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Executive summary
This report outlines the importance of communication and effective teams within Sarah Davies’ business.
It states that in order for the business to grow succesfully Sarah needs to use the appropriate communication styles and channels.
This will ensure team members are happy and therefor morale is high and that will mean productivity is at its best.
The main recommendations are that Sarah allows as much feedback as possible , this could be using a suggestions box within the workplace.
Also that she ensures she uses a communication style that suits all staff members, perhaps a social media group and a notice board.
Sarah must also make sure her non- verbal communication is clear, for example her eye contact and body language.
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Introduction

Sarah Davies has asked a consultant to advise her on effective teamwork and communication within her organisation.
She owns a large discount store in Swansea. Due to the rapid growth of her store, with employees rising from just 3, to 20 in the short space of a year she wants to ensure that she is using the most effective methods of communication to ensure the smooth running of her business.
Her staff are diverse in age and experience, with varying hours and one member of staff is on maternity leave.
As well as the team working together efficiently she needs to make sure she communicates with her staff and that they have the capacity to communicate with her on any issues they may have.


Findings

“It’s nearly impossible to go through the day without the use of communication. Communication is sending and receiving information between 2 or more people. The person sending the message is referred to as the sender, while the person receiving the message is called the receiver. The information conveyed can include, facts, ideas, concepts, opinions, beliefs, attitudes, instructions and even emotions.”
(Grimsley,2018)

Any business needs to have a good communication process in place to be as successful as possible.
When a business is small there tends to be more communication between all employees and the owner, however, as businesses grow, that is when gaps tend to appear in communication. These gaps can cause friction and lack of understanding of instructions among many other negatives. 
As well as having a member of staff on maternity leave, Sarah also has varying shift patterns for staff including part time and night shifts. This can make communication more complicated as staff may not see each other to communicate. This may mean that getting together for any group discussions could be difficult.
In order for the business to continue to grow it is vital that the staff know what is expected of them and what their roles are, as well as any managers and owners to be aware of their staffs needs and expectations. Without this there can be a lack of staff morale leading to less productivity within the workplace. (Weakliem and Frenkel 2006. 335-361)




Image 1  
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(Blundel, 2004)
The image above is adapted from Shannon and Weaver’s model of communication in 1955.
It illustrates the sender sending the message via whatever method chosen and the noise illustrates where the message can sometimes get distorted along the way. It then shows the option of feedback from the receiver to the sender. This is vital to ensure the message has been understood fully. Feedback was not originally part of Shannon and Weaver’s model.
Without feedback we cannot be sure that the receiver is happy that they can carry out tasks that are needed.
Sir Brendan Barbar, who is chair of ACAS wrote an article titled “Involvement and productivity: the missing piece of the puzzle.” - this piece of research highlights the value of Employee Voice and notes the link between this and the improvement of productivity and performance.
Employee voice is essentially giving employees every chance to give their opinion and to be involved in making decisions within the organisation. For this to work effectively employers/managers must be able to listen fully to any ideas or problems raised. This means not being distracted by any environmental factors and ‘actively listening’ to employees.  (Barbar,2018)
“Active listening is the active search for an accurate understanding of another’s message, through the interpretation of verbal and non-verbal messages.” (Morgan,2017)
Image 2
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(Juneja, 2017)
The image above illustrates the model created by David Berlo in 1960.
This shows the importance of many other factors to consider during communication.
It is not simply the message but also the surroundings that matter. 
For example, the source/sender needs to be sure that they are communicating clearly, that they show the appropriate attitude and have a good level of knowledge on the message they are trying to convey.
The message needs to be clear, concise and structured well.
The channel must be clear with no distractions and be in a positive atmosphere, maybe with soft furnishings for seeing and touching, or the smell of fresh bread for smelling.
Lastly the receiver must have all the positive communication skills to mirror the sender.

Non-verbal communication
The way we communicate without conversation is non- verbal communication and body language.
“This includes inferences drawn from posture, gestures, touch, invasions of personal space, extent of eye contact, tone of voice or facial expression.” (Mullins, 2008)
If Sarah does have any verbal communication with her staff, she would need to be very aware of her non-verbal cues, to have open body language and positive tone of voice, for example if she is trying to get a positive message across to the staff. By doing so the employees are more likely to receive the news in a positive manner.


In the modern workplace there are many channels that can be used for communication, including;
· Verbal (face to face)
· Telephone
· Voicemail
· Email
· Online/ social media
· Letters
It is important to choose the most appropriate channel for every person or situation.
Within Sarah’s business, face to face, perhaps in a group meeting, may not be the ideal solution as staff are work opposing shifts. This means there will not be a time of day that they will all be on the premises, and one member of staff is on maternity leave so may not be able to attend. She would also need to take into consideration the costs of holding such a meeting. She may need to hire a meeting venue but would also need to close the shop which would cost her money also. (CIPD,2017)
Perhaps setting up a social media group for all staff would be appropriate, with a time limit for sent messages, for example, Sarah can only send messages during sociable hours, maybe 9am until 6pm.
This would avoid workers feeling they are being inappropriately contacted during their rest time.
As well as Sarah being connected with her employees, she could also use the group to post any staff rotas and will have notifications when the rotas have been read by all staff to ensure everyone is getting the information.
Along with this social media communication, as there are varying ages of staff it could be appropriate to also use a notice board in the staff room for any employees who do not use social media. Each notice could have a list of staff names alongside it so that each member could sign once it had been read to allow Sarah to know who is aware of the message. 
She could also set up an anonymous suggestion box that she empties every week, allowing employees to raise any grievances or make any suggestions that perhaps they wouldn’t have the confidence otherwise. This box could perhaps be used before communication method is decided, for employees to put forward their preferred channel of communication. This would prevent anyone let a problem affect them to the point where it could lower their morale and reduce the staff members productivity. (Mackenzie 2010. 529-541)
Effective teams 
There has been a lot of research into what makes a team work most effectively.
Part of this research was carried out by Meredith Belbin in 1981. 
Belbin found that the most successful teams included 9 different personality types:
· Implementer – finds practical solutions and organises team well.
· Co-ordinator – delegator of the team, may be seen as manipulative.
· Shaper – keeps team focussed and motivated.
· Plant – creative member of the team.
· Resource investigator – looks for new ideas, connections and contacts.
· Monitor evaluator – approaches problems with logic.
· Team worker – works well with all team members. Avoids confrontation.
· Complete finisher – ensures highest standards in final product.
· Specialist – uses their specialist knowledge for tasks.    (Rollinson 2018)
Sarah should remember this when allocating tasks and play to each individual employees strengths. She should also ensure the team has the correct balance of individuals to ensure the highest standards.   (Maples 1988)

Another piece of research into team working was by  Bruce Tuckman in 1965.
This studied the stages of team development. He named them...
· Forming – Team members meet for the first time and are positive and polite. This is when they start to get to know each other.
· Storming – Team members begin to push boundaries. This is often where conflict begins to occur and some may begin to question tasks they are given.
· Norming – At this stage differences are resolved. Leaders become more respected and team members show progress and commitment.
· Performing – Teams are supported by the structures and processes that have been put in place. Leaders use delegation to ensure they can concentrate on the development of team members. No conflict occurs at this stage.
In the 1970’s he added a final stage...
· Adjourning – Teams may disband as a particular task has been completed. (mindtools 2018)
As business is growing so quickly Sarah needs to be more involved with the team members.
This is important as the smaller team may have previously been at the performing stage. However, with more and more staff joining the team they may now be back at the forming stage. This means Sarah will need to ensure that any issues are resolved and that the tasks are allocated correctly. The teams should then begin to develop knowledge of each other's roles and strengths.
  


Conclusion

Sarah’s business has been running successfully to this point but as it grows and develops Sarah must stay involved with her team.
She must create an environment where all forms of communication are clear. She must also allow as much feedback from her employees as possible. This will allow employees to be heard and to feel positively about their environment. In return Sarah will receive the maximum productivity from her team. 


Recommendations

· Introduce a suggestions box for all employees.
· Study team members to make sure tasks are allocated correctly and play to strengths.
· Create a solid communication structure to ensure all messages are clearly received.
· Allow feedback.


Action plan
	Action
	By who
	When
	Cost

	Create a suggestions box for employees
	Sarah
	Within a week
	£10 for box
Time taken

	Set up a social media group for staff
	Sarah
	Within a week
	Time taken

	Put up a staff notice board
	Sarah
	Within a week
	£15 for noticeboard and pens. 
Time taken

	Spend time shadowing employees
	Sarah
	Immediately
	Time taken

	Review feedback from suggestions box
	Sarah
	Weekly
	Time taken
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