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Use the chapter to identify three reasons
why good communication is essential to any
organisation.

Give two reasons why a business
might experience barriers to effective
communication.

Outline why it might be useful for a manager
to arrange a regular meeting with staff.

Explain two problems that could arise as
a result of poor communication between
the sales department and the production
department.

Each year the Financial Times carries out a
survey of staff attitudes to find Europe’s ‘Best
Workplaces'. A past winner was Microsoft. An
article on why Microsoft did so well identified
its communications as an exceptional
strength. Below are some quotes about
communications at Microsoft:

() ‘At Microsoft employees spoke about the
open communication with their leaders.’

(b) They [managers] share the goals
and results without withholding any
information.’

() ‘Ask management any reasonable
question and get a straight answer.’

(d) 'Microsoft is very transparent about its
pay model and bonus plans.’

(e) ‘The entire company holds a Happy Hour
on the second Friday of the month ... a
chance to eat and drink together.’

(F) 'Higher management is open for a talk
when you need advice or feedback.’

Decide which two of these six statements
are the most important ones for
successful communications in a
workplace. Explain why you have chosen
them.
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Practice questions

‘The key thing | learned was the importance
of good communication within any company.
Without good communication on a day-to-day
basis it can be very difficult to provide a good
service.’ This was the conclusion reached

by Pickfords’ director Grant Whitaker after
spending a week on the removal vans in
Birmingham. He was trying to find out how he
could make the business better. Pickfords is a
nationwide moving and storage company.

All removals depend on the salespeople, who
visit the customers first to price the job and
see how long it will take before letting the
removal team know what they think. Often

the drivers arrive late to jobs and find irate
customers waiting for them. There seems to be
a communications barrier between staff and
customers. The reason for lateness is usually
due to difficulties getting furniture up and down
stairs and out of the houses.

One of the drivers showed Grant a set of
luminium ladders he had found that would
make lifting the furniture much easier and

quicker, but head office would not listen to his
idea. The drivers often feel they are kept in the
dark about the business. Grant took his findings
back to the board of directors for discussion.

Total: 18 marks

1 Define the term ‘communication barrier. (1) :

2 Outline one piece of evidence that suggests
poor communications at Pickfords. (2) ¢

3 Analyse the benefits to the business of
solving these problems. 6 :

4 Pickfords is considering how to improve
communications between management and
the workforce. It sees two options: s
¢ Option 1: Weekly video broadcasts given by :

Grant Whitaker, which every staff member
must watch.

+ Option 2: Weekly local meetings between
staff and area managers, plus monthly :
meeting between area managers and head :
office. :

Justify which one of these two options the
company should choose. 9) ¢





