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Chapter 3

Chapter 3

Effectively managing information

There are two topics to this chapter. By the end of this chapter you 
should understand how to:
1  Select appropriate methods of communication to disseminate 

complex information and to take account of the needs of the audience.
2  Make adjustments to remove potential barriers to communication  

to ensure information is received and understood.

What you should know 

1 Methods of communicating 
to different audiences
Effective communication is vital to the success of any organisation 
– it must be timely, clear and appropriate. Poor communication is 
often the cause of things going wrong because staff don’t know 
what to do, because they might not have received the information 
or they have it but don’t understand it. Organisations must take 
the time to plan for communication, particularly in a large 
organisation, where information can easily get lost in the many 
layers of management and staff.

There are many different ways of disseminating information to 
people, but the choice of method will depend on the audience 
receiving the information and the type of information that is being 
communicated.

Audience – when planning to communicate information, the presenter 
or manager must consider who is receiving the information. The 
experience of the audience will be crucial, as an audience that has some 
knowledge or experience of a topic will be dealt with very differently to 
an audience that has very little or no knowledge at all. 

Type of information – there are a number of different methods that 
can be used to communicate information to people. Some are used on 
their own, but often more than one method is used to complement 
each other and provide support to the person receiving the information. 
Information can be communicated written or verbally in a face-to-face 
situation – in both cases it is possible to use traditional methods and 
more modern methods that involve the use of technology.

Written
Written communication will be presented as a document for a person to 
take and read to themselves – this can either be in paper form or 
provided electronically. Popular choices of written communication are:
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Component 1 Administrative theory and practice

Leaflet
Leaflets are a good way of summarising information that people need to 
refer to frequently. Leaflets will contain text and graphics to make it easy 
to take in the information that is being presented. It is a fairly cheap and 
easy method to produce and can be printed and distributed to staff or 
placed on a network for all to access.

Care needs to be taken to plan the leaflet – too much information will 
put people off reading and so this should be a summary with lots of 
bulleted lists, pictures to highlight key messages and short sentences and 
paragraphs that get to the point quickly.

A leaflet should be used to back up information that people already have, 
for example, a shortened version of a policy that can be used as a Quick 
Reference Guide or an Essential Information Guide that new staff can use 
after their induction training.

Poster
This is a fairly cheap and easy way to communicate information to a large 
number of people. At first it may seem quite a straightforward task to 
complete – but there are many points to consider to make a poster 
successful.

Posters will be displayed on walls or noticeboards that people will walk 
past or go near frequently – to get people to stop or to get the message 
across to the target audience in the few seconds that they are walking 
past is key to a poster’s success. A good poster:

●● ●grabs the audience’s attention
●● ●uses key pieces of text only that can be seen easily
●● ●makes use of appropriate graphics to highlight the key message
●● ●is clear and easy to read.

Digital technology 
Digital technology is used to communicate information to different audiences.

Video and
Audio

conferencing
(VC/AC)

VoIP

EmailSocial networks

Website

Internet
applications
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Chapter 3

Email
Organisations will use emails as the main 
method of communication. It is a very useful 
tool for organisations for the following reasons:

●● One message can be sent to multiple 
users at once.

●● Attachments can be added – many 
different file types can be added (pictures, 
movie files, presentations, spreadsheets).

●● If you want to make sure that the email 
has been opened, you can ask for a read 
receipt. This will send you a message back 
to say that your message was opened.

●● Emails can be accessed on mobile devices, so even if people are out 
and about, they can still receive, read and respond to email messages.

●● Messages and attachments can be saved for future reference.

Emails are useful when a simple message needs to be passed on. In 
organisations most people use emails to pass on messages received. For 
example, someone called to speak to a member of staff while they were out 
for lunch and the message contains the details of the caller and their number 
to return a call, or after a meeting the minutes will be circulated around those 
that attended for them to check over and know what action points there are.

It can be easy just to email everything to everyone, but care needs to be 
taken so that the messages are not missed. Too many emails can lead to 
people glancing over messages and not reading them carefully, because they 
have so many to read in a day. Email messages should be passing on simple 
and straightforward messages or documents for people to read. Where a 
discussion starts to take place as a result of an email message or the content 
is very complex and needs further explanation, an email is possibly not the 
best choice of method and will need to be complemented with another 
method. For example, you might email round a new policy that is being 
implemented in the workplace for staff to read over and then a meeting or 
presentation will follow to explain how it will be implemented and take any 
questions. Simply emailing the document would lead to lots of issues in the 
long run.

E-diary 
Electronic diaries are used to keep and share 
on computer networks. The use of e-diaries 
introduces flexibility to the format of diaries, 
presenting different views, such as by year, 
month or week. Unlike a paper diary, the 
computer automatically adds new pages 
when needed, extra room for each day, and 
retains copies of diaries for years gone past.

E-diaries are very useful as appointments 
can be scheduled easily – and repeated 
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automatically if they are regular; for example, monthly, weekly or annually. 
If an appointment is changed or cancelled it can be easily amended or 
deleted, and a confirmation email can be sent to that effect. Access to 
e-diaries is normally internal and private to the organisation.

When setting up formal or informal meetings, the Senior Administrative 
Assistant can have access to everyone’s diary and check for the most 
suitable date (for example, when everyone involved is free to attend and/
or accommodation is available). When this is done, and all participants 
have been contacted via email, diaries can be updated automatically 
when the invitations have been accepted/declined. Alerts can also be 
set up to remind attendees a few days or hours before the meeting. This 
is also a useful tool for the Administrative Assistant to use – to chase 
up any requirements for the meeting being planned, such as room 
availability, IT equipment arranged, catering/special dietary requirements 
and disabled access.

As well as being part of the email system on a computer network, 
e-diaries also have the following useful features, which can help improve 
communication:

●● personal calendaring
●● automatic scheduling (for meetings, etc.)
●● address book (contact lists)
●● ‘Post-it’ style notes facility
●● tasks list
●● daily to-do lists.

Instant messaging
Organisations frequently make use of instant messaging (IM) such as 
WhatsApp or Google Hangouts™. This allows people to get in touch 
with staff when a quick question or discussion is needed, but where a 
meeting or phone call, which will interrupt the people’s duties, is not 
necessary.

●● IM systems allow one-to-one discussions or group chats.
●● Users are able to set their status, so if they are busy, on the phone or 

away from the computer, people can leave a message so they are not 
disturbed.

●● IM chat can be saved for future reference if needed.
●● Some IM systems allow documents to be shared, in a similar way to emails.
●● It is also possible to use the system for video chat, if suitable equipment 

is available on the computer or mobile device you are using.
●● A message can be broadcast to all people signed into the IM system – 

this is useful if you need to send urgent messages that all users need to 
be aware of – for example, the network will be down in the evening 
for maintenance and users are to log off.

This is not just a method of communication that organisations use 
with their staff, they also use it with their customers. Many retail 
websites now offer the ability to chat online to a member of staff 
rather than place a call.
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Network or Virtual Learning Environment 
Most, if not all, organisations, will have a network of computers, allowing 
files to be shared.

Organisations will often have a central place 
that all staff can access and easily navigate 
where they can place policies, procedures 
and help guides for staff to refer to. Having 
documents in this central location means 
that everyone is able to access the same 
information. It also means that when an 
updated version is created, everyone has 
access to the most current version.

There is potential that staff may not go in and view this information 
regularly, or may print out a copy or save a copy to their My Documents, 
which could result in out-of-date information being used. It is possible to 
change file permissions to prevent documents being printed so out-of-
date versions do not go into circulation.

It is often difficult to check that staff have actually read information and if they 
have you cannot be certain that they have understood it. As a solution to 
this many organisations have invested in Virtual Learning Environments (VLE), 
such as Moodle or SCHOLAR. These online environments look and feel very 
much like a website and can provide details of a policy or procedure that staff 
need to be aware of. To make the information more accessible to staff, as well 
as the usual text and graphics that would be seen in a leaflet or poster, video 
clips or sound bites can also be included to explain complex information.

Users are then required to complete a quiz, which will allow managers to 
see if the information has been understood and, where there are issues, 
can allow steps to be taken to address this. Some VLE systems will force 
staff to complete the training exercise in a certain period of time and it is 
possible to lock out access to the desktop until the training is completed 
successfully. This certainly overcomes the issues of staff not reading 
information that is stored in the network or just sent via an email.

Social media
Applications such as Facebook, Twitter, Google+ and YouTube are the 
latest additions to the growing methods of electronic communication 
available. In the UK, 58 per cent of adults have an account with a social 
network site that they access when at home. Organisations use these sites 
to post short pieces of information for interested people to view. Often 
people have to follow or like an organisation's page on a social network and 
so gives instant access to customers. 

This method is a much more informal way of communicating. Messages 
have to be short and to the point, as there is a limit to how much text can 
added to each message. There is also no guarantee that everyone will see the 
message, if accounts are not checked regularly, as there are so many posts 
added to these networks, the message may get lost. Often organisations will 
post information on more than one social network, as well as on their website.
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2 Making adjustments when 
communicating information to 
remove potential barriers
When planning communication it is important to consider what might 
stop people from understanding the message that is being transmitted – 
this will then allow the presenter or manager to make adjustments to 
make sure that the information is communicated as effectively as possible.

1 Describe methods of communication that could be used during 
induction training. (3 marks)

2 Compare written methods with face-to-face methods of communication. 
(3 marks)

3 Discuss the advantages and disadvantages of using electronic methods of 
communication. (6 marks)

4 Justify the use of an e-diary when an Administrative Assistant is arranging 
a formal meeting. (2 marks)

5 Compare the use of audio-conferencing with web-conferencing. (2 marks)

Exam-style questions practice ?

Look at the scenarios below – discuss in groups what method or 
methods you could use in these situations.

Or

On your own write out suggestions for each situation making 
justifications for the suggestions you have given.

A complaint has been received from 

a customer, highlighting that your 

team has not been following the 

correct company procedures. You 

have to remind staff of the require-

ments. In any one day, at least one 

member of staff may be out of the 

office or on holiday.

Following an audit by the 

Information Commissioner, your 

organisation has had to tighten 

up how it deals with data. Staff 

have all received training on  

data handling legislation, but 

staff have commented that they 

need a prompt to help them 

remember what they need to do 

in different circumstances.

A project you are working on has run  
into problems and you need to seek the 
advice of your team urgently.  Some of 
your team members are in the office, 
but a number are working out of the 
office and you want to consult them all 
before you make a decision.

Activity
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