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Instruction Sheet Learning Guide 10 # 

 

This learning guide is developed to provide you the necessary information regarding the 

following content coverage and topics –  

 Gathering required information by listening attentively and correctly. 

 Recording Instructions/information properly 

  Acting Instructions immediately in accordance with information received 

 Seeking Clarification from workplace supervisors on all occasion when 

instruction/information is not clear 

This guide will also assist you to attain the learning outcome stated in the cover page. 

Specifically, upon completion of this Learning Guide, you will be able to – 

 Gathering required information by listening attentively and correctly.  

 Recording Instructions/information properly 

 Acting Instructions immediately in accordance with information received 

 Seeking Clarification from workplace supervisors on all occasion when  

instruction/information is not clear 

Learning Instructions:  

1. Read the specific objectives of this Learning Guide.  

2. Follow the instructions described below 3 to 6.  

3. Read the information written in the information “Sheet 1, Sheet 2, Sheet 3 and Sheet 

4”. 

4. Accomplish the “Self-check 1, Self-check t 2, Self-check 3 and Self-check 4” in page -

6, 9, 12 and 14 respectively.  

5. If you earned a satisfactory evaluation from the “Self-check” proceed to “Operation 

Sheet 1, Operation Sheet 2 and Operation Sheet 3 ” in page -15. 

6. Do the “LAP test” in page – 16 (if you are ready).  
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Information Sheet-1 
Gathering required information by listening attentively and 

correctly.  

 

1. Communication 

Communication is an active process in which information (including ideas, specifications, 

goals, feelings, work orders, and so on) is exchanged among two or more people. 

Every communication involves (at least) one sender, a message and a recipient. This may 

sound simple, but communication is actually a very complex subject. 

The transmission of the message from sender to recipient can be affected by a huge range of 

things. These include our emotions, the cultural situation, the medium used to communicate, 

and even our location.  

1.1 purpose of communication  

The purpose of communication is to get your message across to others clearly and 

unmistakably. 

Communication is any verbal or non-verbal behavior which gives people an opportunity to 

send their thoughts and feelings, and to have these thoughts and feelings received by 

someone else. 

Method of communication 

Different people absorb information in different ways. To make sure that the information 

conveyed is understood by all, the method used for communication must be simple, clear, and 

precise. When presenting vital information, using pictures will make way for easy 

understanding. The presence of trust inside a corporation will also simplify the use of 

communication. Relationships must be established between coworkers to create a tension-free 

workplace. Messages should be sent and received with no alterations. To achieve healthy 

relationships in the workplace, behaviors such as bullying, taking credit for someone else's 

work and free riding should be avoided. These will create toxic relationships that will, in the 

long run, impact negatively a company and the productivity. Preferring two-way 

communication is considered best for communicating. Adequate importance can be given for 

discussion, questions and clarifications. 
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Types of communication in the workplace and when to Use them  

1. Verbal / Oral Communication 

Verbal communication is the use of words to share information. While oral 

communication refers specifically to words being spoken. However, these days you’ll 

find that both words often get used interchangeably and you’ll see lots of job 

advertisements using verbal when referring to spoken communication.  

If you’ve been in work for any period of time then you’ll probably agree that speaking 

to people is usually the best way to go, at least in the first instance if this option’s 

available. Besides being the quickest and fastest way to get your message across, 

there are many other benefits.   

It’s much easier to build rapport when speaking to someone compared to emails or 

other forms of communication. Verbal communication, done right means you can 

avoid misunderstandings, things won’t be taken in the wrong way, and if they are, at 

least you can clear up any issues there and then.  

Verbal communication is the way to go with most things. It’s a much easier two -way 

dialogue, is great for relationship building and reduces the risk of issues down the 

line due to miscommunication.  

2. Non-Verbal Communication 

It’s not what you say but how you say it. This old saying has stuck around forever for 

a reason. In communication, people will pick up on more than just the words you 

use.  

This everything else is your non-verbal communication and it includes  

 Body language 

 Tone of voice 

 Facial expressions 

 Eye contact  

 Intonation  

You can say the right words in the wrong way and the response you get will be 

completely different. And speaking to someone while not making any eye contact will 

make them feel like you’re not listening.   
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When to use it 

It’s impossible not to use non-verbal cues when communicating. Whether you mean 

to or not, you will be giving them. The key is to make sure that the cues you give off 

are the right ones, which align with your message.   

Just like you wouldn’t shake your head and say yes, all your non-verbal 

communication needs to be congruent with your verbal communication in order to 

make your message clear.  

Used well, good non-verbal communication leads to better communication overall, 

less confusion and better rapport.  

3. Formal Communication  

Formal communication is just that. When you communicate formally, you 

communicate in an official manner. The purpose of formal communication is to get 

the information across is a professional business manner.   

This doesn’t mean that you can’t be professional when communicating more 

informally, but it does mean no slang or being too familiar or casual in your 

communication.  

When to use it 

With time, you will hopefully build good relationships with your colleague s, your 

manager and anyone you do business with on a regular basis. However, there is still 

a place for formal communication, and depending on which industry you work in, 

how often this is will vary.  

As a guide, formal communication is good for the following situations: 

 When emailing anyone for the first time, particularly people outside your 

company and senior people inside 

 When communicating specific types of information to your team  

 Depending on your industry, when communicating with clients and 

stakeholders 

 When sending a follow-up email after a meeting or discussion to confirm 

what’s been discussed and agreed  
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4. Lateral/ Horizontal Communication 

Lateral communication, also called horizontal communication is the communication 

between individuals, teams, groups or departments in an organization at the same 

hierarchical level.  

The benefits of lateral communication include more open discussion, better 

collaboration and idea sharing, which can lead to better innovation and less 

miscommunication, confusion, and duplication of work between teams where 

responsibilities may overlay, or where both teams are working on the same project.   

In this type of communication teams also have more opportunity to be involved in 

decision-making processes and any disagreement or conflict can also be discussed 

and resolved, quickly. 

The downside of this lateral communication is that it can slow things down if 

decisions then have to be checked and approved by management or if fast also 

need to be checked or confirmed.  

When to use it 

There are countless situations where lateral communication is beneficial. Although 

you’ll be using it often some of the times when it really comes in handy include:  

 When you’re working on a project with your own or other teams   

 To share cross-functional knowledge  

 When you want to resolve conflict or agree on ways of working between teams  
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5. Vertical Communication 

Vertical communication is the opposite of horizontal communication and is the 

communication between people, teams or departments of an organization at 

different hierarchical levels. For example, between you and your boss.  

Advantages 

The advantages of this type of communication include 

 You can share your thoughts and concerns with management   

 Where it works well both ways there will be a good relationship between the 

team and the senior members of staff 

 Everyone can be made aware of the policies, direction, and plans  

 increases efficiency and can lead to effective decision making   

 Increases discipline within the organization  

Disadvantages 

 There are definitely some disadvantages to vertical communication.   

 The bigger the company the more hierarchical layers there are. This can lead 

to very slow decision-making processes since so many people are involved, 

not just this, this also means that information is passed down more slowly as 

well and may even get distorted along the way, or not passed along at all.   

 Another disadvantage of this type of communication type is that it can reduce 

relationships and cause separation between the management and the team, 

worse still if the information isn’t fed through this can lead to all sorts of 

issues including loss of trust.  

 When to use it 

 But there are times when vertical communication is necessary, and it can 

actually increase trust.  

 Some of the leaders that I’ve trusted most have been the ones that shared 

information openly with the team.  

 Also, When you need to escalate an issue that can’t be resolved among your 

peers, it helps to have a clear escalation chain and to know that you can 

speak to someone who will be able to take action  
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 Finally, as a manager sharing information about processes, 

job roles and policies all requires vertical communication.  

6. Informal Communication 

Informal communication is a casual conversation between coworkers. It sits outside 

any business hierarchy and is more personal. It’s the type of communication you 

have with your family and friends.   

As you build strong relationships with your colleagues, the stronger these 

relationships become, the more informal communication you’ll have.  

Informal communication promotes rapport building. At its best it means that people 

get along and makes the office somewhere you actually want to be where you can 

get things done, but also have a laugh with people you get on with.   

At its worst, informal communication, also referred to as the grapevine can lead to 

gossiping and inappropriate conversions in the workplace, which can damage the 

environment and culture? 

7. Written Communication 

Finally, there’s written communication, which goes beyond email. Written 

communication is anything that involves putting pen to paper, or typing. This 

includes emails, messenger, slack,  text, PowerPoint presentations or even simply 

taking notes which might be used or referenced later. There are tons of reasons to 

write things down. If you don’t already consider some of these great benefits:   

It’s a great way to organize information since you can lay things out in a variety of 

visual ways, for example by using bullet points and tables.   

You can be clear and concise in a way that makes it easier to communicate more 

complex information.   

1.2 Gathering information by listening. 

Gathering Information describes the process of acquiring knowledge. It is not the knowledge 

itself. When a portion of a story focuses on learning, it is the gathering of an education that is 

of concern, not the education that ultimately has been gathered. Gathering Information need 

not be an academic endeavor. One might learn to express one's feelings or learn about love. 

Gathering Information does not even require new information as sometimes one learns simply 

by looking through old information from a different perspective or with a new approach. It is not 
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important if one is learning to arrive at a particular understanding or 

just to gather data. As long as the focus is on the process of gaining information or learning, 

Gathering Information is the operative word. 

1.3 Purpose of information gathering 

The purpose of information gathering is to support the planning of your organizations work to 

become more fully inclusive. 

It is important to look at available facts -- objective information, including demographics and 

best practices. 

It is also important to look at stakeholder perspectives -- subjective information, including the 

opinions of your clients, potential clients, staff, board members, donors, etc. regarding the work 

that you do and how you do it. 

The topics below will guide you through the information-gathering process. 

 

1.4 Information Sources 

The main sources of information are users of the system, forms and documents used in the 

organization, procedure manuals, and rule books etc, reports used by the organization and 

existing computer programs. 

 

 

 

 

 

1.5  Information Gathering Methods 

In order to determine the requirements of a system, information must be gathered from the 

customer.  Ideally, the information obtained will enable a well-defined, accurate, and complete 

description of how the business functions as well as the people, functions and  

data involved.  However, this is not always the case, and information is often misinterpreted or 

omitted entirely. 

There are many techniques that can be employed when gathering information. The type of 

information you are trying to obtain, as well as the people providing the information, will 

determine which techniques you should use. 

1.5.1 Methods of Gathering Information 
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Methods of gathering information include: 

 Interviews 

 Questioning 

 Questionnaires 

 Observation 

 Study of existing organizational documents, forms and reports 

Information gathering methods are often used when the overall objective is clear and 

requirements are well defined.   

 PLANNING AN INTERVIEW 

Before starting the interview, the analyst must make a list of people to be interviewed and in 

what order, plan and note down a list of questions to be asked, plan several interviews with 

same person-mainly to clarify doubts and interview groups as appropriate. 

 INTERVIEWING TECHNIQUE 

There are some guidelines to ensure a successful interview 

Make an prior appointment with the person to be interviewed and meet him at the allotted time. 

Read background material and go prepared with the checklist. State purpose of interview. Be 

punctual and pay attention to what user says. Do not use computer jargon. Obtain both 

quantitative and qualitative Information. Discriminate between essential and desirable 

requirements. State what you understand and get it confirmed. Do not prolong interview, 

summarize the information gathered by you during the interview, and verify this with the user 

 Questioning: a situation in which somebody is asked a lot of questions, especially, 

formally or officially or an instance of this. 

1.6. Questioning techniques 

Questions can be divided into two main categories 

 Closed questions 

 Open questions 

Closed Questions 

Closed questions are used to find out quite particular information. They are questions which 

can be answered with a simple yes, no or one word. Such questions do not need a long and 

detailed response. They are very useful if you need to find out simple information or need to 

check specific details. 
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Examples of closed questions are: 

 Is this where I can store the boxes? 

 Can I use this tool? 

 Is it lunch time? 

Open Questions 

Open questions are used to find out detailed information. These questions encourage the 

receiver to explain a longer answer. Open questions start with words like “What, When, Where, 

Why, and How”. They are used to open up a discussion or conversation. You cannot give one 

word answer to these questions. 

Examples of open questions are: 

 How should I sort this cabinet full of different paints? 

 What training will I need to use this equipment? 

 What did you mean when you asked me to check the supplies? 

Asking questions to clarify understanding 

Asking questions shows interest, not ignorance 

You will always need to ask questions to clarify information and check instructions. Remember 

you have a responsibility to make sure you have understood the information correctly. 

It is much better to ask questions to make sure you are doing the job right than to muddle on 

and make a mistake. You will feel upset if you make a mistake, especially if it could have been 

avoided by asking a simple question. 

USE OF QUESTIONNAIRES 

Questionnaires are useful for collecting statistical data. Sometimes the questionnaires are not 

promptly replied and several follow-ups/personal interviews may be required to get 

questionnaires back from respondents 

But if the questionnaires are short the probability of getting the reply is high 

When data has to be collected from large numbers of people questionnaires are useful. 

Internal and external information 

What is the difference between internal and external communication?  

Internal communication involves the communication that exists within a company and can take 

many forms. Key to the success of an organization is communication from within. in order to 
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effectively engage in two ways symmetrical communication (the goal of 

public relations) communication is essential internally.  

External communication covers how a provider interacts with those outside their own 

organization. This may be with the public, employers, community organizations, local 

authorities, job centers, funding bodies and other training providers. 

General correspondence:- In may everyday situations you can deal with people by phone, 

but sometimes you have to put things in writing, especially in those situations where you need 

to keep a record of what’s been said.  

What is email? Electronic email, email is short hand term meaning electronic email, email 

much the same as a letter, only that it is exchanged in different way. Electronic email 

commonly called email or e-mail is method of exchanging digital messages from another to 

one or more recipients. 

 

 

 

 

 

 

 

Self-Check-1 Written Test 

 

Directions:  Answer all the questions listed below. Use the Answer sheet provided in the next 

page: 

 

 

1. Why we gathering information? (2 points) 

2. What are the sources of information? (3 points) 

3. What are the methods of information gathering? (5 points) 
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Answer Sheet 

 

 

 

 

 

 

 

Name:  _________________________             Date:  _______________ 

Short Answer Questions 

 

Information  Sheet-2 Recording Instructions/information properly 

 

2. Recording information 

The  nature  and  extent  of  the  record  will  vary  depending  upon  the  purpose,  setting,  

and  context  of organizational  services.   

Records benefit both the client and the organization through documentation of treatment plans, 

services provided, and client progress. Record keeping documents the organization’s planning  

and  implementation  of  an  appropriate  course  of  services,  allowing  the  organization  to 

monitor the  work.  Records  may  be  especially  important when there are significant periods 

of time between contacts  or  when  the  client  seeks  services  from  another professional.  

Appropriate records can also help protect both the client and the organization in the event of 

legal or ethics 

The process of keeping records involves consideration of legal requirements, ethical 

standards, and other external constraints, as well as the demands of the particular professional 

context.  

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 10 points            Unsatisfactory - below 10 points  

You can ask you teacher for the copy of the correct answers. 
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2.1 Instructions for recording your time worked: 

 At the end of your work week, you must record your time for all hours worked, including 

overtime. 

  It is your responsibility to record your time fully and accurately before submitting it to the client 

representative for approval. When required, you should record the in/out time or total time 

attributed to your work day and meal period. If you are not being provided a meal or rest break 

to which you are entitled, advise your Branch Adecco Representative immediately. 

 Include in your hours worked all time spent changing in and out of your client required apparel 

at work (including uniforms and equipment), travel time required by your assignment (other 

than commuting time), and time waiting on client security lines, if applicable, to the nearest 

quarter (1/4) hour.  

 Please notify your Branch Adecco Representative if you have questions regarding what time 

should be recorded. 

 In order to ensure that your paycheck is accurate you must record your time completely and 

without errors. 

Purpose of data/information recording 

The general purpose of data recording is to set in writing and assure the preservation of 

the data collected in the course of field or laboratory studies. The experimental design of each study 

determines the types of data to be collected in terms of the objectives and resources available for the 

study. 

2.1.1 Record keeping Guidelines 

Guideline 1—Responsibility for Records:   

Generally organizations have responsibility for the maintenance and retention of their records. 

Guideline 2—Content of Record Organization strives to maintain accurate, current, and 

pertinent records of professional services as appropriate to the circumstances and as may be 

required by the psychologist’s jurisdiction. Records include information such as the nature, 

delivery, progress, and results of organization services, and related fees. Considerations 

Regarding the Level of Detail of the Record 

Guideline 3—Confidentiality of Records: 

The organization takes reasonable steps to establish and maintain the confidentiality of 

information arising from service delivery.  

Guideline 4 —Disclosure of Record Keeping Procedures: 
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 When appropriate, organization inform clients of the nature and extent of 

record keeping procedures (including a statement on the limitations of confidentiality of the 

records 

Guideline 5—Maintenance of Records:  

The organization strives to organize and maintain records to ensure their accuracy and to 

facilitate their use by the organization and others with legitimate access to them. 

Guideline 6 —Retention of Records: 

The organization strives to be aware of applicable laws and regulations and to retain records 

for the period required by legal, regulatory, institutional, and ethical requirements. 

Guideline 7 —Preserving the Context of Records: 

 The organization strives to be attentive to the situational context in which records are created 

and how that context may influence the content of those records. 

 

Guideline 8—Electronic Records:  

Electronic records, like paper records, should be created and maintained in a way that is 

designed to protect their security, integrity, confidentiality, and appropriate access, as well as 

their compliance with applicable legal and ethical requirements. 

Guideline 9—Record Keeping in Organizational Settings:  

Professions working in organizational settings (e.g., hospitals, schools, community agencies, 

prisons) strive to follow the record keeping policies and procedures of the organization and 

others. 

Guideline 10—Multiple Client Records: 

The organization carefully considers documentation procedures when conducting couple, 

family, or group therapy in order to respect the privacy and confidentiality of all parties. 

Guideline 11—Financial Records:  

The organization strives to ensure accuracy of financial records. 

Guideline 12—Disposition of Records:  

The organization  plans for transfer of records to ensure continuity of treatment and 

appropriate access to records when the organization  is no longer in direct control, and in 

planning for record disposal, the organization endeavors to employ methods that preserve 

confidentiality and prevent recovery. 
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Self-Check -2 Written Test 

 

                  Directions:  Answer all the questions listed below. Use the Answer sheet 

provided in the next page: 

 

1. Who are the users of information? (2 points) 

2. what are record keeping guidelines? (4 points) 

 

 

 

 

 

 

 

 

Answer Sheet 

 

 

 

 

 

 

 

Name:  _________________________      Date:  _______________ 

Short Answer Questions 

 

 

 

 

Note: Satisfactory rating – 6 points            Unsatisfactory – below 6 points  

You can ask you teacher for the copy of the correct answers. 

 

Score = ___________ 

Rating: ____________ 
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Information Sheet-3 
Acting Instructions immediately in accordance with 

information received 

 

3. Acting instructions accurately/ immediately 

If you need to give instructions, give them clearly and immediately. How you give the 

instructions will depend on the workplace procedures of your worksite. 

3.1 Method of delivering instructions 

 speaking to them in person or over the telephone 

 Writing the instructions down or providing printed instructions. 

Written instructions may be brief dot points or detailed information depending on the 

situation and these may be faxed or emailed to the other person. When conveying 

information or instructions you need to: 

 know what you want to say before you start talkingknow the required outcome 

 know any procedures or policies that need to be considered 

          Consider any communication problems the listener may have such as: 

 English as a second language 

 Literacy and  numeric problems 

 Physical problems such as hearing impairment. 

Team  members  who  have  English  as  a  second  language  may  have  a  variety  of 

communication problems  due  to  cultural  differences.  These differences need to be 

discussed with the person involved. During this discussion, speak openly about the 

issues related to the person’s ability to understand the instructions. Ask how you can 

improve your communication to assist the person to understand. It may be something 

as simple as speaking more slowly or writing the instructions down. If you are unsure 

if a team member has understood your instruction, ask questions until you know the 

instruction has been understood. If necessary, write the instructions, so the person can 

refer to them as necessary. You need to convey the information and instructions  

accurately to ensure the task is completed correctly and safely. 

 

Good communication tips 

 Use the right words. 
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Trying to explain something to a new workmate with the acronyms and jargon only 

understood by experienced staff will result in misunderstandings. 

 Use the right questions. 

Think about the information you need to know before asking the questions and your 

questions will be more focused and relevant. 

 Use the right listening techniques 

Active listening includes repeating words or phrases, and clarifying information to show 

you have heard and understand the meaning 

 Use the right tone of voice. 

This is not so much what is said, but how it is said. Using the wrong tone of voice, for 

example speaking angrily, may result in others misunderstanding you as they try to 

work out why you are angry rather than listening to what you say. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Self-Check -3 Written Test 

 

                    Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 
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1. How you develop credibility? (4 points ) 

 

 

 

 

 

 

 

Answer Sheet 

 

 

 

 

 

 

 

Name:  _________________________   Date:  _______________ 

Short Answer Questions 

 

 

 

 

 

Information Sheet-4 
Seeking Clarification from workplace supervisors on 

all occasion when instruction/information is not clear 

 

4. Giving clarification from work places instruction 

 Gathering,  receiving  or  responding  to  instructions  is  an  everyday  activity  at  

all constructions sites. 

Note: Satisfactory rating – 4 points            Unsatisfactory – below 4 points  

You can ask you teacher for the copy of the correct answers. 

 

Score = ___________ 

Rating: ____________ 
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 Instructions must be given clearly and accurately to ensure the correct 

information is understood. 

 Signs   and   safety   requirements   are   governed   by   legislation,   regulations   

and organizational requirements. 

 English   is   the   language   used   on   worksites   to   convey   written   and   

verbal information. 

 Questions can be used to gain further information and clarify understanding of 

the information. 

You understand how to: 

 Gather, receive and respond to instructions 

 Convey instructions accurately 

 Interpret and respond to work signage and other safety requirements 

 Interpret information and confirm messages conveyed in English 

 Use questioning to gain additional information and clarify understanding 

If you are receiving instructions you should: 

 Guess what they mean 

 Ask your supervisor what they mean 

You may give instructions to another person by: 

 Writing the instructions  

 printed instructions 

 Speaking face to face/ telephone  

 

 

At your workplace, you will be 

 Gather information 

 Receive information and instructions 

 Convey or give information and instructions to others  

 Ask questions and clarify information 
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Self-Check -3 Written Test 

 

                    Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 

 

 

1. By which way you give instruction to another person? (4 points ) 
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Answer Sheet 

 

 

 

 

 

 

 

Name:  _________________________   Date:  _______________ 

Short Answer Questions 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating – 4 points            Unsatisfactory – below 4 points  

You can ask you teacher for the copy of the correct answers. 
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Instruction Sheet Learning Guide # 

 

This learning guide is developed to provide you the necessary information regarding the 

following content coverage and topics –  

 Reading and interpreting correctly written notices and instructions 

 Following routine written instruction in sequence.  

 Giving Feedback to workplace supervisor based on the instructions/information 

received. 

This guide will also assist you to attain the learning outcome stated in the cover page. 

Specifically, upon completion of this Learning Guide, you will be able to – 

 Reading and interpreting correctly written notices and instructions 

 Following routine written instruction in sequence.  

 Giving Feedback to workplace supervisor based on the instructions/information 

received. 

Learning Instructions:  

1. Read the specific objectives of this Learning Guide.  

2. Follow the instructions described below 3 to 6.  

3. Read the information written in the information “Sheet 1, Sheet 2, Sheet 3 and Sheet  

4. Accomplish the “Self-check 1, Self-check t 2, Self-check 3 and Self-check 4” in page     

    -6, 9, 12 and 14 respectively.  

5.If you earned a satisfactory evaluation from the “Self-check” proceed to “Operation 

Sheet 1, Operation Sheet 2 and Operation Sheet 3 ” in page -15. 

6. Do the “LAP test” in page – 16 (if you are ready).  

 

 

 

 

 



   

 
ANIMAL HEALTH CARE SERVICE  

 Level -I Version: 1        

Date: October 2019 Page 26 of  32 
Author:  Federal TVET Agency  

 
 

Information Sheet-1 
Reading and interpreting correctly written notices and 

instructions 

 

1. Meaning of written communication/notices 

Now a day, communication is possible through a variety of media.  The written   form of 

communication includes letters, circulars, telegrams, memos, minutes, questionnaires, 

manuals etc. Everything that is transmitted in the written form falls in the category of 

written communication. 

 It is formal in nature. 

 Being permanent in nature, it can be preserved and can become evidence. 

 It is time consuming and slow in nature.\ 

 There are less chances of misunderstanding.  

 Written communication is rigid and cannot be changed. 

 It can be rescrutinized even after an apse of time.  One can review whenever 

required. 

 More   accuracy   is   possible while preparing the statement. 

 It carries importance. 

 Written communication depends on the use of  symbols   and 

requirespreciseselection of symbols 

 Written communication includes letters, circulars, minutes etc. 

 Written communication is precise, permanent, and legally important and it gives 

sufficient time   to think and act. 

 Written communication consumes more time and rigid.. 

Merits 

 Written communication can be accurate and precise. 

 It can be referred again and again till it is properly understood. 

 It serves as a permanent record. 

 It can serve as a legal document. 

 

 It facilitates to fix up responsibilities if needed. 
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 In case of written communication. there are less chances of missing any point. 

 Even lengthy matters can also be transmitted. 

 It helps in reducing disputes as it can be referred as evidence. 

  It gives enough time to the receiver to think, understand and act. 

Demerits (Limitations) 

 Written communication is time consuming. 

 It is a costly process. 

 Quick clarification of doubts and misunderstandings is not possible. 

 Addition or alterations, if required become expensive and time consuming. 

 There are great chances of leakage of the content. 

 It lacks personal touch. 

 There is a possibility of delay  

2.1 Types of written of notice 

There are many situations in which written notices are used, and many types of 

document are prepared for official work. The layout for each documents are fixed 

agreement, custom and tradition. 

1. Letters 

 Is the most widely used 

 It has its own layout 

 It is used mostly for external communication 

 Memo(short form of memorandum  

 Is an information message b/n members of a company or an institution 

 It is generally related to daily work 

 Information on instruction can be conveyed  by a memos 

 Many companies provide pads of memo forms for the exchange of short 

message among individual employees. 

 Memo form are usually small b/c the message are expected to be brief and 

simple 

 The form of memo may have the company’s name printed on the top. 

 Notices  
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 Is required  when many people within organization have to be informed 

 Is the most comman methods of mass communication within a campany  

 It must be in asimple language and direct style 

 It must be easy understood even by lower workers 

 The message should be short and include only need information 

2. A circular 

 Is a detailed document giving information ,instruction, or order on specific matter 

 Every circular has a number a date for reference and is signed by the authorized 

person of the issuing office 

 Circular are generally issued by government department and other official bodies  

3. Report  

 A document prepared by  an individual or group of person who are entrusted with 

the task of collecting information, data on a given matter  

 It require careful collection data, presentation of the finding ,conclusions and 

recommendations 

4. Minutes/ records 

 Are the written records of decision taken at meeting  

 Different bodies have their own choice or practices in recording the discussion 

and decision. 

 Summarizing the discussion preceded the decision , and the general format 

remain the same  

 It may be written in a minutes book or type and filed in a minutes file 

 It is a legal document and every member have aright to see and ask for certified 

copy of them  

    Other written notices and instructions may include. 

 Handwritten material 

 printed material 

 Internal memos 

 External communications 

 Electronic mail 



   

 
ANIMAL HEALTH CARE SERVICE  

 Level -I Version: 1        

Date: October 2019 Page 29 of  32 
Author:  Federal TVET Agency  

 
 

 Briefing notes 

 General correspondence 

 Marketing materials and Journal articles 

2.2 The three-step writing process consists of planning, writing, and completing 

your messages 

■ Planning business messages. To plan any message, first analyze the situation by 

defining your purpose and developing a profile of your audience. With that in mind, you  

can gather information that will meet your audience’s needs. Next, select the right  

medium (oral, written, or electronic) to deliver your message. With those three factors 

in place, you’re ready to organize the information by defining your main idea, limiting 

your scope, selecting an approach, and outlining your content.. 

■ Writing business messages.  Once you have planned your message, adapt to your 

audience with sensitivity, relationship skills, and style. Then you’re ready to compose 

your message by choosing strong words, creating effective sentences, and developing 

coherent paragraphs. Writing business messages is discussed in Chapter 4 

■ Completing business messages. After writing your first draft, revise your message 

to make sure it is clear, concise, and correct. Next produce your message, giving it an 

attractive, professional appearance. Proofread the final product for typos, spelling 

errors, and other mechanical problems. Finally, distribute your message using the best 

combination of personal and technological tools. The more you use the three-step 

writing process, the easier and faster it will become. You’ll also get better at allotting 

your time for each step. As a general rule, try using roughly half your time for planning,  

a quarter of your time for writing, and the remaining quarter for completing the project. 

2.2 Routine written instruction.  

2.2.1Written communication 

Agriculture, horticulture and land management enterprises often require workers to use 

written forms of communication. This may involve reading workplace notices and 

instruction such as: 

 Signs and labels 

 Notes, messages and memos 

 Rosters and work schedules 
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 Safety material and notices 

 Invoices and dockets with customer information 

 Tables and simple graphs. 

Employees may also be required to write down information, messages and material 

and tool requirements. They will need to fill out a variety of workplace forms. 

To be effective, written workplace information must be: 

1. Clear – the handwriting must be legible and the information written in a manner 

that will not be confusing. 

2. Concise – the message should be written in simple language using short 

sentences or point form. Unnecessary information and repetition should be 

avoided. 

3. Correct – accuracy is very important when writing down information. If taking a 

phone message, read the details back to the caller, especially names, addresses 

and phone numbers. Use correct terminology where appropriate. 

4. Courteous – as with verbal communication, the style of the language chosen 

should be appropriate to the situation and the reader. 

3.2 Ethical work practices in handling communications  

Ethics is a basic component of human communication in sending and receiving and 

responding of all round information in life, which it is governed by natural law. Good 

 

ethical practices like respecting customers and coworkers, respecting the law, integrity, 

transparency, loyalty, confidentiality, and the likes are the component of handling 

communication. If ethical work practices are not expected we can’t handle 

communication properly and it may create dispute between the workers and the 

customers. To handle communication of the work environment we have to develop 

ethical work practices.         

Conciseness in receiving and clarifying messages/information/communication. 

 Getting your message across in a way that is clear and coherent to everyone that 

is listening is a critical skill in organizational as well as personal life.  

 The Communication Effectiveness Profile provides a highly structured process 

through which to look at the large and often complex subject of communicating 
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with other 

Receiving the message 

Receiving the Message looks at how well you listen to and successfully "process" what 

others are saying (verbal and non-verbal messages) before you respond.  

It asks the question: "How attentive or empathetic are you in a listening situation so that 

you can fully appreciate what the speaker is trying to convey 

Clarifying 

 Clarifying looks at the extent to which you use careful and incisive questioning 

techniques to successfully "translate" the words and actions of the other party in 

order to understand their meaning. It asks the question: "How well do you gently 

question and probe the other person in a conversation or discussion, in order to 

ensure that you accurately interpret their message? 

Understanding 

Understanding looks at the extent to which you make sense of what you see and hear in 

order to engage fully in a conversation and respond intelligently, according to the  

circumstances. It asks the question: "How well do you reflect and process information 

while someone is speaking, in order to understand the key aspects of what is being 

 communicated and how you might respond 

2.3. Feedback 

Feedback is an essential element for everyone in an organization's workforce. Giving 

feedback is a task you perform again and again as a manager or supervisor, letting 

people know where they are and where to go next in terms of expectations and goals - 

yours, their own, and the organizations. 

Feedback is a useful tool for indicating when things are going in the right direction or for 

redirecting problem performance. Your objective in giving feedback is to provide 

guidance by supplying information in a useful manner, either to support effective 

behavior, or to guide someone back on track toward successful performance. 

Feedback on performance may include 

 Formal or informal performance appraisals, which generally occur on a regular 

basis. The first appraisal usually takes place three months after an employee 

starts a job then every six or twelve months thereafter. These appraisals allow for 
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a formal method of feedback which can lead to modification of work performance, 

further training and re-evaluation of performance. 

 Obtaining feedback from supervisors and colleagues – mainly in the form of 

informal comments on a job well done or suggestions of how to complete a task. 

 Obtaining feedback from clients – hopefully positive praise rather than negative 

points. 

 Personal, reflective behavior strategies – thinking about what you have done and 

how you can improve it next time. 

 Routine organizational methods for monitoring service – these include customer 

complaint or satisfaction forms, and surveys that are completed at the end of a 

task. 

It is important that your work performance is monitored and that you receive feedback 

that is constructive and encourages you to strive for improvement. Some clues that 

constructive feedback is needed are when: 

 

 Someone asks for your opinion about how they are doing 

 Unresolved problems persist 

  Errors occur again and again 

  An employee's performance doesn't meet expectations 

 A peer's work habits disturb you 

Therefore, Feedback provided by others in the team should be encouraged, 

acknowledged and acted upon the goals of the organization. 
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Self-Check -3 Written Test 

 

                    Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 

 

 

1. List types of written of notice?(5 points) 

2. What is ethics? (5 points) 

3. Define feedback? (4 points) 

 

 

 

 

Answer Sheet 

 

 

 

 

 

 

 

Name:  _________________________   Date:  _______________ 

Short Answer Questions 

 

 

 

 

 

 

 

Note: Satisfactory rating – 14 points            Unsatisfactory – below  14 points  

You can ask you teacher for the copy of the correct answers. 

 

Score = ___________ 

Rating: ____________ 
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Information Sheet-2 Following routine written instruction in sequence 

 

 Routine 

 The usual sequence for a set of activities. 

Instruction 

 a spoken or written statement of what must be done, especially delivered 

formally, with official authority, or as an order. 

Giving and receiving routine instructions is vital to the safe and efficient operation of a 

work. This topic explores how you can improve your communication skills to ensure that 

routine instructions are understood and followed. 

To learn more about how to give and follow routine instructions in the workplace, select 

an item from the menu, starting with giving instructions. 

2.1 Giving instructions 

Some people in the workplace may 

 Have limited communication skills 

 Use English as a second languageNot be highly educated. 

When giving verbal or written instructions, the instructions should be in simple, clear 

and concise English, so they can be easily understood. 

Instructions must be logically thought out and given in a step-by-step sequence. 

It is the responsibility of the person giving the instructions to ensure that the receiver: 

 Understands the instructions 

 Has the necessary skills and experience to carry out the instructions. 

Instructions must be clear and concise 

The person giving instructions should ask questions to ensure the receiver not only 

understands the instructions but is able to carry them out. 

If a person is uncertain about his ability to carry out an instruction, then the assistance 

of a more experienced person will be required to prevent: 

 Accidents or emergencies 

 Process upsets or shutdowns 
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 Equipment damage or downtime. 

2.2 Give and Follow Routine Instructions 

For communication to be effective and efficient, instructions must be given: 

 Clearly and concisely 

 In a courteous and supportive manner 

 Instructions should be given in a way that does not: 

 Humiliate the receiver 

 Criticise the receiver 

 Talk down to the receiver. 

Communicating with colleagues or subordinates that humiliates, criticizes or talks down 

causes negative emotional responses such as: 

 Anger 

 Insecurity 

 Lack of confidence 

 Low morale. 

Such negative emotional responses are certain to make communication ineffective and 

inefficient. Sometimes the receiver will simply ignore your instructions. 

Instructions should be given and received in a supportive way that will make people 

more productive and cooperative. 

2.3 Tips on giving directions: 

   1. Provide context and be specific 

 Give all the details. Provide any background to help that person better 

understand the task at hand. Try your best to be as detailed as you can, 

especially when you have a set idea about how the task should be done. 

 

2. Ask politely rather than barking orders 

 Tone of voice can change everything, especially when telling someone what to 

do. Speak at a reasonable volume and use kind, respectful words. Try to avoid 

negative language and don’t forget to say “please.” 

3. Offer the other person the opportunity to ask questions 
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 Whenever the one receiving the task is unsure, it’s important that you allow him 

time to ask questions. The better he understands what to do, the greater chance 

for a successful outcome. 

4. Resist any urge to micromanage:  

 If you give directions properly, you should not feel the need to oversee or 

micromanage. Instill faith in your task-doer by letting him do things without you 

to the best of his ability. Provide positive feedback and appropriate gratitude: 

When the task is complete, be sure to affirm the person. This makes your team 

member feel respected and trusted. And give clear, helpful feedback or 

constructive criticism if the task was done improperly. 

2.3.1. Tips on taking directions and fulfilling tasks: 

Actively listen 

 Try to listen intently, not just hear. When you actively listen, you can better 

understand what you need to do. Here’s a trick that may help: pretend that there 

is going to be a quiz after the conversation. Visually think about what's being 

said and maybe even repeat it in your head. 

Take notes 

 Instead of trying to remember everything, write it down. There’s nothing wrong 

with keeping notes; it shows that you are prepared, organized and want to do the 

job correctly. 

 

 

 

 

Ask questions 

 If you are even slightly unsure of what you are being asked to do, don’t be afraid 

to question. Make sure the other person allows you the chance to find out all the 

needed details to move forward. 

Respond with a good attitude 
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 Just as the person giving directions needs to speak respectfully, it’s important to 

respond respectfully. If you go into the conversation with a bad attitude, it’s likely 

that performing the task will be much more challenging. 

Before starting the task, make a checklist 

 Whenever there is a job that requires multiple steps, try organizing a to-do list. 

Check things off as you go to make sure you don’t miss anything. Then when 

you’re done, be sure to review your work. 

Overall, positive communication and listening are essential when giving and taking 

instructions. For some jobs, following step-by-step directions is pertinent, but in the case 

of working in an office, warehouse, restaurant, etc., learning how to provide direction 

properly and knowing how to take direction make for a smoother and more productive 

work environment. 

2.3.2 Ensuring instructions are understood 

After giving instructions, it is essential to question the receiver to ensure the instructions 

are fully understood. 

To ensure understanding, questions should be worded so that the receiver cannot give 

a simple 'yes' or 'no' reply, as such a reply does not prove understanding. 

Questions must be worded so that the receiver can reply in a way that shows 

knowledge and understanding. 

2.3.3 Carrying out Routine Instructions 

Instructions for carrying out prescribed or routine tasks can be in the form of: 

 Standard Operating Procedures 

 Occupational Health and Safety guidelines. 

 

 Job cards 

 Emergency procedures 

The steps in the Standard Operating Procedures must be strictly adhered to when 

performing any routine or prescribed task. 

If the verbal or written instructions are not clear or are ambiguous, advice or clarification 

should be obtained from a team leader before starting the task. Do not try to guess what 

the instructions mean. 
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The order in which tasks are carried out should be worked out in advance and displayed 

in work schedules. 

Where a task cannot be completed in one shift, information about the task must be 

relayed and any problems discussed during the shift handover, so that the next shift can 

complete the task safely according to instructions. 
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Self-Check -4 Written Test 

 

Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 

 

 

1. Define routineinstruction? (2 points ) 

2. List some tips on giving directions/instructions?(3 points ) 

 

 

 

 

 

 

 

 

 

 

 

 

 

Answer Sheet 

 

 

 

 

Name:  _________________________             Date:  _______________ 

Short Answer Questions 

 

Note: Satisfactory rating – 5 points            Unsatisfactory – below 5 points  

You can ask you teacher for the copy of the correct answers. 

 

Score = ___________ 

Rating: ____________ 
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Information Sheet-3 
Giving Feedback to workplace supervisor based on the 

instructions/information received. 

 

    Feedback 

Feedback is an essential element for everyone in an organization's workforce. Giving 

feedback is a task you perform again and again as a manager or supervisor, letting 

people know where they are and where to go next in terms of expectations and goals - 

yours, their own, and the organizations. 

Feedback is a useful tool for indicating when things are going in the right direction or for 

redirecting problem performance. Your objective in giving feedback is to provide 

guidance by supplying information in a useful manner, either to support effective 

behavior, or to guide someone back on track toward successful performance. 

3.1 Feedback on performance may include 

 Formal or informal performance appraisals, which generally occur on a regular 

basis. The first appraisal usually takes place three months after an employee 

starts a job then every six or twelve months thereafter. These appraisals allow for 

a formal method of feedback which can lead to modification of work performance, 

further training and re-evaluation of performance. 

 Obtaining feedback from supervisors and colleagues – mainly in the form of 

informal comments on a job well done or suggestions of how to complete a task. 

 Obtaining feedback from clients – hopefully positive praise rather than negative 

points. 

 Personal, reflective behavior strategies – thinking about what you have done and 

how you can improve it next time. 

 Routine organizational methods for monitoring service – these include customer 

complaint or satisfaction forms, and surveys that are completed at the end of a 

task. 
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It is important that your work performance is monitored and that you receive feedback 

that is constructive and encourages you to strive for improvement. Some clues that 

constructive feedback is needed are when: 

 Someone asks for your opinion about how they are doing 

 Unresolved problems persist 

 Errors occur again and again 

 An employee's performance doesn't meet expectations 

 A peer's work habits disturb you 

Therefore, Feedback provided by others in the team should be encouraged, 

acknowledged and acted upon the goals of the organization. 
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Self-Check -4 Written Test 

 

Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 

 

1. Define feedback? (2 points ) 

 

 

 

 

 

 

 

Answer Sheet 

 

 

 

 

 

 

 

 

Name:  _________________________             Date:  _______________ 

Short Answer Questions 

 

 

 

 

 

 

Note: Satisfactory rating – 2 points            Unsatisfactory – below 2 points  

You can ask you teacher for the copy of the correct answers. 

 

Score = ___________ 

Rating: ____________ 
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