

Examples of concise correspondence.
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Concise communication
Concise communication forms an integral part of business correspondence.

It is a skill to be able to write a concise (short, brief) message, and yet

convey the complete message. There is not always time to read long,

uninteresting correspondence, when the same message could be conveyed

in just a few words. We should learn to be economical with words!

When you write down a telephone message for someone who is not

available to take the call, you write down only the most important details,

such as who telephoned, for whom, date, time and message. This is an

example of concise communication. However, there are other forms of

concise written correspondence that are used daily in the office

environment.

In this unit we will be concentrating on:

• The internal memorandum

• The fax message

• The e-mail message

• Business-related forms

Remember

Before you transmit any correspondence, you must be absolutely sure that

it is grammatically correct and that there are no spelling mistakes, and that

the tone and style are appropriate. It is a bad reflection on the company

(and you) if you need to make apologies for poorly written correspondence.

The internal memorandum (memo)
When you start to work in an office, you will probably be asked to send an

internal memorandum, e.g. about the use of a new photocopier, or you

could receive a memo about a workshop to be held for members of your

department.

What is a memo?

The memorandum is a brief, informal document that is circulated within an

organisation. It is usually sent from one department to another or from one

office to another, but is not sent outside the organisation. It is a means of

keeping employees fully informed of all aspects pertaining to the company.
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It is one of the means of keeping the formal channels of communication

open within an organisation. The memo is mainly used to:

• convey information or instructions.

• keep employees informed of events in the company.

• seek confirmation, input or assistance from employees.

The memo format

Many companies have their own printed memo forms, which feature the

name of the company and its logo. A sample format is given below. Bear in

mind that there is no single lay-out for a memo form, but every memo form

should include the following:

• Name of the company or department.

• The word "Memo" or "Memorandum".

• To and From - this indicates the names and title(s) of sender and

recipient(s).

• Date.

• SUbject line - this is a brief statement of the content of the memo.

This is usually written in capital letters and in bold.

• Signature of sender.

Tips for writing a good memo
1. The message usually covers one subject.

2. State the purpose of the memo, whether it is to inform, request or remind.

3. Use an informal style, but avoid slang and cliches.

4. Use headings or number the paragraphs to structure the message, if
necessary.

5. If any action is required on the part of the reader, it should be included in
the last sentence, giving all the relevant feedback details.

Examples

Consider the following example of a memo; then discuss the questions

given below.

© Peninsula Technik-on

Unit 3

Page 43



Unit 3

SOLWAY COMPUTER
I

SYSTEMS

INTEROFFICE MEMORANDUM

TO:

FROM:

DATE:

RECEPTIONIST

MANAGER

20 SEPTEMBER 2000

SUBJECT: TELEPHONE MESSAGES

MESSAGE:

Five clients telephoned me today to enquire why I didn't return their calls. They said they had

left messages for me, but I didn't receive one of them.

Please record all telephone messages so that I may respond and not make unnecessary

excuses.

Questions

1. Is it correct to only use the titles in the layout, such as Receptionist or

Manager?

2. This memo is meant for one person. Is this an appropriate form of

communication?

3. When would the memo be an ideal tool for office communication?

4. How would you have communicated with the receptionist?

Activity I: Writing a memo

Page 44

The activities below will be based on the following scenario. A scenario is

an imaginary setting or set of events, for example, an imaginary work

situation such as the one given below.
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Scenario
Solway Computer Systems is currently a small company with
10 employees. Since the company has been doing very well,
the three main company partners have big plans for the
growth of the company. They want to develop a major tertiary
industry (see unit 2, Business Admin), not only selling
computers, but also training people how to use the software.

At a recent meeting, it was decided that all employees should
attend a workshop on the different aspects of Trading (see
Unit 2: Business Administration) and how it would affect the
company and its employees.

The manager sends a memo to all employees, informing
them of the workshop.

Glossary

Tertiary industry not directly
involved in manufacturing and
production. Provides services
such as selling, banking, etc.

Software refers to the
programmes such as MS Word
that you use in Information
Technology

A workshop is an organised
meeting of people with the
same interests or skills, to
practise together or exchange
ideas.

SOLWAY COMPUTER
SYSTEMS

INTEROFFICE MEMORANDUM

TO:

FROM:

DATE:

ALL EMPLOYEES

G.PETERSEN

MANAGER

20 JANUARY 2000

SUBJECT: WORKSHOP: TRADING 2001 FOR SOLWAY

MESSAGE:

As decided in the last monthly meeting, a workshop on the various aspects of TRADING will be

held for all employees. Ms P. Truter, a professional consultant, with Management Inc., will be

the facilitator. As agreed, the workshop will take place on 21 February 2000, from 09:00 - 15:00

and will be held in the conference room.

Please make the necessary arrangements, or reschedule appointments to ensure that you will

be available for the entire workshop.

© Peninsula Technikon Page 45



Unit 3

SOLWAY COMPUTER SYSTEMS

WORKSHOP: TRADING 2001

PROGRAMME

21 February 2000

WELCOME AND INTRODUCTIONS

PRESENTATION OF FACILITATOR

SESSION 1

TEA

SESSION 2

FEEDBACK SESSION: THE WAY FORWARD

09:00 - 09:05

09:05 - 09: 10

09:10 -10:10

10:10 -10:30

10:30 -11:30

11 :30 - 12:00

Your task

Use the memo form given below to remind all staff members about the

workshop. Refer the readers to the programme for the workshop which you

are going to attach to the memo. You do not need to rewrite the

programme.
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SOLWAY COMPUTER
SYSTEMS

INTEROFFICE MEMORANDUM

TO:

FROM:

DATE:

SUBJECT: .

MESSAGE:

SIGNATURE: .
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The facsimile
Please refer to your Communication textbook, pp 144 and 145 to read more

about facsimiles.

When you start working in an office, you will probably have to write and

send faxes to customers or clients. Facsimiles and electronic mail have

become the most popular forms of business communication because

messages and replies can be exchanged in a matter of minutes.

The fax is similar to a memorandum, except that faxes are also transmitted

(sent) outside the organisation via a fax machine. The receiver will receive

a copy of the original document, which could be ordinary text messages but

could also include graphs or photographs. The following details should

appear on the fax cover page:

• Name of receiver

• Position of receiver, eg, manager, personal assistant, or department

• Name of sender

• Number of pages (including cover)

• Date

• Subject

• Message

A sample format of a fax cover page is given below. The details given

above could appear in any order, i.e. the format could differ.

Activity 2: Fax templates

The computer programme that you use in Information Technology, MS

Word, has different templates, or standard forms, for faxes and memos. To

find them, do the following:

Click on 'File'

Click on 'New'

Click on 'Letters and Faxes' and look at the different options (choices)
available.

Click on 'Memos' and look at the different options available.

Compare the layout, similarities and differences of the various
templates for memos and faxes in MS Word.
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SOLWAY COMPUTER
SYSTEMS

FACSIMILE TRANSMITTAL

Subject: Confirmation: WORKSHOP - TRADING 2001

To:

From:

Ms P. TRUTER

MrG.PETERSEN

Fax: (021) 424 - 3850

Date: 24 January 2000

Pages: 1

o Urgent 0 For Review 0 Please Comment 0 Please Reply 0 Please Recycle

Dear Ms Truter

This serves to confirm arrangements for the workshop on 'Trading' to be held on

21 February 2000, from 09:00 to 15:00.

Please inform us of any audio-visual aids, extra equipment or facilities which you might require.

We look forward to participating in the workshop.

Should you have any queries please contact me.

Kind regards.

G,~te..~-
GENERAL MANAGER
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Activity 3: Writing a fax

The office administrator at Solway Computer Systems sends Ms Truter a

fax to confirm details of the workshop on Trading. Ms Truter receives the

above fax. She asks her personal assistant to reply on her behalf, giving

clear details of what will be required for the workshop. She will need an

overhead projector, a f1ipchart with blank sheets of poster size paper, board

markers, prestik, etc. Can you think of any other items that Ms Truter might

use during the workshop?

The fax that you received below is incorrect in many ways. Using the clean

fax form provided, rewrite the fax correctly.

MANAGEMENT INC.

FACSIMILE TRANSMITTAL

To:

From:

Re:

MrG.PETERSEN

Ms P. TRUTER

WORKSHOP

Fax: YES

Date: 27/01/00

Pages: 1

o Urgent 0 For Review 0 Please Comment 0 Please Reply 0 Please Recycle

Ms Truter wants the following stuff for the workshop: paper, board markers, overhead

projector, preslik , etc.

Thanks.

"C. hMdc-c-

SECRETARY
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SOLWAY COMPUTER
SYSTEMS

FACSIMILE TRANSMITTAL

To:

From:

SUbject:

Fax:

Date: .

Pages: .

o Urgent 0 For Review 0 Please Comment 0 Please Reply 0 Please Recycle
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Electronic mail (e-mail)
Electronic mail is a form of communication where messages are sent via

the internet.

So what is the internet?
Let's analyse the word. The prefix inter- means between and net refers to

something that is linked in various directions. Think of many spiders' webs

that are linked to one another - that could then be called a network!

The internet is just like a big network. It consists of thousands of computers

all over the world that are connected to one another. The internet is a set

of networks that allows text, graphs, pictures and even sound to be

transported across the networks.

Electronic mail is widely used in most companies. As office administrator

you could be asked to send a message, either locally or internationally,

using e-mail. This is a cheap, quick and efficient communication method 

the cost is the same as that of a local telephone call.

Computer technology allows us to communicate both internally and internationally.
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Any computer user who has an e-mail address can send or receive

messages. The correct e-mail address must be carefully written. If there is

the slightest error, such as leaving a space where there should not be one,

or using upper case instead of lower case, the message will not be

transmitted and will simply be returned to the sender. (Refer to your

lecturers' e-mail addresses given in the year programme.)

Tips for e-mail users
Nowadays most people who have access to computers use e-mail to
communicate. Certain 'rules' or "netiquette' have recently been developed for
e-mail users. They are:

• Include a subject line to give the reader an idea of what the message is
about.

• Keep the message short and to the point.

• Don't write in capital letters - this is like shouting at the reader.

• Don't assume that e-mail is private - don't send very personal, offensive or
obscene messages.

An example of an e-mail message.

e [dit ltiew Insert FQ.rmat Iools Actions Help

m"~Reply ~Reply to A[I ~"Fo,,,a,d ~ l\lll or llijj X I'" . ... . JS.111j .
From: "LiezeIJo-Anne Dyers" <INFOSERV/DEYERSL> Sent: Thu, 4 May 200008:22:49
To: #ABCNETJS/PERSONNEL,#CDPNET41 I/PERSONNEL,#EDUNET/PERSONNEL
Cc:

Subject: Reminder - GrouDwise Training

Dear Colleagues

Labs will only be available for a limited time period, It is vital that we try and accommodate all staff members as
soon as possible.

Page 53

lab,

Business Faculty
Business Faculty
Business Faculty
Business Faculty

Venue
Lab 4A & Lab 4B
Lab 4A & Lab 4B
Lab 4A & Lab 4B
Lab 4A & Lab 4B

Date
05/05/2000
12/05/2000
19/05/2000
26/05/2000

These training sessions will accommodate between 20 and 30

Please be reminded ofthe Groupwise 5.5 (e-mail system) training, scheduled for tomorrow (5 May 2000). All
Staff members that made use of an e-mail system should attend Groupwise training, We will be switching from
Pegasus mail to Groupwise in the near future.

Training for Groupwise 5,5 (e-mail system) will start on Friday May 5 2000, Training will be offered on Fridays
from 12:25 - 16:00, Additional dates and venues will be advertised at a later stage.
Please contact Thandi on ext. 6737 ASAP. to make your booking.
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Business forms
You are required to collect various business-related forms for Business

Administration.

Any business has its own business forms such as application forms for

credit purchases, invoices, accounts, statements, etc.

When you applied to study at Peninsula Technikon, you also had to

complete an application form where you had to provide personal and

academic details.

A questionnaire is usually used in surveys and research where you simply

have to tick an item that you consider to be correct. You are not expected

to give long answers or descriptions.

Activity 4

Complete the form and questionnaire provided. Remember to first read the

instructions before you start writing.
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PEOPLE'S BANK

APPLICATION FORM FOR CREDIT-/MASTERCARD

Complete the form using block letters only.
Tick the correct boxes below.

PERSONAL DETAILS
SURNAME: FIRST NAMES: .

ADDRESS: .

.................................................................................CODE: .

ID number: .

TEL. NO.: (h) ( ) .

CELL NO.: ( ) ..

TEL.NO.: (b) ( ) .

FAX NO.: ( ) .

How long have you been staying at the present address? Yrs months

MARITAL STATUS: Single 0 Divorced 0 Married 0

EMPLOYMENT DETAILS
Employer: .

Position:

How long have you been employed with this employer? ..

Salary scale: R1 500 - R3 000 0 R3 500 - R6 000 0 R6 500 - R100000

R10000+ o
REFERENCES

Provide details of at least three references.

1. Name of company: .

Reference/Account number: ..

2. Name of Company: .

Reference/Account number: ..

3. Name of Company: .

Reference/Account number: ..

Signature '" .

© Peninsula Technikon
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PENINSULA TECHNIKON

TELP COLLABORATIVE LANGUAGE PROJECT
BUSINESS ADMINISTRATION I COMMUNICATION

STUDENT ASSESSMENT OF UNITS 1-3

Read each of the following questions very carefully before answering them.

Answer each question as honestly as possible.

You are not required to put your name on the questionnaire.

All information will be treated confidentially.

QUESTIONNAIRE

Tick the answer of your choice. Strongly agree Undecided Strongly disagree
1 2 3 4 5

1 The language used in the units is clear and

easy to understand.

2 I can relate to the scenarios given in the

units.

3 The information (content) given in the units

is easy to understand.

4 There is too much information given in the

units.

5 The way the information is written makes

Communication I interesting.

6 The information in the units is easier to

understand than the textbook.

7 I prefer to work from the units rather than from

the textbook

8 I understand the instructions in the units

when I read them myself.

9 I understand the instructions in the units

better when they are explained in class by

the lecturer.

10 I understand the questions when I read

them myself.

11 I understand the questions better when they

are explained in class.

12 Too much time is spent on each unit.

13 The activities in the units help me to

understand the content better.

14 I enjoy doing the student activities.
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15 Write down: 1) TWO things that you enjoyed about the units; and

2) TWO improvements you would recommend to make the units

more interesting and learner-friendly.

Question
What are the main differences between a form and a questionnaire?

Unit 3
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Reflection
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Unit 4:
Communication theory and banking services

Introduction
At the beginning of the year we explained to you that Communication would

be taught in such a way that it links with Business Administration. This unit

links Communication Theory with Banking Services. In other words, we will

be using the setting of a banking department to illustrate Communication

theory.

If you work through this unit carefully you will learn to:

• Communicate more effectively using verbal and non-verbal

communication.

• Be more sensitive to how others use non-verbal communication when

conveying messages.

• Focus on linking verbal and non-verbal communication in such a way

that you do not send mixed messages.

• Use various aspects of visual and acoustic semiology to communicate

effectively.

Let's look at the following scenario:

You are employed as an Administration Assistant in the Credit Department of
People's Bank. Your job is to assist clients to open credit card accounts and to
process those accounts, i.e. see that all the application forms have been filled
in correctly and then forward !bern to the credit card department. You also
deal with any queries and problems which clients might have concerning their
credit cards, either telephonically or face-to-face.

Note

The discussions, questions and answers that follow should all be based on

the above scenario. Keep the details given above in mind when you

discuss the questions and issues given below. For this unit you will be

working in groups of 4. Some activities are group activities while others are

individual activities. You should remain in the same group until this unit has

been completed.
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Communication theory and banking services

Activity I: Non-verbal communication

You will each be given a card with a colour (blue, green, purple or orange)

written on it. You now have to divide yourselves into groups of 4 - each

group should have one person representing one of the colours. In other

words, in your group you should have one 'green' student, one 'blue'

student, and so on.

However, you should arrange yourselves into groups without speaking to

one another. You may use actions and signs, but no talking.

Question

How did you indicate that you wanted to join a group, or that you wanted

someone to join your group?

Note

During this exercise you used only sign language and gestures (body

language), without using words to communicate. This is called non-verbal

communication or semiology.

Activity 2: Group discussion

Now that you have formed your group, each student will be given a task to

perform. For the next discussion exercise:

Blue will be the encourager. Your task is to ensure that each person in the

group contributes to the discussion. Your job is to keep everyone in the

group motivated.

Green will be the taskmaster. Your task is to check that the group does not

stray from the topic or discussion. Make sure that the discussion remains

focused on the topic.

Purple will be the recorder. Your task is to write down short (brief) notes of

the main points of the discussion.

Orange will be the reporter. Your task is to report (give feedback) on what

the group has discussed.

Note

The tasks should be rotated with each activity, so that you will each get an

opportunity to be encourager, taskmaster, recorder and reporter.
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Questions

These questions are based on Activity 1.

1. Describe how you felt when you had to form your group without using

words.

2. What frustrations (if any) did you experience?

3. How would it have been done differently if you were allowed to talk to

each other?

4. Imagine that a Chinese speaking client who can't speak English very

well, approaches you and wants to apply for a credit card facility at

People's Bank. What would you do? How would you respond?

5. Give examples of how and when you recently used non-verbal

communication in a communication situation.

Verbal communication
and non-verbal communication
Verbal communication refers to all types of communication where words

are used to convey meaning, such as speaking and writing. Non-verbal

communication refers to all types of communication where signs and

symbols are used to convey meaning, e.g. body language, no-smoking

signs, pictures, maps, etc.

Verbal and non-verbal communication are the two broad categories which

we will explore in this unit. As administration assistant you need to be

aware that what you say, how you say it and what actions accompany your

words should encourage clients to do business with you.

Activity 3

The following activity is a form of verbal communication because we will be

using words to convey meaning.

Remember that when you answer these questions you need to think of

yourself as the administration assistant in the Credit Department of

People's Bank. Refer to the bank scenario given above, then discuss each

of the following questions:
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Questions

1. List 5 reasons why it would be necessary for you to communicate in

your work situation.

2. With whom would you be communicating?

3. How would you communicate?

4. What happens during a communication situation?

5. What do you like most about communicating?

6. What do you dislike when you communicate with others?

7. Based on what you have already discussed above, how would you

describe the term 'communication'?

~'t~~~~~:&~

M~/~/a:.

The communication process
We say that communication is a process. A process is a series of

operations or events, not just a single one. What do you think is meant by

the communication process? The following model illustrates the

communication process very simply.

sender
bw . I

JII message

~
channel

noise

feedback

---I~~I receiver
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Message 1

Message 2

Message 3
~

Sender

Feedback is related to listening.

Receivers

Activity 4: Vocabulary building

The following exercise may be done in pairs. Based on what you have

learnt so far, fill in the meanings (definitions) of each of the terms given

below. Refer to your textbook, pp 3-4.

Glossary

Verbal communication: .

Non-verbal communication: .

Sender I Encoder: .

Receiver I Decoder: .

Channell Medium: .

Feedback: .

Circular communication: .
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Sender:

• Has need to communicate

• Encodes message

• Transmits message

Receiver:

• Decodes message into meaning

• Responds
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Activity 5: The communication process

Read the dialogue below, then answer the questions that follow. This is an

individual exercise.

This dialogue between Joe and Mat0' takes place at People's Bank. Joe, the
supervisor, needs to inform a client, Mr James, that the problem concerning
his credit card has been sorted out.

This is how the conversation went:

Joe: [looking at Mary] Mary, have you contacted Mr James to inform
him that his credit card problem has been sorted out?

Mary: Not yet, but I'll do that right now.

Joe: Please do, because I promised him that we would inform him
today.

Mary: [Does not answer, but lifts the receiver and dials the number.]

Refer to the glossary in Activity 4. Write down each word as given in the

glossary, and next to each word write down an example as illustrated in the

dialogue above. When you have completed this exercise by yourself,

compare your answers with that of the rest of the group.
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Non-verbal communication
By now you should have a good idea of what verbal communication and

non-verbal communication are. Refresh your memory by re-reading the

section above.

This section will tell us more about the different types of non-verbal

communication that we engage in and are exposed to every day. The idea

is to make you realise that non-verbal communication is as important as

verbal communication. If your verbal communication and your non-verbal

communication do not correspond, you could be sending mixed messages.

For example, if you greet someone excitedly, with a smile on your face, and

say, 'I'm so glad to see you!', that person (the receiver) can see (non

verbal) and hear (verbal) the same message. However, if you say the same

thing with a frown on your face, the receiver might not know how to react to

you because your facial expression (non-verbal) sends a different message

to what you are saying (verbal communication).

Note

Non-verbal communication is also known as semiology.

There are different types of non-verbal communication.

We talk about:

• Visual semiology - sending and

receiving messages based on

what we see

• Acoustic semiology - sending

and receiving messages based

on what we hear

• Tacesics - sending and receiving

messages using the sense of touch

What does her body language communicate to you?
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Activity 6: Drawing a mindmap

• Your task is to draw a mindmap to illustrate the various components of

verbal communication. Please refer to the notes on mindmaps in Unit 2

to refresh your memory. You are required to draw three separate

mindmaps.

• Using the headings in italics on pp 10-16 of your prescribed

Communicaton textbook, complete the mindmap to illustrate all the

different aspects of visual semiology.

• Using the headings in italics on pp 16-17 complete the mindmap on

acoustic semiology.

• Complete the mindmap of semiology that includes visual semiology,

acoustic semiology and tacesics.
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Activity 6.1: Visual semiology

Unit 4
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Communication theory and banking ~ervice5

Activity 6.2: Acoustic semiology
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Activity 6.3: Semiology
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Activity 7: Semiology

Complete the following table of aspects of semiology by writing down the

definition of each term. Then give an example of where and how it could be

used, or how it could affect a communication situation at People's Bank.

The first term has been completed to show you how it should be done.

Spoken communication Using words and vocal organs to
convey a message.

Gestures (kinesics)

Facial expression(s)

The personal zone
(proxemics)

Graphics

Colour

Dress

Accent

Filler sounds

Tempo and rhythm

Volume

Tacesics - or
communication by
means of touch
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Telephone conversation I
face-to-face interview with a client.
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Communication: The process of transmitting thought or emotion through

symbols

Unit 4

Message

Stimulus ----.......,......

Sender

Verbal communication

Receiver

Sorry that
happened!

Feedback

Sometimes we communicate directly, that is, face-to-face, while at other

times communication is indirect and no eye-contact is maintained.

You can find out more about verbal and non-verbal communication on

pp 9 - 19 of your textbook.

Activity 8: Acoustic semiology

Remember that 'acoustic' is related to hearing or sound, and 'semiology'

refers to non-verbal communication. So 'acoustic semiology' refers to

sending and receiving messages related to sound(s) in

a non-verbal manner. Refer to pp 16 and 17 of your

prescribed textbook. Discuss these questions in your

groups as previously arranged.

Questions

1. Based on the explanation given above, explain

what you understand by the term acoustic

semiology.
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2. As Administration Assistant in the credit department of People's bank

you would need to consult with many clients. Remember that it is not

always what you say, but how you say it. This is where acoustic

semiology plays a major role. A client will be able to hear if you are

irritated or if you are trying to be helpful.

3. Refer to p 16 of your communication textbook - aspects of pitch, tempo,

intensity and accent. In your groups, describe aspects that an ideal

voice should have - one that would encourage listening and co

operation. You should each write down your answers as decided by the

group.

4. What do you understand by the term 'filler sounds'.

5. Consider the following dialogue between Petra, a People's Bank

employee who works in the Credit Card department, and Lindi, a client

who wants to open a credit card account.

Petra:

Lindi:

Petra:

Lindi:

Petra:

Uhm .,. what did you say? Eh ... I don't quite understand that!

Er ....er. ..... I'm trying to explain, er .. but I don't ... er ... quite know
the correct terms to use..

Well, just say what's on your mind and I'll try to make sense of it.

I'd like to open an account ...er ... where you can use ... er ....a card
to buy things.

Oh, so you would like to open a credit card account? This is how it
works ...
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6. Discuss the positive aspects and the negative aspects of filler sounds.

7. Describe, in your work situation, when it would be appropriate to use

silence in order to convey a message.

~7~~~~~~Ptuf

M~/~/&,
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Activity 9: Defining communication

How would you describe each of the following examples of communication?

Unit 4

Chatting to a colleague during lunch break. QireJ;.t-2poRen,...vgrbqLmmmYni~qtion_. __

Telephoning a client about a query

Writing a letter to a client

Having a morning meeting at the office _ _ _ ..

An article in People's Bank newsletter on credit card fraud ._ __.._ ..

Activity I0: Oral presentation in pairs

Present a typical scene which would take place in the credit department of

People's Bank, For example, a client wants to open an account, a client has

a telephonic complaint or query, a conversation or discussion between the

department head and administration assistant.

Plan your presentation well and take into account all the aspects of verbal

and non-verbal communication that you have learnt so far.

• Your presentation should be between 3 - 5 minutes long.

• This oral presentation will form part of your continuous assessment

mark.

• If you are not prepared for your presentation, you will forfeit your mark.

The secrets of successful presentations
There are two secrets to successful presentations. The first is facing your

fear and the second is preparing well.

Facing your fear
Let us first look at fear. One of the reasons that people are so nervous

about presentations is that they so badly want to do well and yet feel very

self-conscious standing up in front of others, when everyone is looking at

them. They fear that they will make a fool of themselves, do things that will

make others laugh at them. Remember that only a very immature audience

© Peninsula Technikon Page 73



Unit 4

Page 74

would do that! The key to success is to focus on the message instead of on

fear. Your confidence will also improve greatly if you follow the second

secret to a successful presentation: preparing well.

Being well prepared

If you want to be confident, you need, in all respects, to be well prepared. Let

us consider the different ways in which you can prepare. These basically fall

into three categories:

• Think

• Find and organise information

• Practise

A student eager to make his presentation.

Think

Questions to ask concern the audience, the purpose of the presentation, the

event of which it will be a part and the venue. Who will be my audience?

What is the occasion? What do I want to achieve? In what size venue willi

be making my presentation? What equipment willi need (overhead projector,

slides)? How much time do I have?
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Find and organise information

Next, you should gather all the information which you want to include and

organise it (see section on mindmapping and the speech outline). Put all

information in the correct sequence in a folder or file.

Practise

Most important: you must practise the presentation, using the outline. Here

are some tips:

Preferably, practise at least once in front of an audience of co-workers or

friends who can give advice on improvements. Tape record/video record the

presentation to check that words are clear and the pace flowing. Speak for a

while in front of a mirror to raise your awareness of facial expressions.

Visualise the audience. Imagine that it is they who are sitting there, not

colleagues or friends. Select some friendly, interested faces, and focus on

them. This will help build confidence.

Speak in a lively, enthusiastic manner. After all, if a speaker sounds bored,

how can s/he expect others to be enthusiastic?
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Oral presentation assessment

Surname: First name: .

Topic: .

30 Content
Interesting, relevant, accurate,
original, has depth, well structured

20 Audience reach
Effective body language;
establishes rapport through
appropriate facial expression,
good eye contact, upright posture,
meaningful gestures.

Lively, enthusiastic, no distracting
mannerisms.

Confident; shows interest in
audience; creates appropriate
atmosphere, tone; handles
questions well

10 Audio-visual support
Relevant, appropriate; easy to
understand; neat; creative; has
impact; care and preparation
evident

20 Speech and voice
Appropriate projection, volume,
tone, pitch, articulation, tempo,
emphasis

20 Language
Fluent; adequate vocabulary,
grammar; appropriate level of
language for audience

General comments: .

Date: Assessed by: .
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Activity I I: Listening skills

This activity comprises discussion questions for groups. Discuss each of

the following questions based on the People's Bank scenario.

Questions

1. What is the difference between hearing and listening?

2. How do you listen? (Be perfectly honest!)

3. How should you listen?

4. Name 5 factors that could prevent you from listening attentively.

5. As Administration Assistant, why would you need to listen?

6. Why is it important to listen attentively?

7. What could you do to improve your listening skills?

Compare your answers to the above questions with the details given on pp

20 - 22 of your Communication textbook.

Research tells us that we spend 70-75% of our waking day in one of the

four types of communication, divided up as follows:

Unit 4

Listening =42%

I

. Writing =11%

Talking = 32%

Reading = 15%

Source: Stewart, G. et al. Communicating For The Professions p 90
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Categories of communication
Besides the broad categories of verbal and non-verbal communication, we

can identify four types of communication. Whenever we communicate, we

are always involved in at least one category of communication. Please see

your textbook, pp 5-6 for more details.

Activity 12: Types of communication

Read the following scenario, then discuss the questions below with your

group.

It's 08:30 on a Monday morning at People's Bank and Mr Matintela the
Managing Director (MD) is reading the Business Day to find out how his
shares are doing. Hilda, the cleaner, and Alfred, the security guard, are
chatting. You are trying to catch up with your filing before all the customers
arrive at 09:00. You think to yourself, 'Once the customers arrive, I'll never
find the time to finish all this filing .. .'.

Questions

1. What kind of communication is Mr Matintela engaged in?

2. What kind of communication are Hilda and Alfred engaged in?

3. What kind of communication are you engaged in?

Four types of communication
One can distinguish four different categories of communication.

Communication could take place between a small group of people (a group

of five friends), amongst a very large group of people (a mass rally), with

yourself (thinking or talking to yourself - yes, this is perfectly norma!!) or

with things (pets, talking to the computer if something goes wrong, etc.).

Communication could either be one of the above examples or it could be a

combination of categories. The four categories of communication are:

• Interpersonal

• Intrapersonal

• Extrapersonal

• Mass communication
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Let's analyse the prefix of each category, because then it would be easy to

remember the full term. 'Pre-' means before and '-fix' in this sense means to

'fit in'. A prefix is added to the beginning of a word and changes the

meaning of the word, for example write - rewrite, meaning 'to write again'.

Activity 13: Definitions

Give the meaning of each prefix and explain what that category of

communication means.

The first category has already been completed for you.

Unit 4

Inter -

Intra -

Extra -

Mass -

means 'between'. Communication between two people

or small groups of people.

Questions

1. What type of communication would you engage in mostly as

Administration Assistant in the Credit department of People's Bank?

2. What are the differences between interpersonal communication and

mass communication?

Activity 14

Each member of the group explains the meaning of a category, then gives

one example of that type of communication that he/she would engage in on

a daily basis as Administration Assistant at the People's Bank. The holders

of the following colours will provide the examples indicated below. Write

down the examples given.
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Blue - Interpersonal communication .

Green - Intrapersonal communication .

Purple - Extrapersonal communication ..

Orange - Mass communication .

Factors that influence communication
Communication is all about relationships, how we relate to one another.

Sometimes we enjoy communicating, sometimes we don't! Sometimes

communication is effective and we understand the message, and

sometimes communication fails because we do not get the correct

message or we do not understand the message.

We are all different and unique - we do not always think the same or

reason the same; some of us talk freely while others are withdrawn, we

come from different backgrounds and some of us tend to get very

emotional while others can be calm in any situation. All these factors

influence how we send and receive messages. There are certain factors

which contribute to the success or failure of a communication situation,

such as personality, frame of reference, reasoning and emotions.
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You are now going to learn more about these factors using the jigsaw

method, where you will be learning from one another while sharing

information and personal experiences of how these factors affected

communication situations in which you were involved. For more

information on the factors that influence communication see your textbook,

pp 7-8.

Activity 15: Jigsaw exercise

Read the following instructions carefully before you start the jigsaw

exercise. The jigsaw exercise is done in two parts.

Part 1: Specialist groups

All those students with the same colour will be grouped together, i.e., blue,

green, orange and purple. There should be no more than 4 students in a

group. These groups are known as 'specialist groups' because each colour

will be a given special task to perform.

Using your prescribed Communication textbook (pp 7-8) as your guide,

each colour group will discuss the following factors that influence a

Communication situation. Students with the colour:

• Purple will discuss 'Personality'.

• Orange will discuss 'Frame of reference'.

• Blue will discuss 'Reasoning'.

• Green will discuss 'Emotions'.

The group members should take responsibility to ensure that each member

understands the term and concept. Assist one another where necessary.

Provide examples of how this factor would influence a communication

situation positively or negatively at People's Bank.

Part 2: Sharing your findings

Now you will go back to your original group that was formed at the

beginning of this unit. Each specialist group member has to share the

information he/she has just learnt with the rest of the group. For example,

the student with the colour purple will share all the aspects of how

'personality' can affect a communication situation, the student with the

colour blue will share how' reasoning' affects a communication situation,

and so on.
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In this way you will discuss and learn from one another, then share that

specialist knowledge with the rest of the group.

Now you have learned a new group work skill. Let's reflect on the jigsaw

method of learning. Do you think this is a helpful technique? Which aspects

of this method did you enjoy I dislike?

Students engaging in a jigsaw exercise.
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Introduction
The purpose of this unit is to develop your understanding of the process of

interpersonal communication. This will help you to interact professionally in

the workplace and in the job seeking situation.

Once you have worked through this unit you should be able to:

• Demonstrate an understanding of the process of communication.

• Provide effective feedback to questions and queries from staff and the

public.

• Be aware of the different types of interference / barriers to

communication and know how to avoid or deal with them.

• Actively communicate with the sender by listening attentively and

providing feedback.

These are words of a song that clearly illustrate the fact that human beings

need to interact with one another. We need to develop healthy

interpersonal relationships, to develop a sensitive nature towards others so

that we know what, when and how to communicate with whom. For

example, you would not easily talk about sexual matters to your parents

while on your way to church!

You first need to know more about yourself so that you can relate well to

others. Therefore, in order to establish good interpersonal relations you

would need to focus on:

• Your self-image

• Your needs

• Possible barriers to communication
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Activity I: Your self-image

An example of a collage.

Think about each of the following questions, then try to answer them as

honestly as possible. Write your answers on a separate page.

1. What are the things I like and dislike? Write down three likes and three

dislikes.

2. What do I like about myself?
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3. What do I dislike about myself?

4. How could I change the dislikes (in no. 1 above) to likes?

5. What is my ambition in life?

6. Am I an introvert or an extrovert?

Design a collage of yourself which depicts all of the above. A collage is a

collection of pictures to convey a message. Use magazines or newspapers

to cut out pictures that portray who you really are - you could focus on your

interests, your likes and dislikes, the things that are important to you and

what your long and short term goals are. The pictures should be linked

together in such a way that they tell a story about you. You could give a

short explanation in words, but the pictures should really tell it all.

Activity 2: Getting to know one another

Let's see how well we know one another! Arrange yourselves into groups of

five. Place your collages one on top of the other so that they form a stack.

Now look at each one individually, and, based on the story that the collage

tells, you should guess whom that particular collage belongs to in the

group. Once you have located the owner of that collage, he or she could

provide further explanations of why certain pictures were used.

There are three elements of the self-image:

Unit 5

What you think
of yourself

What you think others
think of you

The way you would like to be
(The ideal person.)

Your task

1. Write down any five things that you think you are, such as intelligent,

attractive, hard-working etc.

2. Write down five things that you would like to change about yourself in

order to make you the 'ideal' person.

3. What are your impressions of the other students in yourgroup?
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4. Write down three things that would indicate what you think of them, how

you see them.

5. Now compare your answers of what you think of yourself with what the

other students think of you.

Self-assessment
Have you ever done an assessment on your self-image? Well, there's no

better time than the present! Turn to p 36 in your textbook and complete

the questionnaire given there.

So let's say your friend did not score too well. She does not have a good

self-image. Suggest ways in which your friend could attempt to improve

his/her self-image (pp 34-36).

Alternatively, imagine that a friend scored too high and is considered to be

conceited and over-confident. (This is not considered to be a compliment 

conceited people are usually not well-liked because they sometimes have a

superior attitUde.) What advice would you give him/her to develop a healthy

self-image? (pp 34-36)

A healthy self-image is the foundation for good relationships with others.

Needs analysis
Now that you have established your level of self-esteem and you know how

to correct and balance it for healthy interpersonal relations, the next step is

to determine your needs. We all have needs to fulfil. Sometimes if they are

not fUlfilled, it could lead to deviant or unacceptable behaviour!

Activity 3: Needs and wants

Discuss the following with a partner and then write down the answers in

your exercise book.

What is the difference between needs and wants?

f!~~t:4~~~

~tI4t4M£~~~4t!~!
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Your needs

Unit 5

Physiological needs Affiliation needs Self-actualisation

A hierarchy of needs
Abraham Maslow, a psychologist, developed a hierarchy (arrangement of

items from lowest to highest) of human needs to illustrate the different

levels of needs which are common to most people. They are:

• Need for self-esteem

• Physiological or physical needs

• Social needs I need for acceptance

• Need for self-actualisation

• Safety and security needs
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Activity 4: Categories of needs

Refer to the needs which you wrote down in 2.1 above and place each one

in a category as given by Maslow, e.g. food - physical need

How important is each of Maslow's categories to you? List each of the

above categories in order of importance, from 1 to 5, with I being most

important and 5 being the least important.

Arrange yourselves into groups of three and discuss why each of you

arranged your list in that particular order.

Remain in your groups of three and discuss the following questions. Refer

to p37 of your textbook and let's see how Maslow arranged these

categories. Now compare your hierarchy of categories to Maslow's

hierarchy.

• What are the differences and similarities?

• Do you agree With Maslow's hierarchy?

• Complete Assignment. 1 on p39 of your Communication textbook.

Barriers to communication
By now you should know yourself even better than you did a month ago.

You have determined your level of self-esteem and you have identified your

needs so now you can focus away from yourself.

You have set the scene to focus on factors which encourage healthy

interpersonal communication with others. However, we shall adopt a

somewhat negative approach - we shall look at factors that disturb I

hamper I interfere with communication. These factors are called barriers to

communication because they prevent successful communication from

taking place. The aim of this approach is to be aware of all the possible

barriers to communication so that we know what subjects and factors to

avoid in a communication situation.

Activity 5: Communication barriers

Complete the following written exercise.

1. Draw a mindmap of all the internal communication barriers (pp 40 - 44),

i.e. 2.3.2.1 to 2.3.2.7. Use the headings in bold only.

2. Draw a mindmap of the perceptual barriers (pp 41-42).

3. Explain how a psychological barrier differs from a physiological barrier.
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4. How would you explain the term perceptual barrier?

5. Say what perceptual barrier(s) is/are found in each of the examples

given below:

5.1 Males won't easily take insurance or financial advice from a female consultant.

Unit 5

5.2 'I've explained five times already, but s/he just does not seem to understand.'

5.3 'I sometimes wish she would stop talking. I like peace and quiet and being alone.'

5.4 Father to child: 'You know when we were young, we were not allowed to .. .'

5.5 Mr A needs a longer lunch time on Fridays in order to go to mosque, but the other

employees have a problem with this.

What do you think the speakers are saying to each other? Fill in the speech

bubbles to illustrate their verbal communication.

Activity 6: Reflecting on personal experience

For this activity you are going to reflect on your own experiences of

communication barriers. Start this reflection by listing all the possible

barriers to communication which you have experienced.
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Then write down next to each one the category of barriers that it belongs to,

as in the example on the following page:

Students making a noise in the corridor - ph~sical barriers

Headache, also poor health or ph~sical disabilit~ - ph~siological

barrier

Nervousness, fear, depression - ps~chological barrier

Not interested in a subject, bored - perceptual barrier

Using words which ~ou do not understand or slang - semantic

barrier

Thinking that certain people are all the same - stereot~ping

Thinking that ~our culture and language are superior 

ethnocentricit~

The case study
One way of assessing whether you understand how communication

barriers influence a communication situation, is by applying your knowledge

to a case study.

What is a case study?
A case study is a story which tells us about relationships which the

characters have with one another. In order to recognise these relationships,

you need to have knowledge of communication theory. In some cases,

there are communication problems while in other cases communication is

exemplary, that is, the communication is very effective or positive.

. However, if you do not know your communication theory (i.e. Units 4 and

5), you might find it difficult to recognise the positive and negative factors in

a communication situation.

Analysing a case study
You should be able to analyse the case study, that is, comment on the

good communication practices and suggest what could be done to improve

poor communication. It is useful to draw a mindmap of the relationship

between the characters and to indicate how they communicate with one

another.
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Your answer should be in essay form and should be well-planned before

you write your final answer. Your essay should be structured so that it

includes an introduction, body and conclusion. Decide beforehand what

details you will include in each paragraph.

Your answer should be logical and coherent. In other words, your ideas and

suggestions should flow into one another. For example, you could have a

paragraph where you identify all the problems in the case study, then in the

next paragraph you could provide possible solutions. Or, you could identify

each problem, then immediately provide a solution. However, you essay

should not be disjointed, with sentences that are simply strung together

without a flow of ideas.

In order to analyse a case study, remember the following:

• Read closely and with understanding.

• Know your Communication theory, such as verbal and non-verbal

communication, barriers to communication, etc.

• Identify the problems.

• Provide possible solutions, in context. Say what can be done to

improve communication based on the details given in the case study.

• Draw a mindmap of the relationship between the characters, the

communication problems and possible solutions.

• Plan your essay - make rough notes of details for the introduction,

paragraphs for the body and the conclusion.

• Proofread and edit the final draft.

Note

Follow the above procedure when you analyse a case study in Business

Administration as well.

Identifying barriers to communication
In the course of your work as office administrator, you will meet many

people who will range from being very different to being slightly different

from you. You will need to learn to deal with many people - one way of

doing this is to recognise those aspects which have a negative effect on a

communication situation, or the barriers to communication, and to find ways

and means of eliminating those barriers and improving communication.
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The scenario that is sketched in the case study below could very easily be

one that you find yourself in, in years to come. Read the following case

study carefully.

Case study 1: The People's Bank
Justine, a supervisor in the Credit Department of People's Bank, has influenza
and she is aware that her appearance is not what it should be, as she could not
wash her hair. She feels very uncomfortable about this, because she needs to
see clients and wants to look her best. She has not had a chance to do her
filing yet, and she forgot to send a memo to her colleagues about the training
course on credit facilities that everyone should attend during the following
two weeks. However, she is too ill and too lethargic (tired) to rush to get it
completed. She cannot share this with her colleague, Fred, who is Nigerian.
He considers himself to be her superior, because he has a Bachelor of
Commerce (RCom) degree, even though they are on the same administrative
leveL He wants to do everything his way - 'the Nigerian way' and is not open
to learning new ways of doing things. She does not always understand what
he is saying, because he has a different accent. She does not want to ask him
to write the memo - then the whole office will know that he did her a favour.
She knows that she should have stayed at home, but there's still so much that
she needs to do....

Questions

1. Skim the paragraph to get the main ideas of the case stUdy.

2. Read with understanding - make sure that you understand the obvious

and the underlying communication barriers.

3. Identify the problem areas in this communication situation - underline

them.

4. Identify the type of barrier that is presented here, i.e. is it age, semantic,

education, etc.

5. Think about how these barriers affected the communication situation

between Justine and Fred.

6. Suggest ways of improving the communication situation. (Identify the

barrier, think about the problem it caused, then, based on that, say how

it could be improved. Always provide answers in context.)

Activity 7: Writing an essay

Now that you have the answers all neatly worked out, you are going to write

an essay in which you identify the communication problems in the case

study and suggest how these problems could be overcome. You will need

to plan your essay. Refer to the notes given above on how to answer a

case study.
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Remember that analysing a case study is a means of assessment, which
your lecturer can use to test whether you understand the content of
communication theory. Your answer should, therefore, provide evidence
that you have a thorough understanding of how to communicate effectively,
especially in the work situation.

Here are some notes which a student made when she started to analyse
the case study above.

Unit 5

Anal~sis of case stud~

Two characters - Justine and Fred - supervisors in the Credit Deportment of People's
Bank

Barriers

Justine is ill and lethargic - physiological barrier

She does not feel good about herself - not presentable enough to deal with clients

Fred - attitude problem - thinks he's better than Justine because of his higher level of
education

Fred - thinks that the Nigerian way is superior - ethnocentricity

Background

Justine's background is obviously different from Fred's - this could also be a barrier
to communication

How did these barriers influence communication?

Justine could not give her best - did not feel well - did not feel confident to
communicate because she was ill and because of her appearance

Because of Fred's superior attitude, Justine did not feel free to communicate with
him - he always knew better - thought that she was not on his level and he was
better than she was

Should Justine get the managerial position - it could affect communication - Fred
would be very unhappy.
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How could communication be improved?

Justine should have stayed at home until she was her 'normal' self again - she should

learn to delegate duties so that if she is not there, then someone else should assume

responsibility.

Fred should see Justine as his equal - and not a lesser being - the issue here is not

who has the higher qualifications but who can do the job more efficiently.

He should realise that sometimes things are done differently in other countries and

allow himself to be open to learning new ways of doing things - he can only grow by

adopting that attitude.

Writing is a process
The student's notes above could be considered the rough layout of your

essay. You would need to arrange your thoughts and ideas into the

introduction, body and conclusion.

The body of your essay has already been worked out for you. What you

need to do now is to write a short introduction of your own, arrange the

rough draft above into paragraphs (you could have three paragraphs for the

body), then write a brief conclusion.

Remember that your thoughts and ideas should flow into one another - in

other words, be coherent! Your essay should have a logical structure, that

is, it should make good sense and the reader should be able to clearly

understand the message that you are trying to convey.
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Case study 2: PENSURE
Mr Smith is the manager of a conservative insurance company called
PENSURE. He realises that he has to change because of new labour laws and
changing staff attitudes. He has adopted a new open door policy and has
invited staff to approach him with new ideas and suggestions, or any other
problems that they might have.

Jane Mtemba is an administrative assistant in the credit department who has
heen with the firm for five years. She has often wanted to leave the company
because she was unhappy with the management style, but she was always
assured that things would improve. One day, she decides to work through her
usual 30-minutes tea time and take only ten minutes after 11 :00. This is the
time that tea is officially over. She will have enough time to complete her
work and enjoy tea quietly as she will be alone. While she is having tea, Mr
Jackson, her supervisor enters the canteen. He clears his throat in an irritated
way and says, 'This is a nice time to have tea. Some people will do anything
to steal company time ...' Before he can complete his sentence, Jane interrupts
with, 'Excuse me, sir .. .' He lifts up his hand to command her to keep quiet.
'Don't you backchat me! You women are all the same! See that you get back
to your office immediately!'

Mr Jackson then informs the General Manager, Mr Smith, about the incident,
and Jane is promptly called in to Mr Smith's office. Just as Mr Smith is about
to talk to Jane, the telephone rings. He answers it and it seems as if he is
forced to explain something to an angry client while Jane is waiting and
getting rather impatient. He eventually ends the call. 'Now where were we ...
Oh, yes, Jane, in future please take your tea time in the designated time slot
from 10:30 - 11 :00.'

'But, Mr Smith, could 1please state my case .. .'

'Don't worry Jane, I know exactly what happened. Let's forget about the
incident and let's not let it happen again. Will you please give this file to Mr
Salie on your way out?'

Jane is not impressed - she did not have a chance to state her case. The
managers and supervisors are male and always assume that they are right!

Unit 5
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Activity 9: Write an essay

Now that you know how to approach a case study, you are going to write

an essay on the above case study. This is your topic: Write an essay on all

the communication problems that you can identify in the scenario given

above. Say how these problems affected communication and suggest

ways in which communication could be improved.

Find yourself a partner, then discuss the essay task given above. Make

short notes during your discussion. You could focus on the following issues

to get you started:

1. Start by doing a topic analysis - and make sure that you understand

what is required. (Refer back to Unit 2 on the writing process.)

2. What is meant by conservative? Is the company really changing for the

better?

3. Consider how Mr Jackson treats Jane - his body language, tone of

voice, etc.

4. It seems as if everyone is talking and no one is prepared to listen.

5. Why is Jane not given an opportunity to state her case?

6. What should Mr Jackson do about incoming calls when he is busy with

a client or colleague - how did the call influence communication?

7. Consider how Mr Smith dismisses Jane - she needs to take a file away,

so the case is closed - no more room for discussion.

8. Arrange the points that you raised into three categories, i.e. barriers,

how they affect communication, and suggestions.

Writing is a process
Now you are going to follow the writing process. First you will have to plan

your essay, then write the essay referring to the hints given above. Get

feedback on what you have written from your partner - and do the same for

your partner's essay. Refer to the criteria for assignments in Unit 2. Finally,

don't forget to proofread and edit your essay.
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Letter writing and mail room services

Introduction
In this unit you are going to learn about reading, writing and transmitting a

variety of business letters. This unit introduces these important

communication skills within the context of mail room services.

Your goals for this unit are to:

• Understand the importance of correspondence as ambassadors of the

company or department.

• Write effective routine letters conveying a variety of messages.

• Use the appropriate format for correspondence to be written.

• Structure the content of the letter correctly.

• Use the appropriate style, register and tone in writing.

Business correspondence
Correspondence is sent or transmitted very differently today from the way it

was done ten years ago. Advanced technology has enabled us to send

information faster and more efficiently. This is exactly what businesses

need in order to function optimally, that is, at their best. Can you imagine

waiting three weeks for a cheque that's in the mail, then still having to

collect it at the post office? Well, nowadays the money will simply be

deposited into your bank account electronically!

Activity I:
Business correspondence

Write down five examples of how

correspondence is currently sent from one

business to another or to clients.
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Good communication is important

One thing that has not changed is the fact that the written word has

become even more important. A good office administrator I manager should

be able to write clear letters that contain only the necessary, relevant

information. Refer to 'Qualities of good business letters' on pp 154 and 155

of your textbook.

All business letters are written according to a specific lay-out or format. The

standard block format serves as a guideline as to how and where to write

the address, date, etc. The block format is used on envelopes as well. This

makes the delivery of post much easier.

The letterhead

All companies use a letterhead for their business correspondence.

A letterhead includes the name of the company, the logo, sometimes the

slogan, the company address, telephone and fax numbers, etc. or any

other contact details. Look at the example given below.

Ce~~.

"'-~~~~/MA ~5~~!
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A & S Computer Supplies Name of company

Logo

--+-- Your slogan
(see page 100)

~-+-- Sender's Address
Contact details

P.O. BOX 575

CAPETOWN

8000

Tel: 021-441932

Fax: 021-441 952

28 July 2001 Date

Mr P. Sangi

Manager: Information Systems

Standard Bank

P.O. Box 528

BELLVILLE

7535

Name of receiver

~--------------j- Receiver's address

Dear Mr Sangi Salutation

ORDER: 10 PENTIUM 11 COMPUTERS SUbject line

This letters follows our telephone conversation of 26 July. +---1-- Introductory
paragraph

I would like to confirm the order for 10 Pentium 11 computers, to be
installed by your firm by not later than 10 August 2001.

Please inform us of the soonest date for installation so that we
can make the necessary arrangements.

Body of letter

Conclusion

+-------------------1-- ClosingYours sincerely

8.8<;4.0-/63- ...------------------j- Signature

S.SCHOLTZ Initial and surname

MANAGER Position or title
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Activity I: Layout of a letter

The following exercise is to help you to write the layout of a letter correctly.

The details given below are all jumbled and are not given in any particular

order. Using the above example as your guide, write the addresses,

salutation, subject line and ending correctly.

The letter is from: P.O Box 567, Manager, Nedbank, 7535,

MrJ. Banzi, BELLVILLE, Tel: 021-959-6289,

Fax: 021-959-2680

The letter is to: 25 Church Street, 7535, BELLVILLE, Ms C. Jonas

This letter is to inform Ms Jonas that her application for a stUdy loan

has been approved.

Write the subject line.

Complete the closing. Remember, if you know the name of the person

to whom you are writing, it is more personal, so we end with 'Yours

sincerely'. If you commence your letter with 'Dear Sir', we usually end

with 'Yours faithfully'.

f//I/A===f-:!I

Student preparing the layout of a letter.
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The content of a letter
Follow the checklist below to ensure that your letters include all the

necessary details. This will also assist you in adhering to the 8Cs of letter

writing. Please refer to pp 154 - 155 of your Communication textbook to find

out more about this.

Although following the 8Cs may seem like a long and tedious way of writing

a letter, it will ensure that your letter is absolutely correct. Remember, as

office administrator or manager it will be expected of you to write good

letters. It is not only your image, but the name of your company that will be

badly affected if you send poorly written letters to other businesses or to

clients.

Checklist for business letters

Your letter should:

1. Be addressed to a specific person (not to a company only)
e.g. The Manager or Ms T. Jones

People's Bank S & M Supplies

2. Have a clear subject line that prepares the reader for what is to follow.

3. Have an effective opening paragraph that gives the reader an overview of
the contents of the letter and creates a good impression.

4. Give the facts in a clear and logical order.

5. Have a coherent structure, i.e. all the ideas and paragraphs should be
logically connected. The facts should flow from sentence to sentence and
paragraph to paragraph.

6. Have an effective closing paragraph that helps the reader to remember the
purpose of the letter and generates goodwill.

7. Write in a simple, yet formal style with a friendly, conversational tone.

8. There should be no spelling or grammatical errors.

~ tiddue,vu Nt~ M

~ UU1M~~ Iatut.
~h~~!
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Tone
What is meant by tone? Tone is defined as the attitude of the writer to the

reader. The right tone in business correspondence is essential to promote

goodwill and good relations.

Friendly

Encouraging

Caring

HelpfUl

Style

Unfriendly

Aggressive

Indifferent

Sarcastic

Page 102

What is meant by style? Style refers to the level of formality, that is, how

formally or informally you write. The style in which you write should be

appropriate to the type of correspondence as well as to the readers. For

example, if you are writing a memo to the staff in your department informing

them about the end of year party, the style would definitely be informal and

casual. It could read something like:

'You're invited to an exciting party at the club ....'

'Be there! Your absence will be your disappointment!'

Formal style
Most business correspondence, letters, reports, minutes of meetings, etc.

should be written in a formal style, such as:

'You are cordially invited to the year end function that will take place at the
club... All staff members will be expected to attend as the event promises to
be most enjoyable.'

Avoid semantic barriers

Try to avoid jargon, slang and cliches. See Semantic Barriers to

Communication, in Unit 5.

Should you use terms which the reader might not understand, the intended

message will be lost. Avoid semantic barriers!
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Cliches

A cliche is a tired, overused expression. We should try to be innovative and

original, try to present ideas using our own style of writing rather than use

cliches which have become unimaginative and unexciting.

Activity 2

In the left hand column below is a list of cliches. Write your original

interpretation of each cliche in the right column.

Unit 6

We hereby wish to inform you that ...

At this point in time ...

It would be greatly appreciated if ...

Hoping to hear from you soon.

We anxiously await your favourable reply.

Avoid using the expression 'Thanking you in anticipation' as the final

paragraph of your letter. Besides being grammatically incorrect because it

does not contain a verb, it does not serve any specific purpose or add

significant meaning to the letter.

Activity 3: The 8Cs of letter writing

Working in pairs, identify the shortcomings in layout, content, tone and style

in the letter given below, then make the necessary corrections.

We have learnt that good business letters should be

• Correct

• Clear

• Concise

• Complete

• Coherent

• Courteous

• Considerate

• Conversational.
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Based on the 8Cs given above, the following letter falls short of being a

good business letter. It would be difficult for any mail clerk to sort this letter,

because the details are so scant, that is, very few details were provided.

First read the letter, then answer the questions below:

92 Main Avenue

ATHLONE

7764

Standard Bank

BELLVILLE

7585

Dear Sir

I want a loan because I need money to finish my studies. Let me know as soon
as possible how much I can get because I need the money urgently.

Thanking you in anticipation.

Your faithfully

Questions

1. Write down the mistakes in the above letter. Two answers have already

been filled in for you.

No date is given

The letter is written in a ver~ demanding tone, 'I want ... f
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2. Now rewrite the letter correctly, making sure you correct all the errors

that you found in part 1.

3. Refer to pp 227- 232 of your Business Administration textbook to

answer this question. Your task is to write a paragraph in which you

briefly describe the procedure to be followed when the letter you have

written arrives in the mail at Standard Bank in Bellville.

4. Now imagine that you are the office administrator who should reply to

the above letter asking for a loan. Complete the letter below, in reply to

the loan application.

Checklist
This is a checklist to ensure that all the necessary details have been included:

1. Ensure that your address, i.e. Standard Bank is correct.

2. Date

3. Receiver's address

4. Salutation

5. Subject line

6. Introductory paragraph
Thank Mr Smith for choosing your bank to apply for the loan.
It is your policy to assist wherever possible.

7. Body
Vou are unable to grant a loan because not enough details were provided
(par. I) You need to know:
• how much money he wants to borrow
• what he wants to study
• how he intends paying for the loan, etc.
(par. 2) Assure Mr Smith that the loan has not been turned down, that

there is still a chance for the loan to be approved.

8. Conclusion
Invite Mr Smith to make an appointment with you where you can discuss
all the relevant details and give him an immediate reply.
Assure him ofyour best service at all times / that you will do your best to
secure the loan.

9. Yours sincerely

IO. Signature

11. Initial and surname

12. Position / designation

R~k~~t4Rthlm~~~

!atut~k~14~4tw~.
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Activity 4: Handling of post

Use the information given above as well as the Business Administration

unit entitled 'Handling of Post' to write the following letters.

Imagine that you have written a letter to the manager of the Human

Resources Department of a major insurance company, ALLSURE,

enquiring about a part-time job for the December holidays. You have

already written two letters, but on you enquiring, she claimed that she had

not received either letter. The last letter was registered and you have proof

that it was delivered to the correct address. That simply means that the

problem lies with the distribution of mail in the company.

In order to do the tasks below you need to find a partner. One partner will

write the letter of complaint and the other partner will act as manager of

ALLSURE and reply to the letter of complaint.

Remember the 8Cs of letter writing and refer to the Checklist for business

letters.

Task for partner A

Write a letter of complaint to the general manager of ALLSURE, in which

you provide details, informing him/her that you are dissatisfied with what

has happened. Suggest that perhaps they should review their system in

which mail is distributed.

Task for partner B

Write the letter of reply to the above letter, which you, the manager of

ALLSURE, have to respond to.
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Introduction
In this unit you are going to learn how to compose simple routine reports

within a department or organisation. You are also going to find out about

the various postal services.

Your goals for this unit will be to:

• Explain the role of routine reports in the job situation.

• Write a clear, concise, logically structured report on postal services.

• Present a document that, in terms of professional appearance, meets

an acceptable standard.

Activity I: Reports

What comes to mind when you hear the word 'report'? Make a list of all the

kinds of reports which you can think of. What reports have you encountered

or were you faced with in your experience? Add them to the list below:

Weather reports in newspapers and on TV

Medical reports from a clinic or hospital
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Questions

Working in pairs, think about the examples of reports which you have noted

above.

1. What do they all have in common?

2. What was the main purpose of each report?

Characteristics of reports
Reports can be short, such as your school progress report where figures

provide the necessary information. Other reports can be very long and

detailed. For example, when big companies publish their annual reports in

newspapers these fill two pages.

The Heinemann English Dictionary defines report as follows:

Report (noun):

Report (verb):

an account of a particular subject.

to give an account, statement or description of ...

A report is a document or oral presentation, for other people - from which

others should receive information. It is your responsibility to make your

reports clear and easy to read or listen to, and to provide correct (accurate)

details. Be considerate to your audience in all the different aspects of the

report, such as conclusions and recommendations. Remember the 8Cs in

Unit 6? The same 8Cs apply to letter writing as well as report writing.

Activity 2: Definition

Provide a definition for the term Report, using the following words as key

words:

Page 108

Factual account or description

Objective

by writer

seen

draw conclusions

Orderly

convey information

who has heard

experienced

make recommendations
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Definition of a report

Informal reports
Informal reports can take many different forms. An informal report could be

a memo, a letter or a summary report.

Informal reports:

• are shorter than formal reports;

• have an informal, personalised writing style;

• have less intensive content;

• have a less formal format.

Examples

1. Periodic reports - weekly/monthly report on the rate of post office

services used by the public.

2. Informal staff reports - report on the use of the staff facilities at a

certain branch of the post office.

3. Feasibility report ( to investigate whether or not something can or

should be done). For example, to investigate whether the queuing

system is efficient enough or whether it could be improved to save

time.
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Formal reports
These are reports which:

• are used by managers to gather information in order to make sound

decisions;

• are usually longer, more detailed, more analytical than informal reports;

• have a more formal style of writing, i.e do not use I, we or you, but

rather use the initial and surname of the person, or 'the writer ';

• contain standard headings, e.g. Terms of reference, Procedure,

Findings, Conclusions and Recommendations.

Examples

1. Annual reports

2. Formal investigation reports

Activity 3: Report in a memorandum format

Imagine that you are an office administrator at the Bellville branch of

PostNet. You were sent on a refresher course to learn more about the

special services which are provided by PostNet. You need to know all

about this to ensure good customer service. After the course, on returning

to work, the postmaster requests you to write a report in memo form on the

course that you attended.

Consider the following report in the form of a memorandum, which is

usually transmitted or sent within an organisation. Study the report, then

answer the questions that follow. You will need to refer to your Business

Administration notes.
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POSTNET

MEMORANDUM
To: Mr D. Simons

Postmaster

Unit 7

From:

Date:

SUbject:

Jenny Johnson

31 July 2000

COURSE: SPECIAL SERVICES PROVIDED BY POSTNET

A complete summary of the course that I attended on the special services provided by
PostNet is included as an appendix to this report. Special services include registered
mail, insured mail, certified mail, special postage for newspapers and magazines and a
business reply service.

The following summarises each of the sessions that I attended:

1.1 REGISTERED MAIL
Items are registered to ensure safe transmission. A sender will be recompensed for lost
items only if the item has been registered. The procedure, registration and delivery of
registered mail were explained in detail.

1.2 INSURED MAIL
An insurance fee, based on the value of the contents is levied, in addition to the normal
postage cost. Every insured parcel must have a label affixed to it. The specific way in
which the label should be completed, was demonstrated.

1.3 CERTIFIED MAIL
This is used mainly when proof of delivery is required for ordinary letters. All mail, except
parcels, can be certified. This is the cheaper option to registered mail.

2. POSTING NEWSPAPERS AND MAGAZINES
Any publication registered by the Postmaster General as a newspaper may be mailed at
the publisher's postage rate, provided the words 'Registered at the Post Office as a
newspaper' appear on the publication. Further details on the requirements for mailing at
publisher'S rate were provided.

3. BUSINESS REPLY SERVICE
Many companies enclose a business reply envelope or card in a letter or publication.
This is to ensure a response from the receiver without the receiver having to pay for
postage. However, there are many conditions which apply to this service.
(See Appendix A for a complete list of conditions.)

Thank you for providing the opportunity for me to attend this very informative course.
I am willing to share this information with other interested staff members at an arranged
time. Should you have any questions about any matter pertaining to the course or this
report, I am most willing to answer them.
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Questions

1. Why do you think this report was written?

2. Why do you think it was written in the form of a memo?

3. Would you label this a formal or informal report? Provide a reason for

your answer.

4. If you look carefully at the structure of the report, you will notice that the .

report has an introduction, a body and a conclusion. What is the

function of each of these sections in this report?

Structure of a report
It should be clear to you that the information in this report in the form of a

memo was purposely organised in the way set out above so that the reader

can get a clear mental picture of the situation that is being dealt with. When

writing a report you must think carefully about how you will organise or

structure the facts and information. A jumbled stringing together of the facts

and ideas will cause the reader to waste time trying to make sense of it.

• The first paragraph, which serves as an introduction, tells the reader

what the report is about.

• The middle section or body of the report gives the reader a summary of

the course attended, i.e the facts.
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• The last paragraph, the conclusion, refers to what could be done to

share the information with other colleagues, i.e states what further

action is needed in this matter.

Note also the detailed, very specific information that is supplied. In a report

only the relevant information should be made available to the reader.

Headings
How can the writer give a mass of information, avoid confusing the ideas

and still maintain coherence? To make a large quantity of information

readable, report writers use headings, sub-headings and numbering as part

of the organisation.

The following section on report writing provides details of a more

structured, investigative report.

The schematic form used in report writing
The term'schematic' is derived from the word 'scheme' which refers to a

'systematic arrangement' or'a plan of work'. A report must contain an

intelligent discussion of the issues involved. In the schematic or

investigative report this discussion is contained in five main sections:

1. Terms of Reference

2. Procedure

3. Findings

4. Conclusions

5. Recommendations.

Terms of reference
This section provides information on the following:

• The subject of the report ( what it is about)

• Relevant background to the report (what gave rise to it, who requested it)

• The purpose of the report (Why you are writing it)

• For a longer report, provide some background information (what will be

covered in the report, etc.)
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Procedure
This section of the report describes in complete sentences what you did to

obtain the information on the area being investigated. Three basic methods

of procedure are usually used: personal observation/inspection, interviews

and questionnaires, research using other sources such as books, journals,

the Internet, experts in the field, etc.

Each method used should be listed and numbered separately. Give exact

details, for example, who was interviewed, how many were interviewed and

for what purpose. How widely did the researcher read, on which areas did

the reading focus?

Findings
This section of the report contains the information you collected. Describe

what you, saw, heard, experienced, learned from other people, discovered

in research sources, etc. Your findings should flow logically from your

methods of procedure. Do not give findings for which you did not list a

method of procedure.

The findings usually make up the bulk of the report, so sub-headings and

numbering are used to break up the text and make it more readable. The

findings should be objective - you should adopt an impersonal style of

writing. Do not use, 'I' , 'me', 'we' or 'us'. Refer to yourself as 'the writer' or

'the compiler'.

The findings section should not only record or summarise the information

collected, but should also analyse the information in such a way that it is

understandable to the reader. Additional information should be placed in

the Appendix section (see note below).

Conclusions
This section of the report gives the writer's interpretation of the findings, in

terms of the purpose of the report. Give the insights you gained into the

matter after studying the findings. Summarise the situation and indicate

where, for example, the problem areas are.

The conclusions should help the reader make an informed decision

regarding the situation or activity being reported on.

The conclusions should be based on the facts in the findings. The writer

should not introduce any new information at this stage.
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The conclusions should arise logically from the findings, but should not be a

summary of the findings. They should rather explain the implications of the

findings.

Recommendations

This section of the report suggests future action which should be taken in

terms of the purpose of the investigation. Possible solutions should be

noted in the findings and the conclusions. Use 'should' and not 'must' when

making recommendations, i.e. you should make suggestions and not

prescribe what should be done.

Recommendations are usually numbered and written in full sentences.

Signing off

A report should be ended off appropriately.

The following are usually required on consecutive lines against the left

hand margin:

• The signature(s) of the researcher(s)

• Printed/typed name(s) in full

• Designation/position of the researcher(s)

• The date on which the report was completed

Appendices

To 'append' means to add to something - appendices are documents such

as questionnaires, pamphlets, drawings, etc. that are added to the end of

the report, after the bibliography page. Appendices supplement the material

presented in your report, but are usually too long or detailed to be included

in the actual body.

When more than one appendix is used, each appendix document should

have an explanatory heading and each appendix heading should be

labelled with a letter of the alphabet.

Appendix A: Comprehensive notes on the Special Services

provided by PostNet.

Appendix B: Questionnaire on the effectiveness of Special Services

offered by PostNet.
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When you refer to an appendix in your report, use the alphabetical label as

well as the explanatory heading, as follows:

The questionnaire on the effectiveness of the Special Services provided by
PostNet (see Appendix B) was completed by 100 customers.

Summary

1. Terms ofreference

Date commissioned; who asked whom to do what and why?

2. Procedure

What you did to gain the necessary information.

Basic methods: personal observation / inspection /

interviews / questionnaires /

research - books, journals, etc.

3. Findings

Describe what you saw/heard etc.

Number each finding separately.

4. Conclusions

Your opinions/insight (based on the facts) after studying the
findings.

Is there a problem? Summarise the problem situation.

5. Recommendations

Number separately your solutions to the problem.

Recommend / suggest. Do not instruct.

6. Appendices

7. Signature

8. Name

9. Designation

10. Date
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Order of headings
A schematic report must follow the headings as given above, because they

give your report a logical structure, i.e. you cannot have Conclusions before

Findings, or start the report with Recommendations. One set of ideas

should flow into another set of ideas so that the whole report makes good

sense.

You and reports
As office administrator you will be expected to write various types of

reports, informal or formal, schematic or free form (without any specific

headings). Remember that a report must look professional and should

contain no spelling or grammatical errors. Proofread and edit your report,

then give it to a colleague to proofread and edit as well.

Use the following checklist for formal report writing when you proofread and

edit your report.

• Be objective - state the facts only. Do not allow your opinions, feelings

or ideas to influence your writing. (That is being subjective.)

• Use a formal style of writing - no slang, or contractions, i.e not don't 

but do not.

• Do not use uncommon abbreviations; write them out in full first.

• Do not use 'I', 'me', 'we' or 'us' - refer to yourself as 'the writer ... ' or

'the compiler.. .'.

• Use indirect or reported speech. Do not use the direct words of the

speaker or quotation marks unless they are absolutely necessary.

• Your report should be written in the past tense - remember that you are

reporting on an investigation that has already taken place.

• Only the recommendations should be written in the future tense

because there is a possibility that the recommendations could happen

in the future.

Activity 4: Postal services

Please study the folloWing scenario and then in groups of three discuss the

questions that follow:
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Case study: PostNet
You are a teller at the Kasselsvlei branch of PostNet. As such you have
knowledge of all the aspects of the different postal services and you have
good inter-personal skills because you deal with many customers on a daily
basis

Mr Khumalo liked a tracksuit that he saw advertised in 'You' magazine.
However, he discovered that it was only sold by 'The Sports Shop' in Durban.
When he enquired, they arranged to send him the tracksuit using the Cash On
Delivery (COD) service provided by the post office.

On Thursday, 10 August 2000, Mr Khumalo receives the advice of arrival
note. The advice of arrival is delivered to the customer by the postman - it
informs the customer that the parcel should be collected from the post office
within 21 days.

On Saturday, 12 August 2000, Mr Khumalo arrives at the post office with the
advice of arrival and R257, which covers the cost of the tracksuit as well as
postage services. (Remember that if Mr Khumalo does not pay the money, he
will not be able to collect his parcel.)

He gives the advice of arrival to you, the teller, and you politely ask him to
wait while you collect the parcel from the parcel room. You check the number
of the advice at least three times, you check all the parcels again, but Mr
Khumalo's parcel is not there! It takes a while to check the numbers because
they are placed in no particular order - actually the parcel room is rather
disorganized.

You go back to Mr Khumalo to apologise for the delay, but you, of course, do
not tell him (yet) that you cannot find his parcel. You consult your
supervisor, Ms Jenny Johnson, who checks again, but does not find the parcel.

You explain the situation to Mr Khumalo and apologise for the
inconvenience. You assure him that his tracksuit will be traced and that it will
be delivered to his door. He is not very impressed and walks away very
unhappy while complaining to the rest of the queue on his way out of the post
office.

This is very bad for the post office because they always boast about getting
mail and parcels delivered on time.

Your supervisor then asks you to investigate, to locate Mr Khumalo's tracksuit
and to make recommendations where necessary, about how parcels are
handled at your branch of PostNet. The report should be completed by 23
August 2000.

Questions

1. What details would you include in the Terms of Reference?

How would you go about finding information that would help you in your

investigation?

2. Would you use interviews, questionnaires, etc.? (Procedure)

3. Provide reasons why you would use interviews, questionnaires or any

other method of collecting information.
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4. Write a rough draft of the terms of reference and the procedure for this

report.

5. Imagine that after collecting and analysing the information, this is what

you found:

Findings

Unit 7

a. The tracksuit was in the parcel room at the Kasselsvlei branch, but because it

was addressed as Kasselsvlei, Bellville, it was delivered to the main branch in

Bellville.

b. This was done b~ a postman without authorization from the postmaster.

c. All post office staff have free access to the parcel room at an~ time.

d. The parcels are not packed or arranged in an~ particular order.

e. There is no checking mechanism to ensure that parcels enter or leave the

parcel room.

f. No particular person is responsible for the parcel room.

6. a. Based on the findings, what conclusions have you reached? (Refer

to your notes.) Using the details given above, write a rough draft of

your conclusions.

b. What future action should be taken to ensure that an incident like

the one given in the scenario does not happen again? Make a list of

the recommendations that you would make in order to improve the

situation. First study the findings, then make recommendations

based on the findings.

Example

With reference to finding noA the writer recommends that parcels should be

arranged in a particular order, either in alphabetical order based on the surnames

of the customers, or the parcels should be arranged in numbers order.

With reference to finding no.S the reporter recommends that parcels should be

signed in and signed out, with all the specific details of date, time, name of

customer, tracking number, name of PostNet emplo~ee who signed the parcel in

and out, etc.
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7. Now you have the outline of the full report - you have written a rough

draft of the terms of reference and the procedure, the findings have

been written for you, and you have written a rough draft of the

conclusions and recommendations.

Process Writing: Peer Evaluation
The next step in the process is to determine whether you have included all

the details, in the correct order. You will now assess each other's work.

Working in pairs, follow the checklist below to ensure that you have

complied with all the requirements for report writing.

Report-writing checklist
Check to see whether the following details have been included:

• Is there a scheme of writing? Have the necessary headings been included?

Terms Of Reference

• Is it clear what the report is about? (The sUbject.)

• Who instructed the writer to write the report?

• Have the necessary dates been included in the terms of reference?

• Why was the report written? What was the purpose for writing the report?

Procedure

• What methods of investigation are being used?

• Is this clearly stated in the procedure?

• Is it a point-by-point account of investigation methods?

• Who was interviewed, for what purpose? What books were consulted?

• Have you made reference to appendices?

Findings

• Do the facts give an accurate presentation of the results of each method of

investigation?

• How did the respondents respond to all the questions? (Do not merely comment on

certain questions. Ensure that you have considered the answers to each question.)
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• Do the findings correspond with the answers to the questions?

• Are the statistics accurate?

• Are the findings numbered in the same order as the procedure?

Conclusions

Is it written in one short paragraph?

Do the conclusions summarise the findings in a concise, logical way?

Unit 7

Recommendations

• Are the recommendations based on the findings? Is there a recommendation for

each of the findings?

• Is it clearly stated how the problems or situation can be solved or improved?

• What possible solutions are given? (Do not dictate what must be done. Remember to

use 'should', not 'must'.)

• Are the recommendations justified?

Aspects of Report Writing

• Is the report written in past tense?

• Is it objective?

• No 151 and 2nd person, i.e. I, me, you, we, us ... rather refer to

• Mr ... Ms ... the writer ... or the compiler ...

• No contractions or abbreviations to be included.

Now write the full report using the information provided in the rough draft.

• Use the checklist for report writing given above to ensure that your

report is correct.

• Give your report to a peer to proofread and edit.

• Write the final report.

• Proofread and edit it again before you submit the report.
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The cover page
All reports should have a cover page with an informative title and the initials

and surname(s) of the author(s). Do notuse graphics or pictures. Keep the

cover simple and professional.

The title page
As in the example below, the title page should have:

• The full title of the report

• The name(s) of the author(s)

• The name(s) of the person(s) who requested/commissioned the report

• The date of the report

The contents page
Reports should also have a contents page. See sample below. Do not

forget to number your pages.

If you need to include a bibliography, ensure that your punctuation is

correct, although not all reports will have a bibliography or appendices.
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REPORT ON THE

ADMINISTRATION OF PARCELS

AT KASSELSVLEI POST OFFICE

PREPARED BY: .

Cover page

REPORT ON THE ADMINISTRATION

OF PARCELS AT KASSELSVLEI

POST OFFICE

PREPARED FOR: Ms J. JOHNSON

PREPARED By .

DATE: 23 AUGUST 2000

Title page
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Contents

Page

1. Terms of Reference 1

2. Procedure 1 V
3. Findings 3

4. Conclusions 4

5. Recommendations 5

Bibliography 6

Appendices 7-9

Contents page

The order of your report would be as follows:

• Cover page

• Title page

• Contents page

• Contents of the report as given in the contents page

144:t:ty ttJ -W~ ~~~
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Unit 8: Meetings, sales and purchases

Introduction
In this unit you are going to develop a sound knowledge of meeting

terminology and procedure. We'll also be thinking about policies and

procedures for sales and purchases in companies and organisations.

On completion of this unit you should be able to:

• explain the role of meetings as a channel of communication.

• write the notice, agenda and minutes of a monthly general meeting.

The role of the office administrator
As office administrator you will be required to attend or even conduct many

meetings as part of your job description. Meetings are necessary to discuss

issues of common concern to the company and employees, for daily and

forward planning and as a means of encouraging team or group work.

Employer and employees conducting a meeting.
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Activity I: Terms and definitions

The following list of terms and definitions has been jumbled up. Match

each term with its correct definition by matching the number to the correct

letter as illustrated below (see nosA and 17). Refer to pp 110 - 116 of your

Communication textbook in order to complete the following exercises.

1 Quorum A A vote given to the chairperson in order to prevent a deadlock when votes are
equal on each side.

2 Ad hoc B When members of a committee are present in a meeting but do not vote.

3 Amendment C Amount of money awarded voluntarily in recognition of service rendered.

4 Verbatim D Decision taken at a meeting.

5 Casting vote E Temporary / for a specific purpose.

6 Consensus F Set of rules and principles controlling all activities of an organisation.

7 Abstain G Formal expression of support, e.g. to discuss a motion. This is usually done
by raising a hand.

8 Co-opt H Using the direct words of the speaker.

9 Proxy I Minimum number of members to be present so that decisions taken at a
meeting are legally binding.

10 Honorarium J Appoint instead of elect onto a committee.

11 Constitution K An agreement / decision arrived at by general consent which is not the result
of a formal vote.

12 Second L When another member who is absent from a meeting, gives permission to
someone to vote on his/her behaif. Permission to vote on an absent
member's behalf; person voting on behalf of absent member.

13 Resolution M Change or alteration to a motion.

14 Point of order N Secret / behind closed doors.

15 Ballot 0 Ending a meeting temporarily before all the business on the agenda has been
completed.

16 Adjournment P Secret vote using pieces of paper.

17 In camera Q A question / objection raised at a meeting to draw attention to same
irregularity in the proceedings.

1.

11.

2._ 3.

12._13. 14.

4. -'::L 5.

15. 16.

6. 7.

17. ....!'L

8. 9. 10.
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Activity 2: Crossword puzzle

Let's revise the terms by completing the attached crossword puzzle.

m:-_
•••• ••• ••••••1 1 1···1·• • •••••• •••

-:UI.• •••1.1••••• •• ••••••••• •• 1
Devised by Nikki Alexander.
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Across

1. Formal expression of support or willingness to discuss a motion

3. Announce or give notice that a meeting is to be held

7. List of business to be attended at a meeting

8. Appoint instead of elect onto a committee

9. An unbiased, impartial record of the proceedings at a meeting and the

decisions taken at the meeting

10. Word for word; in exact words of the speaker or proposer

12. Constitute a meeting according to the stipulations of the constitution

15. A proposal moved at a meeting; a suggestion to be discussed, with a

view to resolution (adoption) and implementation of the decision

16. Formal and informal oral or written announcement of, and invitation or

instruction to members of the public or an organisation to attend a

meeting at a particular venue at a specific date and time

18. The minimum number of members who have to be present before the

decisions taken at a meeting can be regarded as legally binding

(plural form)

Down

1. The official elected or nominated by the organisation or committee to

conduct its correspondence, maintain its records and perform its

administrative business

2. Set of rules and principles controlling all activities of an organisation

4. A formal expression of opinion regarding a matter/motion; stated by

secret ballot, a show of hands, voice, or a division into separate

chambers

5. A system of secret voting by indicating one's preference anonymously

6. Temporary committee, for a specific purpose

8. Deciding vote given to the chairperson in the event of a deadlock in

members' votes

11. Change or alteration to a motion

13. Authorisation to vote on another member's behalf

14. Total agreement of members upon a matter or a decision

17. Conclusion of a meeting after all matters on the agenda have been

attended to
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The notice, agenda
and minutes of a meeting
There are three documents which are central to all formal meetings.

They are:

• The Notice

• The Agenda

• The Minutes

Please see pp 212-227 of your Communication textbook for more details.

The Notice
The notice is sent to all members who share in the decision-making

process of any club, organisation, department or company.

Using your textbook as your guide (p 213), answer the following questions

on the notice of a meeting. Remember that notices can be either formal or

informal.

Questions

1. Which format could be used for (i) a formal, and (ii) an informal notice?

2. What details should be included in the notice? Please write the details

in sequence, as they should appear in the notice. Use the order of the

prepositions as your guide: ... in ...(venue) on ... (date) at ... (time).

3. Who is responsible for compiling and sending the notice?

Activity 3: Notice of a meeting

Imagine that you are the administration assistant for A & S Computer

Supplies. The following details are given to you by your supervisor, who

asks you to compile the notice for the meeting:

• Monday 11 September 2000

• Time: 10:00

• Monthly meeting

• All sales staff

• A & S Computer Supplies

• Boardroom
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The Agenda

Please see pp 214 - 218 of your Communication Textbook. The Agenda is

a list of items to be discussed at a meeting. It is written in a specific order

and discussion should follow that order. The agenda usually forms part of

the notice and is sent to members at least a week in advance of the

meeting date. This gives members an opportunity to consider the items of

business to be disclJssed and to plan responses to them.

Agenda

Chairperson declares the ---.
meeting open and welcomes
everyone present

General issues are •
discussed

Report .back on matters that
still need to be discussed ---.
from the previous meeting

Members decide on dale of
next meeting •

All new matters are
discussed ---.~

The secretary notes who is
present or the attendance ---.
register is circulated

All the issues on the agenda
have been discussed any
the meeting is declared
closed.

Apologies from absent
members are noted

Minutes of previous
meetinQ are taken as read.

1. Opening and Welcome

2. General

3. Matters Arising

3.1 The new computer system for purchasing procedure

3.2 Training staff to use the new system

4. Date of next meeting.

5. New Business.

5.1 Relocating of Purchasing Dept.

5.2 Finding Suppliers for computer dust covers.

6. Attendance Register

7. Closing

8. Apologies

9. Minutes of Previous meeting

Page 130

Question

Refer to pp 216 - 217 of your Communication Textbook to find the answers

to the following question on the agenda.

When you compare the definitions given with the items on the agenda, you

will notice that the items on the agenda are not placed ih logical order. In

pairs, discuss the arrangement of items on the agenda, then rearrange

them in the correct order.
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What is a motion?
A motion is a formal proposal which a member proposes (suggests) for

discussion by the meeting. For the motion to be formally accepted for

discussion, there must be a proposer (the person who proposed the

motion) and a seconder.

Verbatim motions record the direct words of the proposer of the motion, for

example:

MOTION:

'That sales staff be given company cellphones as a company perk.'

PROPOSED: J. PETERS

SECONDED: M. HECTOR

• Verbatim motions should always start with 'That ... (something should

be done)... .'

• Remember that a motion should always be in the form of a statement

not a question. It should be definite and positive. Do not use words like

'either' .... 'or' .....

• A motion follows a specific process before it becomes an accepted part

of the meeting, i.e. before it becomes a resolution.

The process that a motion follows is outlined below:

motion

discussion

Unit 8

motion is defeated I
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motion is carried/accepted

resolution Ir---·.j legally binding I
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Activity 4: Writing a motion

Previously each department at A and S Computer Supplies was

responsible for its own purchases. With the new computer system in place

it would be easier for purchasing to be done centrally. This will give a

greater measure of controi over purchasing goods for the company. (See

Bus Admin notes).

At the monthly meeting, the motion was proposed that purchasing at A and

S Computer Supplies should be changed from decentralised to centralised

purchasing.

Write the motion as it should appear in the minutes by completing the

following:

• Formulate the proposal.

• Complete the details for proposer and seconder.

• The motion was carried and therefore became a resolution.

Minutes
Refer to pp 219-220 of your Communication Textbook for more detail

This is an accurate, written report of the proceedings of a meeting. The

secretary compiles the minutes from notes taken during the meeting. It is

not necessary to give a verbatim (word for word) report on the proceedings

of a meeting. Only the main discussions and decisions should be recorded.

The secretary should remain objective - you should state the facts only and

not allow interpretation or prejudices to feature at all. In other words, you as

secretary should not state how you feel about issues that were discussed.

You have to record what the meeting decided, not what you think about the

decision.

Consider the following points when compiling minutes:

• The agenda should be a guide to the order in which you compile the

minutes.

• This is a formal document. Do not use slang or contractions (i.e. don'V

can't I they're.)

• Minutes are always written in the third person e.g. "Mr Jones reported

that ...."

• Since minutes are written after the event (meeting) they should be

written in the past tense.
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• They should be written in reported (indirect speech). As secretary, you

need to report on what was said, i.e. do not use inverted commas to

indicate the direct words of the speakers.

• You do not always have to use 'said' when reporting, as in 'The

chairman said.. .'

Other reporting verbs are:

• Suggested

• Reported

• Requested

• Asked

• Enquired

• Proposed

Add your own reporting verbs to the list.

Activity 5: Writing up minutes

The minutes given below are linked to the notice and agenda that you

compiled earlier in this unit.

The minutes given below are incomplete. Certain items have the complete

details, i.e. nos. 1, 2, 4, 5, while other nos. 3 ,6, 7, 8, 9, have key words

only. Use the key words to complete the minutes of the meetings. Complete

these minutes using your own initiative. Refer to notes and examples given

in the textbook. Allow space for the necessary signatures and the date.

Unit 8
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Board meeting
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Minutes of the monthly meeting of

A and S Computer Supplies held in the boardroom on

11 September 2000 at 11 :00.

1. Present

Twenty-seven members attended the meeting.

2. Apologies

Ms T. Smith attended a conference in Johannesburg.

Ms A. Brand attended the National Secretaries' Conference in Durban.

3. Opening and Welcome

Chairperson - Mr T. Bryson opened meeting

- Welcomed members

4. Minutes oj previous meeting

There were no corrections or additions to the minutes of the previous
meeting. The minutes were then taken as read, approved and signed.

5. Matters Arising

5.1 Mr G. Benson reported on the new computer system to be installed for
upgrading the purchasing procedure at A and S Computer Supplies.
The new "Brilliant Purchasing" computer package will be installed by 20
September 2000 and should be ready for full implementation for the next
month end purchases. In future all purchases will be made via this system.
Each member was given a hand-out outlining the specifications and
functions of this computer package.

5.2 Mr B. Naidoo reported on the training session which all members must
attend to ensure maximum use of this package. A time-table detailing the
times for the training session was passed to each member who had to
choose an appropriate time slot. The final timetable will be e-mailed to all
members within the next week.

6. New Business

6.1 Purchasing dept. - moving Offices - need bigger/more space.

from Rm 2.1 to Rm 2.3

move to be completed by month end.

6.2 Need to find suppliers for computer dust covers - previous suppliers - not
satisfactory service - A and S lost valuable clients.

Mr B. Simpson - investigate other suppliers - to report at next meeting.
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7. General

8. Dote of next meeting

9. Closing

Activity 6: Self study

This is a self-study exercise on meeting procedure.

Find the answers to the following questions - you could interview an office

administrator or you could use textbooks. Your study guidelwork

programme has a comprehensive list of references that you could use in

the library.

Questions

1.' What is the main difference between a public and a private meeting?

2. What procedure must you follow when addressing a member I or

members at a formal meeting?

3. Why should you follow the procedure given in 2 above?

4. What steps would you follow in order to get a motion adopted by a

meeting?

5. What can the chairperson do if a deadlock or tie occurs in voting on a

particular motion?

6. When are the minutes signed and adopted?

Sales and Purchasing Procedures
Remember that we are integrating Communication with Business

Administration. The following question is based on the Sales and

Purchasing Procedures in Business Administration.

Based on the knowledge that you have acquired on purchasing and selling,

how would a computer package facilitate this? Outline the advantages of

using a computer programme for buying and selling.
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Unit 9: Telephone technique

Introduction
By working through this unit you will learn to use the telephone effectively,

both as listener and speaker.

When you have completed this unit you should be able to:

• Use telephone technique appropriately to handle incoming and

outgoing calls.

• Use the telephone as a public relations instrument.

• Make a business call.

• Receive a business call.

• Record telephone messages correctly.

The telephone is a channel
From the previous units you have learnt there are two main forms of

communication, i.e. verbal and non-verbal communication (see unit 4).

However, there are various channels which carry messages from receiver

to sender, such as e-mail, faxes, memos and letters. These are written

forms of communication.

A channel which is used extensively to carry spoken messages, is the

telephone. Recently, the cellphone has become very popular for business

and social purposes.

We should remember that the telephone is a tool used to communicate and

how we use this tool will add to the usefulness and effectiveness of

conveying a message. For example, if you or the receiver is rude or abrupt

it will affect the message and cause a barrier to communication (see unit 5).

Refer to pp 255 -256 of your communication textbook, as well as your

Business Administration textbook, for hints on good telephone technique.

Remember, learning good telephone skills is not limited to receptionists. In

the work situation we all deal with clients and/or colleagues by telephone 

all office administrators should practise good telephone skills. It could mean

the difference between keeping or losing clients.
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The telephone message form
Sometimes the person for whom the call is intended is not available. It is

common courtesy to offer to see if someone else is available to take the

call (if it is business related) or to take a message.

Never rely on your memory! You might just forget an important detail. Use

the telephone message form to record the most important details.

There is no single format for a telephone message form. However the

details are very similar. They are:

• Name of caller

• Telephone number of caller

• Company from which the caller is calling

• Name of the intended receiver

• Date of call

• Time of call

• What action should be taken, I.e. return callI will call back later etc.

• Message

• Signature of person who took the message.
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TELEPHONE MESSAGE FORM

Unit 9

TO: .

DATE: ..

TIME: .

Please tick the appropriate block.

D Telephoned

D Please return call

D Will call back

Additional message:

Message taken by:

© Peninsula Technikon

FROM: ..

COMPANY: ..

TELEPHONE NO.: ..

o Returned your call

[I Came in to see you

[I Made an appointment
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Activity I: Telephone technique

Please read the dialogue below. Ms Yaphi from A & S Computer supplies

telephones Dalton Stationery to place an order for envelopes, files and

letter trays. This is how the telephone conversation goes:

The telephone rings at Dalton Stationery.

Receptionist: Hello!

Ms Yaphi:

Receptionist:

Ms Yaphi:

Receptionist:

Good morning. Is that Dalton Stationery?

Yes, that's right.

Could I speak to a salesperson please?

Just hang on .... I'll just check.....

[After a minute or two the receptionist continues.]
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Receptionist:

Ms Yaphi:

Receptionist:

Ms Yaphi:

Receptionist:

Ms Yaphi:

Receptionist:

Ms Yaphi:

Receptionist:

Ms Yaphi:

The salespeople are in a meeting right now. Could I

take a message and ask a salesperson to return your

call?

That would be good, thank you.

Could you please give me your details? Your name

is?

Ms Yaphi.

I think I know how to spell that! And your company?

A and S Computer Supplies.

Is there any particular order you'd like to place?

Yes, there is. But I'd like to get prices for various

goods. I'd prefer to speak to a salesperson.

Very well, then. Thanks for calling. Goodbye.

Good bye.
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Telephone technique

Questions

1. Identify the errors made during this telephone conversation that do not

reflect good telephone skills.

2. Complete the telephone form which the receptionist will give to the

salesperson.

Discuss the following questions regarding telephone calls:

• What irritates you most about telephone calls in general?

• For example, it could be when someone calls you and says,

'Don't you know who's speaking?', (as if you can see them on the

other side of the line).

• What should you consider before you make a call?

• How should you answer the telephone?

• How should you put a caller on hold?

• How should you end a telephone call?

A~~~~;1!tdf

~~~~!
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Reflection
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Unit 10: Presentation skills

Introduction
The purpose of this unit is to develop skills for professional delivery of a

well-structured presentation. By the end of this unit you should:

• have gained confidence in speaking to an audience.

• be able to structure the content of your speech effectively.

• be able to deliver a message in a professional way.

• be able to use presentation media effectively.

Your role
As office administrator you will be expected to make various kinds of

speeches and presentations. You could be asked to make an impromptu

(unprepared) speech, for example, to welcome a new member to your

company or to thank your department for a gift or an award, or you might

even be asked to thank a guest speaker for making a speech. For this type

of speech you would need to 'think on your feet' as there is very little or no

time to prepare, so you would need to think about what you are going to

say next, while you are in fact talking! All this while all eyes are on you and

your colleagues are listening to you ever so attentively. If this sounds like

your worst nightmare, it probably is!

However, it need not be your worst nightmare - there are skills that you can

learn and develop in order to help you prepare what you will say and

overcome nervousness. If you know well beforehand that you need to

present a speech you will at least have time to make the necessary

preparations. What follows are a few guidelines that will assist you when

next you make a presentation.

Note

The words 'speech' and 'presentation' are used interchangeably because

they are considered to be similar.
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Activity I: Thinking about making a speech

Think of at least three speeches that you listened to recently. These could

have been well prepared speeches or impromptu speeches - a speech

made on television or a face-to-face presentation. Complete the table

below.

1

2

3

Why do we give speeches?

In your field of work the main purposes or reasons for presenting a

speech will be to:

• Inform - you might have to convey information on a certain topic to

your audience. For example, you might have to inform colleagues that

the company has decided to join a new medical aid scheme because it

has more benefits.

• Persuade - you would need to present your information/speech in such

a way that you get your colleagues to think or act in a way that you

want them to. For example, it is not enough to inform your colleagues

about the new medical scheme. You need to persuade them to join the

new scheme by telling them about the improved benefits, providing

details of past performance, showing how big the medical scheme is,

etc.

• Teach - you might need to show your colleagues how to use a new

computer programme or how to use a new company product.

• Motivate - you might need to motivate and inspire your colleagues to

meet certain company demands or to achieve improved results.

Page 144 © Peninsula Technikon



Presentation sldlls

Factors to consider
When you prepare a speech you would need to consider the following

Unit 10

AUDIENCE

Audience

CONTENT OCCASION VENUE

If the audience is not taken into account your speech/presentation might

not attain its desired goals. Consider the following factors about your

audience:

1. Who are the audience (colleagues only or members of other

companies)?

2. What knowledge and experience do they share? (Do you need to

explain in detail or do they share similar knowledge and experience?)

3. What will they gain as a result of listening to the speech? (e.g. they

would gain insight into a new medical aid scheme as well as improved

benefits.)

4. What are their attitudes likely to be to the subject? (Some colleagues

might not want to change medical aid schemes, others would want to,

while others are cautious and suspicious about why the company wants

to change to the new scheme.)

With all the above details in mind you would need to think carefully about

what you are going to say and how you are going to say it.

~

Conducting a workshop/presentation.
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Grab their attention--.

Aim of presentation~

Content
Ensure that you know your content. This is one way to minimise (reduce)

nervousness. The content should be divided into a clear introduction, body

and conclusion.

The introduction should be clear and convincing. Prepare the audience for

what is to follow. The introduction should include a brief statement of the

topic and a reason for the audience to listen. You could start with a

quotation, a shocking statement or statistics, a funny incident or a dramatic

story.

Consider the following introduction.

Good Morning Colleagues

Quotation --"~.I Saturday Argus of 2 September 2000, quoted a few alarming facts about
Shocking statement medical aid. Did you know that 80% of the population is unable to afford

private health care while the public health system is becoming increasingly
inefficient? With this in mind, you will have to pay more for health care in
future, you will have to save more to cover health care in retirement and you
will have to take greater care in choosing the right medical aid scheme.

Shock audience into---.
thinking realistically Didyou know that open heart surgery costs in the region ofR50000?

Now that you have -----.
attention, you can
now provide the
other details.

Because of these alarming statistics, our company is considering changing to a
new medical aid scheme which provides improved benefits at no extra cost to
you, the employee. Allow me to give you details of the background of this
new medical aid, and to explain how you will benefit.

Analysis of the speech
The body of the speech makes up most of the speech. You would explain

all the details of the new medical aid scheme that would be of interest to

the employees. Remember that your presentation is not only to inform, but

also to persuade them to make the change.

Arrange the details in a logical pattern, that is, first talk about the

background of the company, (how long it has been in existence, how many

members it has, which major companies use this scheme etc.), the benefits

that it offers, how the benefits differ from the existing medical aid, what the

contributions will be, etc.
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The conclusion rounds off your presentation. Summarise what you have

said, repeat the main ideas or those aspects thatyou want your audience

to remember. You could end off with an appropriate quotation or an

interesting story that captures the main ideas of your presentation. You

need to end off in such a way that your audience is left with a few striking

thoughts - you should make an impact and should leave them thinking

seriously about the importance of the medical aid scheme.

Non-verbal communication
If you want your audience to listen to you attentively, you need to make an

impact. You should 'make' your audience 'want' to listen to you by paying

attention to the following:

• Dress appropriately for the occasion as well as the audience being

addressed. The way you are dressed must not be a distraction - you

want your audience to listen to what you have to say, not be distracted

by an outrageous colour scheme or a low-neck skimpy sweater (in the

case of a female presenter.)

• Keep a good posture. Remain upright, do not stoop or allow your

shoulders to drop. Do not pace up and down too much as this could be

a distraction.

• Gestures can be used effectively if you want to illustrate a point, but

they must be natural and spontaneous. Don't keep playing with your

hair, or check if your tie is still knotted, or talk with a pencil or pointer in

your hand - besides being distracting, your audience could interpret

these mannerisms as nervousness or unpreparedness.

• Facial expressions show that you are interested in the topic. Talk to

(not at) your audience, keep eye contact with the larger audience as

well as individuals in the audience. This gives the impression that even

though the listener is part of the larger audience, you are giving

individual attention. Smile if you have made an amusing remark. Don't

find a spot somewhere on the ceiling or at the back of the room to focus

on - you will lose audience interest and participation.

• Voice control or voice projection conveys your attitude towards your

subject and your audience. The tone of your voice also conveys how

nervous you are. Usually when you are nervous, your voice takes on a

higher pitch and sometimes your voice even quivers!
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Presentation skills

A speech/presentation should be delivered enthusiastically, spontaneously

and clearly. But we are, after all, only human, and it is normal to be nervous

before a presentation. So what do we do about it?

Practice

Next time when you get up to make a speech you could try these exercises.

While you are being introduced to the audience:

1. Smile and breathe deeply, at least three times.

2. Tense up all your muscles in your body from head to toe, one by one,

then slowly relax each muscle one by one.

3. Speak loudly enough so that everyone can hear you clearly, without

raising your voice unnecessarily.

4. Find a comfortable tone and volume that is pleasing to the listener's ear.

5. Try not to speak in the same tone of voice - vary the tone, volume and

tempo.

6. Don't speak too fast - remember your audience have to listen and

absorb what you are saying. If you speak too fast they could lose track

of important points.

7. Use pauses frequently, especially before or after an important

statement. Pauses give emphasis to the content and allow the audience

to take in what has been said.

8. Ensure that you pronounce all terms and names correctly.

© Peninsula Technikon



Presentation skills Unit 10

Guidelines for presentations

• Know the content of your speech - be well prepared!

• Know your audience - the presentation must be directly aimed at the audience.

• Rehearse your presentation to whoever is prepared to listen to you and ask them to

provide feedback as to the aspects discussed above.

• If possible, record your speech on a tape and listen to yourself - make notes on how to

improve.

• Prepare cue cards to guide you through your presentation. Don't rely on your memory

and don't arrive with long notes to read from. Your audience will definitely find this very

boring.

• Dress appropriately - wear clothing that makes you feel good and comfortable.

• Don't be late, or misplace your cue cards - be organised!

• Ensure that you know enough about the content to answer possible questions.

Anticipate certain questions beforehand and try to have answers ready for them.

Activity 2: Visual aids

You might want to use visual aids during a presentation. In groups of four

discuss the following questions. Think of visual aids that you have seen

presenters use, or that your lecturers use during lectures.

1. Why are visual aids used during a presentation?

2. What types of visual aids can be used?

3. How can they be used effectively?

4. When are they not used effectively?

5. What guidelines would you give someone who is preparing visual aids

for a presentation? Focus on aspects such as colour, size, shape, etc.
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Topics for short speeches
1. Welcome a new member of staff to your team or department.

2. A colleague who has been with the company for 5/8/13 years is leaving

your company for a higher position at another company.

3. A colleague is retiring after working for your company for 32 years.

4. You have to present a colleague with a merit award.

5. You receive a merit award and you have to make an acceptance

speech.

6. A colleague, who was studying part-time, has graduated with a B. Tech

degree. Make a speech congratulating him/ her on this achievement.

7. You are leaving the company and you need to make a farewell speech.

8. Your department has successfully presented a major seminar.

Everyone worked very hard to make the seminar a success, sometimes

working after hours as well. Thank your colleagues for their dedication

and commitment, and for going the extra mile to make the seminar so

successful.

Add your own suggestions for topics for a short speech:

9.

10 .

q~~~fU4~!

~k~1tIdt~pt~!
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