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Executive Summary
The purpose of this report is to cover Effective Teamworking and Communication within the workplace, using a case study of a toy store in Swansea, this will cover the methods in the report from effective ways of communication to team roles, how to delegate the roles and form teams, this will be put forward an action plan to deal with the availability of staff hours, how the shifts are managed, how to ensure information is being shared effectively as to ensure there is no more communication breakdown between the workforce, this will help the business run smoothly and prevent small issues becoming big problems.
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Terms of Reference

This report was requested by Tahir Mushtaq on January 2019. The purpose of this report is to explain effective teamworking and communication, use methods along with a case study of a workforce with communication breakdown, put forward an action plan using the methods effectively with recommendations on how best to use them to ensure the business runs more smoothly and team communicate effectively. This report was compiled by Carl Mitchell. Submission date 5th April 2019.
























Introduction
This report will use a case study of a medium sized toy store in Swansea, owned by Michelle Sullivan. The 27 people she employs are of different age, experience, roles and availability in hours and shifts. Due to the fact there are no formal teams in the workplace as well no duty manager on nights when stock room staff work as well only 3 managers to monitor and train the workforce in the opening hours of the store this has led to a lack of information being shared as well as poor communication between the workforce. This report will explain the importance of effective communication and its importance, the importance of two-way communication, effective ways to communicate and how to apply certain teamwork theories to improve teamwork.






















Findings
The importance of Effective Communication
(Lucas, 2018) explains the importance of verbal and non-verbal communication, stating that any success as individuals depends upon the ability to effectively communicate. The first step to enhance positive communication is to understand the different aspects of verbal and non-verbal communication.
Verbal communication involves words which are spoken or written this could be a conversation with someone or something read in a diary or work poster are some forms of verbal communication.
The importance of verbal communication is to ensure clarification which is a key component to provide missing information as well as to avoid misunderstandings. This can create new relationships with the opportunity for debate, stimulating thought and creativity were powerful words are more effective than actions.
Non-verbal communication coexists alongside verbal communication. This includes body language, such as facial expressions, gestures, posture and eye contact even touch can indicate a person’s level of comfort or feelings. 
Non-verbal communication is important because this indicates a meaning behind someone’s words which can differ to the words being said, this can shape people’s judgements of weather the perceptions are true or not.
The Importance of Two-Way Communication
(Grossman, 2016) says that employees work better when they are highly engaged and building employee engagement involves two-way communication both to and from employees in the workplace. To support employee engagement, channels need to be established to encourage and funnel feedback between workers. Four ways to leverage two-way communication to increase employee engagement. 
1. Understand your audience and what’s important to them.
2. Choose or create channels.
3. Gather and encourage feedback.
4. Act on feedback.
The importance of these forms of communication is essential to the success of any company if they want to keep up technology, trends, new ideas, procedures and achieve goals. 





Effective Communication
Narula (2006), writes about a variety of communication models and shows the Shannon and Weaver model of communication in which in 1949, Claude Shannon and Warner Weaver proposed a communication model. A desired message is selected by the speaker from all possible messages. The message is sent through a communication channel and changed into signals or messages. The signal is received by the receiver. With the transmission process the distortions get added which are not part of the message sent by the source. This results in what is called noise.
                                              Shannon and weaver Model of Communication.
Information                   Transmitter                                                    Receiver                            Destination Source   


                    Message                             Signal                   Received Signal                  Message                                
                                                                                                        

                 
                                                                            Noise Source                                                          
The model improved the transmission of messages. Narula discusses noise, suggesting that Semantic Noise occurs when a message is misunderstood because of a lack of understanding of a communicators frame of reference meaning that the receiver may not understand because the communicator may use different terminology or difficult words.








                                                                                                                                                                    
Other Effective Methods of Communicating
(Burton 2018) explains 15 of the, most effective communication techniques and strategies, other than the three forms, Verbal, Non-verbal and written communication which is essential for an effective team leader or company owner to be fluent in doesn’t guarantee effective communication without using most if not all, of these 15 methods.                                                                                         
1. The silent treatment. Remaining silent but attentive can encourage people to volunteer more information.                                                                                                                                                            2. Ask questions. Learn what you need to know by asking the right questions, Closed-ended to get a simple yes or no response or Open-ended to get a broader answer. (Other than, “can I help you?” use “what can I do for you?”).                                                                                                                             3. Listening. Communication is of no use if you don’t listen. Also, to show understanding of what is being said to you.                                                                                                                                                   4. Feedback. Convey information in a way that the audience or target can offer criticism or feedback on your information.                                                                                                                                             5. Observation. Select a group to join if your verbal and non-verbal skills are poor and observe how skilled people communicate and then try some of the tactics you have observed.                                                     6. Open a book. Young people are most at risk of using shorthand due to being raised on pc’s and mobile devices. Reading from a book helps to improve written communication skills.                                   7. Stress management. Remove yourself from a situation for a few minutes if you are overly stressed, this helps to re-approach the situation with a clearer head.                                                                     8. Empathy. A person’s body language and how they hold themselves can translate the emotional state a person is really in. These are emotional cues where if learnt can help communicate more effectively.                                                                                                                                                                                   9. Enthusiasm. Appear enthusiastic in response to what a person is telling you, simple forms are eye contact, smiling and nodding in agreement.                                                                                                                  10. Language choices. Use words like “we” and “us” to refer to a group to help them to consider themselves as part of a team and “I” and “me” to set yourself as a leader.                                                             11. Keep a sense of humor. Make sure it is appropriate to the situation which can relive stress and release endorphins which can help an overall mood of a conversation.                                                                       12. Smile. An effective communications weapon which can make nervous team members at ease better.                                                                                                                                                                                 13. Honesty. Effective communication is largely based on trust, relying on providing and being given the correct information is the best policy in the workplace.                                                                                        14. Speak equally. Make everyone who leaves feel like they were spoken to individually or a meeting was designed with them in mind.                                                                                                                                         15. Never stop learning. With new discoveries in fields of communication, if you stop learning then you will be left behind
Looking at the Toy story Case, if none of these 15 techniques were used there would still be communication of what needs to be done and if the task were completed but a manager or owner wouldn’t know what was hidden like, distrust among co-workers, how valued or enthusiastic staff are, what the mood is in the workplace, any good ideas or feedback or opportunities ignored. So, the more of these techniques perfected by a manager can be vital to effectively communicate and deal with these issues.

Tuckman Model
Encisio (2012) informs that in 1965, Bruce Wayne Tuckman published an article on the development sequences in team developments, Tuckman named those stages: Forming, Storming, Norming and Performing.
Forming: Defining the first phase as testing and dependence, the members discover what behaviours are acceptable.
Storming: Second phase called intragroup conflict where members become hostile with each other and try to express their individuality.
Norming: Third phase of development and cohesion where the members accept themselves as a group with desires to maintain the group and conflicts are avoided to ensure a certain harmony.
Performing: Fourth phase called function role relatedness where the group is now established as an instrument for resolving problems.
                                                                              Tuckman’s Model
   Stage                                 Group Structure                                                     Task Activity
   Forming                  Tests                                                     orientation to the task
                                    dependence                                        identification of relevant information
                                    definition of group limits                 definition of the way of obtaining information
   Storming                 conflict                                                 emotional answer to the task demands
                                     Hostility                                               discrepancies about the direction to be taken
                                     Resistance to forming the group
                                     disunion
  Norming                   common acceptance
                                     Appearance of rules                           open discussion
                                     Desire to perpetuate the group
                                     harmony
  Performing              definition of functional role               emergence of solutions
Using the groups in the toy store, the managers can use this team building model to create teams within the workplace as with the correct communication of certain tasks activities to observe the four stages. This information then can then be repeated to include new team members into the equation.




Belbin Model
Belbin (2010), explains that her book Team Roles at Work is about the establishment of roles within a team where self-discovery is combined with the perception of the needs of the team to assume certain responsibilities and duties. Belbin (2010) agrees that roles are not created in that way rather that people are usually given roles and not found claiming that one of the most efficient ways to complete tasks and missions is advanced teamwork. Below, his 9 team roles are explained.
  Roles and descriptions-Team role contribution       Allowable weaknesses
Plant: Creative, imaginative                                         Ignores details. Too preoccupied to communicate    Solves difficult problems.                                             effectively.
Resource investigator: Extrovert                                 Overoptimistic. Loses interest once initial enthusiastic, communicative, explores                      enthusiasm has passed.                                                          opportunities. 
Co-ordinator: Mature, confident                                Can be seen as manipulative.                                   Clarifies goals, promotes good                                    Delegates personal work.                                        Decision making. Delegates well.
Shaper: Challenging, thrives on                                  Can provoke others. Hurts people’s feelings.               Pressure. Drives to overcome                                                                                                                obstacles.
Monitor evaluator: Sober, strategic                          Lacks drive and ability to inspire others.             discerning. Sees all options. Judges                           Overly critical                                                     accurately.
Teamworker: Co-operative                                         Indecisive in crunch situations. Easily influenced diplomatic, listens, averts friction.
Implementer: Disciplined, reliable                            Somewhat inflexible. Slow to respond to new efficient, Turns ideas into actions.                            possibilities.
Completer finisher: conscientious                            Nit-picker, reluctant to delegate.                                Searches out errors. Delivers on time.
Specialist: Single minded, self-starting                   Contributes on a narrow front. Dwells on techniques dedicated. Provides skills and knowledge              Overlooks the big picture.                                             In rare supply
So, with the toy store some individuals seem to have their own idea of a role but as Belbin agrees in her book the best strategy when crating a team is to delegate roles, combined with Tuckman’s Model as well as the communication methods can be used to create an effective team.





Recommendations
Putting all the models of communication and teams into place, some recommendations are:
Organise a management meeting with the owner present to go through options, an action plan, responsibility, problems that need to be addressed as to ensure everyone is on the same page.
Organise a staff meeting where everyone can attend, take the opportunity to introduce the action plan, staff and new starters, ways to move forward, gain vital information like numbers, emails and other contacts. Discuss team availability and team roles to begin forming process.
Discuss at both meetings ways to communicate work related issues with technology, create group for work related issues only, using what’s app or other social medium.
Create a dairy for managers, to communicate the days issues or events and use as a learning tool for future events and preventative measures.
Delegate a Manager to have a one to one meeting with each member of staff to discuss issues, availability to crate not only an effective team but an effective rota of teams, this will show any issues that can affect the teams once established. May need to hire more staff.
Pre-shift meetings, 5 minutes at start of each shift to discuss with the team, the goals and targets for the day with staff delegation.
Put most of this info into an action plan, with actions, roles, responsibilities and frequency.

















Action plan
Bridges (2017), explains that an action plan is a proposed strategy of action listing the steps needed to achieve a goal, clarifying resources needed to reach a goal as well as a timeline to achieve the goal. To make an action plan collect tasks needed, a tool to keep you on task, make sure everyone is onboard and step up alerts to notify changes in tasks. Focus on what is due now, mark completed tasks, assign someone to every task and discuss pending tasks.
                                                       Action plan for Swansea toy store
    Task                                Method                            By who?                          When                        Frequency  
Manager meeting           Problem solving              Owner and managers     Quietest morning    Monthly
Staff meeting                   Discuss issues                  Owner and managers     Next morning           Monthly
One to one session’s      Discuss availability          Shift manager                  First shift                   
Create Rota                      Using first 3 actions        Delegated manager        Start of next            Weekly with team roles                                                                                                      week with rota                                                                                                                                                                week in advance
Create open                     Discuss issues                   Manager’s                        1 hour each              Weekly   discussion hour             
Create diary                    Written communication   Manager’s                        Each shift                 Ongoing
Pre-shift meetings         Discuss roles and goals     Duty manager                  Start of each shift   Daily
Training sessions           Delegate team member    Duty manager                  Quietest shift          Ongoing
Walk around                   Discuss goals, issues          Duty manager                  During shift             Hourly discussion and                feedback, two-way                                                                                                     checks                              communication










Conclusion.
The toyshop case study where there are no formal teams in the workplace even though there is a maximum of 8 workers at any one time, there can be a lot of ways to use these forms of communication from a greeting at the start of a shift to a thank you at the end giving a good start and finish where communication through the shift can be better focused on building relationships and trust within the team. Acting on feedback as well as share results on impacting the business can lead a more effective team, better two-way communicating with better relationship building. Using the recommendations to go into an action plan which can be updated when needed can tackle these issues.






















Appendices 
Narula (2006) tells us of the Model of Communication devised by Wilbur Schramm who using models in the 1950’s and later developed relational models in 1973 influenced by communication and empirical research.
                                                  Wilbur Schramm Model of Communication
The Sender                 Receiver model of early 40s based on bullet theory.
The Sender                 Message              Receiver (as Schramm realized the importance of message)
Sender               Message               Channel              Receiver. (On further research the importance of channel was evidenced).
Sender               Message               Channel              Receiver              Effects.
Schramm was concerned with the effects of the communication of the receivers in relation with his models so in he used the effects and effects analysis components from Berlo’s model of 1960. He argued that the most dramatic change in the last 40 years in general communication theory is abandoning the idea of a passive audience which is a full partner in the communication process.


Berlo suggested that the message must have a positive or negative effect on an audience and through effect analysis the effects must be assessed.
                                                           Berlo’s model of communication.
Source                           Message                          Channel                  Receiver                 Effects
Communication          Elements                         Seeing                              Communication  
      Skills                                                                                                                 Skills                                  Attitudes                      Structure                        Hearing                            Attitudes                          Knowledge                   Content                          Touching                          Knowledge                                Social System              Treatment                      Smelling                           Social System                        Culture                         Code                                Tasting                             Culture
                                            
As the models explain, the more effective the communication is the less noise that can affect better understanding of the message received by the receiver. As with the toy store how the audience is engaged with the forms of communication can affect how they have received and understood any information that is being shared.
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