Communication within the workplace





		

















Executive Summary
The purpose of this report is to run Michelle Sullivan toy shop smoothly and more formal way. The toy shop has grown rapidly so team members communication needs to improve efficiently, in the report also include correct communication proses and use Dr Meredith Belbin and Bruce Tuckman’s model. 
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Introduction
In organisation or toy store effective communication with superiors, colleagues, staff and customers is essential. Good communication skills help improve the business. Michelle business has grown rapidly within a year time. She is dealing with 27 employees of varying ages and experience but only year ago it was a small toyshop Michelle dealing with only five people.  In order to achieve the goals and runs the business smoothly now there is few communication gaps between staff and management.
Task 1
Explain why effective communication (verbal and non-verbal) is important for the continued success of the organisation
Effective communication provides the opportunity to avoid misunderstanding and ensure that the team remains on track to complete their goals. 
When information communicated through words it called verbal communication. There is two type of verbal communication written and oral words, like face to face conversations, group discussions, counselling, phone calls, notes, email, letters, reports etc.
On other hand when information or message communicated without using any talk or written words it called non verbal communication. Non verbal communication take place though gestures, facial expressions, eye contact, motives, attitudes, feelings, emotions, values etc.
The important of effective communication within an organisation establishing a basic professional relationship, encouraging communication all team members feel involved. They will understand the requirements of the targets and goals and team members will have the opportunity to ask questions or have discussions to clarify issues. Team members can offer solutions. There is less chance of confusion, each member of staff has an opportunity to contribute either in conversations or in writing. It gives each team member a chance to listen and acknowledge other people’s points of view. Effective communication creates and practice an open feedback culture, they provide and receive feedback regularly regardless of position and tenure, in a way that improves the team’s effectiveness and deepens their relationships. Making appropriate use of emails, telephone, voice message and other commination methods is important.

Task 2
The importance of two-way communication (using models to illustrate your points)
Two-way communication is asking questions, listening, treating people as people, keep tuned in, speak the same language. (Moodle UWTSD)
Two-way communication is the important communication process in the store and organisation. In two-way communication information flows from sender to receiver and response the receiver goes back to the sender. Two-way communication in organization is essential, as is communication between team members when carrying out the normal activities of a team. Day by day information will flow in and out the business. This needs to be checked, read, understood and those in need of the information have to receive it. For the business to make the right decisions or take the right course of action, the information needs be communicated as quickly as possible and accurately.
Face to face communication is one of the most important ways teams communicate. It includes informal conversations, informal meetings, formal meetings, providing advice, guidance or information on an ad hoc basis, the clarity of information provided, the pitch and tone of voice, listening and paying attention, not interrupting, asking appropriate questions at right time, being aware of body language, give clear objectives of the meeting, set context of discussion positively, explain facts and impact of not resolving matter, use open questions, break discussion into clear steps. (Moodle UWTSD)
 Poor communication can undermine the whole effort. It is often a good idea to establish ground rules that will ensure that everyone is update, communication is encouraged, any project or task is completed.
Task 3
Effective methods of communication, specific to this case study
Effective communication in the store is important. When you communicate well with your team it helps eliminate misunderstandings and can encourage a strong and peaceful work environment. Efficient and open communication with your team will also let you get work done quickly and professionally. Dependent upon whether the communication is for internal or external purposes. Ways to effective methods of communication in the toy store:
Discussions in meetings - These can be effective if you can openly discuss problems, make suggestions and encourage others to become involved, also manager can talk to member one on one basis.
Emails – Ideal for short communications that may pass on information or request information. It will enable you to pass messages to members of your team without pulling them out of their workstations. They need to have clear headings. 
Wireless or Internal telephone systems – Ideal as the communication is instant and can offer a more private way of discussing things in a direct way. Communication via wireless phone remains potent.
Written and printed – These are considered more formal communications and include memos, newsletters, reports, staff rota, and other longer documents. These need to be distributed and read but sometimes they are the only way to get complex information to others.
Communication via training – Training should be tailored towards communicating important information to the team members. Employees always take training seriously, especially when its part of their appraisal. 
Presentation activity – Some employees catch messages easily when pictures and sounds are involved. Using power point presentations to communicate with team members will give them the opportunity to refer to it if they are not clear about certain things.
Achieve objectives – Every team has its own mix of individuals, some quietly work in the background and are happy for others to make the important decisions, some teams are a combination of difficult characters, often competing with one another to make decisions and to appear to be charge. A team needs to be a good mix of individual members, each with their own set of skills, abilities and experience. They are there to support one another.
Contributions – Good team meetings encourage those attending to contribute, as good teams recognise that individuals have their own perspective on situations and tried and tested ways of dealing with them.
The appropriate body language and tone of voice – Body language is very important in face to face communication more so than when speaking on the telephone, because the two people having the conversation can not see one another on the phone. When having a face to face communication with people a mixture of both verbal and nonverbal communication is used. One word can mean a different meaning when said in a different tone of voice, make sure use the appropriate tone of voice to communicate with team members so that you would not be misunderstood and discourage or demotivate members or cause them to shut down completely out of fear.
Active listening – It is very easy to let your mind drift and think about other things when other people are talking. In order to cure this, you will need to actively listen or listen with a purpose. Listening is an important verbal communication skill, we all listen to several people during a single day but not many of us can remember what was said in these conversations. As a useful backup it is always a good idea to try to take notes, particularly of important conversation or instructions.
Open feedback – One of the main objectives of communication is to get feedback from other individuals. Effective teams create and practice an open feedback culture. They provide and receive feedback regularly, regardless of position and tenure in a way that improves the team’s effectiveness and deepens their relationships. Even negative feedback can be valuable as it can help the speaker to restate the message in a different way, taking the feedback into consideration. Feedback is meant to be a supportive process. It reinforces communication techniques. It also aims to correct problems and change the way things are done.


Task 4
How the application of teamwork theories (Tuckman and Belbin) can improve teamworking the organisation.
Psychologist Bruce Tuckman first came up with the memorable phrase forming, storming, norming, performing and adjourning in his 1965 article “Developmental sequence in small groups” professor explains that every team experiences this stage.
Forming – Each team member relay on the leader, in this stage the team leader must be open with full of information and answer as many questions as he been asked by team members. In this stage some team members are very positive and polite, some others are excited about the task they are gone do. (Moodle UWTSD)
Storming – In this stage people start pushing each other’s. This is the time, difficult for everyone, team members wanting to be respected, battling with feelings of inadequacy, wondering who will support or undermine them, team members who stick with the task at hand may experience stress and don’t get the support from their colleagues.
Norming – After storming stage gradually the team moves in to norming stage. This is the stage people resolve the differences, appreciate colleagues’ strengths, respect each other’s, in this stage they are probably home.
 Performing – When hard work leads without friction, successes seem to be created by team leader and members.
Adjourning – This is final stage, in this stage project come to an end and team members are moving off into different challenge. 
The most famous attempt to explain the roles of individuals in teams was suggested by Dr Meredith Belbin in the 1970’s. Today the Belbin team role model is used by over 40 percent of the top 100 companies in the UK, the United Nation, the World Bank and thousands of organisations throughout the world for team performance. (Moodle UWTSD)
Plant – Solves difficult problems with original and creative ideas. Plants are innovators and inventors and can be highly creative.
Resource Investigator – Explores new ideas and possibilities with energy and with others, good networker, they are natural communicators with people both inside and outside the company. 
Coordinator – Respected leader who helps everyone focus on their task, shared goals, mature, trusting and confident, they delegate readily. Coordinator are not the cleverest one sometimes they could be too controlling. 
Shaper – Lots of energy and action, challenges others to move forwards. They tend to be competitive and like to win. Others impressed by their courageous and decisive leadership style.
Monitor Evaluator – Sees the big picture, thinks carefully and accurately about things, they have a good capacity for shrewd judgements that take all factors into account.
Implementer – Well organised and predictable, takes basic ideas and makes them work in practice. They are prepared to work hard to ensure things are done as prescribed in a systematic way.
Team worker - Cares for individuals and the team, they are perceptive, diplomatic and caring and tend to be good listener and works to resolve problems.
Completer-Finisher – Reliably sees things through to the end, ironing out wrinkles and ensuring everything works well, the CF can be trusted to do work to the highest standard and to complete it on time.
Specialist – Has expert knowledge and skills in key areas and will solve many problems, the SP is likely to be recognised by colleagues as an expert to turn to for help and guidance.
Recommendation and Action plan
Each communication in the store whether it is written, verbal or a diagram is a message and must be a purpose. The purpose may be to instruct, provide information or request information. The communication may have to be presented in a way and it could be formal or informal. Effective communication is essential in the store. It is important whether the communication is internal or external. Managers and employees work under pressure and must work accurately. Every day information flows in and out and around the store. This all to be checked, read, understood and communicated to other employees and departments. In smaller toy shop much communication is straight forward, by discussions, conversations and meetings. But when the toy shop grown rapidly this can become more complicated as different departments may be in different parts of the building. Some of the customers may be non-English speaking or English could be their second language. Customers from different cultures may expect communication to be in ways familiar to them and others may have specific needs like hearing impairment, or they may be young children. 

Conclusions
In conclusion, it is evident that great relation comes through communication, team engage in open and honest communication. Communication reduce common fears that exist, induvial need to understand their part of the team. This empowers team members to take ownership and collaborate more effectively within the team.
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