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Chapter 1 
Introduction
I am a business consultant and have been employed to look into Sarah’s business and find ways that Sarah could improve the way she manages her organisation. As a business consultant I have various skills and knowledge that will enable me to analyse the way that Sarah and her team communicate and work together. I will then input academic research into my report to expand on points I have already made and how Sarah can implement these changes into the workplace environment. 
The topics covered in this report include: the importance of effective team working, the importance of two-way communication and effective ways of communication. I will explain the overall benefits of team working and how this can be effective in maintaining the success of Sarah’s organisation. This section would also cover how Sarah could manage the expanding business as diversity will need to be thought of due to many new employees all being different individuals. 
I will then mention the importance of two-way communication. To further deepen my knowledge on this topic I will be referring to Schramm’s interactive Moodle when considering the importance of two-way communication, as it is highly recommended for its detailed way of explaining the communication process. 
I will cover the effective methods of communication that Sarah may use e.g. different types of organisational communication. An example is using formal communication when providing content or information to employees. Also, the benefits of each type of communication that Sarah may use for her and her employees.
              








Chapter 2 
The importance of effective team working 
It is important to work effectively in a team so that customers can always be at the heart of the service. This may lead to new customers or returning customers feeling happy with the services provided. Managers need to set goals for themselves and employees (Baker, Day et al Salas,2006) this will lead to employees feeling pro-active as managers would delegate. It’s essential that Sarah’s staff feel part of a team so they can to achieve the goals set by Sarah. The definition of a team is two or more individuals working together to achieve a common goal or aim in relation to the workplace environment as stated by (Baker, Day et al Salas,2006). 
The importance of working effectively in a team is to meet all goals and shortens the workload. As there is more than one person in a team they can think of different ideas and thoughts as they think differently, have different levels of experience and come from backgrounds (Rawat,2014 & College,2019). There will also be different opinions or beliefs this will not be a challenge if staff are professional and respect each other’s opinions and beliefs. If this did cause problem, Sarah, would need to step in and resolve this conflict.
It is also beneficial to work in a team as each individual can support another and even motivate them to finish or continue with their goal e.g. a task as cited by Rawat,2014. The support will be needed as staff may need to work together on more than one goal at once this could be very stressful for them. 
When the team has completed their goal, they may feel relieved and proud as they have accomplished the goal, this will lead to a positive work environment and staff morale increasing. Staff will know they can successfully complete future goals. 








Chapter 3 
Importance of two- way communication
Schramm’s model was developed by Wilbur Schramm’s model in 1954, this model explains the two -way communication process as stated by (UWTSD,2019). Schramm’s model shows the importance of encoding as it is the start of the process of communication (UWTSD,2019). The two -way communication process start when the sender encodes a message that is sent to the receiver (Legacee and UWTSD,2019). The receiver then decodes the message to understand it and responds the message by giving feedback as stated by Legacee,2019. Schramm states that decoding is a vital step in the process as this shows the receivers understanding of the message. It is also the receiver who is responsible for providing feedback. (UWTSD,2019).
The sender represents individual people, company’s or groups whereby they convert a thought into language e.g. thinking of a message then making a phone call and telling the intended person. The receiver represents the person who gains and decodes the message (Lychee,2019). They decode the message using the language (content) provided by the sender, then converting this into their own thoughts (Legacee,2019). Barriers to two - way communication consist of interference e.g. another person interrupting the conversation and a noisy environment.
If another person interrupts the sender whilst sending a message, this can result in them not being able to remember what they were going to say to the receiver which means that the message is lost (UWTSD,2019) According to Wilbur Schramm, communication will never be complete without the receiver sending some form of feedback e.g. nonverbal or verbal.
Sarah would need to educate staff on the importance of two -way communication and how to successfully achieve this e.g. by meetings or training lessons. It is important for employees to consult Sarah regarding any problems they have e.g. in meetings. If Sarah ensures employee’s effective communication and consultation is to the highest standard, this would strengthen the company (ACAS,2019). Staff be made aware of and understand their roles, legal rights and obligations. Staff should be able to input ideas and voice concerns e.g. in team member meetings. This would lead to the overall company’s organisational skills being improved as all staff know their roles and will work accordingly e.g. delivery staff fully understand their roles and instructions for daily work role. 
Staff should be able to inform Sarah that they wish to complete training on certain areas of their work practice, even if they were not present when training took place. This could allow a staff member to be promoted or employed in a different department that they feel more comfortable in after successfully completing training. This would allow that staff member to feel like an irreplaceable employee and they may work more effectively in this new department, this would benefit the staff member but also Sarah. Sarah should listen to any ideas and input carefully as this could be useful information that may be implemented into policies. Sarah could then also modify procedures so that herself and staff ensure they follow the changes in policies accordingly.





















Chapter 4
Effective methods of communication
There are different types of organisational communication including: formal, informal, downwards, upwards, horizontal, external and informal communication. 
Internal communication occurs inside the company where employees exchange and share information with each other (Novak,2019). This form of communication means that the public do not receive this information only those employed by the company. This would not be effective for Sarah as she would need to market her current and new products, she would have much more results via the external communication methods. 
This contrasts with external communication which occurs when employees liaise with outside parties for marketing purposes and to target an audience. The messages are sent out with the intention of drawing new customers to buy products. This is also a way to create earnings as the additional new customers purchasing products is the more products being sold. Sarah should use this form of communication as she will be able to maintain the new customers she has secured and secure even more new customers (Novak,2019)
Formal communication is very common in businesses. This is a successful organisational tool as managers can clearly delegate tasks for workers and can instruct employees on what is expected of them e.g the ways they should be communicating and educating them on forms of communication. Sarah should also be doing this as it is very important that there is organisation and structure in the company to maintain her company success and expansion (College,2017)
Informal communication consists of any social activity or personal messages shared within the organisation. This is not effective as this may lead to information being misunderstood and read incorrectly. There will also be informal communication in the workplace but is not applicable for Sarah to use (College,2017). 
Vertical communication consists of downward and upward communication. Downward communication is very effective, popular and formal. The senior staff are very importance as they advise and inform lower level employees, which would be beneficial to Sarah. Sarah and her managers already use this form of communication and I advise she continues this as she has lots of important information that staff need to know e.g. changes to policies (College,2017). 
Upward communication requires the workers to provide information to managers. This is differential as workers are an integral part of this process as they provide their attitudes, thoughts and feedback to employers. Diagonal communication happens between employees that work for different departments but are on the same level e.g. cleaners and workers accepting deliveries and stocking shelves. This is beneficial as information is exchanged and workers may feel this information has helped them in their department even though they work in separate departments. But this could lead to a dispute that managers would have to break up as cited by College,2017. 
Non-verbal communication is vital for Sarah and her managers as they can pick up on any issues, concerns or emotions the customers or employees may have e.g. anger, anxiety, happiness. Sarah and manager would need to support employees or customers e.g. by finding the cause of the problem and solving this. This will benefit Sarah as employees or customers would feel happier as they have talked through their issues i.e. a customer being upset over customer service from a sales assistant, this would enable the customer to feel as if they could come back. Also, by reading body language or facial expression etc this allows her to see if staff or customers have understood the message as if they are looking puzzled it shows they do not fully understand the message (Exel,2019).















Chapter 5 
Recommendations 
Sarah should ensure that that teamwork is effective in order to create an inclusive work environment which means the organisation would become more diverse, as all workplaces contain diverse employees e.g. from different cultural backgrounds, ages, physical abilities, ethnicity and political beliefs. Sarah needs to adhere to the legal requirements of making sure her company is diverse. She must follow diversity laws and Equality act 2010 set by the Government and make sure policies adhere to this e.g. when updating policies and procedures. Examples of what should be including in policies and how they can be applied into the work environment e.g. ensuring staff can wear religious clothing to respect their religious beliefs (College,2019 and Gov UK,2013). 

Sarah or her managers would need to provide a risk assessment out for the pregnant employee. A risk assessment is the steps employers like Sarah need to take to ensure there is minimal risk in the workplace. They include identifying potential hazards, determining who may be harmed and where, analysing risks and finding solutions. The pregnant worker will not be allowed to work whilst waiting for the risk assessment which would prevent her being a part of the team and working towards goals. Sarah would need to keep this risk assessments and all of them up to date. (Executive, N.D). 

Sarah needs to listen to staff feedback so that employees feel valued and so she can use this feedback to make any necessary changes. If staff feel that changes need to be made and have valid points, she and her managers need to adhere to this in order to meet the role of an employer. If Sarah listens to her staff and acts on concerns, this will lead to staff morale increasing and keeping employees’ long term not just on a short-term basis. Sarah should provide reviews and appraisals at least every 12 months for a chance to sit down with her staff on a one to one basis and allow them to provide feedback on the role and what could be improved. This would also be a chance for Sarah to give staff constructive feedback and praise where necessary, in order to make sure the staff excel in their roles in every department which again strengthens the company. 
Sarah needs to teach staff the importance of non-verbal communication, the types of this and the importance of being able to read this. This could be beneficial as Sarah’s cleaners e.g. could be conversing and realise that a colleague is not having the best day, they can then support that worker and speak to a manager if they are concerned. This shows that the company is more than just a business and so staff would be more inclined to work in this type of environment. 
Downward communication is vital for organising and structure within a company. Sarah should have meetings with managers each week to talk about how to gain more sales, marketing strategies and what the sales were for the previous week. They should then discuss how to delegate goals to each team and staff member in order to achieve this. It is also important for some upward communication to take place as feedback is always necessary as the company should always be trying to improve and employees will have valid concerns or ideas that would make a difference.   
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