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Communicative task grid: email and phone call

You will read about a real situation faced by Daniel, an IT manager in a high-tech company. 

1. 
Read the whole situation. Answer the questions:

· Which one person has conflicting targets?

· Whose needs are critical and have to be fulfilled?

· Who is responsible for communicating with everyone?

· Which person is an external supplier?

	Situation

Daniel, an IT Manager and Project Leader based in Germany, has to set up a high-speed communications line between Vienna and Singapore (internet and phone). He has been told that the single telecoms provider has no suitable infrastructure and Daniel’s company would have to pay for this to be installed (he does not want to pay). Terri, Daniel’s boss based in Atlanta, has the targets of remaining operationally efficient (i.e. look after Ron), and also reducing the IT budget this year by 1%.

Main difficulties 

1. Money is tight and there is a target to reduce IT spending. 

2. The Austrian Telecoms company (Martin) is the single provider and not really very interested in Daniel’s problems. Martin has some options: 1. Force the customer to pay everything; 2. Agree to pay 50-50 3. Pay for the infrastructure and charge a higher line rental.

3. Ron is the plant manager, based in Vienna. Faced with constant communications problems and delays which would be easily solved by a faster communications line. He put in the request 18 months ago.

As the manager, Daniel has to coordinate and communicate everyone to achieve the communications line in Vienna.




2. 
In emails or phone calls about this issue, which of the characters would use the following phrases?     Would they use the phrases in an email or a phone call?

1. If nothing happens by the end of this week, I will unfortunately have to escalate..
2. Daniel, I realize this is quite tricky and I am going to back you up…..

3. Could you call Martin and find out what he can offer us?
4. Here in Vienna, there is a real business need…
5. Don’t forget, we have to keep a close rein on costs..
6. Daniel, I appreciate your efforts but..
7. Dear Martin, We would appreciate it if you could..

8. As I mentioned on the phone, I am able to offer the following service at a special discount, provided…..

9. Hi Ron, Good news finally….
10. Terri, I thought I would keep you in the loop about….
3. 
Act out (or write) one of the following:

· a phone call between Daniel and Ron

· a phone call between Daniel and Martin

· a phone call between Daniel and Terri 

· an email from Daniel to Martin

· an email from Martin to Daniel

4. 
Sit in pairs. Each person should think of a difficult situation they are currently facing. Taking turns, fill out the grid on the next pages for your partner.

Then re-enact the situations together (write emails and role-play the phone calls).

	Situation

Main difficulties


	1 Person involved



	2 Person involved



	3 Person involved



	4 Person involved




Trainer notes

If the participants are lower levels, you might want to decide whether you want to practice email writing or telephone calls, and review standard phrases as required. 

Then, allow participants to read the whole scenario.

As a group (or one to one), have a general discussion and ensure that everyone is clear about the situation. The questions will help there.

You do not necessarily need to take the whole scenario beyond two or three tasks; you can use it to set the scene so participants have a framework on which to map their own real scenarios. But you can decide what is appropriate.

As soon as you feel they are ready, move on to the template and help them create their own scenario.

You can do various different things as appropriate: Pair work, group work; emails, telephone calls. You could also try a conference call if appropriate.

>>> Just between ourselves (but you can give the game away at the end) Daniel’s real name is Dave. He solved the problem by bypassing Austrian Telecom and contacting Orange, who will do anything for cash, even move in on Austria. They conducted the operation from their Singapore base.

Answers 

1. Read the whole situation. Answer the questions:

· Which one person has conflicting targets? Terri (Daniel as well but Terri actually has the targets)

· Whose needs are critical and have to be fulfilled? Ron

· Who is responsible for communicating with everyone? Daniel

· Which person is an external supplier? Martin

2. In emails or phone calls about this issue, which of the characters would use the following phrases? Would they use the phrases in an email or a phone call?

· If nothing happens by the end of this week, I will unfortunately have to escalate.. 

Ron to Daniel, email. Could also be phone call but it would have been confirmed by email.

· Daniel, I realize this is quite tricky and I am going to back you up…..

Terri to Daniel, phone call.

· Could you call Martin and find out what he can offer us?

Terri to Daniel, email or phone call.

· Here in Vienna, there is a real business need…

Ron to Daniel (possibly with cc to Terri), email

· Don’t forget, we have to keep a close rein on costs..

Terri to Daniel and or Ron, phone call (don’t forget would not be used in an email, at least to Ron)

· Daniel, I appreciate your efforts but..

Ron to Daniel, phone or email

· Dear Martin, We would appreciate it if you could..

Daniel to Martin, email

· As I mentioned on the phone, I am able to offer the following service at a special discount, provided…..

Martin to Daniel, email

· Hi Ron, Good news finally….

Daniel to Ron (possibly cc to Terri), email
· Terri, I thought I would keep you in the loop about….
Daniel to Terri, email
Communication Grid: Stephan
(Provided as an example only. The information is real and specific to a particular participant. Do not divulge!)

	Situation

Stephan is a sub-project manager on the Reintegration project.

One Project Management system is to replace the 8 systems currently in place in each of the eight UBK divisions. His part is twofold:

1. reconnect systems to the new, one PM system using existing interfaces

2. collect and organize data so that it is transferred correctly

Main Difficulties
One Division, CM, has to withdraw due to lack of funds and capacity.

	Communication partner 1

Roll out project managers for CI and for the user department (iGPK)

Due to late on-boarding of Stephan, there are delays with the reintegration and communication. Not all 8 divisions are ready; there are varying states of preparedness.

	Communication partner 2

Development project – Stephan’s findings on data must be reported to the development team so they can reflect them in their development.

CI / User department (iGPK)

	Communication partner 3

The customer: 8 Divisions

Again, they are in varying states of preparedness. Some are ready for the roll out while others have only just started. Now weekly meetings take place.

	Communication partner 4
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