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[bookmark: _Toc522962066]Introduction
Effective communication in the workplace is a must for an organisation to thrive. While there is always room for success in developing communication skills, this issue is often overlooked. A detailed development strategy is formulated at the end of the study. My friend who worked in McDonald’s told me that sometimes the team work is insufficient as the customers themselves must be polite and understand that not everyone speaks English properly and be patient when ordering as well as knowing that the workers are working 24h per day where lot of people comes to eat as McDonald’s is very famous for its food. Her job role there required my friend to work in teams where without team work there is no alternative to effective communications. The analysis will show the job roles of my friend and her colleagues and the degree of communication skills required from their job roles. The importance of communication and teamwork is essence of this study. So, I will try to discuss how the teams should be developed and what can be the roles a team member will assume.














[bookmark: _Toc522962067]Brief about workplace roles
In this section, I would like to focus on the job roles of my friend. My friend work in the department of customer service at McDonald’s on a part time basis. Her organisation is famous worldwide and every franchise of the company needs particular set of expertise in dealing with the customers. The role requires for her to form a group with four departments to ensure effectiveness and efficiency in our job. The four departments manage the sales representatives, technical support, administrative service staffs and external training and development staff.
In McDonald’s, there is a friend of mine who works in the human resource. She works with a number of reporting staff with whom she works closely as a team to manage the human resource carefully. Her job role requires her to be very communicative in the organisation. So she formed a team with her reporting staff to communicate within and outside the organisation effectively and efficiently.
Her colleague in the marketing department has a six member team for this functional department. The role requires a great deal of internal and external communication. She interacts with the customer while doing market research and surveys and provides production and R&D department with vital information. This process requires a great deal of work and communication. Without effective team work, the job can’t be done efficiently.
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Working as a team is vital for every department. Teamwork brings out effectiveness and efficiency by adding synergy effect (Maundet. al, 2017). It develops morale and leadership skills in the team members, improves processes and procedures and ability to solve problems which ultimately results in increasing efficiency and effectiveness.
According to Cottrell (2017), building teams is futile if there is lack of communication among the members. Research suggests, a team of 3-4 persons in a project is much more effective than a single person working on a particular job (Michalopoulos and Michalopuolos, 2017). But if there is no communication in the team, it is like as if the work is untouched.
In her job in customer engagement department, the team of nine is developed to ensure effectiveness and efficiency in her job. She along with her team members have been working on the communication skills and style to create a good atmosphere for communication. Her team was developed by following the model given by Bruce Tuckman in 1965. According to Tuckman and Harper (2017), the model is the path that small teams follow on their way towards success or high performance. She followed the model because forming a team is not everything, it has to click together. The model is comprised of four steps forming, storming, norming and performing; and later Tuckman added another step to the model, adjourning.
Forming the team refers to the inception process of the team. The members agree on ground rules, build interpersonal relationships and get oriented with each other. It is a crucial phase for the team leader. She had to define the responsibilities of the team mates, their roles, ground rules and task behaviours.
Storming begins when the team members start to push the line established at the forming stage. This step is the most difficult for the team leader, because conflict arises and failure of handling the conflict results in disbanding of team. She had to clarify their roles within the organisation and standard operation procedures to reduce difference in their style of work and to prevent conflict.
Norming starts when the members start to resolve the conflict and appreciate the authority of the leader. In this phase the roles of the members are established and gets clear to all. The team becomes focused towards the goal. They had to pay particular attention towards this stage as new tasks may lead the team to lapse back to the storming phase.
Performing starts when the team is well on the track of success and the leader can delegate his/her task to the team members. Her team is now in this stage. The team members are focused towards the goal and are performing.
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[bookmark: _Toc522962074]Figure 1 Tuckman's Team Development Model
Adopted from http://www.mspguide.org
The development of team is backed up by good communication in the team (Sutton, 2015). She encouraged good communication in the team by developing open door policy where member can come right towards her with issues and she can do the same to them. She also encouraged them to give constructive feedbacks to each other and got training on how to communicate in the appropriate manner.
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Team roles can be best understood by studying the Belbin’s team role inventory. Dr. Meredith Belbin divided team roles into nine categories based on three orientations. According to Swailes and McIntyre (2017),the achievement of overall organisational goal depends on the achievement of goals of each of those roles. Belbin suggests an understanding of these roles will help to develop the strengths and manage the weaknesses.
If all the members in a team assumes similar roles and follows a certain style, diversification is denied which will make an unbalanced team (Belbin, 2004). The understanding of team roles helps to ensure that the necessary team roles are assumed in the team. Nobody plays a single role on the organisation rather plays varying roles.
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[bookmark: _Toc522962075]Figure 2 Belbin's team role inventory
Adopted from http://lore.ua.ac.be

As a member of the team she has to assume some very crucial roles in the team. Most of the time, they are encouraged to assume the role of the plant. The plant is a thought oriented role. In this role, the employee comes up innovative ideas and creative solutions to the problems. To bring in efficiency and to enhance better engagement, she always thinks and come up with innovative ideas. Another most important role she assumed is of the specialist. She was assigned to a particular task of collecting data on sales representative’s performance and helping them if necessary. Like a specialist, she was trained but she can only offer her expertise while there is any vacancy in a full time sales representative post.
She also assumed an action oriented role of shaper who is energetic and leads the team towards success. She is supposed to take that role most often to push the team towards attaining the goal. Another important role is implementer; she works together with her team to implement the ideas we come up with. They are implementers when turn ideas into actions.
The most vital role she had to assume one of the team workers. A team worker is good listener, diplomat and always contributes to the team, but remains unnoticed until they are absent. This is what team work is all about. She has to prove herself and give her best for the team. The team needs to be team workers more than anything else and a leader to drive them to success.
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Workplace communication is communication process that takes place within the organisation for the exchange of information and ideas both verbally and non-verbally. Ineffective communication leads to communication gaps among the members of the organisation and this communication gap may prove fatal for organisation as the focus may get divided (Washington, 2017). Customer service is integral to any organisation as it may make or break the organisation. So her job requires me to be very careful and the soft skill, (Morgan, 2016), of communication is mandatory here. 
In McDonald’s, the transactional communication model is used. In this model, both the parties send and receive messages in their respective turn.  It is often called the circular model and is mostly used in interpersonal communications. In this communication model, one person sends a message to another person. Upon receiving the message, the receiver then sends feedback to the sender. This way the communication takes place. This model is used because of its simplicity. No bureaucratic mean or formality is required here. The coordination among team member and open communication can be ensured in this model. Feedbacks are prompt in this model, so there is a little room for conflict (Riasi and Asadzadeh, 2017).
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[bookmark: _Toc522962076]Figure 3 Transactional Communication Model
 Adapted from Businesstopia.net
There are different communication skills that a manager must know to be able to effectively communicate with his/her subordinates. Verbal communication is the use of sounds and noise and word to express feelings to another. This may be accompanied by gestures and other non-verbal communications. This communication is mostly used in interpersonal and informal communication although it is also used in formal communication too (e.g. presentations etc.). She uses verbal communication a lot while communicating inside the organisation. Both formally and informally the verbal helped her to learn how to express herself to the audience effectively.
Non verbal communication is the use of gestures of body organs sending and receiving wordless cues. It also shows the comfort, discomfort, confidence, nervousness of the parties. After working closely with the peers in McDonald’s, she observed that their true feelings don’t reflect in the words they’re saying rather in their gestures. This communication is vital as non-verbal gestures show the true feelings of a person. Written communication is any use of written words in the process of communication. Communication through letters, emails, text messages are the form of written communication. While working in McDonald’s, she has learnt how to write formal email and memos as she had to deal with them a lot everyday
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She has been observing the communication gaps of her team as well as the organisation. They are mostly using the verbal communication while dealing with the employees. As there are always room for development here and a development plan for the next year:
Development Objectives:
Arranging sufficient number of training programs for improvement in communication: The significance of communication is most often overlooked. The importance of communication skills is paramount, so to make people understand, sufficient number of seminars and other workshops should take place.
Improving Presentation Skill: Many meetings end with no results and many ideas remain unnoticed due to poor presentation capability. So, improving presentation and public speaking skill will be focused on.
Development in written communication: The written communication is not used to a great extent, so the written communication skills must be improved for an overall improvement of communication.
Action Plan:
	Problems
	Suggestions

	Improving presentation skills
	1. Before presentation, the presenter must do a complete research on the topic he/she wishes to speak on.
2. The thoughts or the idea must be carefully put into appropriate words and carefully spoken in the correct accent to create the impact among the listeners.
3. The pitch and tone also plays a very important role in presentation.
4. It must be kept in mind that even people on the last desk are also a part of the meeting, they also must be involved.
5. The participants should also never attend any meeting empty handed, instead carry a notepad and a pen or a paper to jot down the important points and queries to be asked later on


	Arranging development programs
	1. Arranging seminars, training programs and workshops in every two months.
2. Not holding seminars to noisy places.
3. Motivating employees to join in those seminars by explaining the need for effective communication to them.

	Improving written communication
	1. Writing short sentences
2. Being concise as well as clear
3. Checking for potential misunderstanding
4. Cross checking for errors
5. Being concrete.
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The analysis identifies and points out the job roles my friend and her colleague have in their organisation and how much importance communication and team work has on those job roles. The stages of team development is analysed along with the critical analysis of significance of communication in teamwork. The necessity of understanding different team roles is explained by Belbin’s team role inventory. The latter part of the analysis discusses the required communication skills in the workplace and a development plan for the improvement of workplace communication.
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