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INTRODUCTION
This delivery guide has been developed to provide practitioners with a variety of 
creative and practical ideas to support the delivery of this qualification. The guide is 
a collection of lesson ideas with associated activities, which you may find helpful as 
you plan your lessons. 

OCR has collaborated with current practitioners to ensure that the ideas put forward in 
this delivery guide are practical, realistic and dynamic. The guide is structured by unit and 
learning outcome so you can see how each activity helps you cover the requirements of 
this unit.

We’ve also included some English and maths activities. These are designed to 
demonstrate the importance of English and maths skills within real life job roles; 
and to help those learners who may be re-sitting their English or maths GCSE.

We appreciate that practitioners are knowledgeable in relation to what works for them 
and their learners. Therefore, the resources we have produced should not restrict or 
impact on practitioners’ creativity to deliver excellent learning opportunities.

Whether you are an experienced practitioner or new to the sector, we hope you find 
something in this guide which will help you to deliver excellent learning opportunities.

If you have any feedback on this delivery guide or suggestions for other resources you 
would like OCR to develop, please email resources.feedback@ocr.org.uk. 

To find out more about this qualification, go to: https://www.ocr.org.uk/qualifications/
vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/

Please note 

The timings for the suggested activities in this Delivery Guide DO NOT relate to the 
Guided Learning Hours (GLHs) for each unit. 

Assessment guidance can be found within the Unit document available from  
https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-
technicals-business-level-2-2016-suite/. 

The latest version of this Delivery Guide can be downloaded from the OCR website.

This Delivery Guide MUST NOT be used directly for assessment purposes. It is intended 
to support the teaching and learning of the unit specified.

mailto:resources.feedback%40ocr.org.uk?subject=
https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/
https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/
https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/
https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/
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UNIT AIM
In order to work effectively in any business environment, it is essential to have good 
communication skills. A person with excellent communication skills projects a 
professional image, which is likely to be respected by their colleagues – the result of 
which means that they can usually achieve far more than that of someone without 
strong communication skills. This unit aims to develop the different skills required 
for communicating in both remote and face-to-face situations, as effective business 
administrators need strength in both aspects.

In business you will have to communicate in a variety of different ways including 
emails, meetings and on the telephone. The way you approach and deliver each 
communication method depends on a number of factors. In this unit you will develop 
your verbal, non-verbal and written communication skills by demonstrating that you 
can deliver a high level of communication to colleagues within a business context.

The unit also aims to develop your skills to communicate individually and as part 
of a team and enables you to identify methods for improving both your own and 
colleagues’ communication skills.

https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/

LO1 Be able to communicate in writing, following business etiquette

LO2 Be able to communicate by telephone

LO3 Be able to communicate appropriately in meetings when face-to-face with 
internal and external colleagues

LO4 Be able to give and receive constructive feedback in a business context

https://www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-2-2016-suite/
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KEY TERMS
Explanations of the key terms used within this unit, in the context of this unit

Key term Explanation

Abbreviations A shortened phrase or word. 

Attachment A file sent as part of an email message. It will usually be referred to within the message. The file could be a photo, picture, graphic, spreadsheet, 
presentation or word processed document. 

BCC BCC stands for Blind Carbon Copy. The recipient will receive a copy of the email, however, the other recipients will be unaware that they have seen a 
copy of the message. 

Business etiquette The customary code of behaviour or language used when communicating in a business environment. The etiquette may also relate to the 
communication medium used, e.g. writing a word in capital letters only in an email represents shouting. 

CC CC stands for Carbon Copy. The recipient will receive a copy of the email for ‘information only’. You will not require any action or a response from the 
recipient. All other recipients of the email will be aware that the individual has seen a copy of the message. 

Emoticons A small picture/graphic used to communicate informally. Commonly used in text messages and emails, e.g. a smiley face, to portray the mood of 
the sender or their facial expression if the reader could see them. Emoticons are also commonly referred to as ‘emojis’ or ‘smiley faces’.  

Gesture A movement of a part of the body to communicate, e.g. nod of a head. 

House style A writing style, or writing conventions, followed by a particular organisation. 

Jargon Words or phrases used by a specific profession which individuals who are not part of that profession may struggle to understand or relate to. 

Logo A graphical mark, emblem, badge or symbol used by a business, product or service to distinguish it from others.

Out of office message A short message that will be automatically sent to senders of messages during a time period, e.g. to inform them of a delay in your response due to 
holiday or other absence which may prevent you accessing your email messages. 

Slang Informal language. Slang is more common in verbal communication than written communication. 

Trademarks A graphical mark, emblem, badge or symbol which is owned and registered by an organisation or individual. The owner of the trademark can take 
legal action against anyone who infringes the trademark. 
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COMMON MISCONCEPTIONS
Some common misconceptions and guidance on how they could be overcome

What is the misconception? How can this be overcome? Resources which could help

Although it is beneficial that 
learners can relate to the topic 
of communication from their 
own personal experiences, 
they can often presume that 
there is little new to learn and 
can also risk misunderstanding 
points as a consequent.  

The use of kinaesthetic/practical activities can help learners to appreciate that although 
they communicate every day of their lives, there is still a lot that they can learn. 

Issues keeping to the 
terminology and requirements 
of the specification. 

Many other subjects, e.g. Health & Social Care, include ‘communication’ within the 
specification. Care must be taken to ensure that learners do not become confused by the 
different approaches/slant taken.

The difference between ‘Yours 
sincerely’ and ‘Yours faithfully’. 

Many learners confuse when to use each of the ‘sign offs’ correctly. The use of a practical 
activity whereby learners are given samples of the salutation of a business letter and they 
have to decide how to close the letter.

Use of ICT software spell 
checks and grammar checks 
will eliminate all errors. 

The teacher could offer learners examples of a document that includes a number of typos 
which a standard electronic spell and grammar check will not detect, e.g. use of words in 
the wrong context such as which and witch; incorrect use of capital letters, missing words 
etc. 

The language that is used 
amongst friends/text 
messages etc. is appropriate to 
use when composing a formal 
email or letter. 

The teacher could offer learners some funny examples of informal language used 
inappropriately in a business context as a starter. Funny examples are often the most 
memorable.  

A practical activity could then be used to invite learners to re-write a text message into a 
formal email message that would be suitable for use in a professional business situation. 

Proofreadnow.com offers some practical advice:
https://www.proofreadnow.com/blog/is-it-ever-okay-to-use-
slang-in-your-business-communications

https://www.proofreadnow.com/blog/is-it-ever-okay-to-use-slang-in-your-business-communications
https://www.proofreadnow.com/blog/is-it-ever-okay-to-use-slang-in-your-business-communications
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SUGGESTED ACTIVITIES
The suggested activities in this delivery guide listed below have also been related to other units and learning outcomes (LOs) within this qualification. This could help with delivery planning 
and enable learners to cover multiple parts of units.

LO1 Be able to communicate in writing, following business etiquette
Title of suggested activity Suggested activities Suggested timings Also related to

Business letter writing Learners could be given a case study example of a business situation (e.g. an administrator in the HR/
Customer Service office of fictitious haulage company, ABC Distribution) and asked to design a business 
letterhead template and compose a formal business letter to meet the needs of the situation. 

The task could involve the learner responding to a customer complaint or inviting an applicant to an 
interview for a Receptionist role. 

1 hour Unit 1 Principles of 
working in business 
administration
LO3 Know about 
communication, 
teamwork and deadlines

Unit 2 Understand the 
role of an administrator
LO2 Understand the 
characteristics of 
business 
communications and 
their appropriate uses

Unit 5 Follow 
administrative practices 
and create procedures
LO1 Be able to produce 
and distribute business 
documents

I’m out of the office! The tutor could start this activity by sharing a number of amusing out of office email messages with 
learners. There are many online, e.g. https://blog.hubspot.com/marketing/hilarious-out-of-office-email-
auto-replies has some examples which could be shared. 

The learners could then be set an activity whereby they have to compose and set-up a professional out 
of office message just before leaving for a two week holiday from work.

30 minutes Unit 1 Principles of 
working in business 
administration
LO3 Know about 
communication, 
teamwork and deadlines

Unit 4 Provide 
administrative support
LO4 Be able to manage 
diaries and diary systems

https://blog.hubspot.com/marketing/hilarious-out-of-office-email-auto-replies
https://blog.hubspot.com/marketing/hilarious-out-of-office-email-auto-replies
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LO1 Be able to communicate in writing, following business etiquette
Title of suggested activity Suggested activities Suggested timings Also related to

Maths extension activity
The out of office messages could be graded by each learner with a mark out of 10, the scores collated 
(possibly to find the mean mark for each response) and the results displayed in a chart of the learners 
choosing to best communicate the results.

20 minutes
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LO2 Be able to communicate by telephone
Title of suggested activity Suggested activities Suggested timings Also related to

The phonetic alphabet Introduce learners to the phonetic alphabet which is often used to aid clear business telephone 
communications. Invite learners to spell out their names using the alphabet.

Learners should be asked to consider why is there more chance of misunderstanding when 
communicating over the telephone than face-to-face? 

30 minutes Unit 2 Understand the 
role of an administrator 
LO2 Understand 
the characteristics 
of business 
communications and 
their appropriate uses

Making a business call Learners could work in pairs to carry a telephone role play activity. 

One learner should pretend to work as the HR Administrator at fictitious haulage company, ABC 
Distribution. The other learner should pretend to be an applicant for a Receptionist vacancy at the 
business. The HR Administrator should call the job applicant to invite them to an interview next 
Wednesday morning at 10am. They should think about how to address the applicant so as to give a 
professional image and also consider what information they need to give to the applicant so that they 
are prepared for the interview and have everything they need to arrive on time. 

The tutor must give learners adequate time to prepare for the activity. 

The learners should then take it in turns to act out each role. 

At the end of the activity they should peer assess each other – what went well and what would they do 
differently – two stars and a wish!

1 hour Unit 1 Principles of 
working in business 
administration
LO3 Know about 
communication, 
teamwork and deadlines

Unit 2 Understand the 
role of an administrator
LO2 Understand the 
characteristics of 
business 
communications and 
their appropriate uses

Maths extension activity
Learners could be tasked in pairs, with role playing a telephone conversation where a diagram needs to 
be explained. Learners sit back to back so they can hear each other but not see each other. One is given 
a shape drawn on a 1cm grid and has to describe the shape to their partner so they draw the same 
shape. If, for example, a rectangle with a triangle on top (like a house) was used, the learner may need to 
use many mathematical terms to get their partner to draw the exact same shape in the same position 
on their grid. Shapes of various complexity could be used and passed around between the pairs.

15 minutes
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LO3 Be able to communicate appropriately in meetings when face-to-face with internal and external colleagues
Title of suggested activity Suggested activities Suggested timings Also related to

What message do you 
portray when you say 
nothing!

The tutor should find a number of photos/images which show people from a range of backgrounds in 
a range of different business situations. Learners should work in pairs and progress around the different 
images and discuss what message each individual communicates as a result of their body language. 

The group should discuss the results as a whole and then formulate a list of points regarding body 
language to consider when working in a business environment. 

30 minutes Unit 1 Principles of 
working in business 
administration
LO3 Know about 
communication, 
teamwork and deadlines

Unit 2 Understand the 
role of an administrator
LO2 Understand the 
characteristics of 
business 
communications and 
their appropriate uses

English extension activity
Using findings from the group discussion about body language in the task above, learners could write 
an article for a company newsletter or specialist magazine about use of body language in a business 
environment. It would include reasons why the issue should be considered, the messages sent to 
customers by gesture, body language, tone of voice (especially whilst using the phone when there is 
no visual support for the listener) and appearance. It might also explain or justify company dress codes 
if appropriate. It could be a persuasive piece arguing in favour of company policy, or it could be a 
balanced piece offering advantages and disadvantages of using ‘company speak’ and dress codes and 
prescriptive behaviour. Some examples could be shown to the whole group if appropriate.

This includes using information and examples to express opinion and facts in a convincing, accurate and 
formal piece of extended writing. 

1 hour

Communicating 
appropriately in a meeting

Learners should now reflect on their experience at a meeting:
• How did they prepare for the meeting
• How well did they communicate? 
• How well did they listen to others? 
• Did the meeting stay ‘on task’ and cover all intended topics? 
• What would they do differently if they were to do a similar task in the future? 

The tutor could then lead a group discussion which could evaluate the meeting simulation as a whole 
and formulate a list of good and bad practice when planning, supporting and attending business 
meetings. 

45 minutes Unit 1 Principles of 
working in business 
administration
LO3 Know about 
communication, 
teamwork and deadlines

Unit 2 Understand the 
role of an administrator
LO2 Understand the 
characteristics of 
business 
communications and 
their appropriate uses
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LO4 Be able to give and receive constructive feedback in a business context
Title of suggested activity Suggested activities Suggested timings Also related to

Giving feedback The tutor should introduce learners to the ‘feedback sandwich’ metaphor, e.g. start with positives and 
deliver criticism in the middle, end with reiteration of the positives. 

The tutor could give the learners a number of different situations and invite them to plan how they 
would give feedback using the ‘feedback sandwich’ metaphor? What would they say to deliver the 
message effectively to the individual? 

The situations could include:

Imagine that you are the Customer Service Administrator at fictitious haulage company, ABC 
Distribution. You need to plan to deliver the following messages: 

1. One of your administration apprentices lacks confidence and needs to speak in a louder voice when 
communicating on the telephone as customers are struggling to hear her. You need to deliver this 
message without destroying her self-confidence.

2. Another administration apprentice is too chatty with the other apprentices and is disturbing you 
whilst working. You need to raise the issue with him and ask him to be more focused. He is the best 
performing apprentice generally in terms of work quality and quantity.  

Learners could be invited to share their work with the rest of the group at the end of the activity. 

30 minutes Unit 7 Support the 
organisation of an event
LO4 Be able to inform 
other team members of 
progress against the plan

English extension activity
After the discussion at the end of the task above, learners, in small groups, could compile a visually 
appealing and clear chart containing inappropriate feedback and, alongside it, more appropriate 
language. This could include ways to receive feedback (Task 2). The audience could be other learners on 
a different course, or newly appointed staff in business situations. Charts could be shared and discussed 
with the whole group. 

This involves evaluating the effects and nuance of language, and selecting words and phrases to suit the 
audience and purpose.

30 minutes

Receiving feedback The tutor should lead a group discussion regarding how to receive feedback. 

How should feedback be taken, and how should it be best phrased so as to be received positively? 

The discussion should end with a list of good practice when receiving feedback and how to take it 
objectively to support personal development. 

15 minutes Unit 7 Support the 
organisation of an event
LO6 Review your own 
performance when 
organising a business 
event
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