A2 BS 

 Topic

We all communicate in many different ways. In business we are interested in making communication as effective as possible. Let’s have a look and see how this is achieved. But first some topical news that centres on communications and in a very modern form.

The news

The government is pinning its hopes on a new initiative this Spring to drive take-up of public services, because efforts so far have failed to boost numbers. 

The Office of the e-Envoy admitted that as far fewer people than expected have used online government services, the next round of its emphasis will be to dramatically improve use. 

"The e-Envoy Office is planning a major campaign in the spring to get people online. 

"The 'Online Nation' campaign will encourage people to try online services and, if they already have, inform them about the wide range of things they can do online," said a spokeswoman. 

Two-thirds of government services available online are information-based, but between now and 2005 there will be more transaction-based services appearing, which should increase use, according to the government. 

A recent survey of 1,000 UK citizens found that only seven per cent of people had contacted their local authority online over the last year. 

Mark Westaby, director at Portfolio Communications which commissioned the survey, said a lack of understanding of the benefits of using the web to find information, pay bills and deal with local authorities could hold back e-government. 

"The government has a big job to do in education, or the adoption of online services could take decades rather than a few years," he said. 

"If the government is investing £350m to put e-government in place it should put some money into informing people," he said. 

The theory

We are firmly in the territory of communications and how best to use them. Business needs to give careful consideration to communications and so therefore do we. When covering communications you need to think about:

· the types – which are oral, written, electronic and our physical or body language.

· The barriers that exist to  effective communication – such as language, culture, location, channel etc

· The signs that show us communication channels and networks are not working

· The LINKS with other parts of the Specification – such as production and both cell and lean, empowerment, marketing, leadership, motivation and organisational structures.

When revising your basic theory it is often advisable to look at WHY a form of communication has failed and WHAT happens when it works.

First, what might arise if it is failing? Well, it will be difficult for managers to spot problems and set about curing them. It might be the fault of a certain style of leadership and this may have to be addressed. The growth of a business might also have caused communication channels to be over-stretched. Indeed, we are firmly in the territory of diseconomies of scale. Also, as delegation and empowerment increase in their use so managers will have to think about how best to keep channels open and eyes and minds firmly on corporate objectives. A similar problem might arise if spans of control widen as a result of a de-centralised system, or one where de-layering has taken place.

When a firm’s communication systems are working well we should see 

· change being accepted and implemented quite easily

· employee morale and commitment being visibly at the top end of expectations

· good co-ordination and employees being aware and keeping to corporate objectives.

Topic of the Week – Addressing problems of communication

If we become aware that communication systems are not working as effectively as we would wish, we can try:

· offering special training programmes to improve employee communication skills

· look seriously at the amount of information being produced by the organisation and the channels used for communicating it

· accept that some people behave and communicate in different ways and accommodate these in our systems

· look critically at leadership styles and organisational structures

· explain and enforce the understanding and use of all relevant corporate objectives by all employees

Some questions

1. Why do you think that only 7% of the population has used online communication with which to contact their local authority in the last year?

2. How might the government go about educating people to use the online services more frequently?

3. What barriers to effective communication exist in your school or college?

4.  How might a company go about improving employee communication skills?

Some suggested answers

1.It appeared that few consumers had a full knowledge of what was on offer. The range might have been rather information based and this might not have appealed to people, so there was a break in good communications – a challenge for the management. A distinct lack of understanding was apparent and once again few had really comes to terms with what was on offer and why. Very few had any idea of the benefits available to them by using on-line facilities.

2.The government will need think of the best ways and channels to get the message across to the public. They want them to use the new facilities but seem reluctant to spend some money telling the population just what is on offer. A large communications gap exists and they will need to address this. The government will need to look closely at what it is they want to public to understand and how they want them to respond. Then they will need to think of ways of getting the message across. At present the giver of the information is not hitting the target and too many people are not using this expensive system.

3 It’s always interesting to think why information fails to get to those to whom it should. Within my own organisation some of the reasons include:

· size and lack of central area of posting paper communications

· a failure of knowing ‘who needs to know’

· managers keeping things to themselves, so avoiding ‘rivals’ knowing their business

· poor delegation and empowerment

· selecting the wrong channel

· assuming people understand more than they do

Now, you have a think about your own institution.

4.The important task of improving communications skills will take careful thinking and planning. All levels of personnel will need some assistance and some may not like to accept this. You will need to look carefully at the talents of individuals and their lack of certain talents. That can cause problems. The company will need to make a careful analysis of its information systems and the channels used to communicate both within and externally. It is possible that overload might be happening. Cultural and other differences in personality might also exist and these will need to be accommodated in the training programme. It is suprising how many people are insecure about their ability to communicate in all its forms. We will need to look at networks and make certain that they are both correct and doing the job as well as we want them to. Leadership and the levels of support offered will also need careful observation. Corporate objectives will need to monitored and their inclusion in systems noted. 

