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Unit Title: Deal with Communications as Part of the Reception Function

	URN: F/601/5109
	
	

	Credit Value: 3
	
	

	Level: 2
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	You must be able to: 



	1. Be able to deal with incoming communications


	1.1 Deal with communications promptly, politely and in line with organisational style

	
	
	

	1.2 Identify the person, find out what their needs are and deal with these correctly

	
	
	

	1.3 Answer enquiries accurately without giving any confidential information

	
	
	

	1.4 Record clear and accurate messages and pass them on as requested

	
	
	

	1.5 Deal correctly with any problems

	
	
	

	2. Know how to deal with incoming communications


	2.1 State the range of methods of communication that can be used to communicate with other organisations and people

	
	
	

	2.2 Describe how to use the communication equipment in organisation

	
	
	

	2.3 State organisational style when communicating with other organisations and people

	
	
	

	2.4 State why it is important to deal with everyone politely and helpfully
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	2.5 Outline the types of unexpected situations and problems that may occur when communicating with others, and how to deal with these

	
	
	

	2.6 State why it is important to give only accurate and non-confidential information

	
	
	

	2.7 State organisational standards for answering telephone calls, and why these are important

	
	
	

	2.8 State why it is important to identify people who make enquiries and establish their needs

	
	
	

	2.9 State why it is important to relay messages promptly to those concerned, and the procedures that should be followed

	
	
	

	3. Be able to deal with outgoing communications


	3.1 Choose the best method of communication with the person concerned

	
	
	

	3.2 Use organisation's agreed style

	
	
	

	3.3 Communicate in a way that gives a positive impression of self and the organisation

	
	
	

	3.4 State personal identity and explain the reason why contact is being made

	
	
	

	3.5 Give only non-confidential and relevant information to the person that has been contacted
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	3.6 Leave clear and accurate messages where needed

	
	
	

	3.7 Deal with any problems correctly

	
	
	

	4. Know how to deal with outgoing communications


	4.1 State the importance of stating personal identity and explaining the purpose of making contact

	
	
	

	4.2 State why it is important to give only accurate and non-confidential information

	
	
	

	4.3 State why it is important to communicate clearly, using a tone and pace which can be easily understood

	
	
	

	4.4 Describe how to communicate both orally and in writing, in a way that gives a positive impression of self and the organisation

	
	
	

	4.5 Describe how to communicate both orally and in writing, in a way that gives a positive impression of self and the organisation
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