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Course Introduction:

Too many organizations believe if messages are going out, they're getting through. This mistaken
belief is costing them in terms of operational excellence and customer service. Employees today are
being drowned in information that is not filtered, prioritized or put into context, so important
messages are being lost or simply ignored by an overwhelmed and skeptical workforce. But with
the right guiding principles, tools and strategies, you can create a highly effective internal

communication program and engage employees in your organization's success.

Course Objectives:

e Identify the framework of interdepartmental communication.

e Understand the importance and practice of excellent internal customer service.

e Take a proactive approach in simplifying the work processes and flow between work units.
e Remove interdepartmental communication barriers and resolve conflict.

e Develop a plan for enhancing organizational communication.

Who Should Attend?

Managers, supervisors and all professionals who interact with other departments, teams or

business units.

Course Outline:

MODULE 1

Organizational Communication

¢ Upward, Downward and Horizontal Communication

e Organizational Culture and its Effect on Performance
e Organizational Hierarchy

e Formal and Informal Communication and their Uses
e Organizational Values and Attitudes

e Barriers that Impede Effective Interdepartmental Communication

MODULE 2

Internal Customer Service

e What Is Internal Customer Service?

e Benefits of Excellent Internal Customer Service
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e Organizational Silos and Ways to Overcome Them

e The Service Quality Factors

¢ Handling Internal Customers’ Complaints

e Clarifying Individual and Departmental Roles in Building Rapport within the Department

and between Departments

MODULE 3

Simplification of Work Processes between Departments

Signs of Complicated Procedures
Stages in Simplifying Work
Work Flow Techniques

Work Breakdown Structures

MODULE 4

Resolving and Solving Interdepartmental Problems and Conflicts

Identifying Departmental Problems
Causes and Effects of Problems
Resolving Interdepartmental Conflict
Negotiating a Win-Win Settlement

Techniques for Resolving and Preventing Problems

MODULE 5

Efficient and Effective Organizational Communication

What is Effective Organizational Communication?

Eliminating Communication Overload and Ensuring Smooth Flow
Information Richness of Different Channels

Choosing the Right Communication Medium

Signs of Inefficient Communication

Course Fees:

To be advice as per course location. This rate includes participant’s manual, Hands-Outs, buffet

lunch, coffee/tea on arrival, morning & afternoon of each day.

Course Certificate:

International Center for Training & Development (ICTD) will award an internationally recognized

certificate(s) for each delegate on completion of training.
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Course Methodology:

A variety of methodologies will be used during the course that includes:

(30%) Based on Case Studies

(30%) Techniques

(30%) Role Play

(10%) Concepts

Pre-test and Post-test

Variety of Learning Methods
Lectures

Case Studies and Self Questionaires
Group Work

Discussion

Presentation

Course Timings:

Daily Course Timings:
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08:00 - 08:20 Morning Coffee / Tea

08:20 - 10:00 First Session

10:00 - 10:20 Coffee / Tea / Snacks

10:20 - 12:20 Second Session

12:20 - 13:30 Lunch Break & Prayer Break
13:30 - 15:00 Last Session
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