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EXECUTIVE SUMMARY
Davis Business Consultants were commissioned by Mr. Thomas to create a report on Effective Team-working and Communication in the workplace. After investigating the business and interviewing all staff we were able to identify any gaps or requirements needed. We have also research numerous Communication Models from Shannon Weaver, SOLAR and Berlo along with the Belbin and Tuckman theories. From our findings we have compiled a list of recommendations for Mr. Thomas to consider aloud with an Action Plan for the more important requirements. By following these guidelines and suggestions we believe that we can help Mr. Thomas grocery store continue to thrive and grow whilst ensuring the very best in communication and team-work. This report can only highlight the importance of both communication and effective team-work in running a successful organisation.






















INTRODUCTION
On May 28th 2019 Mr Terrance Thomas approached Davis Business Consultants to advise on how he could implement effective channels of communication amongst his expanding workforce. The report will focus why effective communication is vital for his continued success. By using various Communication models and utilising the Tuckman and Belbin theories the report will also highlight the importance of two-way communication both verbally and non-verbally. The theories will also demonstrate how teamwork can improve his staff dynamics as at present there  are currently no formal teams present. The recommendations and Action Plan that I will feed back to Terrance will ensure that his team can deal with the expansion whilst ensuring the business continues to run smoothly and grow. To compile this report it was evident that all employees would need to be met with so we could establish all working patterns and what if any team-structures or communication channels were in place. It would also help Davis Business Consultants understand the day to day running of the store and establish what policies and procedures needed to be put into place to ensure any small problems would not manifest into something bigger.





















FINDINGS
“Reading, writing, speaking and listening are the 4 most basic types of communication and the ability to do them well is absolutely critical to your effectiveness.” COVEY PAGE 237
Twelve months ago Mr Thomas was running a small grocery store with 4 employees but today his business has grown rapidly and at present is currently employing 27 staff members. This number could further increase this year if his grocery store continues to grow.Excellent communication could be seen as the foundation of Mr. Thomas organization as at present they are still a relatively small team of colleagues who will depend massively on communication, ensuring that any small issues or problems are solved before they become an issue and start creating a hostile environment to work in. Effective communication will also help Mr. Thomas get the most out of his staff team as if they feel appreciated and respected then they will become great ambassadors of his store and are more likely to also become great communicators both with their colleagues and customers. This will also help Mr. Thomas store to continue to grow as he will be receiving firsthand the wants, needs and ideas of his customers and staff.All staff are currently part-time and at present when any of the 5 stockroom assistants are working the night shift they are currently working without the guidance of a manager as there are only 3 and they are currently splitting the day shifts between them. As the company is continuing to grow it is essential that Mr. Thomas maintains excellent communication with all his employees and managers as this will help in keeping them well informed on all aspects of the shop and help the business to continue to grow. Currently due to the varying shift patterns of all staff Mr. Thomas would benefit greatly from weekly/fortnightly meetings with his 3 managers and tasking them with ensuring all staff are kept up to date with regular meetings and communications between managers and staff. These meetings would be beneficial in boosting staff involvement and would be an excellent way of both sending and receiving information. The meetings would be an excellent starting platform for the staff to feedback any ideas and recommendations. Again non-verbal communication would be a great tool to help keep all staff informed via letter, notice board or e-mail. The meetings would also need to be at a convenient time for all staff to attend including the night workers who are the most likely to feel isolated or unappreciated as there are currently no managers working the night shift with any of the 5 stockroom assistants.so an idea would be that a notice board be erected in a staff workplace where any information can be posted to ensure that they too are receiving all communications.  At present due to the smaller size of the team the majority of communication will be verbal however there will also need to be non-verbal communication especially with the staff that do not come into contact with a manager and also to the sales assistant who is currently on long term leave due to illness. To ensure this is happening we would recommend that Mr. Thomas is in touch via email or telephone with the employee on sick to ensure that they too are kept in the loop so when they are well enough to return to work they will be well informed on all if any changes that have been implemented ensuring that their transition back into the workplace is a stress free and comfortable process. Once all staff are feeling appreciated and part of the team it will become easier for them to feel more comfortable bringing both positive and negative feedback to their line managers attention. This feedback would become an invaluable source of information to Mr.  and will help with the growth and vision of his grocery store. This communication needs to be a two way channel to ensure that any confusion is eliminated and all staff are aware of their tasks and responsibilities and any absences or problems are communicated immediately. Devito says “communication occurs when one or more people send and receive messages that may be distorted by noise, occur within certain contexts, have some kind of effect, and provide an opportunity for feedback.”REFERENCE

As well as the importance of communicating the message it is also important to understand the ways in which a receiver may be listening to your message
There are numerous models of communication that Mr. Thomas could research including our favourite for face to face verbal communication the Shannon Weaver model of Communication. The model was developed in 1948 by a mathematician called Shannon and a scientist named Weaver who created the model to develop the communication between the sender and the receiver.

[image: Shanon-Weaver-model-of-communication-MikeCrudge.com]
“Communication is not a one way process.  If it’s behaved like that, it will lose its strength. For example: Audience or receiver who listening a radio, reading the books or watching television is a one way communication because absence of feedback”REFERENCE(www.communicationtheory.org) This model highlights the importance of communication without any ‘noise’ or interferences. It is also illustrating the importance of feedback. When Mr. Thomas is communicating with his staff he needs to ensure that the message is being set and received correctly and that both the sender and receiver are encoding the messages correctly. Ensuring that the message is understood will lead to tasks being completed correctly and in a timely manner whilst any messages only partially understood due to noise could lead to mistakes and unnecessary problems or conflict between others. This model also highlights the need for feedback which will prove to be most beneficial when Mr. Thomas is looking to implement new ideas and moving  the business forward.

Mr Thomas could also use the SOLAR technique which is Stop, Observe Listen, Adjust and Respond. This is a five high level step process which will help Mr Thomas communicate effectively. This process will help him to slow down and take everything in without reacting, observe and collect information from the current circumstances whilst listening without interruptions and then adjusting his thoughts to be able to reply and communicate effectively.
A successful organisation more often than not can not function without effective teamwork and knowledgeable staff. By introducing the Belbin and Tuckman theories into the workplace Mr. Thomas is continuously looking for ways to improve the performance of the staff. Due to the rapid expansion of staff in the past year and the possibility of the staff team continuing to grow it is important to understand the five steps of team development as identified by Bruce Tuckman in 1965. 
[image: See the source image]
To become an effective team the staff will need to understand the five steps of:
Forming- This is where the staff will come together and meet each other and begin to communicate and act as ateam, at this stage a manager will be introduced who will be onhand to guide this process.
Storming- Amanager is still guiding this process however all staff are trying to establish where they fit in the team which may result in some forms of conflict.
 Norming –By now the team should be able to eliminate any conflict and are ready to work together and start having opinions and discussions.
Performing- By now the staff are working together as an effective team and are starting to see results of effective teamwork.
 Adjourning- The team can now see the results of their teamwork and are able to reflect on their contributions and look towards theis next goal.
Mr Thomas needs to be aware of these steps as due to the rapid expansion and employment of staff this process will be ongoing and quite often the staff will find themselves back at the forming stage as more staff are recruited.however by implementing this theory and understanding the process Mr. Thomas will be helping his staff become an effective team more quickly.
In the 1970’s Dr.Meredith Belbin and researchers found that there were nine clusters of behaviour which resulted in the Belbin team roles.“A team is not a bunch of people with job titles, but a congregation of individuals, each of whom has a role which is understood by other members.” (Belbin.com, 2019)[image: ]



As the team expand and becomes larger it will  be easier for Mr. Thomas to identify which roles and personalities his staff posess and help in creating an effective teamforce.Dr Belbin does not believe you need to have 9 individuals to create an effective team as he believes many nindividuals have more than one of these characteristcs.Belbin also identifies that as well as these strenghts there is also an acceptable weakness which is eliminated via another role.
[image: See the source image]
By following and understanding these two theories Mr. Thomas is in a better position to create an effective team.









CONCLUSION
From carrying out our research and speaking directly with Mr. Thomas and all staff it was obvious that there is currently no evidence of any formal communications or any evidence of any teams being present. By implementing a few changes and introducing more formal staff policies, procedures and protocols Mr. Thomas will be protecting himself whilst promoting an enjoyable organisation to work for. By following our recommendations and Action Plan it will establish good communication and effective teamwork within. The Action Plan will also be available for all so that everyone knows what is expected of them and how things are going to improve.

























RECOMMENDATIONS
The following recommendations will help promote effective teamwork and communication
· Introduce fortnightly rotas
· Create an acceptable communication policy
· Ask all staff to complete the Belbin Questionnaire and include in induction pack
· Introduce a night manager
· Have regular meetings with managers and managers with staff.
· Keep in touch with member of staff on leave
· Introduce customer comment cards and staff/customer feedback boxes
· Be sure to keep all staff up to date on any potential changes/expansions
· Ensure there is always a manager on duty
· Place a notice board in the staffroom
· Introduce a staff reward program




















ACTION PLAN

	Action
	Person
Responsible
	Timescale
	Outcome

	Introduce fortnightly rotas.

	Manager
	Immediately

	So everyone knows their work pattern.

	Create a communications policy.

	Mr. Thomas with managers input
	Needs to be immediate
	All staff will be aware of the expectations.

	Update induction pack to include Belbin questionnaire
	Mr.Thomas
	Immediately
	To identify staff characteristics.

	Ensure a manager is on all shifts
	Mr.Thomas
	Immediately
	All staff are equal and managed in case of any issues. 

	Introduce a staff reward/incentive
	Mr.Thomas
	Ongoing
	Staff will feel appreciated and will give extra feedback.













[bookmark: _GoBack]

REFERENCES
  pg. 2
image3.png
The Completer/
Finisher

The Team
Worker

T

The
Specialist

Belbin’s
Team Roles

The Monitor/
Evaluator

&b

The Resource
Investigator

The Plant




image4.jpeg
Toam Rol

Plant

Contribution

Creatve, imagi
‘Generates ideas and solves diffult
problems.

Allowal

n

lgnores incidentals. Too
preoccupied to
communicate effectively.

Resource
Investigator

Outgoing, enthusiastic, communicative.
‘Explores opportunities and develops.
contacts.

Over-optimistic. Loses
Interest once inital
onthusiasm has passed.

Co-
ordinator

Mature, confident, identifes talent.
Clarifies goals. Delegates effectively.

Can be seen as
manipulative. Offoa
share of the work

Shaper

Challenging, dynamic, thives on
pressure. Has the drive and courage to
‘overcome obstacies.

Prone to provocation.
‘Offends peoples feelings

Monitor
Evaluator

00

Sober, strategic and discerning. Sees all
‘options and judges accurately.

Lacks drive and abilty to
inspie others. Can be overly
crtcal,

Toamworker

3

Co-operative, perceptive and diplomatic.
Listens and averts frcton.

Indecisive n crunch
situations. Avoids
‘confrontation.

Implementer

Practcal, relable, effcient. Tums ideas
Into actons and organises work that
needs to be done.

‘Somewhat inflexible. Slow to
respond to new possiviltes.

Completer
Finisher

Painstaking, conscientious, anxious.
‘Searches out errors. Polishes and

perects.

Incined to worry unduly.
Reluctant to delegate.

Specialist

‘Single-minded, sel-starting, dedcated.
Provides knowledge and skils in rare

supply.

Contributes only on a
nartow front. Dwells on
tochnicaities.





image1.jpeg
Receive
message

Send
message
Encode Encode O
Decode Decode 0
signat %
-
© N, Feedback
0
o}
Channel
Receive Send
message [ne£sage)
RECEIVER

SENDER

The Shannon-Weaver model of communication




image2.png
added i \9FF
L

APTOURMING

“The ?maz,sr of ‘unforming’

Hhe team
. LL’C’CL goof the ald
Shrocture and ways of

o r\o}
stget STAGES OF ,
PRRFORUING tDEVELomaNT

“Team members are highly
evithusidstic

- Loks of praise and (anstruc%we

SN Mok to
acmowlui\?z end. 334 PPﬁPU' \ q
MOVE.O

Wil 1 be

fﬁmﬂ acepted? 3¢
. Surface level of politeness Erh
. Small talk 23 3
. Limi ted persondl disclasure Tee
«focus on 3memhtw =D
i2%
232
§< 3
(¥ ) g

. STORMING ,

«3ids for Powu and.

Conkxd

« lntense mckgip oq ke
can lead. o An- grou.ps 2
out- mwps
+ Com peition Irugh_

1.

‘\

-

BR%CE TUCIW

- Peeple ae s°crcl-£h’t %am do\/fj
.Pevsunal agmdﬁs eveyep

respectful way-
Lok of fun U fn}m?u NORMING

uow CAN wE 'DO

+ A co-operdve ifrm% evident
.+ Individuals focus on helplg ‘thz
Group,vasher anfurtheriigow
ajmdcl
« More self - -disclosure
« Meve mwgmhm Sthers® 1deas J
. Clear ramitment ’co %m zmtz 51@3 blo





