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Module 1
Communication Techniques used in the Workplace

After completing this module, the learner will be able to discuss and explain a range of written and oral communication techniques used in the workplace and applicable communication theory, by successfully completing the following:

· An understanding of a range of written and oral communication techniques used in the workplace and applicable communication theory is demonstrated 
· Understand the purpose of using a variety of oral and written communication techniques in the workplace
· Understand and use regulations, legislation, agreements, policies and procedures and standards governing communication 
· Understand and use the rules, principles and laws applicable to communication theory
· Demonstrate knowledge of the relationship between the effective use of a variety of oral and written communication techniques and effective job functioning as a supervisor/senior technical person
Communication Techniques used in the Workplace

In a typical working day you probably communicate regularly with one or even all of the following groups of people: customers, clients, co-workers (including superiors, subordinates and colleagues), suppliers, representatives from other companies, even competitors. 

The teamwork necessitated by the complexity of today's workplace has placed increased importance on employees’ interpersonal skills. Such teaming of individuals brings together diverse groups who may not share common norms, values, or vocabularies, but who do offer unique expertise, insights, and perspectives.

Add to that the fact that interpersonal skills in the Digital Age are more complex than they have ever been in the past. E-mail, voice mail, audio conferencing and video conferencing, and the myriad of other technologies that enable individuals to communicate with each other, not only increase the ways in which individuals can interact, but also require a heightened sensitivity to the nuances of interpersonal interactions. 
According to CCL research
, lack of interpersonal skill is one of two primary reasons executives fail.  The other is inability to change and adapt. 

You have probably also experienced that 80% of all problems in the workplace can be traced back to communication breakdown. Therefore, one of the greatest leadership skills you, as a manager, can develop, is your ability to communicate well. 

We also rarely see anyone make it to the top who is inarticulate, therefore we need to learn to communicate effectively if we want to advance in our careers.

So, how do we communicate effectively, making sure that we are:

· Giving instructions that cannot be misunderstood (or ignored)?

· Speaking one-on-one with a co-worker regarding a problem in a way that motivates and empowers?

· Eliciting co-worker support for a project by speaking the language of benefits?

· Handling difficult questions and difficult questioners properly?

· Developing techniques for delivering a presentation that persuades?

Each form of communication draws on different skills, each requires different approaches and sometimes even a different lexicon and that presents a challenge to the majority of South Africans, as very few of us are mother-tongue speakers of English.

1.1 Communication Theory

“Communication is the production and exchange of information and meaning by use of signs and symbols. It involves encoding and sending messages, receiving and decoding them, and synthesising information and meaning. Communication permeates all levels of human experience and it is central to understanding human behaviour”.
 

Simple communication model

Sender- message-receiver
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Retrieved from:  en.wikipedia.org   

Communication can be studied at different levels of interaction. These levels are "intra-personal" (how individuals process information), "inter-personal" (how two individuals interact to influence one another), group (how communication dynamics occur among many individuals), formal and informal "organisations" (how communication occurs and functions in the context of organisations), and "community" and "society".

Many writers emphasise the importance of communication theory as a basis for understanding human behaviour. 

Some of the most important theories are:

Lasswell’s Communication Model (1948)

The sociologist Harold Lasswell
 is best known for the following saying:

“Who says what in which channel with what effect?”
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The Lasswell Formula is typical of what are is referred to as a transmission model of communication. 

Lasswell was primarily concerned with mass communication and the media. In every form of communication, though, there must be someone (or something) that communicates a message using a particular channel to a receiver to achieve a particular effect.

The shortcoming of this model is the lack of reference to feedback- to find out what kind of effect our communication has, we need some kind of feedback.

Shannon-Weaver Model
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Claude Shannon was a research scientist at Bell Telephone Company trying to achieve maximum telephone line capacity with minimum distortion. He had never intended his mathematical theory of signal transmission for anything but telephones. But when Warren Weaver applied Shannon's concept of information loss to interpersonal communication, one of the most popular models of communication was created. 

According to Shannon and Weaver's model
 (as seen above), a message begins at an information source, which is relayed through a transmitter, and then sent via a signal towards the receiver. But before it reaches the receiver, the message must go through noise (sources of interference). Finally, the receiver must convey the message to its destination. 

Suppose you have an idea in your head (information source) that you want to tell someone about. You must first move the idea from your brain to your mouth (transmitter). Since you cannot actually share your grey matter, you must select words for your transmitter to use. Once you speak, your voice (signal) is carried through the air toward the listener's ear (receiver). Along the way, your signal is joined by a myriad of other sounds and distractions (noises). The receiver then takes everything it receives and tries to maximise the message and minimise the noise. Finally, the receiver conveys its message to the other person's mind (destination). 

Shannon and Weaver's model clearly demonstrates why even the simplest communications can be misunderstood. Transmitting a signal across additional media only adds to the complexity of the communication and increases the chance for distortion. It is suddenly easier to understand why other people sometimes just can't grasp what we already know. 

Kincaid’s Convergence Model

D. Lawrence Kincaid is best known among communication theorists as the proponent of the convergence model of communication, a nonlinear model of communication wherein two communicators strive to reach "mutual understanding."

Kincaid’s convergence model was introduced in 1979 and included mutual understanding. It is a non-linear model and includes feedback:
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Retrieved from: en.wikipedia.org 
Communication Process

Communication is:  ”An act or means of exchanging information, knowledge, ideas, feelings or thoughts.”
This exchange can be said to have taken place when the speaker’s (sender) message has been understood by the listener (receiver).
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Notice that the path between the sender and the receiver appears to be straight in the illustration
. However, this is rarely the case. There are many different ways in which the communication process can go wrong, for example when the speaker does not convey the message clearly, or when the listener does not listen or hear properly. The message can be distorted (both in delivering the message and in receiving the message). All of the distortions can occur for both the listener and the receiver. 

Some of these distortions are:

· How interested are both parties in the communication?

· What is the level of willingness on the part of the hearer to receive this particular message?

· Language barriers- English is not my mother tongue, therefore I battle to encode it into a message, or decode the message I have received

· Are there any distractions to impede the sending or receiving of the message?

· Is this the right time to convey this particular message?

· Belief systems, stereotyping, prejudice- so that I don’t accept a particular type of message from certain people

· Sensitivity

· Location

· Competition

· Motivation 

Improving verbal communications requires first that we understand that communication is rarely perfect or clear in and of itself. 

We must learn to listen better and speak more clearly. We must also check whether our message is delivered correctly and whether we have heard a message clearly.

Keys to effective communication

There are always people involved in two-way communication and therefore we need to understand how and why people communicate the way they do. 

What does it mean to communicate effectively? 

Effective communications are those which accomplish our goals. 

In the case of work, these are work-oriented goals, where effective communication can help us play a more productive role, get greater recognition for the tasks we accomplish, and ultimately, help those around us communicate better, leading to a more productive workplace. 

Therefore, we need to establish the following first when planning our workplace communication:

· What is the message that is to be conveyed?

· What is the desired outcome of the communication? 

· Who is the target audience? 

· What level of detail is necessary? 

· Are there instructions that must be understood? How can we be sure that they are? 

· What format should the communication be in? 

· How frequently should the communication take place? 

Relationship between Communication Techniques and Job Functioning

Basic communication skills are required for nearly every job or relationship you pursue.  All forms of communication are a reflection of your professionalism, your intellect, your preparedness, and your character, e.g.: 

· The ability to speak clearly and concisely, and to convey information or articulate an opinion is essential for most jobs with internal or external customer contact. A good communicator is comfortable speaking to an individual or to groups.
· The ability to convey your message in writing using proper grammar is a basic requisite for nearly every job. Once you have control of grammar, you can work to enhance your style. 

· The ability to listen carefully and understand the speaker's message is key to building relationships and succeeding at work. 

· At some point you'll be asked to share your opinion and explain how you came to that opinion. You may even need to defend your opinion in a cool, concise way. 

Purpose of Using a Variety of Oral and Written Communication Techniques

Effective communication is all about conveying your messages to other people clearly and unambiguously. It's also about receiving information that others are sending to you, with as little distortion as possible.

Doing this involves effort from both the sender of the message and the receiver. And it's a process that can be fraught with error, with messages muddled by the sender, or misinterpreted by the recipient. When this isn't detected, it can cause tremendous confusion, wasted effort and missed opportunity.

In fact, communication is only successful when both the sender and the receiver understand the same information as a result of the communication.

By successfully getting your message across, you convey your thoughts and ideas effectively. When not successful, the thoughts and ideas that you actually send do not necessarily reflect what you think, causing a communications breakdown and creating roadblocks that stand in the way of your goals – both personally and professionally.

Communication skills, including written and oral presentations, as well as an ability to work with others, are the main factor contributing to job success.

In spite of the increasing importance placed on communication skills, many individuals continue to struggle, unable to communicate their thoughts and ideas effectively – whether in verbal or written format. This inability makes it nearly impossible for them to compete effectively in the workplace, and stands in the way of career progression.

Being able to communicate effectively is therefore essential if you want to build a successful career. To do this, you must understand what your message is, what audience you are sending it to, and how it will be perceived. You must also weigh-in the circumstances surrounding your communications, such as situational and cultural context.

Communication Competencies and Skills Required of All Workers

Data has been gathered from employers across the USA and lists of competencies and basic skills required of all workers have been published, e.g.:

Competencies:
Resources: Identifies, organizes, plans, and allocates resources

1. Time—selects goal-relevant activities, ranks them, allocates time, and prepares and follows schedules

2. Money—uses or prepares budgets, makes forecasts, keeps records, and makes adjustments to meet objectives

3. Material and Facilities—acquires, stores, allocates, and uses materials or space efficiently 

4. Resources—assesses skills and distributes work accordingly, evaluates performance, and provides feedback 

Interpersonal: Works with others

1. Participates as Member of a Team—contributes to group effort

2. Teaches Others New Skills
3. Serves Clients/Customers—works to satisfy customers' expectations

4. Exercises Leadership—communicates ideas to justify positions, persuades and convinces others, responsibly challenges existing procedures and policies

5. Negotiates—works toward agreements involving exchange of resources, resolves divergent interests

6. Works with Diversity—works well with men and women from diverse backgrounds 

Information: Acquires and uses information

1. Acquires and Evaluates Information

2. Organizes and Maintains Information
3. Interprets and Communicates Information
4. Uses Computers to Process Information
Systems: Understands complex interrelationships

1. Understands Systems—knows how social, organizational, and technological systems work and operates effectively with them

2. Monitors and Corrects Performance—distinguishes trends, predicts impacts on systems operations, diagnoses deviations in systems' performance, and corrects malfunctions

3. Improves or Designs Systems—suggests modifications to existing systems and develops new and alternative systems to improve performance

Technology: Works with a variety of technologies

1. Selects Technology—chooses procedures, tools or equipment including computers and related technologies

2. Applies Technology to Task—understands overall intent and proper procedures for setup and operation of equipment

3. Maintains and Troubleshoots Equipment—prevents, identifies, or solves problems with equipment, including computers and other technologies

Skills:

Basic Skills: Reads, writes, performs arithmetical and mathematical operations, listens, and speaks

1. Reading—locates, understands, and interprets written information in prose and in documents such as manuals, graphs, and schedules

2. Writing—communicates thoughts, ideas, information, and messages in writing; and creates documents such as letters, directions, manuals, reports, graphs, and flow charts

3. Arithmetic/Mathematics—performs basic computations and approaches practical problems by choosing appropriately from a variety of mathematical techniques

4. Listening—receives, attends to, interprets, and responds to verbal messages and other cues

5. Speaking—organizes ideas and communicates orally

Thinking Skills: Thinks creatively, makes decisions, solves problems, visualizes, knows how to learn, and reasons

1. Creative Thinking—generates new ideas

2. Decision Making—specifies goals and constraints, generates alternatives, considers risks, and evaluates and chooses best alternative

3. Problem Solving—recognizes problems and devises and implements plan of action

4. Seeing Things in the Mind's Eye—organizes, and processes symbols, pictures, graphs, objects, and other information

5. Knowing How to Learn—uses efficient learning techniques to acquire and apply new knowledge and skills

6. Reasoning—discovers a rule or principle underlying the relationship between two or more objects and applies it when solving a problem

Personal Qualities: Displays responsibility, self-esteem, sociability, self-management, integrity and honesty

1. Responsibility—exerts a high level of effort and perseveres towards goal attainment

2. Self Esteem—believes in own self-worth and maintains a positive view of self

3. Sociability—demonstrates understanding, friendliness, adaptability, empathy, and politeness in group settings

4. Self Management—assesses self accurately, sets personal goals, monitors progress, and exhibits self-control

5. Integrity/Honesty—chooses ethical courses of action

Communication Rules, Principles and Laws

Of course there are no hard and fast rules or laws when it comes to interpersonal communication, but there are generally-accepted ways of communicating to ensure effective communication. The list below can be regarded as guidelines or “tips” for communicating effectively:

· Think about what you want to accomplish with your communication
· Plan the best time to say what you want to say
· Think about how the other person might react to what you say
· Think about what kind of person you’re talking to (worried, hostile, disinterested, rushed, shy, stubborn, impatient, etc.)
· Consider the best way, (written, spoken, phone, bulletin board, memo, etc.) to get your message across
· Make sure you know which words and phrases tend to make you emotional, i.e. “push your buttons”
· “You” statements cause defensive responses, rather use “I “ messages 

· Know what you want before you start negotiations: what is your bottom line? First decide whether you want to say yes or no- take time to think it over. Let the person know when you’ll be ready to answer.

· Ask for clarification if you don’t understand what is asked of you and restate in your own words.

· If you need to refuse, only give brief reasons for your refusal. Don’t make excuses and make sure that you shake your head when saying “no”. (Some people unknowingly nod their heads and smile when they are attempting to refuse).

· “I won’t” or “I’ve decided not to” are better than “I can’t” or I shouldn’t”.

· Repeat your refusal until the person “hears” you (broken record technique).

· If they persist, use silence, change the topic, or end the conversation.  

· “I know you will be disappointed” is better than “I’m sorry”.

· If you don’t want to agree to the original request, but still desire to help them out, offer a compromise: “I will not be able to finish that report today, but I can have it ready by two tomorrow.”
· Don’t ever put yourself down, e.g. “You may think this is silly, but… 

· Remember: HOW you say something [intonation (tone), volume, pitch, stress, repetition and pace] is just as important as WHAT you say.

The following article written by Donnell King provides some insight into the principles of interpersonal communication – something that is imperative to effective communication.

	Four Principles of Interpersonal Communication

These principles underlie the workings in real life of interpersonal communication. They are basic to communication. We can't ignore them:

Interpersonal communication is inescapable

We can't not communicate. The very attempt not to communicate communicates something. Through not only words, but through tone of voice and through gesture, posture, facial expression, etc., we constantly communicate to those around us. Through these channels, we constantly receive communication from others. Even when you sleep, you communicate. Remember a basic principle of communication in general: people are not mind readers. Another way to put this is: people judge you by your behaviour, not your intent. 

Interpersonal communication is irreversible

You can't really take back something once it has been said. The effect must inevitably remain. Despite the instructions from a judge to a jury to "disregard that last statement the witness made," the lawyer knows that it can't help but make an impression on the jury. A Russian proverb says, "Once a word goes out of your mouth, you can never swallow it again." 

Interpersonal communication is complicated

No form of communication is simple. Because of the number of variables involved, even simple requests are extremely complex. Theorists note that whenever we communicate there are really at least six "people" involved: 1) who you think you are; 2) who you think the other person is; 3) who you think the other person thinks you are; 4) who the other person thinks /she is; 5) who the other person thinks you are; and 6) who the other person thinks you think s/he is. 

We don't actually swap ideas, we swap symbols that stand for ideas. This also complicates communication. Words (symbols) do not have inherent meaning; we simply use them in certain ways, and no two people use the same word exactly alike. 

Osmo Wiio gives us some communication maxims similar to Murphy's law (Osmo Wiio, Wiio's Laws--and Some Others (Espoo, Finland: Welin-Goos, 1978): 

· If communication can fail, it will. 

· If a message can be understood in different ways, it will be understood in just that way which does the most harm. 

· There is always somebody who knows better than you what you meant by your message. 

· The more communication there is, the more difficult it is for communication to succeed. 

These tongue-in-cheek maxims are not real principles; they simply humorously remind us of the difficulty of accurate communication. 

Interpersonal communication is contextual

In other words, communication does not happen in isolation. There is: 

· Psychological context, which is who you are and what you bring to the interaction. Your needs, desires, values, personality, etc., all form the psychological context. ("You" here refers to both participants in the interaction.) 

· Relational context, which concerns your reactions to the other person--the "mix." 

· Situational context deals with the psycho-social "where" you are communicating. An interaction that takes place in a classroom will be very different from one that takes place in a bar. 

· Environmental context deals with the physical "where" you are communicating. Furniture, location, noise level, temperature, season, time of day, all are examples of factors in the environmental context. 

· Cultural context includes all the learned behaviours and rules that affect the interaction. If you come from a culture (foreign or within your own country) where it is considered rude to make long, direct eye contact, you will out of politeness avoid eye contact. If the other person comes from a culture where long, direct eye contact signals trustworthiness, then we have in the cultural context a basis for misunderstanding.


From: http://donnellking.com/
1.2 Verbal Communication Techniques 

Verbal communication skills are vital to relaying a message properly to your audience. You can be the best speaker in the world, with a terrific memory and a good point, but if your language does not adequately get that point across, your effort is worthless. Proper verbal communication techniques include the sound and tone of your voice, your body language and your message. 
Interpersonal oral communication skills
 are the ones most prized by employers in the new informal workplace atmosphere. Some employers even test technicians in their ability to follow oral directions. Employees who work with the public or closely with teams need skills in empathy and feedback techniques, especially in fields such as customer service, criminal justice, medical, and legal. Critical thinking and the ability to function as part of a problem-solving group are also skills that employers look for. At IBM, for instance, the team members have to sell their ideas to management to receive funding. At Buehler Products, engineers, technicians, and even hourly employees make formal presentations to high-level executives. Today's worker must remain cool under pressure, adaptable to new technology and to a fast pace. 

Many employers talk about the importance of "fitting in"; in fact, Dr. David Day, a Penn State psychologist, is quoted by Psychology Today magazine as saying that there are practical implications for fitting in: "If there are mismatches, productivity suffers." If a team must deliver solutions, the members must be able to function effectively, relying on interpersonal communication skills to get the job done. Some companies even test employees to see if they will fit in and work within policies. 

Simple conversational skills are also important in the workplace. Some employers mention telephone etiquette as an important skill. The same annoyances we suffer from poor voice mail messages are cited by employers, who hate to waste time tracking down a telephone number to return a message. 

The ability to interview to get important information is also a necessary skill. Service people must interview clients to write a work order. Legal secretaries who work for small firms often must interview witnesses. Police officers gather details of crime, medical office personnel collect information on insurance, and incorrect information may lead to trouble or even litigation later on. 

Entry-level employees are likely to deliver at least some formal presentations. Even large group presentations are required of some entry-level people. Rookie police officers are assigned Community Watch presentations. They will also have to testify in court. A legal secretary may have to ask for a continuance in a courtroom if an attorney is detained across town. An administrative assistant is likely to serve as a greeter and introduce speakers at formal functions. 

We also must remember that workers join civic and professional organizations, where they are asked more often to participate in formal presentations and will make formal presentations on finance, for instance, or regularly conduct meetings. (The average executive spends 500 hours a year in meetings.) 

Oral presentation skills lead to promotions. At Buehler Products, those willing to present proposals or recommend strategies are those who are positioned for advancement. At a local bank, managers noticed that a particular teller was exceptionally good at explaining policies to customers, who often requested her. She was promoted to trainer. Communication skills are essential for promotion - those who do not develop communication skills remain at the lower levels of the organisation instead of moving up.

We will be dealing with all these aspects in Module 4.

1.3 Written Communication Techniques 

Written communication's biggest advantage is that it can be clearer than a verbal conversation. When one person is listening to another, he might miss part of what is said or misinterpret it. Written communication spells out the message clearly and permanently, which means it is critical to choose the right vocabulary and be clear in what you say. 
Oral communication is the mode of choice in most workplaces today; the paper memo is dead, replaced by voice mail, informal conversation, and sometimes E-mail or fax-mail. But two writing tasks
 still loom before the entry level worker: Writing reports and filling out forms. For example, many companies these days are seeking certification in a variety of world class standard programs, like ISO or QS 9000, an automotive quality certification. These certifications require extensive documentation. Workers have to fill out reports that ask them to describe exactly what they do and how they do it. 

The service industries also fill out countless reports, such as service orders, patient care reports, and lab reports. Some entry-level employees, like administrative assistants, may be responsible for compiling or even composing some parts of a formal report. The smaller the company, the more likely that an administrative assistant may be asked to do such tasks. Some companies also like to "grow their own" managers by extending such responsibilities to entry-level personnel, encouraging them to accept the challenge.
More often, the manager or executive will write the formal reports on finances and planning. We have to remember that when our students are in our classes, they are not just learning the skills they need for their first job. They are gaining skills for a career. A clear, concise technical writing style will always be an asset.

We will learn more about written communication in the workplace in Module 3.

Technology and Written & Verbal Communication
Written and oral communication skills are very important in today's high-powered workplace, but employees must also be able to use modern technology to communicate. The technologies most often used for communication are voice mail, E-mail, fax, and word processing. The employers surveyed preferred the Microsoft 3-pack of Excel, Word, and PowerPoint, a preference that seems to mirror national trends. 
Business use of CD-ROM and Internet is more restricted; in many companies, only certain workstations have access to the Internet. The assumption is that employees may waste time surfing. Some industries, such as automotive, store specifications on CD-ROM. The medical and legal field also retrieve data from ROM, so students in these programs need to be comfortable with CD-ROM technology.
1.4 Regulations, Legislation, Agreements, Policies and Standards

Communication in South African media is regulated by the Independent Communications Authority of South Africa (ICASA) and the advertising industry is self-regulated by the Advertising Standards Authority of South Africa (ASA), which has drawn up a Code for publications, which contains the following rule: The Code of Practice can maintain standards in an area of communication which defies legal definition, that of good manners and taste. Advertisers are expected at all times to be scrupulous in their respect for individual privacy and personal susceptibilities.

Your company also has certain requirements regarding the standard of written and verbal communication it expects from its employees, especially when dealing with the public, and it’s important to ensure that you adhere to them at all times; for example, using company letterheads, formats, layouts, etc. 
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	Class Activity 1: Communication Techniques used in the Workplace

In small groups, complete the formative activity in your Learner Workbook


Module 2
Lead Discussions and Chair Meetings

After completing this module, the learner will be able to lead discussions and chair meetings, by successfully completing the following:

· Discussions are led and meetings chaired in an effective manner according to standard meeting procedures 
· Respond to 'what if' and 'why' questions covering: 

· Meeting procedures
· Understand and use procedures and techniques:

· for leading discussions 

· for meetings 

· for chairing 

Leading Discussions and Chairing Meetings

A meeting can be defined as 

“a gathering of two or more people to discuss matters of mutual interest 

and decide upon them”.

In most organisations, meetings are seen as a waste of time.  Meetings can however be the most productive use of time for groups or teams to make a meaningful contribution and to reach amicable decisions.

A meeting is a planned assembly of people or members to discuss issues of common interest amongst themselves. Meetings are the lifeline of any organisation and they are a means by which general members and other designated structures transact their business. They are a mechanism through which an organisation carries out the many activities that it has to do to meet its objectives and achieve sustainability. They also provide members with the opportunity to share ideas, to get information to help them participate fully in the affairs of the organisation, to talk about their concerns, to elect the board of directors, to appoint auditors, to hire and fire staff, and to decide on any actions to be carried out.

In essence, meetings are not only the recipe for good governance but also good for the general sustainability of the organisation and in our case in this unit, for good customer relations (both internal and external customers).

However, the way an organisation carries out its business is largely influenced by the way it conducts its meetings. Good meetings are underpinned by the adherence to standard procedures of best practice. They are preceded by an inherent well defined need and purpose, proper co-ordination, appropriate guidance and relevant deliberations, well informed decision-making, proper documentation and dissemination of the relevant information to appropriate structures.
2.1 Types of Meetings

There are various types of meetings held within organisations.  These can range from:

· Informal meetings between colleagues.

· Formal meetings held within the organisation, such as shareholder meetings, Board meetings, between the authorised manager/supervisor and suppliers to discuss contracts, etc.

· Once-off meetings that are used to discuss specific issues that arise.

· Regular meetings, such as safety meetings, departmental meetings, etc.

There are generally three sorts of meetings: general meetings, board meetings and committee meetings.

1. General Meetings

These are meetings of all the members of the company and the rules for calling them are usually laid down in the statutes. Types of general meetings:

· The Annual General Meeting: is the general meeting held annually to consider the annual report and accounts, and to elect the Board of Directors. The main purpose of AGMs is amongst other things to:

· Receive management reports

· Receive and consider financial reports and approve the auditors’ reports and financial statements

· Conduct elections if they are due or necessary

· Adopt any policy measures to further the organisational socio-economic policy framework of the company

· Amend the statutes if necessary

· Consider any resolution concerning the removal or reinstatement of a director

· Deal with any other issue that is of interest to the company

· Extraordinary General Meetings: are special meetings called to deal with matters which require the attention of the general membership.

2. Board Meetings

These are the meetings of the members elected to serve on the Board of Directors. The purpose of these meetings is for the Board to participate in the day-to-day operations of the company, to receive and discuss management reports, receive updates etc. These meetings happen more frequently than general meetings.

3. Committee Meetings

These are meetings of committees that have been set up to deal or carry out certain duties, e.g. community affairs, safety and security, finance etc. These and other duties may be delegated to committees so that they may be directly and efficiently dealt with. This also relieves the Board of managerial constipation.

Committees carry out their duties within the ambit stipulated in the terms of reference. The terms of reference will, for example, define the mandate, the scope of activities, the life span and the lines of responsibility.

The following are alternatives to meetings that you might consider, especially when imparting information that is not controversial and unlikely to lead to discussion:

· Memos

· Email memos

· Corridor meetings

· Use of the telephone

· Telephone conferencing

· Video conferencing

Characteristics of Good Meetings

Good and effective meetings:

· Are firmly but fairly chaired

· Stick to the agenda of the day. Any other business may be considered if there is still time available

· Are properly planned for and usually drawn on a calendar

· Keep within allocated time limits so that members may be able to meet informally after the meeting to discuss some of the issues

· Are characterised by members who are adequately informed of issues before making a decision

· Are well attended and apologies are sent in advance of the meeting

· Are regulated by, e.g. a code of conduct and or standing orders

· Are free from distraction, e.g. telephones, people moving in and out of the room

2.2 Preparing for a Meeting

Once you’ve decided that a meeting is the most effective method for accomplishing your objective, you should determine an objective for the meeting. The objective or purpose of the meeting should reflect what you want to accomplish within the meeting, such as:

· To solve problems - Complex issues in organisations may involve a number of departments and require input from a variety of experts and disciplines.  The meeting is a forum for this level of problem-solving.

· Decision-making - These meetings are when an authorised body comes together to summarise options and make a decision.

· Post-mortems - These are used to analyse success, difficulty or failure in detail so that future successes can be designed and developed.

· Creating ideas - Meetings are a good forum for creative people to present their views and ideas.  They can be examined in a constructively critical light.  Usually these meetings need a minimum of formality and the maximum interaction and will involve brainstorming ideas/suggestions.

· Giving information/Briefing - Some meetings require less interaction and are used for one person to convey information to others.  These meetings do not allow for feedback or interaction and may be ineffective and boring for attendees.

· Progress reports - These meetings are usually held to update various teams/team members on the progress of particular work.

· Meetings that comply with legal or company requirements - For example, health and safety meetings, an Annual General Meeting that is open to shareholders, etc.

Meetings are therefore about communication.  They are also about learning and potentially about team building.
Creating a clear objective for a meeting establishes its purpose. You can then focus the meeting’s discussion toward achieving your desired outcome.

Create a Meeting Objective

An effective objective (expected outcome) can be the difference between a successful and an unsuccessful meeting. Effective objectives have three characteristics:

· Specific. The objective should clearly state what needs to be done and who needs to do it.

· Realistic. Lofty objectives will only result in frustrated participants. Make sure the objective is achievable.

· Time-based. If necessary, any time constraints or deadlines involved with the purpose of the meeting should be noted.

For example, a poorly created objective might state, “To improve the process used to reply to customer complaints.” This objective is vague and does not indicate any details about the situation. To improve this objective, information needs to be added: “To improve the speed at which Customer Service Representatives reply to customer complaints within the next quarter.”  More examples of a poorly created objective include:

· Increase sales by 25 percent

· Reduce rejection by 20 percent

· Ensure that the team completes the project on time

2.3 Participants in a Meeting

Meetings should include participants who can contribute to, or gain something from, the meeting, who need the information presented, or who are creative and innovative thinkers.

Knowing ahead of time who will attend allows meeting leaders to structure the meeting so they can address the participants’ specific needs, anticipate their questions and reduce their concerns about a subject. The meeting leader should understand several things about the participants before a meeting:

· Their attitudes and experience with the subject

· Their level of commitment to improving the situation

· Their department roles

· Their ability to contribute to discussions

· Their personal or job-related goals

People invited to the meeting must meet the following criteria:

· They must have some expertise about the issue or project to be discussed.

· They must have some involvement or invested interest in the outcome of the discussion.

· They must be skilled in the group decision-making process and who appreciate diversity of opinions.

· They should share the overall values of the organisation.  It makes no sense to include people in decision-making that affects these goals.

Furthermore, asking the following questions will further assist in ensuring that the right people attend the meeting:

· What is the purpose of the meeting?  Is the meeting to brainstorm ideas for a new marketing campaign, to make decisions concerning the future of the organisation, to provide information and feedback, etc.?

· Who has the authority to take decisions?

· Is certain expertise required about the issue or project being discussed?  If yes, have I invited these people?

· In terms of decisions taken, who will this impact on?  Have I invited these people?

Meeting Roles and Responsibilities

A. The Chairperson

It is normally the responsibility of the chairperson or any other duly elected or appointed person, to preside over a meeting. His / Her role is to direct the discussion or participation of all present. The success of any meeting depends on the effectiveness of the chairperson. Below are guidelines the chairperson may follow:

i) Starting a Meeting

The chairperson must:

· Know the issues before starting the meeting

· Be knowledgeable and well briefed about the company’s activities, rules and protocols relating to the proceedings of meetings

· Keep reference notes and outlines

· Announce agenda items and supply background information

· Begin the meeting with a summary of content and identify the priorities of the day

ii) Guiding a Meeting

The chairperson must:

· Follow the agenda and keep discussion focused on the topic

· Give all speakers a chance speak and let them speak only for themselves

· Remain neutral to ensure acceptance of all ideas and balance speakers for and against a motion

· Restate the topic to focus the group on one issue at a time

· Steer discussions toward the desired results; manage diversions, digressions and distractions

· Assess when the group is ready to make a decision

· Assess whether the group will be able to make a decision

· Decide what else needs to be done to make a decision

· Make all understand what is voted on

· Mediate conflicting viewpoints so that all are heard

· Give and invite appreciation

iii) Stopping / Concluding a Meeting or Discussion

The chairperson must:

· Acknowledge what people have to say

· Make sure each participant gets to finish and is not interrupted

· Ask for decisions and suggest conclusions

· Summarise what has been accomplished

· Show consensus by noticing and announcing it

· Check that questions receive satisfactory answers

· Be able to devote a significant amount of time to the group’s affairs in between the scheduled meetings. This will involve regular liaising with, e.g. the project officers and other relevant staff members

· Possess high levels of personal organisation such as good time and information management

· Always attend meetings of the company

· Be prepared to promote the company to its public audience at all times

· Be able to impose authority on a meeting in a firm but courteous manner

· Be decisive when necessary without dithering or passing the buck

· Remain strictly impartial during debates irrespective of what their view may be

· Delegate tasks coming out of the meeting

· Summarise the strengths of the meeting

B. The Secretary

Every meeting of the company must have someone to record the proceedings. This responsibility is usually assigned to the secretary of the organisation.

The role of the secretary is to:

· Maintain attendance registers and take minutes at meetings

· Update the minute book

· Issue notices, agendas and previous minutes of meetings in consultation with the chairperson

· Co-ordinate general and board meetings

C. The Project Officer

(This is not a role in all companies.) The project officer is the staff member appointed to manage operational affairs of the company. The role of the project officer at any meeting of the company is to support members and assist in the decision-making process by presenting papers, providing information and advice, and being able to respond to queries. The project officer also draws to the member’s attention any material matters or factual errors. 

D. The Other Participants or Members

The role of the rest of the members is to actively participate in the meeting. They must speak their mind fully and clearly, listen intently, and absorb what others have to say. They must seek clarification where necessary and collectively participate in making decisions.

E. The Quorum of Meeting

This is the number of members who have to be present and participate actively for a meeting to be considered properly constituted. The quorum of any meeting is prescribed by the enabling instrument, e.g. the statute, constitution or the specific terms of reference.

2.4 Physical Arrangements for Meeting

Physical arrangements for meetings include, but are not limited to:

· Printing

· Venue

· Refreshments

· Notice of meeting

· Equipment needed

· Minutes of previous meeting 

Printing

Provide an agenda and any pre-work (reading) at least 48 hours before the meeting. Make extra copies of the agenda and all handouts.  Do not assume that people will remember to bring this material.

Venue

It is important to choose a location that is convenient for the participants, since they’ll be more likely to attend if the meeting is within a reasonable distance.

You also need to choose a location that is available and adequate for the number of participants attending the meeting. Make sure that it has sufficient lighting, seating, and ventilation to make the participants comfortable.

A few minutes before the meeting, you should make sure the room is clean and organised. Being familiar with the meeting location avoids any embarrassing last-minute complications.

Arrangement of seats

When planning a seating arrangement, keep in mind that individuals sitting facing each other encourage discussion. If you know there’ll be participants who are inclined to argue, avoid seating them facing one another.

In addition, keep in mind that seating participants in a classroom-style configuration discourages discussion.

People often take seating arrangements for granted.  However the style of seating has an impact on levels of participation.  The primary function and size of the meeting also influences seating arrangements.  The following are guidelines:

	Style
	Room Size
	Group Size
	

	Conference
	Small
	Small
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	U-Shape
	Small/Medium
	Small 
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	Circle
	Small/Medium
	Small/Medium
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	Classroom
	Medium
	Large
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	Theatre
	Medium
	Large
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Notice of meeting

A notice is communication or correspondence intended to inform members or invitees of a coming meeting. It must show the purpose of the meeting, the date, venue and attendees of the meeting.

You can notify participants of a meeting face-to-face, through memos and email, or with a telephone call. As soon as you become aware of a meeting’s time and location, you need to inform participants so they can adequately prepare.

When notifying participants, you should inform them of who’ll attend and provide them with a copy of the agenda. If the meeting involves participants who are not acquainted, provide a roster that includes participants’ titles, departments, and their organisation if they are from outside your company.

Scheduling

When choosing the time to hold a meeting, you should first consider the availability of those individuals who need to attend. Arranging a meeting around participants’ schedules might be complicated, but it helps ensure that the majority of participants will be able to attend.

To determine the most convenient time for everyone expected to attend the meeting, conduct a quick survey and choose a time that accommodates the majority of the participants.

As an extra measure, you should offer the participants a way to RSVP, whether it be by a telephone call, email message, or face-to-face. If participants can confirm their intention to attend, it’ll be easier for you to provide adequate accommodations.

Equipment needed

Arrange all equipment and test it before the meeting. The use of visual aids depends upon the nature of the meeting, the number of participants, the type of information discussed, and your personal preference. Keep in mind that there are two ways visual aids can improve your meeting.

Visual aids clarify presentations. Using visual aids will help you clarify complex presentations. Occasionally, topics discussed during meetings are too detailed or confusing without an image to help participants understand the main points. Visual aids also help you illustrate points for participants who might be unfamiliar with the topic you are discussing.

Visual aids reinforce your message. When you need to reinforce a specific part of your message, visual aids can be helpful. The ability to convey a message to participants and have them retain that information is essential to making a meeting successful. Many individuals retain more information when you present it visually as well as verbally.

2.5 Meeting Agenda

An agenda is the programme or schedule of the business activities for which a meeting is called to deal with. The agenda will generally reflect the purpose and activities to be covered in the meeting. It is usually sent ahead of a meeting to help people come to the meeting prepared. It is sent together with minutes of the previous meeting and other materials that will be used in the meeting.

An agenda serves as a “road map” for a meeting by identifying the items to be discussed. By using an agenda during a meeting, you can successfully “navigate” through the various topics of discussion in an efficient manner and avoid discussing irrelevant issues.

A written agenda is used to set expectations and the aim is to:

· Confirm the time, duration, date and place of the forthcoming meeting.

· Give members prior warning of what will be discussed at the meeting.

· Guide members through the meeting, indicating subjects that will be discussed in the order in which they will be discussed and who is to take responsibility for leading discussion on specific issues.  The advance assignment of agenda items ensures the efficient and effective use of the time available and increases attendee contribution and involvement in the meeting.

· Present a manageable list of items that can be adequately discussed in the time available.

Agendas usually have a standard format, depending on the type of meeting and this is usually consistent from meeting to meeting.  

For regular meetings, establish a standard process and format for creating the agenda so attendees don’t have to repeatedly discuss how to do it.  For example:

· Through voicemail, email, or a team bulletin board, the leader or assigned team member should solicit agenda items before each meeting.

· Any agenda item submitted should include a brief description, the amount of time needed to cover it, and the person’s name that will lead that part of the discussion.

· It may be useful for the first agenda item to be “Changes or Additions to the Agenda”.  This allows attendees to re-prioritise items if required and prevents the group from running short of time.

Format of the Meeting Agenda

Agenda

Super Duper Hotels, Inc.

Agenda of the meeting of the Planning Committee.  To be held in Nyati Conference Room from 9:30 to 13:30 on Friday, 17 January 20__.

To be present:

B. Daring (Chair)

K. Luma (Secretary)

I.P. Knightly

R.U. Reddy

U.B. Have

A. Drift (from 12:15 to 12:40)

C.U. Always (from 11:00 to 11:30)

	1. Apologies for absence
	

	2. Minutes of the last meeting
	10 mins

	3. Matters arising
	20 mins

	4. Report of finance committee (routine)
	30 mins

	5. Report of the catering sub-committee (routine)
	30 mins

	6. Report re Chocks Away, Ltd. Takeover (non-routine)

(Descriptive paragraph detailing the purpose of discussion and desired outcome, decision, recommendations, etc.  All attendees should be briefed in this paragraph as to what is expected of them.)
	110 mins

	7. Report re company stationery (non-routine)

(Descriptive paragraph detailing the purpose of discussion and desired outcome, decision, recommendations, etc.  All attendees should be briefed in this paragraph as to what is expected of them.)
	25 mins

	8. Any other business (AOB)
	10 mins

	9. Date, time and place of next meeting
	5 mins


Below are some guidelines for the format of an agenda:

· The name of the meeting, for example Sales Meeting, Annual General Board Meeting, Safety Meeting

· Notification of time, date, and place - It is advisable to provide a starting and ending time, which allows people to plan the rest of their day and allows those who are planning the meeting to timetable and target the discussion.

· To be present - The core group required for the meeting are present, as are those who are invited for a specific time to participate in discussion/decision-making.  This allows these attendees to do productive work when they are not needed in the meeting.

· Apologies for absence - This is a standard item on agendas.  Some items on the agenda may require the presence of a particular individual and if they are unable to attend it may require the cancellation of certain items for discussion.

· Minutes of the last meeting - People should have read the minutes of the previous meeting.  This section is there for attendees to confirm the accuracy of previous minutes.

· Matters arising - These are usually matters of the previous meetings and should not be used to re-debate matters but rather follow up on actions that should have been taken in the interim.

· Routine business - A certain number of routine items arise in every meeting and it is therefore recommended that these are prepared in a written form and sent to the secretary who can circulate them with the agenda.

· Non-routine items - These are items that have arisen in the interim that require discussion and/or decision-making.  It is important that people are briefed as to what is expected of them.  

· Any other business (AOB) - There may be one or two items for discussion that will arise after the preparation of the agenda and before the meeting.  This is the place for such items to be raised.

· Date, time and place of next meeting.

Distributing the Meeting Agenda

It is advisable to distribute agendas and attachments one week prior to the meeting, although 48 hours should be sufficient time for attendees.  This allows people to read the attached reports, briefing papers and previous meetings before the meeting.  

In some organisations it may be useful to provide people with an email or voicemail reminder of the upcoming meeting and any pre-work required.

2.6 Meeting Minutes

Minutes of meetings allow the organisation to have a record of discussion that has taken place, decisions taken and actions implemented for future reference.  It is therefore the responsibility of the person taking minutes to ensure that he/she have accurately captured and recorded the meeting.

Minutes provide participants with a clear and accurate transcription of a meeting’s discussion. They help remind participants of the topics covered, the conclusions reached, and the decisions made during a meeting.

You need to appoint an individual who can easily identify and record the main points of the meeting. The person taking minutes is also responsible for recording the discussions objectively in order to create an unbiased analysis of the meeting’s topics.

Every meeting of the company has to have minutes, and minutes are the official record or proof of the occurrence of a meeting. They reflect the proceedings, discussions decisions, acts and accomplishments of that particular meeting. The record is kept so that when someone has to research or miss a meeting, they can recall and read what has taken place and be informed of the status and proceedings of matters. Minutes are signed by the chairperson and kept in a minute book or file.

The benefits of keeping minutes include:

· To provide a clearer, more accurate communication

· To acknowledge individual contributions

· To remember and save information for later use

· To provide a fixed reference point for later use

· To provide a history for all time

· To allow outsiders to familiarise themselves with the situation

· To show evidence of the analysis process used

Types of Meeting Minutes

There are various types of minutes, depending on the requirements. Below is a list of the types of minutes and when to use them:

· Verbatim minutes are a word-for-word recording of everything said in a meeting.  These are used in inquiries, such as a taking a statement in an accident inquiry or during a disciplinary hearing.

· Narrative minutes give a fuller account of the meeting in that they include discussion leading up to a decision.

· Resolution/decision minutes should record the decisions taken at the meeting.

· Summary minutes record only the main points that participants made during a meeting. Summary minutes are effective because they remind participants of the topics covered without unnecessary details of the conversation.

· Action minutes are used to ensure that members of the meeting are reminded of actions that they have volunteered to take or that have been delegated to them.  They often include the time frame in which the required task needs to be carried out.

	Minutes of the meeting of XYZ Company Safety Meeting, held in the production Office 

On Monday 25 February 20__ at 16:00

	
	Action
	Date 

	Present 

~~~~~ ~~~~~ ~~~ ~~~~~ ~~~~~~~~ ~~~~~

Apologies 

~~~~ ~~~~~ ~~~ 

Minutes of the last meeting 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

Monthly safety report

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

Retirement of Safety Officer

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

Safety Inspection

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

General

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

Next meeting ~~~~~~~~ ~~~~~ 
	S. Beta

B. Jones

M. Pillay

J. Nkosi

S. Beta
	14/3

14/3

14/3

13/3

25/3


Taking Minutes at a Meeting

The type of meeting and type of minutes required will determine who is responsible for taking minutes.  Use the following questions to assist you in deciding who should be responsible for minute taking:

	Question
	Answer
	Action

	1. Are verbatim minutes required?
	Yes
	It is recommended that an outsider who does not participate in the process take minutes.

	2. Are narrative minutes required?
	Yes
	Minutes can be taken either by the chairperson, member of the meeting or third party. 

	3. Are resolution/decision minutes required?
	Yes
	Either the chairperson or a member of the meeting can note decisions taken.

	4. Are action minutes required?
	Yes
	Either the chairperson or a member of the meeting can note actions and who has volunteered to fulfil these actions.

	5. Is the meeting small and short?
	Yes
	The chairperson or member of the meeting can probably manage to take minutes.

	6. Will taking minutes distract the person from participating in the meeting?
	Yes
	It is preferable to get a third party who is not a decision-maker to take minutes.


In keeping minutes, the secretary should ensure that as a minimum, the minutes include the following:

· The date and time and type of meeting

· A list of those present

· A note of who was chairing the meeting

· A note of apology for absence

· A list of resolutions and a summary of the debate on each resolution

· A note of any other decision agreed by the meeting

· Amendments to previous minutes

· All motions of the meeting either carried out, defeated or withdrawn

· Approved minutes signed off by the secretary or the chairperson

As a general rule the more formal and larger the size of the meeting, the less likely participants will be responsible for minute taking.  

For example, during a disciplinary inquiry the person responsible for the minutes will not be anyone involved in the case, whereas if an informal meeting is taking place between colleagues, one of the participants will probably take responsibility for recording discussion, decisions taken, actions and who is responsible for these.

The LAW method in “Making Meetings Work” by John E. Tropman is a useful guide to taking minutes:

· Listen first

· Ask questions to get the needed answers recorded accurately

· Write fast

The following practical suggestions should assist you in taking minutes:

· For each heading in the agenda have a corresponding heading in the minutes.

· The minute taker writes a summary of the agenda item in one to two paragraphs, taking note of discussion, actions and responsible person.

What should be included when taking minutes?

The individual taking minutes should include several things about the meeting. Occasionally, taking minutes might seem unnecessary, but taking and distributing minutes allows the meeting leader to be very thorough when following-up on a meeting. 

Therefore, minutes should include several items about the meeting:

· The date, time, and location of the meeting

· The name of the meeting leader

· The names of the participants and those individuals unable to attend

· The meeting’s agenda and all items discussed or decided upon

· The responsibilities and tasks assigned to participants

· The time the meeting adjourned

Guidelines for Writing and Keeping Minutes:

· They must be clear

· Must maintain numbering to maximise ease of reference

· Follow agenda items and sequence when drafting minutes

· Stick to one tense while recording minutes

· Resolutions must be clearly marked

· Draft minutes must be circulated to participants especially for proof reading. This helps the meeting to save time on correcting minutes

· Updated minutes are adopted in the next meeting

· Adopted minutes must be kept in a minute book(or file) and filed indefinitely for future reference

· Resolutions must be extracted and filed in a resolutions file for ease of reference

Guidelines for Publishing Minutes of a Meeting

The following are guidelines for the publication of minutes:

· Separate each paragraph by a one-line space

· In decision minutes the decision is clearly identified by being started by the phrase IT WAS DECIDED.  Action points are similarly identified by the word ACTION.  Furthermore a blank right-hand column, known as the action column, allows the name/initials of the person who has volunteered or been volunteered for the action to be inserted.

If the above format is followed it allows the reader to effectively scan minutes in 30 seconds.  Therefore no matter how long the minutes are, the person can quickly follow discussion, action required and decisions taken.  A reader can flip through the pages, checking in the following order:

· Any occurrence of his/her name or initials in the action column

· Every other name/set of initials in the action column

· All decisions taken at the meeting

Knowing what to write before taking notes and listening will improve the accuracy of minutes. To ensure the accuracy of minutes the following is recommended:

· During the meeting when the chairperson summarises each item on the agenda this is noted by the minute-taker.

· The minutes are published and distributed within 48 hours of the meeting.  This means that people can read through them whilst the meeting is still fresh in their minds and bring any inaccuracies to the attention of the minute-taker.

· Finally the accuracy of minutes is verified at the next meeting and any changes are agreed to.

Distributing Minutes of a Meeting

Minutes should ideally be distributed within 48 hours of the meeting.  This allows people to distinguish between discussion that happened in the meeting and discussion that arose after the meeting.  Action minutes would also provide the participants with a confirmation of who was nominated to take responsibility for what action before or on a specific date.

Minutes should be distributed to all attendees and those who sent apologies.

The following can be appended to minutes:

· Reports

· Diagrams, statistical charts, photographs, etc.

2.7 Participating in Formal Meetings

A formal meeting is one that follows the accepted conventional procedure with a chairperson and a set of rules. Private meetings and public meetings are classified as formal meetings. The degree of formality required at different meetings varies depending on the formality of the organisation.

At some stage during your career and in the social sphere you will be expected to participate in a formal meeting. Your participation should contribute to the achievement of the objectives of the meeting. For this reason it is important to know how to communicate at formal meetings according to the basic rules of procedure.

Improve oral communication skills by understanding the basic terminology and procedures of formal meetings, such as:

· If the chairperson asks, “Are there any apologies?” you can raise a hand and state who has sent an apology for their absence. For example, “Ms Nkosi sent her apologies, Madam Chairperson. She is away on business.”

· If the chairperson reads the written minutes from the previous meeting and asks for comments and feedback, you can raise your hand to receive permission to speak. You might say, “Mr Chairperson, I think we were asked to report back to the committee by the 15th of the month and not the 25th, as was recorded.”

The most important point to heed is that nobody, except the chairperson, may address the meeting unless the chairperson has granted permission for this. How to gain permission to speak:

· The attendee must rise or raise a hand. The chairperson then grants permission for that person to speak. If two or more members rise at the same time, the chairperson determines who will speak first.

· A member may not interrupt a speaker or directly address the speaker. All remarks must be addressed to the chairperson.

· If you wish to comment on what a person has said, you cannot address that person directly. For example, you could not address Mr Smith directly and say, “Yes, Mr Smith. I totally agree with you.” Instead, you would raise your hand, and once the chairperson had granted you permission to speak, you could say, “Madam Chairperson, I agree with what Mr S. has said. Last week the toilets were overflowing and obviously hadn’t been cleaned for a long time.”

The items to be discussed must strictly follow the agenda. If anyone wants to discuss a point not on the agenda, then permission must first be obtained from the chairperson during the section devoted to General Matters (Any Other Business). 

· You must raise a hand and once the chairperson has granted permission for you to speak, you can introduce a new topic. For example, “Mr Chairperson, I wish to bring to the members’ attention the filthy condition of the toilets.”

Procedure for a motion to be handled

A motion is a suggestion or proposal that is put to the vote at a meeting.

Member A receives permission from the chairperson to speak.

Member A states the motion. For example, “I propose that the club purchases a water cooler.”

Member A supports the motion by giving reasons for the proposal. 

Member A concludes by saying, “I propose that the club purchases a water cooler.” Also acceptable is, “I move that the club purchases a water cooler.”

The chairperson asks for someone to second the motion. “Does anyone second the proposal to purchase a water cooler?”

A member, who agrees with this, raises a hand and will usually say, “I second the motion.”

The chairperson states, “It has been proposed and seconded that the club purchases a water cooler. Is there any discussion?”

If there are any points to discuss, participants must follow the normal procedure and gain permission from the chairperson to speak.

The chairperson asks the members to vote on the motion. This can be done by a show of hands, by orally answering “yes” or “no” or by writing yes or no on a piece of paper.

Finally, the chairperson states whether the motion is carried (approved) or denied (not approved).

If it is approved, the chairperson would say, “The motion for the club to purchase a water cooler is carried by 35 votes to 2.” 

If the motion is not approved, the chairperson would say, “The motion for the club to purchase a water cooler is denied. The votes were 2 in favour and 25 against.”

Improve oral communication skills by following general rules of meeting etiquette, such as 

· Do not interrupt when someone else is talking.

· Avoid making side-comments to the person sitting next to you. If you have something to say, raise your hand and obtain permission to speak from the chairperson.

· Always be pleasant, tactful and polite and respect the opinions of others.

· If you do have something negative to say, ensure that you criticise the proposal or the idea and not the person. For example, you could say, “I think that’s a ridiculous idea!” but you should not say, “You are ridiculous!” 

General points for effective communication during a formal meeting:

· Make your points clearly, succinctly and positively.

· Listen carefully, so that you have a clear understanding of the issues. In this way, you can pose well-formulated questions and make valuable comments.

· Remain silent when you have nothing useful to say.

2.8 Conducting a Meeting

When deciding on an appropriate person to chair a meeting, consider the qualities and effectiveness of the person you have in mind.  The following are qualities of an effective chairperson/meeting leader/facilitator:

· Objectiveness – they are able to see things from a number of perspectives

· Knowledgeable, but not an expert

· A co-ordinator

· A firm decision-maker

· A good listener:  A chairperson is always “aware” listening; this means he/she is aware of those who are not speaking as well as those who are  

· A clarifier of the meeting’s objectives

· Responsive to the needs of the meeting and attendees

· A questioner

· A harmoniser

· A leader

Chairing is a responsible position and the chairperson is accountable for the following:

· Keeping the meeting focused on the subject at hand whilst being responsive to the needs of the people at the meeting.

· Ensuring the objectives of the meeting is met within the allocated time.

· Ensuring that people understand what is being said through paraphrasing and summarising.

· Reminding the meeting of its obligations and level of confidentiality.

· Managing discussion and encouraging involvement.

Choosing a chairperson often depends on the type of meeting that is to be conducted.  For example, there is little point asking the receptionist to chair a meeting of the Board of Directors – the receptionist probably does not have the skills or sufficient knowledge to accomplish this task.

The chairperson is responsible for managing discussions so that the objectives of the meeting are met within the allocated time.  The following are useful tools and tips to assist in this regard:

· Ask members of small groups to STAND along a wall or beside their chairs when they complete a task.  This allows members to move and encourages them to finish the task quickly.

· Remind people of the time allocated and how much time is left.  One way of doing this is to summarise discussion and suggest that should action be required that this is how the remaining time allocated to the item be spent.

Remember that discussion will thrive or die depending on the communication climate established by the chairperson.  Establishing a climate that encourages discussion and involvement is best done through example and by eliminating harshly judgemental language and sharp criticism.

The chairperson’s plays an important role in balancing participation among group members.  This can be done in the following ways:

· By focusing on both the content and the process.  In listening to what is said and interpreting the feeling behind the statement.  If people feel ignored they are less likely to participate in the discussion.

· By not assuming that people are “free” to participate and will volunteer their opinions.  Some people need to be encouraged to share their views.

· By checking out your interpretation of silence.  Silence does not always mean consent.

Decision-making Methods used in Meetings

There are two common ways of reaching an agreement, namely by majority vote or consensus:

Consensus Decision-making

This method of decision-making involves the members discussing the issues concerned for as long as it is necessary until all agree on the matter to be decided. It requires members to acknowledge differences of opinion, to encourage debate and to strike a compromise rather than trying to get everyone to agree. If a compromise cannot be achieved, then the proposal is put to the vote or lost. This method is more possible in small groups.

Steps for reaching decisions by consensus:

1. Describe and define the problem so that it is clear to everyone

2. Brainstorm ideas

3. Discuss the advantages and disadvantages of each possibility

4. Decide what approach to follow

5. Identify what needs to happen next

6. Agree on who will do what, where, when and how

7. Check how realistic and achievable are the goals

Majority Vote

This is the most commonly used method in democratic dispensations. Members are simply asked to vote for options that seem appealing to them. The option with the highest number of votes becomes the decision of the group. Voting may be by the show of hands or secret ballot.

Voting is the best way of making a decision after matters have been deliberated upon by smaller groups. It can be combined with the consensus method.

It is not advisable to rush to put matters to the vote before members have thoroughly considered all alternative solutions. It may be necessary to postpone deciding on a matter until more information has been made available to the group

Closing Meetings

Participants need a sense of closure in order to leave a meeting feeling that it was successful. Having a definite conclusion allows you to clarify and finalise all the major points made during the meeting. Closing a meeting properly will also ensure that participants understand the information shared and decisions made during the meeting.

Ending a meeting by the scheduled time demonstrates courtesy to the participants. They’ve taken valuable time from their workday to attend your meeting, and you can show your appreciation for their efforts by adhering to the schedule and ending on time.

However, you can continue a meeting beyond the scheduled time if there is agreement among all participants to continue. For example, an unforeseen issue might have surfaced during the meeting that requires immediate attention. Remember that the participants must agree to extend a meeting beyond the scheduled time—if the leader mandates this decision alone, participants are likely to feel frustrated and unappreciated.

There are four things you must do when closing a meeting properly:

1. Prepare the participants

2. Summarise the main topics

3. Announce any additional meetings

4. Express appreciation

A few minutes before the scheduled time of adjournment, let the participants know that the meeting needs to begin wrapping up. By doing so, you allow participants to organise their thoughts and get in their last words.

Summarising the main topics discussed enables you to make sure the meeting accomplished its objective and that the participants understand the information presented. In addition, it helps reinforce the tasks the participants are responsible for completing.

If you need to hold another meeting, announce its time, location, and the possible discussion topics. Immediately announcing a future meeting allows participants to begin preparing for it.

You need to express appreciation for the time, effort, and energy participants gave during the meeting. Participants appreciate having their contributions noticed, especially when they’ve made sacrifices to attend, or made compromises during the meeting.

Five Elements of Effective Meetings

The following are the five elements identified by Karen Anderson in “Making Meetings Work”:

1. Greeting - Welcoming participants when they arrive.

2. Opening - This includes introducing people (if required), stating the objective of the meeting, and introducing the agenda.

3. Delivery - This is how you present the content or concern, or how you organise the task.

4. Closing - This involves summarising decisions, listing recommendations, creating actions, assigning tasks and setting deadlines.

5. Feedback - This is how the meeting is recorded and an evaluation of the progress of the items identified in the closing.

The following are tips to encourage and increase involvement in meetings:

· Invite participants to provide OPTIONS rather than advice.  For example, “Have you thought of …” works better than “I think you should …”.

· Build in reflection time or quiet time that allows participants to think.

· Recognise emotions and body language.  For example, during discussion you see Miranda shaking her head say, “Miranda, you are shaking your head.  Would you like to share what you are thinking with us?” or “I see that a number of people are shaking their heads in disagreement, would someone like to share what they are thinking with the group?”.

· Ask whether the group has any questions, concerns or suggestions.

· Ask the group to determine the best action plan, including specific tasks, the people responsible for these tasks and the time frame in which is must be completed.

· Focus on mutual gain.

· Divide the meeting into smaller groups to discuss.

· Ask members of the team to prepare in advance for specific items on the agenda.

2.9 Dealing with Difficulties in Meetings

There are various potential problems that can occur in a meeting, such as:

	Situation
	Possible Solutions

	Unfocused Meeting 
	When the discussion is not focused on the purpose of the meeting be sure to:

· involve participants in creating the agenda in advance so they will agree that the topics are important; and

· make sure the agenda topics are not too broad.

	Deviation from the topic  
	When participants stray from the topic ensure that you:

· set time limits for discussion of each topic;

· make sure everyone has a copy of the agenda and make procedural suggestions to follow it;

· clearly state the purpose of the meeting;

· record off-the-subject issues for later discussion; and

· ask the group early in the discussion to remind one another to stay on topic;  suggest that members come up with a signal that can be used to suggest the speaker get back to the point.

	Exceeding time limits
	In the event of running over the allocated time, consider the following:

· Set time limits for discussion of each topic.

· Remind participants of the time available.

· If it appears that the issue will take more time than scheduled, anticipate this before the allocated time has elapsed.  Give the group enough time to summarise what has been covered, identify what still needs to be accomplished, and schedule a time for another meeting to reach a conclusion.

	Very complex issues
	When matters and discussion becomes complex consider the following:

· Schedule several sessions of manageable length.  For example, tell people that you have scheduled an hour just to work on the definition of the problem, a second session will look at decision criteria and the final session will be to brainstorm solutions and compare them against these criteria.

	Bad manners
	When participants come late, leave early, come and go, do other work, have side conversations, or joke around too much do the following:

· Hold the meeting off-site to minimise distractions

· Set and post ground rules about meeting behaviour

· Include breaks so participants can make phone calls, get coffee, use the rest room, etc.

· Hold the meeting at a time suitable to everyone.


	Meeting dominator
	When one person dominates the discussion, preventing others from participating in it, respond as follows:

· Communicate a process for the meeting to follow and ask for everyone’s support.

· Propose meeting ground rules, such as airtime for everyone, no repeating what has been said, and everyone’s opinion should be heard.

· State up front the “non-purposes” of the meeting, or what participants are not there to discuss/decide.

· Give feedback to the meeting dominator before the meeting.  Here is an example:  “I know you’re eager to share your opinions, but I’m not sure everyone else will be as comfortable, especially when they hear you speak with so much passion.  Can you help get others to talk more?”

	Stalled meeting
	In this situation it is best to do the following:

· Re-state the meeting objective

· Summarise what has been accomplished so far.  Do not assume that everybody knows what is going on.

· Ask everyone for a new approach so that the group is jointly responsible for getting the meeting moving again.

· Table the discussion until later.  Assign people to think about the “roadblock” and what might be done to overcome it.

	Arguments/ disagreement
	Sometimes tempers flare and people are emotional so, as a chairperson it is expected that in these situations you consider the following:

· Use humour to diffuse the situation

· Find a way to agree even if it is only partially

· Use and instead of but; the use of but creates an either/or situation and discounts others’ positions/views

· Focus on the behaviour and the issue and not the person

· Use an “I message”

· Focus on the here and now.  We cannot change the past and we can change how we respond to the present and the future

· Use the FOCUS model outlined in “Making Meetings Work” by Karen Anderson, namely:

· What are the feelings about the situation?

· What are the objections or concerns?

· What are the consequences?

· What would utopia be?

· What satisfaction are you looking for?

When people become emotional and arguments ensue, a seemingly innocent question – “I can see that you feel passionate/angry/upset.  I just want to check that I am getting the correct facts.  Could you please list the main facts for me again so I can make sure I am following you?” This question will allow the group to refocus itself. 

According to the authors of “The Professional Secretary’s Handbook”, one of two things will happen:

· The combatants will have to respond to the request and go over the facts, which will immediately cool tempers.

· Peer pressure from the group will allow other people to respond to the question.


2.10 Dealing with Conflict in a Meeting

There are three main causes of conflict in meetings:

· Opposing viewpoints

· Differing values

· Conflicting goals

There are several ways that you can resolve conflict in meetings:

· Emphasise common goals - Stressing common goals to participants reduces conflict by focusing them on issues on which they agree. Once common goals are identified, participants will be less likely to argue, since they’ll see that they are working toward the same purpose. Focusing on a common goal helps take the focus away from participants’ differences.

· Strive for complete understanding - Frequently, individuals do not completely listen to opposing arguments. To help ensure that participants listen to one another, have each participant restate their position and supporting reasons. If the discussion is fairly tense or heated, it might be appropriate for you as the meeting leader to restate each participant’s position.

When participants understand the rationalisation for an opposing viewpoint, they are more likely to help work toward a mutually beneficial solution.

· Concentrate on rational ideas - Participants will always have an emotional involvement in conflict situations, and participants overwhelmed by emotion are usually incapable of making sound decisions or judgments.

To avoid this situation, you should focus strictly on the factual aspects of the topic that are less likely to invoke strong emotions from participants.

· Create alternative solutions - Creating an alternate solution that meets all participants’ desires is challenging, but an effective way to resolve conflict. Participants frequently do not see any alternative solutions to their dilemma, so you need to show them new possibilities by helping them generate ideas.

· Delay addressing the issue - If you feel that arguing participants need time to consider each other’s viewpoints, you can temporarily delay addressing the issue. However, completely avoiding an issue will cause the situation to go uncorrected. For this reason, do not delay an issue for an extended period of time.

You need to give each participant adequate time to regain their composure and to consider each other’s opinions. Continue the discussion later to find a solution to which both participants can agree.

Dealing with Different Personalities in a Meeting

You might have to deal with several types of individuals in a meeting. If you are fortunate, the participants will actively contribute and want to make the meeting a success. However, there are five common difficult personality types that you might encounter:

· The dominator - Dominating individuals attempt to take leadership of the meeting away from you. These individuals are valuable contributors to the meeting, but their strong opinions, constant interruptions, and desire to be the centre of attention can impair the meeting’s direction and focus. To keep an individual from dominating a meeting, you should:

· Allow adequate discussion of topics to make sure the conversation is not one-sided

· Avoid confrontations that could sidetrack the flow of discussion

· Balance the discussion by encouraging other participants to contribute

· Direct questions toward other participants

· The quiet one - Although it is not necessary that participants contribute to a meeting, you should always provide opportunities for them to voice their opinions. Quiet individuals should be encouraged to speak so you do not overlook important information. Some ways you can encourage quiet individuals to speak up during a meeting include:

· Stimulating the conversation with open-ended questions

· Slowing your rate of speech down so you do not sound abrasive or attacking

· Avoiding embarrassing them with humorous remarks

· Remaining open-minded to what they have to say

· The arguer - Regardless of the reason why a participant is argumentative, you must remain calm to effectively deal with them. To keep the individual from completely disrupting the meeting, you can:

· Directly state that their behaviour is disrupting the meeting

· Request a break and speak to them alone

· Redirect the conversation to another, less intense issue

· The distracter - You need to immediately address individuals who speak out of turn, constantly interrupt other participants, or distract the meeting in any way. Distractions are almost inevitable, but leaders can minimise them by:

· Creating a moment of silence until the individual causing the distraction has stopped talking

· Inviting the individual to include the rest of the group in their conversation

· Politely asking the individual to focus on the group’s discussion

· Identifying the individual’s concern and addressing it later during the meeting

· The avoider - You might occasionally encounter an individual who avoids answering questions. Typically, these individuals will respond to a question with a question of their own. When handling this type of situation, first refer the individual’s question to the group and then back to the individual who posed the question.

2.11 Following-Up on a Meeting

At the meeting it will have been decided what actions need to be taken and who is responsible for these actions.  It is important that these decisions are implemented – they will be of no value to the organisation if they aren’t!

Before the meeting is adjourned, identify the tasks and assign responsibility.  This includes assigning someone the responsibility of notifying individuals/departments of decisions taken and action required.  This will ensure that you have something to work with when you need to follow up after the meeting.

You need to follow up after a meeting to sustain its impact on the participants. You’ll also be able to reduce misunderstandings and demonstrate your personal involvement with the topics covered.

You should do three things to follow up after a meeting.

1. Evaluate the meeting’s effectiveness

2. Take any agreed-upon action

3. Distribute the minutes 

2.12 Evaluating a meeting’s effectiveness

Evaluating a meeting enables you to identify areas and topics that were productive and those that were counterproductive. Understanding these areas helps you make appropriate modifications in how you conduct future meetings. There are two main ways you can evaluate a meeting’s effectiveness:

Use a personal checklist - You can design and use a personal checklist to evaluate a meeting shortly after it has concluded. Such a checklist should be for your confidential use and will help you identify areas where you can improve your leadership skills in future meetings. These checklists can include items regarding various aspects of the meeting, including:

· The thoroughness of preparations

· The objective’s relevance and practicality

· The quality of discussions

· The interaction among participants

· The decisions reached

· The manner in which problems were addressed

· The timing of the meeting (adherence to the schedule)

Ask the participants for input - It is very helpful to ask the participants for their opinions regarding the effectiveness of a meeting. They’ll often have suggestions for improvement that you might not have identified on your own.

If there is extra time remaining at the end of the meeting, you can distribute evaluation sheets for the participants to complete before they leave (these evaluations might be similar or identical to your personal checklist). If such time is not available, simply distribute the evaluation sheets and ask the participants to return them to you at a later time.

Taking Agreed-upon Action

In order for a meeting to be successful, participants must follow through with every decision made. To help motivate participants to complete their tasks, demonstrate your commitment to a project by fulfilling your own responsibilities.

Use status updates to help you and the participants keep track of everyone’s progress and to alert you to any problems that could delay the completion of tasks.

Distributing the Minutes

You should make sure that the individual assigned to take minutes distributes them soon after the meeting. There should be a copy for every participant and for those individuals who were unable to attend. 

Minutes remind participants of their responsibilities and the decisions made during the meeting.  It is therefore very important that the minutes are accurate and that they have been checked by the chairperson of the meeting before they are distributed to the participants of the meeting.
2.13 Leading Discussions

There are some basic procedures that can help you to foster equal and open sharing in group discussions, whether with colleagues or with your staff. The ones below are not intended to be prescriptive, but to encourage you to explore and experiment with communication techniques. It is fairly easy to tell if the discussion is going well by the participation levels among the members, and by the creative quality of the comments.
Establish the Tone

How a group is handled will be fundamental for affecting the quality and tone of the discussion. The first such time is at the very start of the discussion. The most important thing is to establish that everyone has a right to speak, and that they are, in fact, expected to contribute at the start of the discussion. This will only work, of course, if group members feel that they can trust one another, and that their ideas will be welcomed. Here are some hints for how to start. 

· If possible, have people sit in a circle, or at least facing one another. If you are in a setting where this is not possible (for example, a classroom where the seats are bolted to the floor), then the facilitator of the discussion (leader / manager) can lend an inclusive element by walking among the members when he or she is speaking.

· If group members do not know each other, then 'introduction' exercises might be used. Members of the group can introduce themselves, or members can be asked to interview another person and then 'present' them to the group. Introductions can be more fun if people are asked to share such things as their favorite hobby, the animal they consider themselves most like, and so on.

· The facilitator can de-emphasize his or her own role and emphasize that of the group members by beginning the discussion with open-ended questions. As participants offer their views, the facilitator can encourage group members to respond to each other (and not to the facilitator) by asking questions like: "What does everyone else think?" or "Is there anyone else who agrees?" -- These kinds of questions will encourage members of the group to speak with each other, and also reinforce the idea that it is alright if people disagree with one another.

· Sometimes it is a good idea to establish 'ground rules' for discussion. This can be especially important when the group members are less experienced in group work. You could ask them to think about what should be the rules for discussion so that everyone is encouraged to speak. Here are some ideas for some rules:

1. Everyone should listen respectfully to the other (even if they disagree).

2. The person who is speaking should not be interrupted.

3. No more than one person should speak at the same time.

4. No one's ideas should be made fun of. 

5. If you disagree with someone, disagree with their ideas, but don't attack the person.

6. Try to understand the others, as much as you hope they try to understand you.

Facilitate the Discussion

The facilitator (leader / manager) can use different kinds of forums for discussion
, depending upon the number of group members, and the degree to which it is important that every single person participate. This will depend on the setting. For example, in some general team discussion, the facilitator could simply invite discussion, and call on those individuals who want to volunteer their opinion. However, if the group is particularly shy, or if the facilitator wants to make sure that every person is actively engaged in the activity, then discussions can be more structured.

Here is how the discussions can be structured: 

· The facilitator can simply go around the circle (or down the rows) and ask everyone to give their comment. This technique is very inclusive, but it can take a long time or get a little boring.

· Group members can break into pairs for discussion. In a debate format, their opposing 'positions' can be assigned. (If you do this, it is interesting to assign positions that are unlike their personal ones.) Also in pairs, the facilitator can ask each of the group members to 'interview' each other; they could then later present their partners' comments to the rest of the group. Using pairs is particularly nice when members of the group do not know each other, since this provides an easy and personal way to become acquainted with at least one person. You can also ask people to work in a sequence of pairs (for example, first the person seated to their left, and then the person seated to their right).

· The large group can be broken into small groups of up to six or eight people.

The discussion can then take place on a voluntary basis or, depending upon the task, everyone can be required to do some activity. In order to create some structure for participants, facilitators often assign roles, such as 'recorder' (writing down what takes place), the 'organizer' (who makes sure that the group stays on task), or special roles associated with the activity.

Please note that it is ideal that such groups "report back" to the larger group, either orally, on a large sheet of paper, or both. This way, you bring the discussion back to the whole group. The small group format is usually ideal for 'hands-on' activities, rather than simple discussions or sharing of ideas.

As the facilitator, you may have to make some quick decisions about how to organize the discussion. On the basis of how well communication is going, you might leave everyone in the large group, or you might let people remain in their small groups. There are rarely set rules in this respect.

Your job during the heart of the discussion will be to maintain the flow, to keep the atmosphere respectful and pleasant, to keep the group "on task", and to handle conflicts that may arise. It is important that when conflicts arise, feelings as well as ideas are addressed. Try to involve the group in the mediation of such tensions, if possible. If the conflict is too intense and personal, then handle this privately outside the group setting.

The facilitator should affirm the participation of group members. This can happen by complementing individuals or groups for their effort or creativity, directly encouraging some of the shier group members to express their ideas (although they should not be coerced to do so), and building on the ideas that are expressed. This encouragement can be expressed through words, facial expressions and body language. It is also important to "listen" to the members of the group in the same way. 

Close the discussion
A session can be ended in many different ways. It is always a good idea to highlight the positive aspects of the discussions and exercises, and to personally thank the participants for their involvement. 

If the discussion was part of an ongoing series of some kind, you might want to make assignments that build on what transpired. For example, if some interesting differences of opinion arose, you might ask participants to write a position paper of their own. Even a larger research project could be developed. If the goals for the discussions/activities are for the participants to learn more about themselves and to grow, you might ask them to keep a personal diary in which they keep their thoughts, reactions and questions to the discussions. These could be kept by the participant, or also shared privately with the facilitator in order to have some feedback.

If you want to reinforce the communication techniques themselves, you might ask the participants to reflect aloud or in writing to the following kinds of questions:

· What went well in the discussion? How do you know?

· What was difficult in the discussion, and why?

· How were disagreements or conflicts handled?

· Did everyone get a chance to participate? If not, were they invited to participate?

· Did you notice the difference between when you differed with someone's opinion on an intellectual basis, and when you felt an emotional reaction to someone's statement? Can you explain why one reaction and not the other?

Leading discussions effectively will increase your ability to lead and manage others dramatically.
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	Class Activity 2: Lead Discussions and Chair Meetings

In small groups, complete the formative activity in your Learner Workbook


Module 3
Generate a Variety of Workplace Reports

After completing this module, the learner will be able to generate a variety of workplace reports using various data gathering techniques, by successfully completing the following:

· Target audience is identified, and reports are structured to both meet the needs of the target audience and to ensure best receptivity by the target audience 
· Relevant information for workplace reports is gathered and analysed systematically 
· Reports address relevant issues in a logical and clear manner 
· Information in reports is presented clearly and articulately 
· Respond to 'what if' and 'why' questions covering: 

· Types of workplace reports
· Data gathering techniques
· Target audience for reports 
· Techniques for compiling workplace reports
· Understand and use attributes, descriptions, characteristics and properties of workplace reports

· Understand and use cause and effect implications of developing reports that do not meet the needs of the target audience
· Understand and use procedures and techniques: 

· for gathering data 

· for writing workplace reports 

· A variety of generated workplace reports are available for scrutiny 
· Technical information in reports is meaningfully communicated 
Generating a Variety of Workplace Reports

Have you ever heard (or made) any of the following statements:

· “I dread writing reports. I just don't know where to start." 

· "Report writing takes me so long to do." 

· "I want my reports to be clearer, more logical, and easier to read and understand. But I wasn't taught how to do that at university/college/school." 

· "I'm never sure if my report is good enough - will the manager like it?" 

· "My reports are so technical. I'm worried that no one will understand them - that is, if they even read them." 

· "I write procedures for people to follow. Often there are safety issues. How can I be sure that my procedures are clear and accurate, so people use them and no one gets hurt?" 

· "Is there an 'accepted' way to write this report? Will I look stupid if I don't follow the norm?" 

· "How do I make my reports look more professional?" 

· "English is my second language. I want to be more confident that my reports are well written and easy to understand." 

There is a need for effective written communication skills in all aspects of our daily lives, whether in our private capacity when writing to our bank manager, or at work when we have to hand in our monthly report. 

We have all handed in a report at one time or another that wasn’t written as well as it could have been. Poor writing reflects badly on us, it limits the influence we can have on others, and it steals time away from those who read it when they try to decipher what we mean. Furthermore, there are legal implications when we cannot express ourselves clearly in policy documents or disciplinary reports. 

Even if we were taught how to write well at school or college, the focus of the type of writing we did was usually creative writing, rather than what we are required to do as managers, namely technical writing. (tec'hnĭcal: “peculiar to a particular art or science or craft”
). Technical writing ability is a very important competence in today's fast growing technological society. You need good technical writing skills to communicate technical information to non-technical readers effectively. 

The term “technical writing” also refers to any writing that we do in the workplace, with the exception of our personal correspondence. Technical writing, therefore, ranges from e-mails to colleagues to formal management reports.

Types of Business Reports

Writing technical documents, such as user manuals, proposals, specifications, project status reports, problem-solving reports, cover letters, etc. requires clear communication of ideas from the author to the audience. 

To complicate matters for the would-be technical writer, each industry has its own writing requirements and uses texts specific to a particular function in the business context. These texts include sector specific documents, written comparisons of products, reports on specifics of products or services, historical reviews over a period of operation, claims reports, explanations of how changes in legislation will impact on the rules of the company fund or pension benefit, financial needs analyses, financial plans, reports to investors, reports to statutory bodies, customised documents, statistical reports, actuarial reports, promotional proposals and other texts used within the sector and field of operations. 

Always consult company templates or a style manual for your discipline for specific guidelines as to how to compose text. We will deal with generic guidelines in this module.

3.1 Identify the Target Audience and Structure the Report

For all writers the most important people are their readers. If you keep your readers in mind when you write, it will help you use the right tone, appropriate language and include the right amount of detail. 

What do readers want from writing? They want relevant information, presented in a clear, easy-to-understand style. They don't want muddled thinking, background information they already know, business-speak and jargon or waffle. 

Above all, they want to get the point of your message in one reading—they don’t want to search for the meaning through long sentences and a boring style. So if you always keep your readers in mind, you will have to adapt your style and content to meet their needs.

Getting a clear picture of your readers before you start to write helps to focus your writing and get your message across. The better the picture you have of your readers, the better you can direct your writing.

Before you start writing, identify your reader:

· Do you know his/her level of expertise, what his/her requirements and interests are, his/her educational level and home language? 

· What is his/her position in the organisation?  

· What does s/he already know about the subject? 
· What does s/he need to know?
· Will s/he understand technical terms?
· What information does s/he want? 
· What do I want him/her to do?
· What interests or motivates him/her? 
· What prejudices does s/he have? 
· What worries or reassures him/her?
· What will bring him/her round to my view? 
· What other arguments do I need to present?
· How is s/he likely to react to what I say? 
Your audience may be internal and your document intended for use within the organisation, in which case you can use jargon and language specific to the organisation and position.

However, your audience could be external and your document may be written for wider publication, for example for customers, the press, readers of company brochures, etc. 

In the latter instance, your language has to be simplified to reach as wide an audience as possible and must contain little or no jargon or company-specific abbreviations. 

Receptiveness of your audience

Just as you, the sender of the message, have a certain attitude to the task at hand, namely writing the technical document, your audience may be just as reluctant to receive the message, as s/he may find such documents “boring”, or a “waste of time”, or an “interruption”. 

The receiver may also be hampered by distortions in the reception of the message: distractions and noise while reading, or a poor copy received via fax, for example. His or her linguistic ability could also hamper the decoding of the message into something that makes sense.

What does your audience need or want to know?

· How do you adapt your writing to make it easy and interesting for this specific reader?

· What is your audience’s intellectual attention span and capacity to absorb the information? The intellectual span of attention is related not only to the expertise and intellectual qualities of the receiver, but also to the context in which the document is to be handled and to the physical limits of attention in the receiver.

· Treat your reader with respect when writing for him/her. Don’t try to impress with your verbosity, but keep it simple and clear, with a well-organised structure. The reader should not have to work hard to receive your ideas. S/he is the reason why you are writing, and, therefore, you must work hard to make it easier for him/her. Use examples and case studies to illustrate difficult concepts.

· Remember, the higher the managerial level of the reader, the more his/her interests move from the technical how and why to the more commercial to what purpose and at what cost?

It is important to tailor your documents for a specific audience in order to convey your message clearly and convincingly. Considering your audience will help you to personalise the document and make it relevant to the reader. 

If you write without a specific audience in mind, the document might be far too general and vague, or it might include too much information. When you tailor a document to a specific audience, the document will have better “unity of purpose and style,” and it will make the reader feel more involved 

Audience is important for all pieces of writing, and even more so for any technical document, because technical documents must be able to persuade the reader that what you are saying is true, in order to be effective. You are directly communicating with the organisation, and you want the reader to understand your message and its relevance.

There are two kinds of readers that a document should be tailored for: Skimmers and Sceptics. 

Skimmers are readers that are typically very busy. Pressed for time, they often skim documents in a rather short period of time. Consequently, the documents you prepare for this particular reader should:

· State the main point clearly and up front 

· Place the most important information at the beginning of paragraphs 

· Highlight key dates or figures 

Both of the following examples from a CV represent the same experiences. A skimmer would be able to understand Example 2 much more quickly, though.
	Example 1
	Example 2

	Managed R10,000 in project accounts, compiled and published engineering reports as assistant to Vice President, coordinated registrations, payments, and literature for software training seminars. 
	Managed R10,000 in project accounts. 

Compiled and published engineering reports as Assistant to Vice President 

Coordinated registrations, payments, and literature for software training seminars. 


The second type of reader is a Sceptic. A sceptic is a reader that is cautious and doubtful. Sceptical readers will tend to read a document carefully, questioning its validity. Ultimately, they will question the writer’s claims. 

In order to meet the needs of the sceptic, it is necessary to support your statements with sufficient details and evidence. Provide specific examples, numbers, dates, names and percentages to meet the needs of the sceptical reader.

Language structures and features

Logical argument 

An effective writer sequences the points in an argument in a logical and deliberate way to build up to a convincing conclusion. An effective, final document is well organised, with all the facts following in a logical order, from the first to the last.  
All well-structured paragraphs have a topic sentence (main idea), with all the subsequent sentences supporting it (supporting detail), as in the following table:

	Part
	Function

	Heading
	Tells you what the report is about

	Introduction
	A sub-heading or an introductory paragraph

	Paragraph 1
First sentence
Rest of sentences
	States the main idea of the section/paragraph
Expands on (talk more about) the main idea

Joined by link words

	Paragraph 2
First sentence
Other sentences
	Main idea of the section
Develop the argument or topic further

	Other sections
	As many as you like, but each must have:

· A first sentence, which states the main idea

· Other sentences, which are linked to the main idea and develop the argument

	Conclusion 
	This sums up the article and ends it off.

· It never introduces new ideas.


When text is structured in this way:

· It is easier to read

· You do not have to read everything to find out what it is about- you can just skim the title and sub-headings

· It is easier to summarise the content, because the main sections are already indicated by sub-headings.

In order to make our writing even more accessible to our busy reader, we can use the inverted pyramid technique of writing. We can, for example, start with the conclusion, rather than only getting to it at the end, with the rest of the document supporting it. 

One’s job as a writer is to tell the reader as much as possible, as accurately and clearly as possible, in a way that is as easy to read as possible. When we put the conclusion at the beginning, it means we are getting to the point immediately.

The inverted pyramid technique ensures that written information is arranged in order of importance. 
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Linking sentences and paragraphs

Link words (conjunctions) show the connections between ideas or events in the text, i.e. they show how the ideas or events are linked.

The following link words are classified according to their function (what they do):

	Classification
	Function 
	Examples

	Sequence words
	Show the order in which ideas or events take place
	Firstly, secondly, then, later, when, before, after, next, in conclusion, etc.

	Addition words
	The writer is adding to something previously said. This is not a main point.
	And, also, too, another, furthermore, besides, in addition, etc.

	Contrast words
	The writer is changing the line of thought. Link ideas which differ or oppose each other.
	But, however, although, on the other hand, nevertheless, on the contrary, etc.

	Emphasis words
	The writer is highlighting something already said.
	In fact, indeed, to be sure, in other words, that is, etc.

	Example words
	The writer is illustrating a point already made.
	For instance, for example, like, such as, etc.

	Cause words
	Show the cause and effect relationships between events or ideas
	Because, as a result, so that, if, unless, etc.


Strategies for improving sentence clarity

Use the following strategies to improve your sentence clarity.
· Go from old to new information - Introduce your readers to the “big picture” first by giving them information they already know. Then they can link what’s familiar to the new information you give them. As that new information becomes familiar, it too becomes old information that can link to newer information.

Use active voice - Sentences in active voice are usually easier to understand than those in passive voice, because active voice constructions indicate clearly the performer of the action expressed in the verb. 

In addition, changing from passive voice to active often results in a more concise sentence. So use active voice unless you have good reason to use the passive. 

For example, the passive is useful when you don't want to call attention to the doer; when the doer is obvious, unimportant, or unknown; or when passive voice is the conventional style among your readers.

· Active: The committee decided to postpone the vote.

· Passive: A decision was reached to postpone the vote.

· Avoid multiple negatives - Use affirmative forms rather than several negatives, as multiple negatives are difficult to understand.

· Multiple negatives, passive : 

Less attention is paid to commercials that lack human interest stories than to other kinds of commercials.

· Clearer: 

People pay more attention to commercials with human interest stories than to other kinds of commercials.

· Avoid unclear pronoun references - Be sure that the pronouns you use refer clearly to a noun in the current or previous sentence. If the pronoun refers to a noun that has been implied, but not stated, you can clarify the reference by explicitly using that noun.

· Unclear (unclear pronoun reference): 

With the spread of global capitalism, universities increasingly follow a corporate fiscal model, tightening budgets and hiring temporary contract employees as lecturers. This has prompted faculty and assistant teachers at many schools to join unions as a way of protecting job security and benefits.

· Clearer: 

With the spread of global capitalism, universities increasingly follow a corporate fiscal model, tightening budgets and hiring temporary contract employees as lecturers. This trend has prompted faculty and assistant teachers at many schools to join unions as a way of protecting job security and benefits.

Because a pronoun refers back to a noun or takes the place of that noun, you have to use the correct pronoun so that your reader clearly understands which noun your pronoun is referring to. Therefore, pronouns should:

Agree in number

If the pronoun takes the place of a singular noun, you have to use a singular pronoun. 

· If a student parks a car on campus, he or she has to buy a parking sticker.

· (Not: If a student parks a car on campus, they have to buy a parking sticker.)

Remember: The words EVERYBODY, ANYBODY, ANYONE, EACH, NEITHER, NOBODY, SOMEONE, A PERSON, etc. are singular and take singular pronouns.

· Everybody ought to do his or her best. (Not: their best)

· Neither of the girls brought her umbrella. (Not: their umbrellas)

Note: Many people find the construction "his or her" wordy, so if it is possible to use a plural noun as your antecedent so that you can use "they" as your pronoun, it may be wise to do so. 

If you do use a singular noun and the context makes the gender clear, then it is permissible to use just "his" or "her" rather than "his or her." 

· Agree in person - If you are writing in the "first person" (I), don't confuse your reader by switching to the "second person" (you) or "third person" (he, she, they, it, etc.). Similarly, if you are using the "second person," don't switch to "first" or "third."

· When a person comes to work, he or she should have his or her report ready.

· (Not: When a person comes to work, you should have your report ready.)

Refer clearly to a specific noun. Don't be vague or ambiguous.

· Not: Although the motorcycle hit the tree, it was not damaged. 

· (Is "it" the motorcycle or the tree?)

· Not: I don't think they should show violence on TV. (Who are "they"?)

· Do Not reinforce discrimination/ sexism - Because English has no generic singular--or common-sex--pronoun, writers have used he, his, and him in such expressions as "the student needs his pencil." 

When we constantly personify "the judge," "the critic," "the executive," "the author," and so forth, as male by using the pronoun he, we are subtly conditioning ourselves against the idea of a female judge, critic, executive, or author. 

There are several alternative approaches for ending the exclusion of women that results from the widespread use of masculine pronouns:
	Rewrite in the plural:

	Example:

Give each student his paper as soon as he has finished
	Alternative:

Give students their papers as soon as they have finished

	Rework to eliminate gender problems:

	Example: 

The average student is worried about his grade
	Alternative:

The average student is worried about grades

	Replace the masculine pronoun with ONE, YOU, or (sparingly) HE OR SHE, as appropriate

	Example:

If the student was satisfied with his performance on the pre-test, he took the post-test
	Alternative:

A student who was satisfied with her or his performance on the pre-test took the post-test


Consistency in your writing

Maintain the same format throughout for consistency, for example, the format of bulleted lists, where it is advisable to start each bullet in the same way (in our example below they each start with a verb, which is a “strong” word and focuses the reader’s attention on action). It is also advisable to use the same tense throughout:

Inconsistent:
· Prepared weekly field payroll 

· Material purchasing, expediting, and returning 

· Recording OSHA regulated documentation 

· Change orders 

· Maintained hard copies of field documentation 

Consistent:
· Prepared weekly field payroll 

· Handled material purchasing, expediting, and returning 

· Recorded OSHA regulated documentation 

· Processed change orders 

· Maintained hard copies of field documentation 

Punctuation

Punctuation is simply a system of pausing, which is used to separate units of language from each other. 

· Full stops (.) are used to separate a sequence of sentences

· Commas (,) are used to separate a word, or a group of words, from the main part of the sentence.

Punctuation can also be used as a signalling device, for example:

· Question marks (?) and exclamation marks (!) signal emotion and/or a certain inflection when spoken

· Apostrophes (“quotation marks”) signal a person’s direct words:

Bongiwe said, “I could take the afternoon off to see to my private business.”

However, when punctuation marks are used inappropriately, or even omitted completely, it could alter the meaning of the sentence dramatically:

Bongiwe said I could take the afternoon off to see to my private business.

· The semi-colon (;) takes the place of a conjunction (joining word) or full stop and joins complete sentences together, for example:

The manager was not prepared to see us; she had enough on her plate as it was.

· The colon (: ) is used to introduce a list, or to restate or expand on an  idea expressed in the first part of the sentence:

I require the following: a comprehensive report, supporting tables and graphs and a budget analysis.

The deadline loomed ominously: it was an inescapable fact that the report had to be finished tomorrow.

· The dash (-) is also used to expand on an idea expressed in the first part of the sentence:

The deadline loomed ominously- it was an inescapable fact that the report had to be finished tomorrow.

The Layout of the Report

Generally, a report will include the following sections:

· Title page 

· Abstract 

· Table of contents 

· Introduction 

· Body 

· Recommendations 

· References 

· Appendices 

However, it's always best to consult a style manual for your discipline, to talk to other people in your discipline who have written reports, and to look at similar reports that have been published in order to more fully understand the expectations for reports in your field.

Introduction

The introduction prepares readers for the discussion that follows by introducing the purpose, scope, and background of the research. The audience for your report largely determines the length of the introduction and the amount of detail included in it. You should include enough detail so that someone knowledgeable in your field can understand the subject and your research. 

You should begin your introduction at the top of a new page, preceded on the page only by the report’s full title. The title is followed by the word Introduction, which can be either a centre or side heading. 

Most introductions contain three parts to provide context for the research: purpose, scope, and background information. These parts often overlap one another, and sometimes one of them may be omitted simply because there is no reason for it to be included. 

It is very important to consider the purpose of your research and your report in the introduction. If you do not completely understand what the purpose is, there is little chance that the reader will understand your purpose either. 

The following questions will help you to think about the purpose of your research and your reason for writing a report: 

· What did your research discover or prove? 

· What kind of problem did you work on? 

· Why did you work on this problem? If the problem was assigned, try to imagine why the instructor assigned this particular problem; what were you supposed learn from working on it? 

· Why are you writing this report?

· What should the reader know or understand when they are finished reading the report? 

Scope refers to the ground covered by the report and will outline the method of investigation used in the project. Considering the scope of your project in the introduction will help readers to understand the parameters of your research and your report. Scope may also include defining important terms. 

These questions will help you to think about the scope of both your research and your report:

· How did you work on the research problem?

· Why did you work on the problem the way you did? 

· Were there other obvious approaches you could have taken to this problem? What were the limitations you faced that prevented your trying other approaches?

· What factors contributed to the way you worked on this problem? What factor was most important in deciding how to approach the problem? 

Background Information includes facts that the reader must know in order to understand the discussion that follows. These facts may include descriptions of conditions or events that caused the project to be authorised or assigned and details of previous work and reports on the problem or closely related problems. 

You might also want to review theories that have a bearing on the project and references to other documents although if you need to include a lengthy review of other theories or documents, these should be placed in an appendix.

Ask yourself:

· What facts does the reader need to know in order to understand the discussion that follows? 

· Why was the project authorised or assigned? 

· Who has done previous work on this problem?

· What theory or model informed your project?

· What facts are already known that support or don’t fit the theory?

· What will the reader know about the subject already and what will you need to tell them so they can understand the significance of your work? 

Body

The body is usually the longest part of the research report, and it includes all of the evidence that readers need to have in order to understand the subject. This evidence includes details, data, results of tests, facts, and conclusions.

Exactly what you include in the body and how it is organised will be determined by the context in which you are writing. 

Be sure to check the specific guidelines under which you are working to see if your readers are expecting you to organise the body in a particular way.

However, bear in mind that all the techniques for clear, accurate, objective writing apply, no matter what the format chosen.

Conclusions

The conclusion of a research report is usually a very short section that introduces no new ideas.

You may ask, then, why include conclusions? 

The conclusion is important because it is your last chance to convey the significance and meaning of your research to your reader by concisely summarising your findings and generalising their importance. 

It is also a place to raise questions that remain unanswered and to discuss ambiguous data. The conclusions you draw are opinions, based on the evidence presented in the body of your report.

Recommendations

You may or may not need to include a section titled “Recommendations.” This section appears in a report when the results and conclusions indicate that further work needs to be done or when you have considered several ways to resolve a problem or improve a situation and want to determine which one is best. 

You should not introduce new ideas in the recommendations section, but rely on the evidence presented in the results and conclusions sections.
General tips

· The style of the report should be concise, formal, and written in the past tense. This is the style most appropriate to written reports in any scientific or technical environment. Your sentences should present ideas in a logical sequence. Do not give instructions (e.g. write ‘A was connected to B’ rather than ‘Connect A to B’). Paragraphs should be used to introduce new topics. You are also expected to write legibly, with good grammar, and spell accurately. You should proof read reports.

· Diagrams, charts and graphs should only be computer generated if the detail can be as complete as those drawn neatly by hand. Elaborate presentation is neither required nor encouraged, clarity in your writing and presentation is your main aim.

· Where a report is short, it is acceptable to combine two or more sections under one heading, e.g. Results and Discussion.

Sample Layout for a Project Report:

TITLE

Your Name

Date(s): duration of project from start to implementation

1.
Summary or Abstract

A summary is not absolutely essential, but certainly desirable, especially when we bear in mind that the average reader does not have the time or inclination to read attentively right to the last detail. 

This is usually the last section written, but should head the report. It should briefly explain what the project is about, and give a concise summary of the results and their significance. As it will probably be the only section read by most readers, it must be clear.

2.
Introduction

This contains the statement of the problem, and aim of the project. The introduction should normally be no more than 20% of the total report in length.

3.
Solutions identified

Describe the process you and your team followed to identify possible solutions to the problem.

4.
Solution chosen

Briefly state which solution you decided upon and give the reasons why: cost, labour, time, etc.

5.
Implementation

This is where you say how you went about implementing the identified solution. This is also where you put your data, without any significant analysis. Data should not normally be put in an appendix. Graphs and charts should be clearly labelled. State results for quantities measured and refer to budgets if applicable.

6.
Results

Analyse, interpret and discuss each result in some detail. This should include a discussion and sensible analysis of the new problems arising during implementation and how you intend addressing them.

7.
Conclusion

This is not just a rehash of the summary. Try to take an overview of the project, where you've succeeded, and where further investigation might be warranted. 

8.
Acknowledgements and references
Those who have contributed to the work deserve to be acknowledged. Give full details of references used and referred to in preparing your report. 
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	Class Activity 3: Identify the Target Audience and Structure the Report

In small groups, complete the formative activity in your Learner Workbook


3.2 Gather and Analyse Information for the Report

A big part of what you'll do as a technical writer is to collect information from a number of different sources.

In some cases, the information may be easy to find, such as in organisational documentation, such as reports from employees, journals, computer printouts, budget sheets, etc. In other cases (probably the majority of cases), the information is hidden in a number of different sources, such as newspaper articles, professional journals, hallway conversations and in the minds of subject matter experts and private individuals. 
Before you start to write, you need to be clear about what you want to achieve and what you want to say. This will involve some planning. If you plan a report well, it will save time - and will save much drafting and redrafting. To plan well, you will need to follow several steps:
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  Define  the   aim  /  purpose       Collect  the   information    

Select the  information  and  decide how to show  the sign ificance of  your facts     Structure  your ideas   logically    


Start by jotting down ideas in note form. Do not write sentences at this stage. Remember your aim / purpose and concentrate on the questions in the readers' minds. This will help you to include only the information that is, rather than writing everything you know about the subject.

Once you have a clear understanding of the purpose and scope of your report and who you are writing to, you are ready to gather your information.

Information you gather can be of two types: 

· Secondary - information gathered and recorded by others

· Primary - information you gather and record yourself
	
	Sources
	Caution

	Secondary
	Books, internet, reports, newspapers, magazines, pamphlets, and journals
	Information may be inaccurate, out of date, or biased

	Primary
	Questionnaires, surveys, project progress reports, observation, experiments, historical information, and raw data
	Information must be gathered carefully to ensure it is accurate and bias free


This is the point where you are doing your research:

· Think about WHERE you are going to find your information. If the purpose of your report requires product analysis, you might want to contact key touch points in the business for features and pricing information. For certain types of information you may need to go to a library (books, magazines, journals, or newspapers). 

· Another good source of information is the internet. Conduct a search using key words to find what information that might be useful to you in cyberspace.  

· Think about WHEN the information will be available.  This is a key dependant for the completion of the report within the defined time frames. 

· Also consider the level of confidentiality and to whom it should be returned.  

· As you are gathering your information, look at the procedures for obtaining information and HOW to manage your information. 

· Massive amounts of information is difficult to sort through if it is not organised. One idea is to place different pieces of information on note cards (with the source on that card). By separating pieces of information on cards, the information later can be "rearranged" and sorted when you are determining your plan of presentation.
In order for information to be useful, it must meet certain requirements.  The requirements that information should have include:

· It should be relevant to the purpose of the report

· It should be accurate and reliable

· It should be available at the time that it’s needed.

· It should be current and up to date.

· It should be provided in as much detail as possible.

· It shouldn’t be expensive to obtain.

It is important to distinguish between information which is highly confidential and sensitive to that which can be viewed by anyone.  Documents may be divided into one of the following levels of confidentiality:  

	Top secret
	Highly sensitive internal documents (e.g. information on mergers or acquisitions; investment strategies; plans or designs) that could seriously damage the organisation if such information were lost or made public.  Information classified as Top Secret has very restricted distribution and must be protected at all times. Security at this level is the highest possible.

	Highly Confidential
	Information that, if made public or even shared around the organisation, could seriously impede the organisation's operations and is considered critical to its ongoing operations. Information would include accounting information, business plans, sensitive customer information of banks, solicitors and accountants etc., patient's medical records and similar highly sensitive data. Such information shouldn’t be copied or removed from the organisation's operational control without specific authority. Security at this level should be very high.

	Proprietary
	Information of a proprietary nature; procedures, operational work routines, project plans, designs and specifications that define the way in which the organisation operates.  This information is normally for proprietary use to authorised personnel only. Security at this level is high.

	Internal Use only
	Information not approved for general circulation outside the organisation where its loss would inconvenience the organisation or management but where disclosure is unlikely to result in financial loss or serious damage to credibility. Examples would include, internal memos, minutes of meetings, internal project reports. Security at this level is controlled but normal.

	Public Documents
	Information in the public domain; annual reports, press statements etc.; which has been approved for public use. Security at this level is minimal.


It is useful to create a table of information to list each information source, from whom the information is obtainable, when the information is available, its level of confidentiality, and to whom it should be returned.  This will save time, when you need to create a report.
Organising and analytical skills

There are six main research skills necessary to becoming a successful researcher. 

Each skill is broken down into several detailed steps that you can follow while researching a particular topic: 

The six main skills are:

1. Task definition 

a.
 Define the problem 
1. Write a statement or question that clearly identifies the problem. 

2. Identify and define key words. 

3. Create a mind map of the key words. 

b.
Identify the information requirements of the problem 

1. Acceptable Resources: How many? Types? How current? 

2. List tasks in order and create a schedule for accomplishing them. 

2. Information-seeking strategies 

a.
Determine the range of possible sources 

1. Make a list of resources that you know about and can use for the assignment. 

2. Ask another person or group for other sources you may not know about. 

b.
Determine priorities 

1. Select the resources on your list that will give the best information for the assignment. 

2. Develop a priority listing of these selected resources based on importance to the assignment and their availability.

3. Location and access 

a. 
Locate the sources 

1. Identify the sources in your work and home environments (i.e. textbooks, magazines, encyclopaedias, Internet). 

2. Find additional sources in the organisation or public libraries. 

· Use the electronic catalogue to determine the location of each source and whether or not it is available. 

· Write down the location number for each source. 

· Use the library map to determine the physical location of each source. 

· Go to the location of each source in the library. 

b. 
Finding information within the sources 

1. Use the Table of Contents, Glossary, and Index to locate specific information within each source. 

2. Browse the shelves for your topic's location number to locate other sources on your topic. 

3. For electronic sources: conduct subject and word searches to locate the specific information you need. 

4. Use of information

a. 
Engaging the information in a source 

1. Read, hear, or view the information in a source. 

2. Identify the main ideas, key words, dates, names, etc. that will be important for note taking. 

3. Evaluate the information for reliability and usefulness. 

b.
Extracting information from a source 
1. There are many approaches to extracting information from a source. 

2. If the source is written material, the Photocopy/Highlight note-taking method can be used. 

3. When using other types of materials like audiotapes and videotapes, listen to or watch the whole presentation first. Next, listen to or view the presentation again, stopping to write down important information. 

4. For electronic sources of information, download appropriate files. 

5. Write down bibliographic information for the sources you use. 

5. Synthesis 

a. 
Organising information from multiple sources 

1. Put note cards (from multiple sources) in logical order. 

2. Develop an outline (storyboard, script, etc.) for the topic. 

3. Write a bibliography and include it in your project. It is always important to tell where you got the information you used. 

b. 
Presenting information 

1. Choose the best way to present the information. 

2. Allow enough time to do a good job. 

3. Pay close attention to details (e.g. neatness, spelling, etc.) These things can make or break a presentation.

6. Evaluation 

a. 
Judging the product 

1. Decide whether or not the assignment is fully completed. 

2. Decide if it meets the criteria set up for the assignment. 

Analyse the information  
Once you have information, you need to analyse it. The purpose of the analysis is to make sense, objectively, out of the information you have gathered. You will not want personal bias of any kind to enter into the analysis.

Information is compared and contrasted in an effort to try to find new ideas or the best ideas. Separate facts and figures need to be interpreted by explaining what they mean and what significance they have. 

For example, if you were doing a study to determine which computer to buy for your office, you could use the following 4 general steps to gather and analyse the information:

· You would collect information on the type of work you are currently doing in your office and the kinds of work you want to do. 

· Then you would gather information on computers. This information might include cost, compatibility, speed of operation, machine capacity, machine dependability, maintenance availability, potential for upgrading, and other factors. 

· Then you would compare and contrast (analyse) the different computers to determine how well they can do what you want done, what their potential is, how dependable they are, and so on. 

· Once all the information is gathered, you are ready to determine solutions.

Visual representations of information

Visual literacy is defined as “the ability, through knowledge of the basic visual elements, to understand the meaning and components of an image.”  Examples of visual texts include diagrams, maps, tables, time lines and storyboards. 

If you can read a map, draw a diagram or interpret symbols like [image: image17.png]
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, you are visually literate
.

A visual text makes its meanings with images, or with meaningful patterns and sequences. For example, a diagram uses images, while a flow chart arranges information in meaningful sequences.

Visual texts range from diagrams to documentaries. They can be printed (such as an atlas) or electronic (such as a DVD). They can be fiction (such as a movie) or non-fiction (such as a street map). Visual messages are everywhere: on street signs, in books, on television news and packaging. Even the buildings we inhabit and the clothes we wear convey visual messages.

Although visual texts make meaning with images, they don't have to be without words: in fact, words and images are often combined to make the meaning. Think of a map: the words are needed to name the places, while the images are needed to show where those places are and the distances between them.

Sometimes a picture truly is worth “more than a thousand words” and advertisers, cartoonists and satirists have learned the value of an interesting or amusing picture to influence and shape public opinion. 

Graphics:

You can use graphics to represent the following elements in your technical writing: 

· Objects — If you're describing a fuel-injection system, you'll probably need a drawing or diagram of the thing. If you are explaining how to graft a fruit tree, you'll need some illustrations of how that task is done. Photographs, drawings, diagrams, and schematics are the types of graphics that show objects. 
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· Numbers — If you're discussing the rising cost of housing in Gauteng, you could use a table with the columns being for five-year periods since 1990; the rows could be for different types of housing. You could show the same data in the form of bar charts, pie charts, or line graphs. Tables, bar charts, pie charts, and line graphs are some of the principal ways to show numerical data. 
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· Concepts — If you want to show how your company is organised, the relationships of the different departments and officials, you could set up an organisational chart that shows how everything is hierarchically arranged and related. This would be an example of a graphic for a concept.

· Words — Graphics can be used to depict words. Put key definitions in a box, maybe with different colour. The same can be done with key points or extended examples. 

· In instructions, simple drawings (often called line drawings because they use just lines, without other detail such as shading) are the most common. They simplify the situation and the objects so that the reader can focus on the key details. 

· In descriptions, you would want to use drawings, but in this case drawings with more detail, such as shading and depth perspectives. 

· In feasibility, recommendation, and evaluation reports, photographs are often used. For example, if you are recommending a photocopier, you might want to include photos of the leading contenders. 
When you use an illustration in a report, there are several formatting requirements to keep in mind: 

· Labels — Just about any illustration should contain labels — words and phrases — with pointers to the parts of the things being depicted. 

· Keys — If the illustration has certain shadings, colours, line styles, or other such details that have a special meaning in the illustration, these should be indicated in a key — an area in an unused corner of the illustration that deciphers their meaning. 

· Titles — Except in special cases, illustrations should have titles, and these titles should be numbered (Figure 1, Figure 2, and so on). The exceptions are these: if you have lots of illustrations (for example, in certain instructions, there are illustrations practically after every paragraph) and if there is no benefit from the titles. 

· Location within the report — Ideally, you place illustrations just after the point where they are needed. However, sometimes because of the pagination (the way the text falls on the pages) and the size of the illustrations, this close placement is not possible. No problem — just put the illustration at the top of the next page; that is what the figure-numbering system is for. 

· Size of illustrations — Again, ideally, you want illustrations to be between one-half to one-quarter of the vertical size of the page. You want them to fit on the page with other text. In fact, that's what you really want — to intersperse text and graphics in a report. What you do not want is to append the illustration to the back of the report! When you have a large illustration, use a photocopier or scanner to reduce it. 

· Placement within margins — Make sure that your illustrations fit neatly and comfortably within standard margins. You don't want the illustration spilling over into the right or left margins. You want to allow the equivalent of at least 2 blank lines above and below the illustration. 

· Level of technical detail — You want illustrations to be at the right technical level for your readers. No chip circuitry diagrams for computer beginners! 

Producing illustrations
There are several options: photocopying, scanning, clip art, and hand-drawing. In all of these production methods, don't forget that you must indicate the source of the borrowed graphic. 

· Photocopying is the easiest solution to creating graphics — and it's legal (if you do it right)! Find the illustrations that you want, make good high-quality photocopies of them, trim off the figure titles and other unnecessary or inappropriate textual material (leave the labels and keys), and then leave space in your own document so that the trimmed photocopy will fit with at least 2 blank lines above and below it. Remember to reduce or enlarge the copy so that it fits nicely on the page. Also remember that ideal graphics are one-half to one-quarter the size of the page. Intersperse graphics with text! When you make the final copy of your document, tape in the copied graphics, photocopy the entire document, and hand in the photocopy (not the original). 

· Scanning is a neat way to pull graphics into your document files. You don't have to tape them to a copy then photocopy the document — they are there, fully integrated. However, there are some cheap scanners that produce blurry, low-quality images. 

· Clip art is freely available with software programs and on the Internet. 

· Hand-drawing may not be as out of the question as you might think. Take a blank sheet of paper and start sketching lightly with a soft-leaded pencil. Keep working until you have the drawing the way you like. Then use a black marker to ink in the lines that you want, and erase the stray pencil markings. Now, treat this drawing the way you would any photocopied image. Cut it out, tape it in your document, photocopy it as well as all other pages, then hand in the photocopy. 

Producing Tables

Tables
 permit rapid access to and relatively easy comparison of information. If the data is arranged chronologically (for example, sales figures over a ten-year period), the table can show trends — patterns of rising or falling activity. 
Uses for tables: 

The biggest use of tables is for numerical data. Imagine that you are comparing different models of laser printers in terms of physical characteristics such as height, depth, length, weight, and so on — perfect for a table. 

However, don't get locked into the notion that tables are strictly for numerical data. Whenever you have situations where you discuss several things about which you provide the same categories of detail, you've got a possibility for a table. For example, imagine that you were comparing several models of a laser printer: you'd be saying the same category of thing about each printer (its cost, print speed, supply costs, warranty terms, and so on). This is ideal for a table, and it would be mostly words rather than numbers (and in this case, you'd probably want to leave the textual discussion where it is and "re-present" the information in table form. 

Table format: In its simplest form, a table is a group of rows and columns of data. At the top of each column is a column heading, which defines or identifies the contents of that column (and often it indicates the unit of measurement). On the left edge of the table may be row headings, which define or identify the contents of that row. Things get tricky when rows or columns must be grouped or subdivided. In such cases, you have to create row or column subheadings. 
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Style and formatting guidelines for tables
· Refer to the table in the text just preceding the table. Explain the general significance of the data in the table; don't expect readers to figure it out entirely for themselves. 

· Don't overwhelm readers with huge 11-column, 30-row tables! Simplify the table data down to just that amount of data that illustrates your point — without of course distorting that data. 

· Don't put the word or abbreviation for the unit of measurement in every cell of a column. For example, in a column of measurements all in millimetres, don't put "mm" after every number. Put the abbreviation in parentheses in the column or row heading. 

· Right- or decimal-align numbers in the columns. If the 123 and 4 were in a column, the 4 would be right below the 3, not the 1. 

· Normally, words in columns are left-justified 

· Column headings are centred over the columns of numerical data (forming a T-shape); left-aligned with columns of text. 

When there is some special point you need to make about one or more of the items in the table, use a footnote instead of clogging up the table with the information.
Producing Charts and Graphs:

Charts and graphs
 are just another way of presenting the same data that is presented in tables — although a more colourful and interesting one. At the same time, however, you get less detail or less precision in a chart or diagram than you do in the table. Imagine the difference between a table of sales figures for a ten-year period and a line graph for that same data. You get a better sense of the overall trend in the graph, but not the precise dollar amount. 

Formatting requirements:

When you create charts and diagrams, keep these requirements in mind: 

· Axis labels — In bar charts and line graphs, don't forget to indicate what the x and y axes represent. One axis might indicate millions of rands; the other, five-year segments from 1980 to the present. 

· Keys — Bar charts, line graphs, and pie charts often use special colour, shading, or line style (solid or dashed). Be sure to indicate what these mean; translate them in a key (a box) in some unused place in the chart or graph. 
· Figure titles — For most charts and graphs, you'll want to include a title, in many cases, a numbered title. Readers need some way of knowing what they are looking at. And don't forget to cite the source of any information you borrowed in order to create the graphic. 

· Citing sources — When you borrow information to create a graphic, be sure to use the standard format to indicate the source. It does not matter whether you photocopy the graphic and tape it into your report, retype the graphic (for example, a table), trace or draw the graphic freehand, or take some subset of the data (for example, using data from a table to create a bar chart) — it is all borrowed information, for which the author deserves credit. It's perfectly legal to borrow graphics — to trace, photocopy, scan, or extract subsets of data from them. But you're obligated to cite your sources for graphics just as you are for the words you borrow.
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	Class Activity 4: Gather and Present Information in a Report

In small groups, complete the formative activity in your Learner Workbook


Module 4
Deliver Presentations

After completing this module, the learner will be able to deliver presentations, by successfully completing the following:

· Target audience is identified, and presentations are structured to both meet the needs of the target audience and to ensure best receptivity by the target audience
· Relevant information for workplace presentations is gathered and analysed systematically
· Presentations address relevant issues in a logical and clear manner
· Information in presentations is presented clearly and articulately
· Respond to 'what if' and 'why' questions covering: 

· Presentations 
· Data gathering techniques 
· Target audience for presentations 
· Presentation delivery 
· Understand and use attributes, descriptions, characteristics and properties of presentations

· Understand and use cause and effect implications of developing presentations that do not meet the needs of the target audience
· Understand and use procedures and techniques:

· for gathering data 

· for developing presentations 

· for presentation delivery

· Presentations are effectively delivered and meet the needs of the target audience 

· A variety of generated workplace presentations are available for scrutiny
Delivering Presentations

"Half the world is composed of people who have something to say and can't; the other half have nothing to say and keep saying it." 

Lenny Laskowski

Imagine two people applying for a promotion. Both are equally qualified and innovative, but person no 1 is a great public speaker, while person 2 is average at the best of times. Which person stands the better chance to get the promotion?

We are going to deal with the factors that enhance your presentations in this module, so that you become one of those rare people who have something to say and actually can- eloquently and confidently!
A business presentation is:

an event at which preplanned material is shown to an audience for a specific purpose. 

Although a presentation is a verbal form of communication, it is often supported by other media, such as computer software, slides, printed handouts, and so on and to be successful, appropriate body language and good interpersonal communication skills are required. 
A presentation is normally intended to introduce something new to the audience, to persuade them of a viewpoint, or to inform them of something. Sales representatives use presentations when introducing a product to a potential customer. Presentations are also used in team briefing and other business contexts.
4.1 Identify the Target Audience 

When you're in the process of planning a presentation, it's easy to forget that you are actually going to be presenting TO someone. 

Whether you've thought about it consciously or not, you always present to an audience: sometimes your audience is a very generalised group of people, often you know the individuals who compose the audience. 

Keeping your audience in mind while you prepare can help you make good decisions about what material to include, in what order to organise your ideas, and how best to support your argument.
What do you know about your audience- their needs and interests?

Analyse your audience

	Analyse
	Who are they? How many will be there?

	Understanding
	What do they know about my topic?

	Demographics
	What age, sex, educational background?

	I nterest
	Why are they here? Who asked/told them to be here?

	Environment
	Where will I stand? Can they all see and hear me?

	Needs
	What are their needs? What are my needs as the speaker?

	Customised
	What specific needs do I need to address?

	Expectations
	What do they expect to learn or hear from me?


Audience - know your audience! 

· What level of knowledge of your subject do they have? 

· What do they want to achieve by coming to your presentation? 

· How many people will be attending? 
4.2 Gather Information and Structure the Presentation 

“No one can speak well, unless he thoroughly understands his subject”

Cicero, Roman author, orator, & politician (106 BC - 43 BC)
The very first question any presenter needs to ask him/herself is “Why am I giving this presentation?” 

Before preparing the content, you need to know the objective. 

As the presenter, do you want to inform, persuade, create awareness of an issue, entertain, motivate or instruct your audience?

At some point in time, you may be asked to present in front of people who are looking to you for information. And, while entertainment or education may be a component of the presentation, the bulk of the speech is information. In such case, your job is to inform in a way that is easy for all to understand.

The first step in preparing an informative presentation is to do your research. Research is also the most important part of the task. This is when you ask the "who, what, where, when, why and how" questions. Obtaining answers to these questions will give you the informational base on which you'll build your presentation.
Generally, once you've lined up the relevant facts, you'll arrange them in order from most important to least, then examine, interpret and present these facts in ways that may be meaningful to the audience. It might help to think of your presentation as a "story" that you're going to tell.

But before all that, you have to locate the needed information. Fortunately you don't have to look too far in most cases. Sometimes the information is already in your head or the heads of people around you. It may also be at the library, on the Internet, in the newspaper or on TV. 

Whatever your sources are, you'll still be asking yourself the same questions - the  five W's - and always with the informational needs of your audience in the front of your mind. 

Whether you're an expert or a novice on the chosen topic, you can employ the five W's in infinite ways, depending on what's right for the needs of your audience.

For instance, consider the following questions:

· What are the most important facts? 

· What is the best way to relate these facts? 

· What might happen next? 

· Who wants this information? 

· Who is going to be affected by it? 

· Who stands to gain or lose? 

· Who else does your audience need to know about? 

· How is this information going to change the lives of the audience? 

· Why is this information timely right now? 

· How did this situation come about? 

· When will the situation change? 

The main thing is to try to anticipate anything any member of the audience might want to know about your topic and to deliver that information in a way that cannot possibly be misinterpreted. That means you must be as accurate as possible. If your "story" is a very complicated one, you may have to simply state one simple fact after another.

Once you've assembled the information, it's time to craft it into a story the audience will remember. There are many dynamic tools you can use to grab the attention of your audience, including computers and multimedia projectors. And while technology won't do everything for you, it is an invaluable part of the modern presentation. Specifically, using multimedia options affords you a level of authority that is often difficult to attain. 

Consider the following:

You must deliver an informative presentation to a large group. Instead of handing out a hard copy of the presentation's outline, complete with in-depth charts and graphs, you decide to create these same materials in a Microsoft PowerPoint presentation and project these "slides" during your presentation. In this case, the audience maintains eye-contact with you (and your projected images) -- not the paper. You look like the authority figure, and you maintain their attention!

Regardless of the media you choose to deliver your presentation, it's up to you to assemble the information in a compelling way, and the best way to do this is to create an outline with a beginning, middle and end. Outlining your content should give you a feel for the flow of your presentation. But you also need to ask the tough questions:

· Where is the presentation strong and where is it weak? 

· Are all relevant details included? 

· Is the overall message conveyed effectively? 

· Is there a major point that will stand well on its own? 

· Does a shaky contention need to be supported by factual data in the form of charts and graphs? 

At this point it may be helpful to create a storyboard for your presentation. This is a tried-and-true convention. Working from your outline, sketch out exactly what you want to say, one computer screen "frame" at a time. If your presentation is going to include multimedia effects (and if possible, it should), this is a good way to plot out where you want to insert video footage, audio, graphics and other features.
As the presenter, you are an informational resource, so be prepared to answer questions from your audience including where they can go to find more information on your topic.

Preparing for a presentation entails a lot of behind-the scenes work to enable you to spend the short time allocated looking cool, calm and collected.
Think of your presentation in terms of an iceberg:
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Preparing your Presentation
We will now look at how to prepare your presentation.
Brainstorm your content

Make notes at random of any ideas, information examples o anecdotes that you have on your subject. They do not have to be in any particular order -just jot down your thoughts as they occur.
Brainstorming is an excellent way of developing many creative solutions to a problem. It works by focusing on a problem, and then coming up with very many radical solutions to it. Ideas should deliberately be as broad and odd as possible, and should be developed as fast as possible. Brainstorming is a lateral thinking process. It is designed to help you break out of your thinking patterns into new ways of looking at things.

During brainstorming sessions there should be no criticism of ideas. You are trying to open possibilities and break down wrong assumptions about the limits of the problem. Judgments and analysis at this stage will stunt idea generation:
· Ideas should only be evaluated once the brainstorming session has finished - you can then explore solutions further using conventional approaches.

· If your ideas begin to dry up, you can 'seed' the session with, for example, a random word.

Individual Brainstorming

When you brainstorm on your own, you will tend to produce a wider range of ideas than with group brainstorming - you do not have to worry about other people's egos or opinions, and can therefore be more freely creative. You may not, however, develop ideas as effectively, as you do not have the experience of a group to help you.

Group Brainstorming

Group brainstorming can be very effective, as it uses the experience and creativity of all members of the group. When individual members reach their limit on an idea, another member's creativity and experience can take the idea to the next stage. Therefore, group brainstorming tends to develop ideas in more depth than individual brainstorming.

Brainstorming in a group can be risky for individuals. Valuable but strange suggestions may appear stupid at first sight. As a result, you need to chair sessions tightly so that uncreative people do not crush these ideas and leave group members feeling humiliated. 

To run a group brainstorming session effectively, do the following:

· Define the problem you want solved clearly, and lay out any criteria to be met. 

· Keep the session focused on the problem 

· Ensure that no one criticises or evaluates ideas during the session. Criticism introduces an element of risk for group members when putting forward an idea. This stifles creativity and cripples the free-running nature of a good brainstorming session. 

· Encourage an enthusiastic, uncritical attitude among members of the group. Try to get everyone to contribute and develop ideas, including the quietest members of the group 

· Let people have fun brainstorming. Encourage them to come up with as many ideas as possible, from solidly practical ones to wildly impractical ones. Welcome creativity. 

· Ensure that no train of thought is followed for too long 

· Encourage people to develop other people's ideas, or to use other ideas to create new ones 

· Appoint one person to note down ideas that come out of the session. A good way of doing this is to use a flip chart. This should be studied and evaluated after the session.

Where possible, participants in the brainstorming process should come from as wide a range of disciplines as possible. This brings a broad range of experience to the session and helps to make it more creative.

Mind mapping

Mind Maps are very important for improving the way you take notes. By using Mind Maps you show the structure of the subject and linkages between points, as well as the raw facts contained in normal notes. Mind Maps hold information in a format that your mind will find easy to remember and quick to review.

 Mind Maps abandon the list format of conventional note taking. They do this in favour of a two-dimensional structure. A good Mind Map shows the ‘shape’ of the subject, the relative importance of individual points and the way in which one fact relates to another. Mind Maps are more compact than conventional notes, often taking up only one page. This helps you to make associations easily. If you find out more information after you have drawn the main Mind Map, then you can easily integrate it with little disruption.

Mind Maps are also useful for:

· Summarising information 

· Consolidating information from different research sources 

· Thinking through complex problems 

· Presenting information that shows the overall structure of your subject

Mind Maps are also very quick to review, as it is easy to refresh information in your mind just by glancing at one.

 Mind Maps can also be effective mnemonics (memory aids). Remembering the shape and structure of a Mind Map can provide the cues necessary to remember the information within it. They engage much more of the brain in the process of assimilating and connecting facts than conventional notes.

To make notes on a subject using a Mind Map, draw it in the following way:

1. Write the title of the subject in the centre of the page, and draw a circle around it. 

2. For the major subject subheadings, draw lines out from this circle. Label these lines with the subheadings. 

3. If you have another level of information belonging to the subheadings above, draw these and link them to the subheading lines. 

4. Finally, for individual facts or ideas, draw lines out from the appropriate heading line and label them. 

5. As you come across new information, link it in to the Mind Map appropriately.

The following mind map shows the results of a brainstorming session about time management skills:
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A complete Mind Map may have main topic lines radiating in all directions from the centre. Sub-topics and facts will branch off these, like branches and twigs from the trunk of a tree. You do not need to worry about the structure produced, as this will evolve of its own accord.

The following suggestions may help to increase the effectiveness of your Mind Maps:

· Use single words or simple phrases for information: Most words in normal writing are padding, as they ensure that facts are conveyed in the correct context, and in a format that is pleasant to read. In your own Mind Maps, single strong words and meaningful phrases can convey the same meaning more potently. Excess words just clutter the Mind Map. 

· Print  the words: Joined up or indistinct writing can be more difficult to read. 

· Use colour to separate different ideas: This will help you to separate ideas where necessary. It also helps you to visualise the Mind Map for recall. Colour also helps to show the organisation of the topic. 

· Use symbols and images: Where a symbol or picture means something to you, use it. Pictures can help you to remember information more effectively than words. 

· Using cross-linkages: Information in one part of the Mind Map may relate to another part. Here you can draw in lines to show the cross-linkages. This helps you to see how one part of the subject affects another.

Structure your Presentation
There are a number of steps that you can follow to structure
 your presentation:

Step#1 Define the length of time your presentation is to last. 

For illustration sake, let’s assume this is a 60-minute presentation.  Your timeline can’t be stretched to 70 minutes or end abruptly at 40. Time commitments to our audience are a trust that can’t be broken without consequences. Ask yourself: does the Question and Answer opportunity come out of this time budget? Have you allowed time for interaction during the presentation? Unless you’re extremely captivating, someone will be watching their watch and for good reason.  It’s not that they’re not interested in what you have to say, but more often it’s simply a matter of them having other commitments that they’ve made. 
Step #2 Add closing and ending segments and assign a time to those. (Typically, 5 minutes for each) 

The opening few minutes establishes a critical context for setting audience expectations and establishing interest and credibility. The closing few minutes (often rushed and unprepared by many presenters) is where all the pieces come together and you drive home your points from the previous 60 minutes. You will help them understand why they were relevant and important to them and how they can apply the information or take action.  No matter what happens during the presentation, don’t cheat your audience out of a well-rehearsed closing element. 

Step #3 Add in your three to four major presentation messages and allocate your time accordingly. 

The visual roadmap for your presentation is now starting to take shape. We are a visually oriented people and a physical timeline is more practical for most people in visualising presentation flow. You’ve now created tangible constraints on how long you will allow yourself to elaborate on a specific point. Your message content will begin to flow out of this basic framework.
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Step #4 Begin to fill out the sub-detail for each point and allocate your time. 

Often we practise an entire presentation and after discovering that it’s running10 minutes too long, we’re clueless where to begin the pruning process. By defining time constraints for each topic area, you can now rehearse the sub topic and see if you’re coming in within your time budget. Perhaps you discover that topic 2 simply takes more time than you’ve provided. You can change it but now the need for some real time discipline kicks in. Where are you willing to cut some time? Think you’ll just go a little faster or somehow squeeze it all in? It hasn’t worked for business presenters over the last hundred years or so and it probably won’t work for you either.
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Step #5 With the outline now in place, these primary headers and sub-topics become the initial title slide map for your presentation. 

Bulleted information is added and meaningful graphical elements are sourced to support each topic addressed. You can now begin adding personal notes under each title that refer to what types of supporting imagery would be appropriate. For example, under “Examples: failure-success”, you may make notes under Billings Technologies that might look like this; “Need their company logo, picture of site, quote from company president.”  
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Steps for Creating a Presentation

For most presenters, just trying to define the ingredients of a good presentation becomes a big challenge. If that’s you, print out this timeline presentation planner and try it out on your next important presentation. Why does it work? It works because it blends the left-brain (analytical) approach we normally take with a more right brain graphical one (creative) and helps us “see it” before we actually create it. For many, this is the start of a much-improved process. 

1. Write out your presentation

Imagine you are giving a talk on Success in Examinations. Here are some notes you might have at this stage:

	Audience Needs 
	Subject Needs 

	To prepare for exam





To revise



To think about exam
	Thinking time
Reading the question
Preparation
Time management
Timetable for revision 

Keyword notes
Read the questions
Note taking

Planning
Remembering techniques
Time for checking


The next task is to write your presentation out in full.

• 
Use straightforward and unambiguous language
• 
Do not be long winded
• 
Avoid long sentences
• 
Use the language of your audience

Address your audience directly. Prepare your content as though you were about to have a conversation with your audience. They are not just a sea of faces out there, but individual people with whom you will have a dialogue.

	Language they can understand
	Relating Successive Points 

	Use
Commonly used words
Simple verb tenses
Good grammar
Sentences of about 15-20 words

Avoid
Long/uncommon words
Jargon and technical terms
Acronyms without explanation
Double meanings

 Vague words like excessive and somewhat
	Use
Firstly
As a result
This has led to
Summarise between main points if subject is complex

Avoid
Repeated use of next, how and so, also, hence and therefore


2. Choose a title

The first thing you introduce to your audience is the title. First impressions are vital. A well-thought out title should give your audience an exciting glimpse of what is to come: 

· Success in Exams 

· Lose Weight Instantly 

· Who Wants to be a Millionaire? 

Choosing a title is best left until near the end of your preparation because it should reflect the way you have organised your message.

3. Develop your introduction

Pay attention to your opening. In the beginning you will want to aim for 3 things: 

· Creating a relationship with your audience

· Stimulating their interest and attention 

· Communicating the goals of your talk to your audience

Remember this is your moment, your chance to captivate your audience. It is important that you use it.  Remember, an audience's attention span is limited, so it is important you try to express your ideas in a way which will make them listen.
Anything that grabs their attention will make the audience listen e.g.:

Appeal to their curiosity: 

I am going to tell you how to have a beautiful complexion in less than two weeks. 

Tell them an anecdote: 

I remember when I couldn’t fit into these jeans; by following the Z Plan diet I've lost 15 KGs.

You should open your presentation with the approach which best suits you. For example, you may be a poor storyteller, then opening with a story or anecdote may be a poor choice for you. 

You need to select the approach which will work best for you, bearing in mind that you want to grab your audience's attention, as well as introducing your subject and establishing credibility as a speaker. 

Make your introduction a preview of your presentation, just as your conclusion will be a review.  

To summarise:

· Gain attention (How would you like to …..?)

· State your purpose (I’m going to tell you about the benefits…)

· Preview your points (Firstly I’m going to tell you how…, then I’m going to give you examples of….)

4. Develop your content 

Depending on what you think is important, you may have chosen these as your main points for the presentation on Success in Examinations:

1.
Timetable for revision

2. 
Preparation

3. 
Time management

4. 
Note taking

For any presentation you should use only 3 or 4 main points. This will help you get the ideas clear in your mind and help the audience follow what you say.

Once you've decided on your main points list each of them on “cue cards” ( “prompt cards”). This will help you in the following stages.

Once you have selected your main points, you need to explain them to accomplish your presentation objectives. Therefore, the next step is to select 3 or 4 sub-headings from your notes for each point and add these to the relevant cards. You now have a basic structure for your presentation.

You must think how to get your points across in a way which will: 

· Hold your audience’s attention 

· Get your message across in a way they will understand 

· If appropriate, persuade your audience

	Your sub-headings for Success in Examinations could be:

1.
Timetable for revision

1.1 
When to revise

1.2
For how long

1.3
Realistic goals

1. Preparation

2.1

2.2

2.3


3.
Time Management

3.1

3.2

3.3

3.4

4.
Note taking

4.1

4.2

4.3




5. Develop your conclusion

Crafting and delivering a good presentation is a challenging task. Often, people spend much time developing the "body" of their presentation; they focus on the mass of information to present and spend most of their delivery energy focused on this area. 

However, bear in mind that at any type of presentation, the peak of concentration for most people in the audience is over after the first minute or so, with an increase in interest when they realise the end is near. Using your introduction to preview your message and your conclusion as a review is the best way to use this aspect of human nature. 

	Tell them what you are going to tell them,

Tell them,

Then tell them what you have told them!


While the body of the presentation is undeniably critical, the conclusion of the presentation can be even more powerful - and it is usually the section of the presentation that is most overlooked by the presenter.

Your closing should be a mini-presentation of itself. It should paraphrase your opening statements to demonstrate cohesiveness. An effective closing should include one or more of the following: 

· Challenge your audience 

· Summary of your main ideas 

· Suggested agreement or recommendation for action 

· Powerful quote or statistic that directly relates to your topic 

· Story or anecdote that drives home the message you want your audience to take away

Here are some tips to ensure that your conclusion is as effective as it can be:

· Plan a great conclusion - Many people consider the conclusion of a presentation something they "need to do" - but they don't realise the importance of it. So, they don't really plan for it. This is an easy mistake to make. Instead, when developing the content of your presentation, make sure that your conclusion is a defined task.

· Save time for your conclusion - Like the previous point, speakers often are so concerned with getting through the "meat" of the presentation that they sacrifice timing on the conclusion. This is a mistake. A strong finish drives your point home, embeds it in your audience's mind - and that is the most that you can hope for from any presentation.

· "Tell" your audience you are about to conclude - While you may deliver a fantastic presentation, as you are nearing the conclusion, the energy level of your audience will probably not be at its peak. Letting them know that you are about to end piques their interest and gets them reconnected to you. Go the extra mile by using lots of eye contact with audience members during the conclusion.

· Make it brief - Summarise the key points of your presentation, but keep it short and sweet. Audience members are waiting for you to finish.

· Recommend action and reinforce benefits - Regardless of subject matter, your conclusion should recommend action on the part of the audience. This can be a physical or mental action. The key is to tie the action to real benefits for the audience.

· Striking examples - If you are going for a fact-derived conclusion that asks the audience to use logic at this point in the game, you need to choose facts with punch. Pick the example that will stick in the audience's mind long after they have gone home. 

· Make contact with the energisers - If you are looking to challenge the audience with a bold question such as "Are we ready to make this quality change happen?" make eye contact with the energisers in the audience. These are the people that you can count on to respond with a positive. 

· The “right decision” - If you choose to ask for a decision (at a later point) in the conclusion, express confidence that the audience will make the "right" decision. Let them know that you have full confidence that now they are presented with all necessary information, they will "do the right thing."

· Practise - as with any other part of your presentation, ALOUD. 

· Pause before you begin your conclusion. Allow yourself to re-energise. 

· Stay. Try to stay with the audience for a few minutes after your presentation. While you may be tempted to bolt, resist the urge. 

· Be brief. If you answer questions, try to keep your answers brief. 

Your conclusion should: 

· Review what you have said with a summary or an example which ties everything together (never introduce new points) (I have shown you that you can … faster and have more control…)

· Be memorable 

· State or imply what you expect your audience to do, believe, know etc as a result of your presentation Close with power (I’m sure you’ll agree that is the only way to go to double … and make your …!)

Question time:

· Don’t ask, “Are there any questions?” while looking down, or even worse, at the door, or your watch!

· When asking a question, step forward, raise your hand (optional) and look someone in the eye

· Ask, “Do you have any questions for me?”  Create the impression that you are looking forward to clarifying something for them
Using cue cards

The fully written talk provides an ideal script for rehearsal, but you cannot have a ream of papers in your hand when you deliver your presentation.

The advantages of delivering from cue cards are: 

· You will not be tempted to read your talk from your notes, thus becoming “script bound”' 

· It will help you maintain eye contact with your audience 

What information should your cue cards contain?

· Key words or phrases to help you recall each step of your message and the relevant support material
· Cues for when to use visual aids 

· The full text of any information you will have to write, draw, quote
Some people use full sentences, but the fewer words the better. Graphics can also be used, e.g. miniature visual aids as cues, or flowcharts to show a sequence of ideas. Use what works for you. 

Points to remember:

· Use small cards which fit into your pocket
· Put them in sequence and number them so you do not get mixed up and can refer easily to them during your presentation
Using visual aids:

Visuals can be an important part of your presentation - they can stimulate your audience, holding their attention and ensuring they remember and process the messages. 

Studies
 show that: 

· The human brain processes visuals 400,000 times faster than text 

· Visual aids have been found to improve learning by up to 400 percent 

A successful communication can be defined as:

`One which modifies the behaviour of the audience so that they do something in your favour that they would not have done had you not spoken to them.’
Visual aids have an active part to play in ensuring your presentation is a successful communication. If used well, they can clarify, inform and entertain your audience. If used ineffectively, they can confuse, irritate and trivialise your message. 

What is a Visual Aid? 
A visual aid can be anything that visually stimulates your audience, such as:

· Graphs and Charts: It is easier to illustrate movements and trends, areas of little activity and areas for growth, with the use of a chart or graph. Text takes longer to read and assimilate, whereas the impact of a graph can be seen immediately. 

· Stock photos: These can be found on the internet (e.g. http://www.gettyimages.com/) 

· Digital photos: Take your own digital photos and edit them in a photo editor e.g. Microsoft Photo Editor. They can be blended into your presentation by colourising them to match your template. They can be used to add a personal aspect to your presentation, e.g. to identify members of a team 
· Video: There are sites offering individual footage to buy and download (e.g. http://www.digitalvisiononline.co.uk/). These can offer real impact and ensure the audience are taking notice. The downside being, they can be expensive and require a lot of memory. 
· Text in the form of quotes, statements and ideas, can be used to add visual impact. 

· Diagrams: To help illustrate a complicated process 
· Clipart: This can look outdated but can be revamped using an image editing package, e.g. Microsoft Paint 

Remember:

A visual aid is just an aid. It should not act as a crutch, in the hope of resuscitating a presentation lacking content or preparation. To effectively communicate your message to your audience you need to ensure your visuals are supporting the presentation rather than acting as a screen to hide behind. 

Why use visuals? 

There are many advantages to using pictures/photos and graphics within a presentation: 

· They can enhance understanding of a complicated idea or process 

· They can grab attention and, if used effectively, keep it. 

· They aid memory - It is far easier for a human to remember a visual explanation than a series of words 

· They can be entertaining 

If used effectively, visuals can clarify, entertain and inform. They can help keep your audience interested and ensure the presentation is remembered. 

Effective Visuals:

· Don't use graphics to replace lack of knowledge or material 

· Tailor the type of visuals you use to the type of message you wish to convey in your presentation 

· Use a graph or pie chart instead of a series of numbers 

· Intersperse your text slides with relevant photos or animations 

· Use diagrams to clarify a complicated process or idea 

· Ensure your visuals are easily seen. It is hard to concentrate on something you need to squint at. 

· Practice in the location (or similar) with an audience (one person will do). This way, it will be possible to ensure your visuals can be seen easily from a distance 

· Check on your colours when they are projected. They can often appear different from screen colours. 

Ineffective Visuals:

· Impressive graphics can hide lack of content. Visuals are often used as a distraction to cover inadequate research or understanding. 

· Overloading the audience with too many pictures, clipart and diagrams may cause them to switch off 

· Too many visuals (especially in the form of clipart) can trivialise a subject. Ensure your graphics are tailored to your audience and topic. 

· The more multimedia effects you have within your presentation the more likelihood there is, of something going wrong. Here again, practice is important. Always have a hard copy backup, just in case! 

 

Use Text and Graphics for Impact

Presentation slideshows are still the predominant means of technology in the delivery of presentation content. We see them used in keynote addresses, meetings, classrooms, and educational software products. Whether you are using PowerPoint or a different application, the message is often lost with too much text, overpowering backgrounds, unreadable text, distracting sounds, delayed transitions, and pictures or clipart that don’t support the content. 

A presenters’ job is made easier with the wonderful capabilities of these software tools; however, it does not mean you should show off your ‘techno geek’ capabilities at all costs. Your audience will become confused and frustrated if they are not receiving clear, readable slides with pertinent content and context relative to your spoken message. 

The clarity and visual appeal of your presentation is crucial. How well it can be seen and how well it looks are functions of the combined use of the graphics, the presentation equipment and the environment. 

If in doubt about your ability to properly use graphics, colour, or type style, select and stick to one of the pre-designed templates that are included with most presentation software packages. 

Graphics include everything from symbols to cartoons to border designs to full-colour photographs. They not only help deliver the message, they tell an audience a lot about you. Are you sophisticated and well prepared? Or, are you a low-rent, last-minute kind of operator? 

The keys to graphic design are balance and clarity. 

· Keep the design clean and the effects simple. 

· Keep backgrounds consistent and subtle. 

· Use only quality clip art, and use it sparingly. 

· Check all graphics on the projection system, especially gradient effects, to see how they will look. 

· Use the chart style that is appropriate for the data. 

· Use no more than four colours on one chart. 

· For bullet charts use one thought per line, 5 to 6 words per line, 5 to 6 lines per slide. 

In order to make your slides even more interesting think about minimising text and instead insert pictures full screen.  

The first example shown below is how most presenters handle pictures—text with a scrawny picture off to the side as an afterthought.  
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e These are flowers,
just in case you need
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that.




Displaying the picture full screen has a far more dramatic impact and can “say” more than text will ever express, in certain contexts.
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Use of colour

Colour is one of the most influential and powerful media elements. The effective use of colour involves more than picking pleasant hues. Colour psychology techniques can contribute to the persuasion process by adding emphasis, reducing anxiety, instilling credibility and creating excitement. 

· Colours may look different when projected. Check them. 

· Light colours on dark backgrounds attract the eye. 

· Use colour cues to imply relationships. 

· Limit the number of colours on a single screen image. 

· Establish a colour scheme at the beginning and stick with it. 

· Bright colours make small objects and thin lines stand out. 

The emotions of colour vary according to the context of the message and culture of the audience. Here are the most common interpretations:

· Red = stop, alert, life, revolution, passion 

· Orange/yellow = optimism, warmth, wisdom, caution 

· White = innocence, hopeful, day, truth, clean, new 

· Black = night, gravity, importance, solemn, mortality 

· Green = growth, youth, health, fertility, proceed 

· Purple = regal, spirituality, sophisticated, nostalgia 

· Grey = integrity, maturity, neutrality, discretion 

· Blue = dignity, trust, stability, day, devotion, justice 
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Typeface

Type can be both graphical and textual. Even the simplest word processing and presentation programs offer a vast array of fonts. Choosing the right font, style and size may seem like nothing more than picking what looks good, but in reality, fonts have a profound conscious and subconscious impact on your audience. 

· Pick a font that fits the message. 

· Don't use more than three fonts in a presentation. 

· Don't overuse boldface, italic or all caps. 

· In general, don't use a font size smaller than 18 points. 

· Headlines should be in the range of 35-45 points. 

· Sans serif fonts, such as Helvetica, are easier to read when projected. Arial is also a clean, legible font to use.

· To determine if the type will be readable when projected, step back about 2 metres from your monitor. If you can read it, it should work when projected. 

· Always check for spelling errors 

· Avoid “all caps” unless it is appropriate [e.g. main titles or add emphasis by “shouting”] 

Templates  

· Select slide templates that support presentation objectives 

· Don’t use templates that are too busy 

· Be sure that your text contrasts the template so it can be read easily [Suggestion: white or yellow text on a deep blue background] 

Transitions

Transitions [Moving from one slide to the next] should be used sparingly to avoid distraction to the audience unless they support the message:

· Be consistent. Using random transitions on each slide may distract your audience. They may be watching for the next cool effect rather than listening to your message. 

· Transitions can add sparkle to your presentation when used correctly 

· Transitions can help support a message or point when used creatively 

Builds [Text entering slide]:

· Be consistent. Whatever you choose, (i.e. text flying in from the left, right, top, bottom, middle, disappearing, spiralling, etc.); make each slide build consistent. 

· Builds can be used to emphasise a point by having text enter one line at a time 

In summary, a good presentation slideshow supports your main message. It provides the audience a form of visual impact and the presenter with a cue card prompter. 

Remember to use graphics and short bulleted phrases effectively to help cue your main points to prevent you and your audience from reading the slides. 

Effective use of technology

Within the last ten years laptops have virtually replaced all other equipment when it comes to giving presentations, and as technology has changed, the presentation style has also changed. Presenters are now using such programs as PowerPoint to make the impact that would have previously been made with either 35mm slides or over head projection.  

In order to help make the biggest impact possible, not only does the presenter need to perform in the smoothest and most knowledgeable manner when delivering the presentation but s/he also needs to show that ability to the audience.

The first idea that a presenter needs to think about is: How do I make the best presentation possible? Learning how to use the software needed to perform the presentation properly is the first part, but the second part of that plan and the one aspect that seems to be overlooked most often is taking the time to learn the ins and outs of the machines being used to present the information.

The laptop and projector

Presentation equipment can go a long way toward enhancing the persuasion process, but only if you pick the right tools for the job. For true interactive multimedia you'll need a multimedia laptop with video and audio playback capabilities as well as a display device that works with the laptop.

 For a small audience- one or two people- your laptop LCD display may do the job. But because you will need to see the images and work the mouse, a separate monitor or projector is preferable. 

If you have a choice, buy the best laptop you can afford, because some laptops don't clearly and quickly show your videos and graphics. Also, use your own laptop whenever possible. You may be told there's a laptop you can use, but it may not be adequate for your needs.  

After the laptop is purchased, the presenter needs to experiment with the machine to get comfortable with it. This means using the presentation software which was loaded on the computer. This also means learning as much as can be learned about the functionality of the laptop being used. (Through experimentation and the owner’s manual)

Even though there are no standards in the electronics industry based on compatibility, one must learn one’s own way around. This information is also geared towards the use of portable projection, if the organisation has allowed its presenters to use portable projectors.

The laptop and projector need to be positioned in the proper place to view a sufficient enough image on the screen. In most cases this amounts to approximately 2-3 metres feet away.  But this can also be dictated by the size of the room. 

After the machines have been placed, the presenter will need a male to male VGA cable. This cable, in most cases will be provided either by the venue, the projector manufacturer or by the employer. 

Take the VGA cable and place one end into the monitor jack on the laptop. This jack will have fifteen pin holes in it and in most cases will be colour coded with blue. The location is usually in the back of the laptop but it has been located by some manufacturers on the side. Once the cable is connected to the laptop, it must be connected to the projector.

Take a moment to study the projector. There will be a section of the projector, usually on the back, sides or front, in which will be found a full assortment of inputs. A good example would be: Video, Audio or even Mouse. The connections to look for will be labelled:  Input A and Input B. The remaining end of the VGA cable belongs in one of those connections and the cable should be tightened.

Now that the main connection has been made between both machines, the projector should be turned on. There are two basic reasons why the projector needs to be turned on before the laptop. 

The first reason is that the projector should be warmed up for at least a minute or so for proper results. Another good reason to turn the projector on first is that any problem or malfunction that might arise will more than likely be detected by blinking lights on the projector. Examples can include:  

· A lamp may need to be replaced

· A filter may need to be cleaned

· A fan cover could be open.

Once the projector is turned on and has been running for between thirty seconds and a minute, the presenter needs to make an adjustment, if the adjustment hasn’t already been made. This adjustment involves input selection.  When using a remote, all the presenter will need to do is find the Input button on the remote and cycle through the inputs until the desired one appears. Some remotes actually have individual buttons for Video and Computer. While the laptop is booting up, it is sending a signal through the VGA cable that was connected earlier. That signal contains the information that will form the image on the screen. If the projector is not on to receive this information, the image quality can suffer or not even show up.

After both machines have been connected, the input selected and the laptop is successfully turned on, the presenter needs to make sure that the presentation image is viewable on both the laptop monitor and on the projection screen.

On the laptop keyboard there are two essential keys that will perform this function properly. The first key is located in the bottom left hand corner of the keyboard and has the letters fn printed on it. At the top of the keyboard there will be a strip of function keys.  One of these keys will have a symbol, letters or a combination of visuals that will represent a monitor screen. This function key differs by manufacturer. Once the proper function key has been located, it will need to be pressed down along with the fn key which is located in the lower left hand corner of the keyboard.

This is a three part process. Each time the buttons are used, the image will move from one screen to the next until the image is in both places. There is one essential rule that must be followed when manipulating these keys. Once the fn and function keys have been pressed, they must be released. Then the presenter must wait at least three seconds before they are activated again. The reason for this delay is to give the circuits inside the computer a chance to perform the function that they have been given. One of the biggest mistakes that presenters make is to continuously press these keys as soon as they fail to see an image. This mistake then causes an endless loop of aggravation because the image never appears.

Once the presenter has seen both images and is satisfied, then the presentation can be performed. If, on the other hand, the image that appears on the projection screen is distorted in any way, than it must be corrected.  The easiest way in which to fix this problem lies in the reuse of the fn key and function key to cycle through the inputs until the image only appears on the projection screen. 

Some presenters don’t mind only being able to see the projection screen.  

For those presenters who would rather be able to view both, here are some simple steps that need to be performed in order to lower the laptop’s resolution:

1. Take the mouse arrow and drag it down to the word “Start”, which is located in the lower left hand corner of the screen. 

2. Click on the word “Start” with the left mouse button. 

3. Once that has been done, a large window with two columns will appear.  In the right hand column, about halfway down the words “Control Panel” can be seen.  Click on those words with the left mouse button. 

4. Another window will open up. Inside this window there will be a large number of icons. Double click on the icon that reads: “Display.” 

5. Now yet another window opens up. This window is the Display Properties.   The inside graphic on this window resembles a large electronic filing system. If it is viewed straight on, it takes on the appearance of file folders as they would look inside of a filing cabinet.  The last tab on the right reads: Settings. Use the left mouse button and click on the tab once. 

6. Finally the monitor settings have been reached. In the top portion of his graphic there is a replica of a computer monitor. On the bottom portion of the graphic there are two rectangular shapes. The one on the left has a heading above it which reads: screen resolution. Underneath those words there is a scale which looks a lot like a ruler and above that ruler there is an arrow. Take the cursor arrow and place it on the arrow above the scale. Now move the arrow to the left. As the arrow moves, there are two numbers beneath it that are getting smaller in value. Move the arrow all the way to the left so that the numbers on the scale read:  800 by 600. Then click on the okay button.  Once this act is complete, the resolution will be lowered. 

Keep in mind the fact that some computers will prompt the presenter to restart the computer to reset the resolution. This is normal.

Once all of these steps have been completed, there shouldn’t be any reason why a presenter cannot perform a powerful PowerPoint presentation.

The remote mouse

Buy a remote mouse and use it. You do not want to stand near the laptop and have to keep looking down to switch slides. 

Also, unless you have a remote, you don't want to animate slides, as you will spend most of your time looking down to click to show the animations. 

Be sure you like the remote and it serves your purposes. If you have to do demos and need to switch between programs and use menus, etc. be sure the track ball or pad is easy to use. Make sure it is light and easily fits in your hand. 

One of the differences between a good presenter and an excellent presenter is how well s/he uses the slides to enable him/her to tell a story and not just relate data. The right mouse helps you effectively show the slides.  

Have a back up plan 
You need a realistic, feasible back-up plan. But even before the back-up plan, make a list of what you need to take and go over that checklist before you leave your office. If you forget your power cord, you may not be able to show your slides. If you don't make sure your battery is charged, you may run out of steam halfway through the presentation.

Here are several back-up ideas:

1. Copy the presentation to a CD or a disk. Carrying it on a zip file may not be the best idea as many people's laptops are not set up to use a zip file. Check your CD to be sure the file is on there and can be accessed. 

2. Bring a set of transparencies or 35mm film slides. 

3. Store the file on a network that you can access. 

4. Bring paper copies of the slides. This is a must! If all else fails at least you will have a copy and can make copies for your audience. 

5. Send the presentation to someone who will be there so he or she has it on another laptop that you could use. 

6. Put it on Flash disks (memory stick). The cards can provide an easy way to get files from one machine to another when on the road. As long as your presentation isn't too big for the file size, it works. 

7. Bring two sets of equipment for those very important talks. 

 

Control the environment

All the hard work you have put into the creation and preparation of a multimedia presentation can to waste if you do not maintain a secure, controlled environment. 

Whenever possible, get access to the presentation venue early and attend to the following guidelines: 

Room Layout and Additional Equipment

· Have a diagram of room dimensions, seating capacity and layout faxed to you in advance. Have overflow seating available.

· The correct layout of the room invites audience participation
Presenting to small groups:

(






Larger groups:

Exit               Entrance







(
· If possible, arrange seating so that exit and entrance are at the rear.  Least distractions when people come and go.
· Ensure that disturbances are eliminated or kept to a minimum- remind audience to switch off cell phones
· Ensure that the audience can see you and the visuals
· Carry a multi-outlet strip with at least a 6' cord. 

· Position yourself at the right or left edge of the screen (as close to centre stage as possible). 

· Find out what type of screen you will be using. 

· Make sure the screen is the right size for the room 

· Viewing Angle: The extreme right and left seats in the front row must not be at an angle greater than 50 degrees from the centre of a screen; No more than 35 degrees is optimum for most screens. 

· Viewing Distance: Optimum viewing distance from an image is 2 - 8 times the height of the image. 

· Image Height: Max Viewing Distance / 8 = Minimum Image Height. 

· Screen Size: Normal dimensions of a projected image are 3:4:5. Image height x 1.33 = Horizontal Image Length. Image height x 1.67 = Diagonal Image Size

· Image/Character Size: The smallest graphic/character you should use at any projection distance can be calculated using the following basic formula: h = .035 x D where "H" is height in inches and "D" is projection distance in feet. 
· Font Size: The smallest font size you should use in a presentation is 14 points. 

· Place equipment at a 45-degree angle and slightly to one side of the centre of the room.



  (
(
· Remember to give your presentation to the audience and not the visuals- keep your shoulder orientation towards the audience at all times.

The Environment 

· Test your equipment in the actual environment. 

· Make sure someone is monitoring the temperature--people, lights and projection equipment can quickly raise the room temperature. 

· Have someone monitor the door against unwanted intrusion at important moments in the presentation. Post a sign outside. 

· Do not start until everyone is seated. 

· Have someone else quieten the audience and introduce you. 

Room Lighting
· Whenever possible, eliminate any light that shines directly on and/or behind the screen. Light on the screen washes out the image; light behind the screen affects the human eye and the effective contrast of the image. 

· Reduce ambient light as much as possible, leaving enough for note taking. 

· Be certain your projector has a minimum of 200 lumens. 

Sound 

· Avoid outside noise interference by making sure there will be no construction sounds, ringing telephones, or spill-over noise from events in the next room. 

· If you are plugging your system into the room's audio system, make sure the correct cables are available and that the two systems are compatible. 

Equipment

Flipcharts and whiteboards

· For small groups (fewer than 20)
· Spontaneous presentations
· List and record
· Instructions
· Reinforce group contributions
· Don’t need electricity and are economical
Tips:

· Remember 6X6 rule
· Letters should be 25cm high for each 2,5 m of distance away from viewers
· Write in pencil first
· Use upper and lower case
· Flipchart markers do not bleed through
· Leave blank pages in between
· Prepare certain time-consuming information beforehand- especially if you do not have a neat handwriting!
· One dark and one accent colour- avoid yellow, pink, orange- and too much red
· Turn the page when you have finished, so that audience won’t be distracted
· Don’t speak until you have eye contact with your audience
· Stop talking while you write.

· When you have finished writing, put the pen down; do not stand playing with it while talking. 

Written handouts

· Summary of talk/ what to bring: deliver or mail in advance

· Provide background information/ timetable of talk: put on seats/tables before audience arrives
· Instructions/ activities: hand out between modules/stages
· Record of the presentation/ clarification of abstract or complex topics/ company brochure and contact details: to take home; hand out as they leave
Tip:

Decide carefully on what type of handouts you will make and when you will pass your handouts out. 

Using a pointer:

· When using a pointer, keep your shoulder oriented towards the audience. 

· Hold the pointer in the hand closest to the screen

· Point the pointer at the screen, not the projector.

Make the Technology Invisible

You may be tempted to "show off" a bit to let your audience know how technically enlightened you are, but remember, the role of any presentation product is a supporting one. Strive to keep the tools as transparent to the persuasion process as possible. 

An audience that is thinking about your cool use of special effects or your brilliant presentation system is not thinking about your message. 

· Never add sound or visual effects without good reason. 

· Never fuss with equipment settings during a presentation. 

· Keep equipment out of audience sightlines. 

· Do not let the projector block the view of you or the screen. 

· Don't look down at the mouse or keyboard unnecessarily. 

· Always use a wireless remote/mouse. 

· Shield computer backs and messy wires with drapes. 

· Get comfortable with the technology through practice.
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	Class Activity 5: Gather Information and Structure the Presentation

In small groups, complete the formative activity in your Learner Workbook


4.3 Deliver the Presentation
To deliver a good presentation, you should follow the four steps below: 

1. Plan: Understand your audience - about their needs, their background, and the place where your presentation will be delivered. The way to present a topic to a group of elementary students is different from the way to present to undergraduates. To present in a meeting room, you can speak quickly; but when presenting in a hall, you need to speak slower. Plan your coverage so you can present within the time frame available.

2. Prepare: Thesis statement -> objectives -> Outline -> coverage depth. Encourage responses, and stimulate reactions and their learning desire.

3. Deliver: Deliver your presentation, with visual aids like presentation slides. Use animation sparingly, so it will not distract the audience. Think of putting summaries of each slide in the "note" portion of your presentation, and have them printed out as handouts to the audience.

4. Review: You may wish to to deliver your presentations again. Review your performances so you can improve them the next time you perform.

Our non-verbal communication is more important than the words that we use. When we meet someone for the first time, s/he will already form an opinion about us within the first few seconds before we even open our mouths to speak. When we move to the front to deliver our presentation, the audience will be watching and forming an opinion about us.

Research has found that:

· Words are 7% effective 

· Tone of voice is 38% effective 

· Non-verbal clues are 55% effective
The important elements of “body talk” that we usually focus on, are:

· Eye contact

· Dress

· Posture

· Gestures and movement

· Facial expression

Eye contact

· Introduction and conclusion - Make direct contact during the introduction and conclusion.

· Scanning the room - Sweep the audience with your eyes and focus on one person at a time- not long enough to make him/ her feel uncomfortable, but long enough to engage him/her (about 2-3 seconds), in other words, about long enough to deliver one complete thought, then move to another individual and repeat the process. Everyone else in the audience will also feel attended to.

One effective approach to maintaining a balanced eye contact is to pick out several faces, ensuring you choose one from each part of the room and address your presentation to those individuals, shifting your eyes at appropriate intervals. This will look like you are speaking directly to them and their section of the room during part of your presentation. 

If your audience is small enough, look at EVERYONE in turn

· Focal points - Don’t let your eyes dart about the room as if you’re looking for an escape route! Avoid looking mainly at one friendly person in the room, or at some point on the wall or floor. If you’re speaking to a large group, make eye contact with individuals in different sections of the audience. 

· Barriers to eye contact - Don’t hide behind notes, equipment, lecterns, tables or any other props. Get closer to your audience by stepping out from behind these barriers and making eye contact. Don’t talk to your screen, board or flipchart; you can’t make eye contact if all your audience can see is the back of your head!
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Dress, posture, gestures and movement, facial expression
Your posture, gestures, facial expressions and eye contact with the audience reflect your feelings about yourself, your audience and your message. You must use them to create a positive image, appearing friendly and believable. 

· Facial expression - Audiences scrutinise speakers' faces, eager for visual data to add meaning to their words. Your face, more clearly than any other part of your body, reflects your attitudes, feelings, and emotions. 

Your audience wants you to be confident, friendly, and sincere and watches your face for evidence of these qualities. Effective speakers must communicate these qualities. The key to conveying a warm, sincere attitude is smiling throughout your presentation, not constantly, but every time it's appropriate. 

Be sure to remove expressions which don't belong on your face: those nervous mannerisms which distract from your message, such as licking, biting, or clicking the lips, tightening the jaws, frowning, or twitching any part of the face. 

Audiences attribute these expressions to nervousness or unfriendliness and become less receptive to your message. To reduce your apprehension about speaking, believe your message, practice it thoroughly, relax, and let your face reflect your good thoughts, attitudes, and emotions. 

· Posture - Without a word or even a movement, your speaking posture communicates whether or not you're confident, enthusiastic, and in control of the situation. Good posture enables you to breathe properly and project your voice effectively. It also minimises nervous tension. 

To achieve an effective speaking posture, stand upright, with chin up (not too high, as you may look too proud or arrogant!) for good projection, feet firmly planted at shoulder width for balance. Adopt a confident stance with your shoulders back, not hunched up, allow your chest to expand so that breath comes easily. Relax your shoulders and knees. Let your arms hang naturally at your sides with your fingers relaxed. You should feel alert and comfortable. Immediately before your presentation, take a few deep, slow breaths and consciously relax your shoulders, neck, and jaw. 
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· Gestures - Gestures, used correctly, are the most evocative form of body language and can tremendously enhance your words. 

Use natural gestures, as if you’re speaking to a friend. Open palms instead of pointing politicians’ fingers! 
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No nervous wringing of hands, hands in pockets, or hands in the “fig leaf” position! Crossed arms are a barrier and hands behind the back remind one of the military.

Your gestures should enhance your verbal message and not contradict it. If you are saying one thing and your body says another then your audience will tend to believe the non-verbal messages. Use gestures to emphasise a verbal point. 

There are four basic types of gestures: 

· Descriptive gestures clarify or illustrate your words. 

· Emphatic gestures emphasise your words, e.g. clench your fist or pound the podium. 

· Suggestive gestures create a mood or express a thought, e.g. shrug your shoulders to indicate ignorance or perplexity. 

· Prompting gestures evoke a response, e.g. raise your hand or applaud if you want the audience to do the same. 

Gesturing reflects each speaker's personality; what works for Nelson Mandela probably won't work for you. 

Here are six things to keep in mind about gesturing: 

1. Gesture naturally according to what you think, feel, and say. Regardless of your personality or cultural background, you have a natural impulse to gesture to emphasise things you feel strongly about. Don't inhibit that impulse. Be genuine and spontaneous. Don't concoct artificial gestures or your audience will think you are insincere. If you're naturally reserved, try emphasising your gestures a bit more than seems natural. 

2. Create the conditions for gesturing -not the gesture. Involve yourself totally with your message-not in thinking about your body movement-and your gestures will arise naturally from your thoughts, feelings, and attitudes. 

3. Suit the gesture to the word or occasion. Make your gestures appropriate for the words you're expressing or you'll appear artificial, or even comical. Match the frequency and vigour of your gestures to your message, and don't overdo it. Powerful, vigorous, animated gestures are fine for young audiences but may threaten or irritate older or conservative audiences. 

4. Make your gestures convincing. Each gesture should be a distinct, clearly visible movement. Hand gestures should involve the total arm and shoulder. Keep your wrists and hands relaxed. Use broad, slow, expansive gestures for large audiences. 

5. Make your gestures smooth and well-timed. Timing is as important in gesturing as it is in comedy. The gesture must come on the correct word-not before or after. Don't memorise your gestures or they will appear artificial. Simply practice your presentation until the gestures become natural. 

6. Make natural, spontaneous gesturing a habit. Relax your inhibitions, and practice gesturing during informal conversation with friends. Have fun with it, and soon gesturing will be a natural part of your presentation toolbox. 

	 Nonverbal Behaviour
	Interpretation

	Brisk, erect stance
	Confidence

	Standing with hands on hips
	Readiness, aggression

	Hands in pockets, shoulders hunched
	Dejection, lack of confidence

	Open palm
	Sincerity, openness, innocence

	Hands clasped behind back
	Anger, frustration, apprehension

	Patting/fondling hair
	Lack of self-confidence; insecurity

	Pulling or tugging at ear
	Indecision

	Touching, slightly rubbing nose
	Rejection, doubt, lying

	Rubbing the eye
	Doubt, disbelief


Oral (spoken) communication

The most important objective of any speaker is to appear credible and knowledgeable about his/her subject. Speak to your audience as if you were having a conversation. Strive to maintain a conversational tone - this should be natural to prevent monotony. A pitch different from your normal speaking voice is usually a sign of nervousness and can be distracting to your audience: 

· Maintain a steady rate: too fast - impossible for audience to catch everything. 

· Too slow - boring and audience becomes irritated. 

· Variations in rate can add considerably to your presentation, depending on the mood you are trying to create 

· Emphasis of key words/phrases and ideas is a good way to add expressiveness to your voice and reduce its monotony. This also helps to emphasise your main points

· Remember speaking in a monotone voice can be deadly to your presentation
Voice projection:

Voice projection is a method of speaking whereby the voice is used loudly and clearly. It is a technique employed to demand respect and attention, such as when a teacher is talking to the class, or simply just to be heard clearly, as an actor in a theatre.

Breathing technique is very important for proper voice projection. Whereas in normal speaking one uses air from the top of the lungs and the muscles of the throat, a properly projected voice uses air right from the bottom of the lungs, and the diaphragm is used to push it out.

· Size of room/ loudness- Be aware of the size of the venue for the presentation. In a large room you may have to project your voice at a higher volume. Speak louder than usual; practise in a room of comparable size beforehand and ask someone to listen from the back

· Remember your voice projection should be appropriate to your purpose, audience and presentation environment. Your volume should be loud enough for everyone to hear but not so loud as to overpower your audience. Variations in intensity can create different effects e.g. at times a soft voice can command more attention than a loud one. 

· Posture- chin up, so that you can “throw” your voice to the back of the room

· Confidence – believe that what you are saying is important and that your audience needs to hear it

· Breathing- control your breathing, so that you don’t run out of breath before the end of the sentence

· The pregnant pause- silence at the right moment reinforces and intrigues your audience. Even those who were not listening, look up and wonder what’s going on!

Articulation

· Poor enunciation means that you fail to articulate your words appropriately. Poor enunciation can completely change the meaning of a sentence. Proper enunciation results in your words being clear, precise and easy to listen to. Consonants (particularly) the final ones, not the vowels are the real keys to loud and clear communication.

· Be careful not to swallow your words or let your words trail away at the end of a sentence

· Be aware of fillers that some of us use when we don’t know what to say, e.g. “OK”, or “”um”.

· There is nothing wrong with a strong accent (most South Africans are not mother-tongue speakers of English), but ensure that you can be understood.

Modulation

· Pitch: Women, in particular, must beware of too high a pitch. Practise lowering your pitch. It also helps to speak slowly.

· Tone: Vary tone and speed. Fast delivery excites and stimulates; slow delivery to emphasise and control.

The words we choose and the way we choose to say them are not only interpreted literally by our hearers, but our underlying values, attitudes and bias are also revealed during the communication process.

When we pause, are we revealing uncertainty, or are we pausing for effect, to make the audience sit up and take notice?

When we ask a rhetorical question, we don’t expect an answer, we expect agreement and buy-in to what we are trying to convey.

Our stress, intonation and volume can carry the audience along with us on a wave of excitement, or lull them to sleep. Monotonous speakers use too little emphasis; melodramatic speakers use too much emphasis. 

We can even reveal whether we really believe in what we saying, or where our sympathies lie by the words we use; a simple example being the use of either inclusive or exclusive pronouns. For example, notice when employees talk about their company- do they refer to “they” or “we”? This is usually a good indication of buy-in to objectives.

Manage your audience

Observe audience body language:
· Does the general audience posture appear closed and rigid? Apply the Mirroring- Leading technique: Start off reflecting their body language, gradually relax your body and gestures, eventually open up your arms and gestures

· Are their faces serious or distant? Smile and make eye contact.

	RESPONSIVE
	   REFLECTIVE
	   FUGITIVE
	   COMBATIVE
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· Responsive audience

· Engaged: leaning forward; open hands and arms
· Eager: leaning forward
· Ready to agree: closes papers; puts pen down; puts hands flat on the table

· Reflective audience

· Listening: head tilted; lots of eye contact; nodding; high blink rate
· Evaluating: sucking glasses/ pen; stroking of chin; looking up and to the right
· Attentive: smile; open feet; arms behind back
· Fugitive audience

· Bored: staring into space; slumped posture; doodling; foot tapping
· Let me go: feet towards door; looking around; buttoning jacket
· Rejection: moving back; arms folded; head down; frown
· Defensive: hands clenched
· Combative audience

· Let me speak: finger tapping; foot tapping; staring
· Aggressive: leaning forwards; finger pointing; fists clenched
· Defiant: hands on hips; frown
· Lying: touches face; hand over mouth; pulls ear; eyes down; glances at you; shifts in seat; looks down and to the left
Handling difficult audiences

As a presenter you never have total control over an audience's behaviour, but you can modify your own behaviour so that you can possibly influence your audience so that you can form a relationship of respect and attention rather than unreceptive and hostile. 

You can enhance your credibility by essentially making the concerns of your audience your major focus and concern. 

When someone is attacking what you have presented, tell yourself that it may be that s/he is insecure and jealous that you are in the spotlight getting the attention that s/he craves.

· Make sure you praise him/her - This will flatter him/her and hopefully take the wind out of his/her sails. For example, if someone has asked you a difficult question say, "That’s an excellent question. Thank you for asking it." If you can’t answer it then say, "I’ll have to look into that and get back to you…." 

If someone has made a critical comment, thank him/her for drawing the point to your attention. Refraining from getting defensive and argumentative will help you to come across well to the audience as a friendly person who is open to feedback.

· Find some point of agreement with your challenger - Agree with the person on some level. Again you have to resist your gut instinct to get defensive and argumentative. Finding some point of agreement, however small, with your challenger, helps you appear to be an open minded person to the audience. Try to anticipate the tricky questions or critical comments that people may make about your presentation and prepare appropriate responses; remembering to compliment the person for their question/comment and to find some point of agreement with them, no matter no minor.

Handling difficult questions

· Handling questions: State your policy regarding when you will answer questions before you start your presentation. During? After the presentation?

· Difficult people: handle them politely, but firmly- you’ll speak to them afterwards.

· Don’t allow anyone to monopolise- even when answering a particular person’s questions, repeat the question for everyone and address the answer to the whole audience.

· Listen carefully to questions. Let the person finish. Try and prepare for anticipated questions during your preparation phase.

· If you do not know an answer, admit it and promise to find out. Make sure that you do and get back to the person as soon as possible.

· Never, ever lie or pretend- you WILL get caught out!

Use the following guidelines when you are faced with difficult questions from others, e.g. when you are in a meeting or addressing a group of people:

	STRATEGY
	DESCRIPTION

	Listen with an open mind
	Demonstrate non-defensive behaviour and use non-judgmental comments

	Pause
	Collect your thoughts

Allow the speaker to say more if appropriate

Relieve tension

	Clarify the situation
	Paraphrase the speaker’s remark to make sure you clearly understand the question or viewpoint

Get an understanding of the critical issue or concern before saying the first thought that comes to mind

	Accept the input
	Indicate the speaker’s right to have a particular point of view

You do not have to agree with the speaker’s comments

The goal is to understand the speaker’s view, not to get agreement on what is being said

	Remain objective
	Don’t react emotionally or act threatened

Keep your responses focused on facts

	Address the group/speaker
	Restate your views or answer the concerns or questions

Accept the fact that not everyone will always agree with your point of view

State your response to the entire group – not to an individual

	Check that the question has been addressed
	Ask the speaker if the question has been adequately explained and move onto the next section/ item on the agenda, etc.


Evaluate your success as a speaker

Feedback is the link between the things a person does and says and understanding the impact of these on others.  

Feedback is used to:

· Acknowledge what a speaker has done well; and

· Assist a speaker to improve.

Feedback is best given straight after the performance, event or activity.

Positive feedback means providing a speaker with praise or recognition for what was done well.  This feedback should be very specific, for example: “The skilful way in which you encouraged quieter members of the group to contribute, meant that everyone had an opportunity to contribute” and not general, e.g. “well done.”

Constructive feedback means providing feedback in a caring and helpful manner, aimed at helping the speaker to better develop his/her skills.  Again, this type of feedback should be specific, for example: “You may find that you will get a better result if you include a benefits analysis in your research projects.”

Successful people in all walks of life actively seek feedback.  They also recognise the importance of giving feedback, but in a way that enhances performance and relationships.

Feedback forms

Besides your audience’s verbal response and level of participation, you can also use feedback forms to determine the success (or not) of your presentation.

EVALUATION FORM

Name (optional):..…………………………………….


Presenter:……………………………………………..

Topic:……………………………..……………………

1= Poor
2= Fair
3= Average
4= Good
5= Excellent

	1. Presentation
	1
	2
	3
	4
	5

	Effective content
	
	
	
	
	

	Quality of material
	
	
	
	
	

	Effective visual aids
	
	
	
	
	

	Duration of presentation
	
	
	
	
	


Do you have any comments or suggestions about the presentation?

	2. Presenter’s effectiveness
	1
	2
	3
	4
	5

	Presentation is clear
	
	
	
	
	

	Knows the subject
	
	
	
	
	

	Encourages audience to take part
	
	
	
	
	

	Gives practical examples
	
	
	
	
	


Do you have any comments or suggestions about the presenter’s performance?

Example of a presentation assessment checklist 

	Name:
	

	Company:
	

	Date of assessment:
	

	Topic:
	


	Body language
	C
	NYC
	Comments

	Dress

Neat, uncluttered, professional
	
	
	

	Posture

Chin up, shoulders back, comfortable stance
	
	
	

	Gestures and movement

Movement motivated, hands comfortable (no fidgeting, pointing, etc.)
	
	
	

	Facial expression

Friendly, smiling, animated
	
	
	

	Eye contact

Makes contact with whole audience, does not exclude anyone
	
	
	

	Voice
	
	
	

	Projection

Clear, can be heard at back
	
	
	

	Articulation

Clear pronunciation and enunciation, can understand what s/he is saying
	
	
	

	Pitch

Not too high or low, pleasant to the ear
	
	
	

	Tone

Varies, not monotone
	
	
	

	Audience contact
	
	
	

	Includes whole audience

Does not focus on only one person/section
	
	
	

	Able to maintain interest

Uses techniques to keep audience interested (humour/ interesting content/ anecdotes, etc.)
	
	
	

	Visual aids
	
	
	

	6X6 rule

slides are not too busy- don’t contain too much information/ clear font/ good choice of colours
	
	
	

	Seamless transitions

From one slide to another/ from one topic to another, etc. is done flowingly, without hesitation
	
	
	

	Effective use of equipment

OHT or PC is used effectively as an aid; doesn’t talk to the screen or projector, but to the audience
	
	
	

	Content
	
	
	

	Does the learner succeed in addressing audience needs, i.e. adapt to target audience?
	
	
	

	Does the learner communicate effectively using enough examples, illustrations, supporting ideas, etc.?
	
	
	

	Enough information is given (at least 3 main ideas)
	
	
	

	Do the supporting ideas actually add to and support main ideas?
	
	
	

	Learner achieves objective of presentation:

Informative, persuasive, etc.
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	Class Activity 6: Deliver the Presentation

In small groups, complete the formative activity in your Learner Workbook
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Tip: Taking the pressure off


Throw the spotlight on your audience within the first 30 seconds of your presentation by asking a question, asking for a show of hands, doing a quick icebreaker (such as getting members of a smaller audience to introduce themselves, or say what they know about your topic, or answer a quick quiz, etc.) This gives you time to relax, smile, reduce the tension and establish rapport with your audience. However, stay away from jokes as they can fall horribly flat if you unknowingly joke about something that is sensitive or important to that particular audience.
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