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	Class: 

	Skill or Job Task: 
1. Administer Communication
Channels
2. Implement types of communication
3. Implement service charter
4. Safeguard confidentiality of information


	Benchmark or Criteria to be used:
1. Administer Communication
Channels
1.1 Communication processes are handled in line with
the human resource manual on correspondence.
1.2 Principles of effective communication are applied as
per the SOPs
1.3 Channels of communication are administered as per
the SOPs
1.4 Factors to effective communication are selected in
line with SOPs
1.5 Barriers to effective communication are identified in
line with the SOPs
1.6 Familiarize with the human resource manual on
correspondence.
1.7 Sources of Information are identified as per the SOPs
1.8 Organization Policies are identified and applied in
line with the SOPs
1.9 Records are kept in line with the human resource
manual on correspondence and the SOPs
2. Implement types of communication
2.1 Types of written communication are identified and
applied according to workplace requirements.
2.2 Existing non-verbal communication techniques are
identified and applied based on organization policy.
2.3 Types of oral communication are identified and
established as per organization policy.
3. Implement service charter
3.1 Familiarize with the organization as per service
charter.
3.2 Emphasize the importance of service charter in line
with the SOPs
3.3 Response to correspondences is done in line with the
service charter.
3.4 Record retrieval is done in line with service charter
4. Safeguard confidentiality of information
4.1 Familiarize with the organization policy on
confidentiality of information.
4.2 Physical securing of records and correspondences is
carried out in line with the SOPs.
4.3 Monitor how records and correspondences in
circulation are handled within the organization as per
organization policy
4.4 Information is secured as per SOPs of the
Organisation
4.5 Sensitize employees on safeguarding confidentiality
of information and records as per organization policy
4.6 Regular tracing of records and correspondences in
line with the SOPs.







	weekk
	Session No.
	Session Title
	Learning Outcomes/
Objectives
	Trainer
Activities
	Trainee
 Activities
	Resources & References
	Learning Checks/ Assessments
	Reflections & Date

	1
	1&2
	Reporting and admissions
	

	2
	1
	Administer Communication Channels
	By the end of this session, trainees should be able to:
• Explain the communication process (sender, message, medium, receiver, feedback).
• Identify and apply the principles of effective communication (clarity, conciseness, consistency, completeness).
	• Introduce communication process with real-life examples.
• Explain each element of the process with illustrations.
• Discuss the principles of effective communication.
• Use visuals and flow diagrams to illustrate communication steps.
	• Take notes during explanations.
• Participate in class discussions about communication process.
• Work in pairs to analyze examples of effective vs ineffective communication.
	• Whiteboard and markers
• Projector and slides on communication process
• Office stationery
• Computers and computer software
• Book: Business Communication: Process and Product by Mary Ellen Guffey
	• Oral questioning: What are the main elements of the communication process?
• Group exercise: Illustrate a communication cycle with an example.
• Short written quiz on principles of effective communication.

	

	
	2
	Administer Communication Channels
	By the end of this session, trainees should be able to:
• Identify various channels/modes of communication (formal/informal, oral/written, electronic/manual).
• Explain the factors to consider when selecting a communication channel (urgency, confidentiality, cost, audience, accuracy).
	• Present examples of different communication channels.
• Facilitate discussion on real workplace scenarios where certain channels are best.
• Provide case examples of poor channel choice and its effects.
	• Take notes during explanations.
• Participate in role-play activities choosing the best channel in different scenarios.
• Compare formal vs informal communication through examples.
	• Whiteboard and markers
• Projector and case scenarios
• Office stationery
• Printers
• Book: Effective Business Communications by Herta A. Murphy and Herbert W. Hildebrandt
	• Oral questions: Give an example of a formal vs informal channel.
• Role-play assessment: Select appropriate channels for given workplace scenarios.
• Short quiz on factors influencing channel choice.

	

	3
	1
	Administer Communication Channels
	By the end of this session, trainees should be able to:
• Identify barriers to effective communication (noise, cultural, language, psychological, organizational).
• Explain communication flow patterns (downward, upward, lateral, diagonal, grapevine).
	• Explain each type of communication barrier with examples.
• Use role-play to demonstrate barriers (e.g., noise, misunderstanding).
• Illustrate communication patterns using organizational charts.
	• Take notes and participate in group discussions.
• Identify barriers experienced in their own communication experiences.
• Draw diagrams of communication flow patterns.
	• Whiteboard and markers
• Organizational structure charts
• Computers/projector
• Office stationery
• Book: Business Communication Today by Courtland L. Bovee and John V. Thill
	• Oral questions on barriers.
• Class activity: Identify communication barriers in a case study.
• Group exercise: Draw and present communication flow diagrams.
	

	
	2
	Administer Communication Channels
	By the end of this session, trainees should be able to:
• Distinguish between internal and external, primary and secondary sources of information.
• Describe organizational policies related to communication and reporting.
• Explain types and importance of record keeping (filing systems, accessibility, accuracy).
	• Explain information sources with practical workplace examples.
• Present organizational communication policies and guidelines.
• Demonstrate different record-keeping systems.
	• Take notes and ask questions.
• Participate in group activity to classify information sources.
• Practice preparing a simple record filing index.
	• Office stationery
• Computers and filing system samples
• Printers
• Projector
• Book: Office Procedures for the 21st Century by Sharon C. Burton & Nelda J. Shelton
	• Oral questions: Distinguish between primary and secondary sources.
• Class exercise: Identify internal vs external information sources.
• Written quiz on record-keeping systems and policies.
	

	4
	1
	Implement Types of Communication
	By the end of this session, trainees should be able to:
• Identify different types of written communication (letters, memos, reports, emails, notices).
• Apply elements of effective written communication (clarity, format, tone, accuracy).
• Understand organizational requirements for written communication (templates, approvals, archiving).
	• Explain types of written communication with examples.
• Demonstrate drafting a simple memo and report.
• Show organizational templates for letters and emails.
	• Take notes during explanation.
• Participate in exercise drafting a memo or email.
• Compare organizational templates and discuss their purpose.
	• Office stationery
• Computers and printers
• Organizational communication templates
• Book: Business Communication: Process and Product by Mary Ellen Guffey
	• Written exercise: Draft a memo on a given scenario.
• Oral questions on elements of effective written communication.
• Short quiz on types of written communication.
	

	
	2
	Implement Types of Communication
	By the end of this session, trainees should be able to:
• Identify forms of non-verbal communication (body language, gestures, posture, dressing code).
• Interpret non-verbal cues in workplace settings.
• Apply appropriate workplace dressing and conduct.
	• Explain non-verbal communication types with demonstrations.
• Show short videos or role-plays illustrating body language.
• Guide discussion on workplace dressing code.
	• Observe demonstrations and take notes.
• Participate in role-play exercises interpreting gestures.
• Discuss appropriate vs inappropriate dressing codes.
	• Projector and video clips
• Whiteboard and markers
• Organizational dress code policy
• Book: Effective Business Communication by Herta Murphy & Herbert Hildebrandt
	• Class activity: Identify body language signals in role-plays.
• Oral questioning on importance of non-verbal cues.
• Reflection discussion on workplace dress code.
	

	5
	1
	Implement Types of Communication
	By the end of this session, trainees should be able to:
• Identify types of oral communication (meetings, presentations, briefings, telephone).
• Apply effective questioning techniques in oral communication.
• Prepare for and conduct interviews professionally.
	• Explain types of oral communication with examples.
• Demonstrate effective questioning techniques.
• Guide trainees through interview role-play.
	• Take notes and participate in discussions.
• Practice questioning techniques in pairs.
• Role-play as interviewers and interviewees.
	• Office phones and audio tools
• Whiteboard and markers
• Computers/projector
• Book: Business Communication Today by Courtland L. Bovee & John V. Thill
	• Oral quiz on types of oral communication.
• Role-play evaluation on interview skills.
• Peer feedback on questioning effectiveness.
	

	
	2
	Implement Types of Communication
	By the end of this session, trainees should be able to:
• Explain workplace etiquette (email, meeting, courtesy, professionalism).
• Demonstrate active listening techniques.
• Identify barriers to listening and how to overcome them.
	• Introduce workplace etiquette with examples.
• Explain importance of email and meeting etiquette.
• Demonstrate active listening using role-plays.
	• Participate in group discussions on etiquette.
• Practice active listening in role-play scenarios.
• Reflect on barriers to listening in their experiences.
	• Organizational etiquette policies
• Projector and case examples
• Book: Fundamentals of Business Communication by Scot Ober
	• Role-play assessment: Active listening in workplace dialogue.
• Quiz on workplace etiquette.
• Oral questioning on barriers to active listening.
	

	6
	1
	CAT Exam
	

	
	2
	Feedback & Corrections for CAT
	

	7
	1
	Implement Service Charter
	By the end of this session, trainees should be able to:
• Define a service charter and its purpose.
• Identify components of a service charter.
• Explain the importance of service charters in customer service, accountability, and transparency.
	• Explain definition and purpose of service charters.
• Present examples of service charters from organizations.
• Facilitate discussion on accountability and transparency.
	• Take notes during lecture.
• Analyze sample service charters.
• Group discussion on benefits of service charters.
	• Organizational service charters (samples)
• Whiteboard and markers
• Book: Customer Service: Skills for Success by Robert W. Lucas
	• Oral questions on components of a service charter.
• Group activity: Identify strengths in a sample service charter.
• Written quiz on importance of service charters.
	

	
	2
	Implement Service Charter
	By the end of this session, trainees should be able to:
• Demonstrate effective correspondence response (replying promptly, tone, professionalism).
• Explain retrieval procedures for organizational records.
• Apply principles of record security, speed, and accuracy.
	• Demonstrate writing professional correspondence replies.
• Explain steps for records retrieval.
• Guide role-play exercises.
	• Write sample correspondence replies.
• Participate in record retrieval simulations.
• Share feedback on accuracy and professionalism.
	• Office correspondence samples
• Filing systems or software
• Computers and printers
• Book: Office Procedures for the 21st Century by Burton & Shelton
	• Written exercise: Draft a correspondence reply.
• Practical: Retrieve a record from a filing index.
• Oral questions on record security.
	

	8
	1
	Safeguarding Confidentiality of Information
	By the end of this session, trainees should be able to:
• Define confidentiality and explain its relevance in the workplace.
• Identify reasons why confidentiality is important (trust, compliance, competitiveness).
	• Explain confidentiality concepts with workplace examples.
• Present case studies of confidentiality breaches.
• Facilitate discussion on trust and compliance.
	• Take notes during explanations.
• Analyze case studies in groups.
• Discuss implications of confidentiality breaches.
	• Case study materials
• Organizational confidentiality policies
• Book: Records Management by Judith Read & Mary Lea Ginn
	• Oral questions on confidentiality.
• Group discussion on importance of trust in organizations.
• Short quiz on workplace confidentiality.
	

	
	2
	Safeguarding Confidentiality of Information
	By the end of this session, trainees should be able to:
• Classify information into categories (public, internal, confidential, restricted).
• Explain methods of securing information (passwords, encryption, locked storage, policies).
	• Demonstrate classification of documents.
• Explain IT-based and manual security measures.
• Guide group activity on secure handling of information.
	• Participate in classification exercise.
• Practice creating secure passwords.
• Role-play handling restricted information.
	• Sample organizational documents
• Computers and IT security tools
• Lockable storage examples
• Book: Managing and Using Information Systems by Keri Pearlson
	• Practical exercise: Classify sample documents.
• Oral questioning on information security methods.
• Quiz on types of information classification.
	

	9
	1
	Safeguarding Confidentiality of Information
	By the end of this session, trainees should be able to:
• Identify challenges in safeguarding confidentiality (leaks, hacking, insider threats).
• Discuss advantages and disadvantages of confidentiality in organizations.
	• Explain challenges with real-world examples.
• Facilitate class debate on pros and cons.
• Provide current examples of cybersecurity breaches.
	• Participate in debate/discussion.
• Share experiences or case studies.
• Take notes on key points.
	• Cybersecurity reports
• Organizational case studies
• Computers/projector
• Book: Information Security Policies and Procedures by Thomas R. Peltier
	• Class debate assessment.
• Oral questions on confidentiality challenges.
• Written quiz on pros/cons of confidentiality.
	

	
	2
	Safeguarding Confidentiality of Information
	By the end of this session, trainees should be able to:
• Apply knowledge of communication, service charter, and confidentiality through role-play/case study.
• Summarize and review key concepts from Term 1.
	• Organize group role-plays or case study presentations.
• Guide Q&A recap session.
• Provide feedback and corrections.
	• Participate in role-plays/case study presentations.
• Engage in Q&A recap.
• Reflect on lessons learned during the term.
	• Case study documents
• Whiteboard and markers
• Office stationery
• All course textbooks used in the term
	• Group activity presentations.
• Oral recap questions.
• Participation in Q&A.
	

	10
	1&2
	Exam revision
	

	11-12
	1&2
	End term assessements
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	Skill or Job Task: 
5. Coordinate communication on social media platforms
6. Prepare work place meetings
7. Prepare workplace report

	Benchmark or Criteria to be used:
5. Coordinate communication on social media platforms
5.1 Organization human resource social media
requirements are identified as per SOPs
5.2 Initiate development and review of social media
policies and procedures components on human
resource in line with the Human Resources Manual
5.3 Select the social media platforms that meet the needs
of the organization.
5.4 Source for content, both internal and external, for
use on social media platforms are handled as per
SOPs
5.5 Respond to customers in timely manner directing
them to relevant information as required according to
social media policies and procedures.
5.6 Update of the social media account to maximise
effectiveness as per SOPs
5.7 Enforce legal and ethical practices in line with the
organization policy
5.8 Track social media activities using social media
monitoring tools as per the SOPs.
5.9 Report the social media engagements to management
for implementation in line with SOPs
6. Prepare work place meetings
6.1 Minute taking is defined as per the SOPs
6.2 Types of meetings are highlighted as per the SOPs
6.3 Structure of meetings are identified as per the SOPs
7. Prepare workplace report
7.1 Report writing is defined as per the organization
policy.
7.2 Importance of reports in human resource function is
emphasized as per the human resource manual.
7.3 Forms and types of reports are described as per the
organization policy.
7.4 Reports formats are identified as per the organization
policy
7.5 Reports preparation is done as per the organization
policy.
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	Session No.
	Session Title
	Learning Outcomes/
Objectives
	Trainer
Activities
	Trainee
 Activities
	Resources & References
	Learning Checks/ Assessments
	Reflections & Date

	1
	1&2
	Reporting and admissions
	

	2
	1
	Coordinate Communication on Social Media Platforms
	Learning Outcomes/Objectives:
• Define social media platforms and identify popular examples
• Explain organizational trends in the use of social media
	Trainer Activities:
• Lecture on definition and examples (Facebook, X/Twitter, LinkedIn, WhatsApp)
• Show real-life examples of organizational social media use
	Trainee Activities:
• Note-taking
• Participate in group discussion on social media platforms they use
	Resources & References:
• Projector, internet access, sample company social media pages
	Learning Checks/Assessments:
• Class Q&A on key platforms
• Short written exercise listing platforms and uses
	

	
	2
	Importance/Uses of Social Media Platforms
	Learning Outcomes/Objectives:
• Explain key organizational uses: marketing, customer engagement, collaboration
• Analyze case examples of effective social media use
	Trainer Activities:
• Provide examples and case studies of organizations
• Facilitate group discussion on benefits of social media
	Trainee Activities:
• Group discussion and presentations
• Identify benefits of social media in workplace contexts
	Resources & References:
• Case studies, projector, internet
	Learning Checks/Assessments:
• Oral presentation by groups
• Class discussion feedback
	

	3
	1
	Social Media Ethical Issues
	Learning Outcomes/Objectives:
• Understand privacy, harassment, and misrepresentation issues
• Identify ethical guidelines for employees


	Trainer Activities:
• Lecture on common ethical issues
• Provide workplace scenarios
	Trainee Activities:
• Role-play workplace dilemmas
• Group discussion on solutions
	• Case studies, projector, organizational social media policies
	• Oral questioning
• Group role-play presentations
	

	
	2
	Social Media Monitoring Tools
	Learning Outcomes/Objectives:
• Identify social media monitoring tools (Hootsuite, Buffer, Google Alerts)
• Explain benefits of monitoring and analytics
	Trainer Activities:
• Demonstrate tools using examples
• Discuss how companies use analytics to improve communication
	Trainee Activities:
• Note-taking and observation of demonstrations
• Class discussion on benefits
	
	
	

	4
	1
	Advantages and Disadvantages of Social Media
	Learning Outcomes/Objectives:
• Explain pros and cons of social media use in organizations
	Trainer Activities:
• Lecture and group brainstorming on advantages and disadvantages
• Compare real case examples
	Trainee Activities:
• Group work listing pros/cons
• Present findings
	• Whiteboard, projector, case examples
	• Group presentations
• Class discussion feedback
	

	
	2
	Introduction to Minute Taking
	Learning Outcomes/Objectives:
• Define minute taking and explain its importance
• Identify qualities of a good minute taker
	Trainer Activities:
• Lecture with examples of good minutes
• Provide sample minutes for review
	Trainee Activities:
• Note-taking
• Class discussion on qualities of a good minute taker
	• Sample minutes, projector, whiteboard
	• Oral questions
• Short written quiz on importance and qualities
	

	5
	1
	Types of Meetings
	Learning Outcomes/Objectives:
• Differentiate between formal and informal meetings
• Identify types: departmental, board, committee, staff, AGMs, online vs in-person
	Trainer Activities:
• Explain with examples of different types of meetings
• Show sample meeting notices
	Trainee Activities:
• Take notes and ask questions
• Share examples of meetings they’ve attended
	Resources & References:
• Sample notices, projector, flip charts
	• Oral Q&A
• Short exercise: classify meeting examples as formal or informal
	

	
	2
	Structure of Meetings (Part 1)
	Learning Outcomes/Objectives:
• Understand meaning and importance of notice and agenda
• Prepare simple notices and agendas
	Trainer Activities:
• Explain notice and agenda concepts
• Provide sample agendas for analysis
	Trainee Activities:
• Draft a simple notice and agenda in class
• Group discussion on importance of agendas
	• Sample notices, agendas, whiteboard, markers
	• Class activity: prepare a meeting notice
• Peer review of agenda drafts
	

	6
	1
	CAT Examination
	• Assess understanding of Topics 5 & 6 (Social Media, Meetings)
	• Administer CAT exam
	• Attempt CAT questions
	• CAT papers, writing materials
	• CAT exam grading
	

	
	2
	Structure of Meetings (Part 2)
	• Prepare supporting documents for meetings
• Understand formats of minutes (narrative, resolution, tabular)
	• Demonstrate preparation of reports and background papers
• Show examples of different minute formats
	• Practice drafting sample minutes
• Group discussion on format suitability
	• Sample minutes, organizational reports
	• Class activity: draft minutes in narrative format
• Group presentation on pros/cons of formats


	

	7
	1
	Introduction to Report Writing
	• Define reports and explain principles (conciseness, clarity, objectivity, completeness, accuracy)
	• Lecture on definition and principles
• Provide examples of good/bad reports
	• Note-taking
• Group discussion on principles in practice
	• Sample reports, projector
	• Oral questioning
• Short quiz on report principles
	

	
	2
	Importance of Reports
	• Explain role of reports in communication, decision-making, record keeping, and accountability
	• Provide organizational examples of reports
• Discuss case studies where reports informed decision-making
	• Participate in group discussions
• Share examples from personal experience
	• Case studies, sample reports
	• Group presentations on importance of reports
• Written exercise: explain why reports are vital
	

	8
	1
	Forms and Types of Reports (Part 1)
	• Explain oral reports (nature, examples, advantages/limitations)
• Describe written reports and organizational uses
	Trainer Activities:
• Provide examples of oral and written reports
• Demonstrate differences in style and application
	Trainee Activities:
• Role-play presenting an oral report
• Analyze sample written reports
	• Audio samples, sample written reports
	• Oral report role-play assessment
• Written quiz comparing oral vs written
	

	
	2
	Forms and Types of Reports (Part 2)
	Learning Outcomes/Objectives:
• Explain recorded reports (audio/video)
• Compare oral, written, and recorded reports
	Trainer Activities:
• Demonstrate audio/video report samples
• Facilitate class debate on most effective forms
	Trainee Activities:
• Watch samples and discuss pros/cons
• Participate in debate
	• Audio-visual equipment, sample recorded reports
	• Group presentations on suitability of report types
• Written reflection exercise
	

	9
	1
	Report Formats
	Learning Outcomes/Objectives:
• Understand letter report format, formal vs informal
	Trainer Activities:
• Show examples of letter-format reports
• Guide students in drafting sample letter reports
	Trainee Activities:
• Draft a letter-format report in class
• Peer review drafts
	• Sample letters, projector, whiteboard
	• Draft report submission
• Oral feedback session
	

	
	2
	Report Formats
	Learning Outcomes/Objectives:
• Explain memo format, layout, and differences from letters
• Compare memo and letter formats
	Trainer Activities:
• Demonstrate memo writing with examples
• Facilitate comparison exercise between letters and memos
	Trainee Activities:
• Write sample memos
• Participate in group comparison
	• Sample memos, whiteboard
	• Class activity: write a memo on given scenario
• Group feedback on differences
	

	10
	1&2
	Exam revision
	

	11-12
	1&2
	End term assessments
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