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Executive Summary

This report was produced in order to explain why effective communication is important (verbal and non verbal) for the success of the company, the importance of two way communication whilst using models to illustrate the points and how the application of teamwork theories can improve teamwork in the organisation. 
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Findings 
This report was compiled for Terrance Thomas, an owner of a medium sized grocery store in Neath. Terrance’s business has grown rapidly in a short period of time and when this happens managing and communicating amongst employees becomes vital. In order to do this effectively employees must have tasks set out for them clearly for them to complete the tasks effectively and to the best of their ability before the shift ends, it is also important for employees to work well as part of a team, in order for them to do this they must know exactly what they are expected to do so they can perform the tasks correctly. It is recommended for Terrance Thomas to ensure good communication is established throughout the store and to ensure teamwork is done effectively. 

Effective communication
Effective communication is a vital tool in the workplace, it enables productivity and helps maintain good working relationships. Having good communication helps to build trust among employees and those who communicate well with colleagues, managers and customers are always valuable assets to a business. 
Verbal- Verbal communication is important as words are essentially more effective than an action, giving instructions verbally rather than sending an email means that a manager can explain the tasks and its objectives properly, this will then save time as staff have a clear understanding of what is required. The words used whilst communicating verbally are very important as if they are4 misinterpreted they can be taken the wrong way, using positive language whilst communicating is helpful and encouraging and it also offers solutions to problems. Whilst communicating verbally it is also important for the manager to be aware of his speaking style, this means taking into consideration the tone, pitch, volume and pace of his voice. The way in which people are spoken to will affect them, speaking in a positive way will keep staff motivated and feel positive about the conversation, they can be put off by a negative style of speaking making them feel unappreciated. 
[image: ]When setting tasks or having a discussion it is important to ask if anyone has any questions, people respond well when they feel appreciated and that their opinion is valued, it also ensures that each individual understands exactly what needs to be done. Using open and closed questions can help guide a conversation and encourage others to contribute, by only using open questions can result in deviation from the subject whereas using only closed questions can make it to easy for the person to say yes or no. It is therefore important to use both types of questions for maximum success and encouragement. (buisnessqueesnsland,2019) 
Non-Verbal- Non verbal communication is identified through emotion or body language, it is any form of behaviour which communicates messages being sent without the use of speech. In the workplace it is important as controlling your body language is crucial for creating a good impression, giving the right impression and sending the right message to customers, managers or co workers is essential as bad ones will drive them away. Non verbal communication is used to show emotion and when communicating it is important to compliment what is being said with gestures and body language, it helps communication increase understanding of messages and it establishes a better perspective on the messages being sent. (Bajracharya, S. 2018) 
Non verbal communication helps provide feedback to the other person as when someone is genuinely listening to what is being said there tends to be a smile or a nod to tell the person that the individual is listening and that they agree with what is being said, even when the individual does not agree there will still be visible signs as they tend to shake their head or frown. Movement and hand gestures may show that the other person wishes to speak, these subtle signs give information clearly without the use of words. Regulating the flow of communication is important as there are various signals that are used to indicate that the person has finished speaking, or in fact that another person wishes to speak. A firm closing of the lips indicates that the individual has nothing more to say or by making eye contact with the person holding the meeting and nodding will indicate the individual wishes to speak. (skillsyouneed,2019)
In order for Terrance Thomas to ensure he has the correct use of verbal communication he can speak to staff with a positive voice and be as clear to them as possible when  setting tasks, this is more likely to get a positive response and both parties will leave the conversation happy rather than leaving feeling deflated and that nothing has been solved.  When holding staff meetings or having a one to one with and individual it is suggested that Terrance ensures he asks if there are any questions they may wish to ask before ending the conversation, this will get a good response off staff as they will feel that Terrance Thomas values their opinion, it also ensures they understand exactly what they have been told and that they know exactly what to do in order to get the job done well. Whilst conversing with staff is the obvious way of communicating it is also essential that Terrance is aware of the way he communicates non verbally, being aware of the tone he uses when speaking, the way he uses hand gestures and how he uses facial expressions are crucial as by complimenting what he says with gestures and body language he is ensuring that he is being understood throughout the conversation, for example, if Terrance was to praise a staff member on a job well done, smiling and talking positively would make the individual believe that he is truly happy and will give the right impression to them. 

Two-way communication 
Two-way communication is when one person is the sender and they transmit a message to another person, this person is the receiver. Two-way communication is important for businesses as messages are sent between employees, employers and stakeholders, feedback is required to ensure that the message was received by the individual and that is was also understood. (study.com,2019)
Consistent two-way communication will encourage staff to take ownership and feel like their ideas are valued. It is important that effective communication is used to avoid confusion, it helps everyone understand better and it also helps create better relationships within the company. It is also important to staff and employees as it increases job productivity and improves trust between staff. (m.hub,2019)


(google.com,2019)

Terrance Thomas must understand that two-way communication is important and that you can’t lead successfully without communicating well with employees. Due to the rapid growth of his store being able to obtain two-way communication is essential, it helps him to gather and encourage feedback on how his store is running and it helps him overcome any issues they may have. It is essential for Terrance to respond to any idea’s employees may give him or if there are any concerns as this then makes them feel that their ideas are valued and what they are saying is being taken on board eventually making them more committed. (Grossman.D,2019)

Tuckman theory 
The forming, storming, norming and performing model of group development was first proposed by Bruce Tuckman in 1965, he used it to describe the path most teams follow.
Forming- during the forming stage team members tend to be positive and polite, they are usually uncertain about their roles and look outside for guidance and direction.
Storming- at this stage people start to feel more at ease, their confidence begins to grow which may also be where conflict arises as their different working styles may clash. 
Norming- gradually, the team goes into the norming stage, this is where people start to resolve any differences they may have and start to appreciate one another, they are able to express their views about the teams problems openly and start to set procedures to deal with the task they have been set.
Performing- when the team reaches the performing stage it feels easy to be part of a team, the team can solve problems efficiently with little conflict as they share a common focus. If conflict does arise, they are able to deal with it professionally without any feelings being hurt and without damaging any relationships.
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Belbin 
Belbin suggests that by individuals understanding their role in a team it can help build their strengths and help them manage their weaknesses, this will then result in the individual being able to improve how they contribute to the team. Understanding what these roles are and who in the team can fulfil them will enable people to manage their team effectively. Belbin’s theory has nine roles, which each team needs to have in order to work successfully, these are, the shaper, coordinator, plant, resource investigator, monitor evaluator, specialist, team worker, implementer and completer finisher.  Even though there are nine team roles this doesn’t necessarily mean that a team needs nine people for them to work well together. 
[image: ](google.com,2019) 

At the moment Terrance Thomas currently has no formal teams within his work force, for him to overcome this he needs to find out who works well together so he can form his teams sufficiently. Terrance needs to prepare rotas and get his employees working regular shifts as at the moment there is no consistency with their work loads, by getting staff to take the Belbin questionnaire he is able to determine what category each individual falls under, by doing this he doesn’t have two of the same people in one team that do the job similarly to each other, it will also minimise conflict and have a better working team. Having a better working team will ensure all team members are able to communicate freely and each team members opinion is heard and taken into consideration. From reviewing these issues with his grocery store it is vital that he focuses on giving as much positive feedback to others that he can, in order for him to see how his teams interact he should hold monthly meetings in order for them to voice any concerns they have or to bring forward any ideas that they may think will benefit them all. By holding these meetings, he will also see how team members will interact and communicate with each other, it also gives him a chance to see how the team members interact with employees who are not on their team. 







Conclusion
For Terrance Thomas’ grocery store to continue to thrive and expand it is important for each colleague to communicate effectively, this will ensure that what everyone is being told is being received clearly and is understood. Having effective team working is also beneficial as it ensures all team members communicate freely and each team members opinion is heard and taken into consideration. In conclusion to this, when a team works well together it can improve service as the job is done together and not left to one individual to take care of, this will benefit Terrance as morale at work will be boosted and everyone is happy and content with the job they have been allocated. 
























Recommendations 
Effective communication is essential in the workplace and there are many benefits from the use of this, in order for good communication to work effectively it is essential that all staff are able to express their views and ideas successfully, good communication will ensure that Terrance and his selected managers listen to the feedback given by employees so that they can then make efforts to carry out the feedback they have received, this will keep staff happy as they feel appreciated and will also boost morale at work. For Terrance, effective communication will make sure everyone is on the same page and has a good understanding of what needs to be done to do the job correctly, it also helps employers and employees perform successfully alongside each other and understand the role each individual needs to carry out. 
Team working skills are vital for Terrance’s business to continue to thrive as without the ability to work well with one another conflict may arise, this may be due to motivations not matching within the team or personalities clashing. Trust is something a team needs in order to thrive, without this members within the team do not believe what other team members are saying, to overcome these issues it is recommended that Terrance Thomas gets his staff members to take the Belbin questionnaire, this will help him determine which individuals work well together and help form his teams successfully. It is essential for each team member to understand one another and that they support and encourage each other, good relationships and strong bonds will be formed when doing this. 

Action plan 
	Week one

Get staff to take Belbin questionnaire in order to form the correct teams.
	Week two 

Put together a rota, talk to staff to make sure the shifts they have been allocated suit them, deal with any issues that arise sufficiently and come to an agreement.
	Week 3 

Staff meetings, to see how staff are feeling about the teams they have been placed in. take on board any ideas staff have. 
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Fig 2: Team Development stages
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