
Certificate of Higher Education: Skills For The Workplace


Communication Within The Workplace
12th April 2019


By Mamasir Miah
Student: 1805953



University of Wales Trinity Saint David






Executive Summary
This report investigates the options for a medium sized toy shop to start putting into place better communication and team-working methods. The report starts by outlining the basic business process for working staff routines. It then explains the different methods of effective communication and its benefits.
In conclusion the report makes recommendations for the business to put into place some practices for the business to help achieve this. Amongst these are forming teams within departments and establishing communication practices such as monthly one-to-one meetings between individual staff members and managers. 
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Introduction
Michelle Williams is the owner of a toy store in Swansea. The company has been rapidly expanding since opening a year and a half ago. The shop is open from 8am to 10pm daily and has a total of 27 staff who work various and mainly part-time shifts. There are a maximum of eight people working at any one time and only stockroom staff work night shifts. Currently there are no formal teams within the company and Michelle feels that this sometimes leads to a communication breakdown. New staff are trained on the job by the manager on duty at the time.
As the business grows, Michelle feels the need for more formal processes. A team culture within the company may ensure the business runs smoothly. 
This report looks at ways for Michelle to start implementing effective communication and team-working models.

Main Findings
With effective communication between all the staff involved in the organisation, the organisation can be run productively. This will ensure that staff are fully aware of what is supposed to be going on within their departments and which channels to go through with any concerns that need to be raised. Staff will be able to carry out their work with confidence of what to do and of what is expected from them. This will in turn provide a better image to customers as they will see that reflects on the staff members.
Duck and McMahan (2012, p6) state that, “Communication is the transactional use of symbols, influenced, guided, and understood in the context of relationships". This essentially means that communication comes in many forms and can be interpreted in many ways.
As most staff in the organisation are part time, then they may not be up to date with any changes to company procedure and policy without swift communication. Michelle will need to make sure that managers get these updates immediately and thereafter pass this on as soon as possible with appropriate communication methods.
As communication is not only limited to words that are said but also includes body language and other things such as appearance. Maund, Schriek and Tinkler (2017, p50) mention about non-verbal communication that “nonverbal cues such as physical appearance, facial expressions, level of eye contact, body movements, vocal qualities, and the physical space between members all contribute to the way a message is interpreted”.  
Michelle and the managers must always make sure that in the workplace they are always approachable and professional. This will bring a good vibe amongst staff and they will feel comfortable working in this environment and confident that they are valued as members of staff.
There can be many barriers to communication.  Each barrier needs to be overcome in a different way. These barriers would need to be resolved as early as possible to ensure the continuity of the business practices in a smooth manner and to make the tasks of the employees easier. An example of a barrier to communication can be language. If an employee is not fluent in the language and has some difficulty expressing themselves then it may be better for the employee to be trained on a fairly straightforward task until that employee takes the responsibility to learn the language.
Another example could be an employee who is computer illiterate. This would cause many setbacks as the employee would not be able to work on the computer to get information about products and availability. In this case the employee would need to be trained on how to use basic functions of the computer and other technologies. This employee must also acquire sufficient experience on computer usage.
Some examples of other communication barriers are:
· Personal
· Environmental
· Psychological 
· Physiological 
· Perception
· Culture
· Discrimination 
With effective communication comes the handling of conflicts between staff members. This needs to be looked into immediately and thoroughly to be fair to all sides involved in the conflict. Managers will need to listen and follow discipline procedures where necessary. If the situation arises that the manager needs to deal with aggression, then the response should be appropriate. The manager needs to think carefully rather than react irrationally. It would set an example for other staff to follow. The manager needs to be assertive with any statements made. This will help calm the situation down.
Thomas (1992) defines conflict as “ the process which begins when one party perceives that another has frustrated, or is about to frustrate, some concern of his"
Morgan (2017,  p245) says about communication:
“The ongoing and important challenge is that where communication is not interpreted correctly (i.e. ‘as intended'), it will have consequences for the beliefs and attitudes of the recipients, their emotions and then their broader behaviour, which is why many relationship issues in teams, at work and elsewhere tend to arise from poor communication”.
The staff need to respect the authority of the managers. This will be demonstrated by the managers being assertive with any requests. The managers need to also respect the staff and take on board any feedback with regards to better practice at work, especially in relation to health and safety standards.
Communication can be done through the use of technology, i.e. emails, Facebook posts and WhatsApp 
Morgan (2017, p249) states: “communication is a complex process which does not always produce the outcomes you intend. Checking that the understanding of your message(s) is the same as you intended with those who receive it is always important"

The model below shows an example of how communication flows between the source of communication and its intended destination.
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The management and staff need to share thoughts and ideas to progress. Management can have monthly one-to-one with staff members to show that they are valued members of staff and hear their thoughts and concerns with regard to how they are managed or other aspects of the organisation. It would also help to develop the soft skills of staff members thereby helping them communicate better with each other and with customers. This will improve the overall skills of all employees. Robles (2012) says, “Soft skills are interpersonal qualities, also known as people skills, and personal attributes that one possesses”.
There are different levels of hearing in the sense of taking in what a person is saying and responding appropriately. Managers and team leaders need to be active and preferably empathetic listeners. 
Hoppe (2006) says that “active listening is a person’s willingness to hear and understand".
The leader needs to listen to the concerns of the team and take part in  their successes.
In dealing with aggression the team leader needs to respond appropriately rather than react irrationally and also be assertive e with any statements made. This will help calm the situation down.
With the current situation of the organisation it would be best to form teams and have these teams work together. Maund, Schriek and Tinkler (2017, p21) state that, “team design affects how a group of individuals interact as a unit and serves as a key determinant of success”.
There are many benefits to working as a team as opposed to working individually or in groups. Belbin (2010) proposes that individuals will be motivated to perform better in a team. Another benefit of this is that each employee will start to fit into the team in their own way. Each person has a particular set of skills that will come into use and start to show when working as part of a team. This is part of Belbin’s team roles. Maund, Schriek and Tinkler (2017, p24) also say that “as teams work on common goals, members fill various roles and responsibilities to contribute to the group effort”. 
Bruce Tuckman’s famous Team Development Model (1965) proposes that a team will go through 5 stages of development before becoming a cohesive and effective team.
Benson (2017) says “An effective team is one which knows exactly what the goals are, so that key steps towards achieving these are followed and processes developed”
As most employees are part-time only and the business is doing well and expanding, this is the right moment to offer the employees full time opportunities. As the business grows there will be need for more full time staff. The current employees will have the opportunity to take this and as they gain more experience they can potentially get further on in the organisation and even train new staff members.

Conclusions
Michelle’s toy shop is on the path to success and nothing that she is doing at the moment is really bad for the company. However, by making some changes in terms of effective communication and team-work she can empower her staff and motivate them to feel a valued part of the organisation.
The following is an action plan of recommendations that if followed should help the organisation build teams and work together to help it gain further success. It should be reviewed periodically and updated with any necessary actions that the management feels will further improve this success.

	Recommendation
	Who is responsible for actioning?
	To be completed by
	Costs incurred?

	1. Form teams
	Michelle
	Immediate 
	none

	2. Establish Communication channels
	Managers 
	immediate
	Minimal 

	3. Monthly one-to-ones
	Michelle 
	Within 1 month
	Minimal

	4. Develop Soft skills
	Managers 
	Ongoing 
	Ongoing development. Within training budget

	5. Offer full time positions
	Michelle
	Immediate
	Staff wages increase. However overall benefit to business.
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