Unit Title: Introduction to Business Communication Unit Code: IBC

Level: 3

Learning Hours: 100

Learning Outcomes and Indicative Content:

Candidates will be able to:

1. Explain the principles which govern the transmission of information
in business situations

1.1  Describe the purposes of communication: to inform, instruct,
persuade, request, clarify, co-operate, buy and sell, advertise, etc

1.2  Explain the use of medium appropriate to a situation (e.g.
telephone, face to face, fax, emalil, letter, memo etc) and why likely
to be the most effective and most suited to the purpose

1.3  Explain how business relationships affect communication

2. Compose all common types of written communication in a clear,

complete and correct way, with attention to presentation and

neatness

2.1 Compose business letters, properly laid out with correct top and
tail in blocked or semi-blocked format, using a tone appropriate to
the purpose, written in legible handwriting

2.1.1 Letters of appreciation or complaint

2.1.2 Letters asking for assistance (e.g. in providing conference facilities)
or giving confirmation of an arrangement

2.1.3 Letters applying for a job, offering a job or responding to a job offer

2.1.4 Letters offering or declining the offer of a service

2.1.5 Letters accepting or declining an offer or invitation

2.1.6 Letters clarifying or explaining a situation

2.2  Prepare reports, their structure and content

2.3  Prepare memos, their purpose and layout, benefits and drawbacks

2.4  Prepare notices

2.5 Prepare simple advertisements and publicity material including
flyers and press releases

2.6  Prepare a curriculum vitae




Describe the principles of communicating orally in an effective way

3.1

3.1.1
3.1.2
3.1.3

3.1.4
3.2
3.3

Describe the use of the telephone

Making a call

Answering the telephone

Dealing with customers by telephone, including necessary personal
gualities, e.g. politeness, patience, organisation, tone of voice, etc
Using the telephone to deal with urgent and/or personal matters
Describe face to face communication, both formal and informal
Describe how to give a talk, a speech or a briefing

Explain how non-verbal signals can help or hinder communication

4.1

4.2

42.1
4.2.2
4.2.3
4.2.4
4.2.5

Explain the importance of personal appearance and grooming
Body language

Posture;

Eye contact;

Facial expressions;

Use of gestures and body movement;

Personal space;

Describe common barriers to successful communication and explain
how to overcome them, including:

5.1
5.2
5.3
5.4
5.5
5.6
5.7
5.8
5.9
5.10

Incomplete information, lack of clarity

Poor listening / decoding skills, lack of concentration

Noise (technical and psychological)

Differences of gender, language, culture, status, age, time zones
Preconceptions, stereotyping and unclarified assumptions
Inappropriate channels or media

Inappropriate language or vocabulary

Wrong time or place

Hostile or negative attitude

Lack of preparation and/or insufficient time to assimilate

Summarise effectively simple business documents and show an
understanding of their content

6.1
6.2
6.3
6.4
6.5

Selection of material

Use of an original vocabulary

Clarity and accuracy of the summary
Adherence to word limit

Fitness for purpose










