National 4/5 Administration:
Communication in Administration

Emerging Technologies

Blogs:
Blogs are setup on the Internet by individuals who wish to communicate their thoughts and opinions on a particular topic; there are blogs on virtually anything you can think of – photography, business education, receipes, personal diaries, hobbies etc.  Blogs can bring people from around the world who share similar interests together to share ideas, make friends and even do business together.

Discussion Groups and Forums:
A discussion group is an online forum for individuals to discuss topics of interest.  Posters add their comment, which others can read and then respond to.  It is an informal and voluntary way to exchange ideas and information and keeps people up-to-date on topics of interest.

Instant Messaging:
Instant Messaging (IM) is a way of communicating in real time (instantly).  You can send IMs to anyone who is online at the same time, and you can reply immediately to messages sent to you, and so on.  Two or more people can join in a ‘conversation’ at the same time.  IMs can be used to have a quick conversation between colleagues working on the same project in different areas of the office.  Instant messaging is not a secure method of communication.

Podcasts and Vodcasts:
Podcastiong/vodcasting is an audio/visual file which can be downloaded to a computer or mobile device (such as a smartphone or tablet).  It means that people can listen or watch at a time that is convenient to them.

Websites:
Many organisations will have their own website.  They will use this to communicate with customers – promoting their products with pictures, product details (size, colour etc) and customer reviews – to encourage people to buy the product or service.  Many organisations have an e-commerce facility on their website, which allows customers to purchase products online.  Organisations will also use their website to keep (potential) customers informed of special offers etc.

Social Media:
Social media is a way of talking to other people via your computer, allowing you to exchange pictures, information, ideas, opinions etc.  Social media is becoming more popular with businesses as a way to communicate with customers and potential customers.

Twitter – an information network that connects people to the latest stories, ideas, opinions and news.  Individuals choose to ‘follow’ whoever interests them, whether this is an individual, business, news outlet etc.  Businesses can use Twitter to quickly share information about their products and services.  It also allows a ‘conversation’ between the follower and the business about a product/service, which can then be ‘retweeted’ to many more potential customers.

Facebook – a social networking site that lets you connect with friends, co-workers, and others who share similar interests or who have common backgrounds.  Businesses use these services as it gives them direct access to customers and potential customers.

LinkedIn is a business version of Facebook – it connects individuals with people they know on a professional basis.  It allows the user to see other people’s business contacts and to ask for introductions in order to do business with them.

Virtual Learning Environments (VLEs) use the Internet to allow remote access to learning materials, for example notes, tasks, homework, tests etc.  Students can either work through the materials at their own pace before submitting to the ‘teacher’ for checking and tracking, or they can participate while a teacher conducts a live class – communicating through a microphone, chat rights, or by writing on the ‘board’.  Edmodo is a VLE that you may have used in school.

It may also be used to:
· advertise products and job vacancies (perhaps using social media)
· e-commerce – selling online 24/7 (or buying from suppliers)
· contacting customers/suppliers via email
· web conferencing – face to face discussions eg using software such as Skype

Choosing a Method of Communication:

When communicating with customers, clients and employees it is important that the correct method of communication is used:
· Is it appropriate?  Will all intended recipients receive the information?
· Is it the most cost effective
· How quickly is the information required?
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Answer the following questions in the table on the right….
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Complete the task below ….

[bookmark: _GoBack][image: ]Answer the questions in sentences, delete the “Key Questions”, format this page appropriately, then print only this page.

Remember to add your name in a footer.
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A Watch point

Always ensure the message
being conveyed is appropriate
in terms of context, audience
and purpose.

Information

For the purpose of this course you should be able to use
emerging technologies such as:

e blogs
e podcasts
°  websites

e social media

e VLEs

Method

When communicating with customers, clients and employees it
is important that the correct method of communication is used:

e s it appropriate? Will all intended recipients receive the
information?

e [s it the most cost effective?

e How quickly is the information required?

This table shows some examples of how information could be
communicated using electronic communication.

Appropriate method of electronic

potential customers.

Announcement of special offers to customers/

communication
e E-mail (subscribers to mailing list)
e Social media

* Website

organisation.

Colleagues communicating in different areas of the | ¢ E-mail

¢ Instant messaging

departments.

Information on products — details, pictures etc. * Website

Confirmation of a hotel booking. e E-mail

Information to all employees working in the Sales e E-mail — contact group/distribution list
Department.

Employee database file required by Human e E-mail with attachment

Resources department immediately.

Meeting scheduled for next week with all heads of e Electronic diary

Feedback from customers.

e Social media
¢ Blogs

* Discussion groups

ELECTRONIC METHODS OF COMMUNICATION @

© Activit
Go to www.bbc.co.uk/webwise and select ‘E-mail and
sharing’ then ‘Sending e-mail’.

1. Select ‘Step-by-step lesson on using e-mail’.
2. Work your way through each of the lessons.

(@) Introduction

(b) What is e-mail

(c) Sending and receiving e-mail
(d) Composing an e-mail

(e) Address book

(f) Practice

3.  For additional practice you could try Courses—
Internet basics—E-mail with Dick and Harry.
N >/

List three advantages of using e-mail.

State three problems of relying on e-mail.

Describe three advantages of using an electronic diary.
Explain what a podcast is.

Give a description of instant messaging.

o 1 R e

Describe how instant messaging could be used in a
business.

7. Explain a business use of each of the following:

(a) Twitter
(b) Facebook/Bebo/MySpace
(c) LinkedIn

8. Complete the following table with the most appropriate
method of electronic communication.

Information

communication

+ Make the link

 You could use a VLE to help
you practise and revise
subjects such as Maths.

* You may already have
access to a blog created by
a teacher in another subject
such as Business
Management.

e In Administration and IT .
(National 4) when
completing the Added Value
Unit you will be expected to
make use of appropriate
technologies where
necessary and communicate
using electronic methods
(showing a basic awareness
of the communication’s
context, audience and

L purpose). )

iate method of electronic

Announcement of special offers to
customers/potential customers

Information on products — details,
pictures etc.

Information to all employees working in
the Sales Department

Meeting scheduled for next week with all
heads of departments

Feedback from customers
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« Decision-makin
.lcT

« Rescarch

« Literacy

« Employability

« skills for learning, life and

work

TRATION

Antony Taylor, Managing Director of Bootlocker UK,
wishes to organise a whole-staff meeting at the Glasgow
branch of the organisation

@ Outline one feature of e-mail that would be useful
when organising this event.

() Name one other method of electronic

communication that could be used when organising

this event

Describe one feature of the method mentioned in

(b) that would be useful when organising this event

(c

Suggest two benefits to an organisation of
communicating by e-mail.

3.

Describe two disadvantages of using e-mail
4. Justify the replacement by an organisation of its paper
diaries with an electronic version.

Describe one feature of a discussion group.

Outline one advantage of using instant messaging,

@ Activit;

Individually or in pairs
1. Select a topic from National 4 or National 5
Administration and IT that you wish to revise. Make a
podcast, using your notes, which you can download
and listen to as you walk to school

2. Access your electronic diary and create your timetable
for next week. You should also include any after-school
activities that you attend. Use the to-do list section (or
tasks section) to list any coursework or homework
deadlines you may have.

3. There are many VLEs available online, for example,
www.khanacademy.org. Access this website and use it
{0 revise a topic of your choice (it does not need to be
from Administration and IT).

Group or whole class
1. Set up a contacts group/distribution list using the
e-mail addresses of pupils in your Administration and
IT class.

ELECTRONIC METHODS OF COMMUNICATION

. Think of all the topics covered within the Administration
and IT course. Fach student should select a topic and
prepare a set of summary/revision notes.

To ensure the summary/revision notes contain all the
required information use peer assessment: each
student should proofread another students’s work
Check for content and accuracy as well as spelling,
grammar etc

&

E-mail the revision notes as an attachment o each
student in the class using the contacts group previously
set up in 1. You should end up with a full set of
summary notes that could be used when revising for
the final exam!

5. Create a class blog! It could contain

« information on the subject

* notes

o tasks

homework

dates for diary etc
You must remember to update it on a regular basis!

Summary

There are many reasons why businesses use e-mail. The advantages include: sending
attachments; using e-mail groups; showing priority of messages being sent; the receipt/
confirmation facility; forwarding the same message to another person including Ce and Bec;
and the creation of mailing list. Itis convenient, printing costs can be avoided and confidential
information can be sent.

However, we should remember that there are some disadvantages/problems associated with
e-mail, such as: the sender needs to know the e-mail address of the recipient; there is often
no way of knowing if the recipient has read the information contained in the e-mail; it requires
regular checking; spamy/junk e-mail can be a nuisance; and viruses can be spread via e-mail.

An electronic diary is similar to a paper-based diary, in that it stores appointments etc.
However, there are many advantages to using an electronic diary, such as: recurring meetings
need only be keyed in once (saving time); alerts can be used; the diaries of several people can
be linked; double-booking can be brought to the attention of the user; any changes made to
appointments can be automatically e-mailed to the relevant people.

Technology advances very quickly and businesses must keep up if they are to remain
competitive. Blogs, discussion groups, instant messaging, websites and social media are all
methods businesses can use to keep in touch with customers/clients/employees etc.

Organisations should be aware of the different methods of communicating with customers/
clients and employees and ensure they use the most appropriate.
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