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Communication is simply the act of transferring some information’s from one place, one person or group to another. For every communication we need one sender, a message and a recipient. The transmission of the message involves a lot of things: emotions, the cultural situation, location, experience, etc. The complexity comes when good communication skills are considered.
Exist more types of communication: Verbal communication, which includes face to face, telephone, radio, television or media; Non-Verbal communication, which includes body language; gestures, how we dress, who we act; Visualization graphs/charts which includes maps, logos; Written communication which includes letters, emails, books.
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Andrea Jones is the owner of a medium sized retail store in Swansea. The Pandemic comes and the sales didn’t was satisfactory so she adopted a permanent online customer service.  She employs 27 people with and without so many experiences in online shopping. She distributes separate: 6 employees work in a stockroom and take care about online orders and deliveries, 1 cleaner, 14 are sales assistants, 1 security guards, 2 delivery drivers, and 3 managers. Most of the people are working in different shift, so for them the communication that is very important in a team working almost is missing.  
Bruce Tuckman, a psychology professor, identified 4 stages of team developing: Forming, Storming, Norming, Performing. At each stage, the dynamics of the team change dramatically, from period of inefficiency to a period of high performance. In Forming, the team roles are uncertainty and the members must to look outside for guidance, some, attempt to define the job to be done, people feel anxious and are unsure of their roles, most of them need a leader or coordinator for guidance, like Andrea Jones team. (Tuckman, 1965).
For beginning she will must to define correctly every role and responsibilities, define goals, establish rules.
For this Andrea team, to be effective, all the people in the team must be able to work together to contribute collectively to team outcomes; but this cannot be happened rapidly and automatically, the team must to work together. First thing that they must to do is to become a team because until now is just individuals assigned to worked together. Over time they will get to know each other, to know how to divide the tasks and to learn how to coordinate the work. (Alsever, Hempel, Taylor, 2014).
For second stage, Storming, is the most difficult and critical stage, is a period when can appear some struggle for leadership, some tension due to different of the shifts or just because the online ordering is bigger on day shift, the conflict can appear so, these 3 managers that are part of the team must to delegate effectively the task in the team. The team performance may actually degrease in this stage, according with team goals. Members of this team must to work to overcome obstacles, to accept individual differences. 
Going to the next level, in Norming stage, Andrea must to define one leader in each shift, and this leader or coordinator must to define clear all team roles and responsibilities. Members must to start to cooperate better, and their focus must to be to achieve the Company goal.
Passing to Performing stage, the team become more mature, more organises and he works very well. There is a clear and stable structure and members are committed to performing well. Even if sometimes the conflict can appear, or the members of the team can have different idea, in this stage of team developing, this problem becomes constructively, and the team must to be focused on problem solving.
Using this Tuckman model, Andrea can notice what stage their team is, how to helping the team members to process and acknowledge the inevitable conflicts and different changes that can appear at work; helps also the team to start to have compassion for each other and how to improve team performance.
After she found what are the stage where his team is situated and try the best to go step by step in every level, she will need to define for every team member different role, using Belbin Team Roles to facilitate team progress. To know the strengths and weakness at this team, every team member must to do the Belbin Individual Report and also the feedback is also very important. Belbin thinks that for an effective team, we need to cover all the 9 roles: Resource Investigator, Team worker, Plant, Monitor Evaluator, Specialist, Shaper, Implementer and Completer Finisher, all this includes social roles, thinking roles and task roles. The Resource Investigator used their nature to find ideas to bring back to the team, the Team worker using their ability to identify the work required and complete the work, the Coordinator needed to focus on what are the team objective and delegate efficiently the work between team, the Plant can have a high creativity and comes with a strong problem solving, the Monitor Evaluator provides an impartial judgment, the Specialist comes with a lot of experience, the Shaper can assure the necessary to the team to move quick to achieve the targets and goals, the Implementer comes with a plan and a strong strategy, and the Completer Finisher is most effectively used to the end of the task to verify if exist some defects or errors that can be eliminated. (Belbin, 1965)
Is very important for Andrea to have in his team all of these 9 roles, to identify correctly and to understand also in which step of the team stage his working group are and try to define the best solution to become a strong team that work together and help each other. The team must to learn to adapt to changing goals by highlighting collective strengths and minimising the weakness.  For some of the team members, she will must to develop trainings, and to be sure that for every step in the shop process will have dedicated people, to start to work on polyvalency and communication skills also. (Belbin, 1965).

*** Using the theoretical communication models taught on the course to illustrate your points, explain the importance of two-way communication relevant to the case study scenario;
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“Communication is the transactional use of symbols, influenced, guided, and understood in the context of relationships”. (Duck S, McMahan, 2015).
When in a team, the effective communication exists, the team can build easy a common purpose among team members that will allow them to reach their goals. If all Andrea worker will understand the standards for their work, they will become more capable to finish the work in a better way and see results. For me, the communication is the most important think in any team, as a Company leader like Andrea, she will must to be honest in evaluating the communication skills team. To be sure that in this team, the worker will start to communicate better between shifts, the mangers must to set team communication goals. All the members must to make time for communication, to keep things clear, to show respect. 
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Good communication is when all the team are doing the best to assure Company progress. Two-way communication creates a more democratic team, because people can share their opinion and ideas, and work together to improve relationship right across the company structure. Two-way communication, comes to help team members to solve the problems, encourages employees to take ownership and understand their ideas and values, to be more detailed in analysis, to improve engagement. (Daniel, 2018).
Two-way communication is important because can avoid conflict, help the team to understand the Company expectation. This Communication, given the opportunity to share different knowledge that every team member had, give to everybody the voice and every people can speak about their understanding, their frustration, give the respect to other to speak every time when they want to do it.
Using the Schramm’s Model of Communication, his suggestion is that all the time the message must continually passing between the sender and receiver. The message must to be understood by sender and by received also. Booth of them, have to encode and decide the message. This is mandatory for the effectiveness and correct interpretation of the message. (Schramm, 1954).
This model shows that in one team, the communication is not completed until the sender received feedback from the receiver. Because is a feedback system, this two-way communication is important to be used because make easier for the sender to understand if the message was been received, and correct interpreted by the received or not. 
If Andrea will use this two-way communication in his organization, all the members will understand exactly the task and because she will receive feedback, will know if the task was understandable or not. All this will help the company to progress quickly and step by step, the members will trust one in each other and will work together like an effective team.

***Why effective virtual communication and team working is important?!
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The virtual communication is a mode of communication that includes the use of technology to communicate with people that are not practically in front of us. Virtual communication started with invention of phones, the advent of webcams, video conferencing and instant communication. Now, this is the best communication between team workers, family, friends. Give to everybody the possibility to speak even if you are not there.
The virtual communication is important to be used in the Company because, this communication can have a saving in cost, the people can go in a room an connect to a meeting, and avoid travel costs, so this type of communication save money and time also. Is the faster communication ever, when the people can use instant messages or web conferencing, so they can share information around in a second and we can have the prove of our words if we recorder the audio/video or we keep the text messages, so nobody can tell us that the message was send in different way or to modify the nature of the messages.
Effective virtual communication between team is important because add company productivity and reduce the business costs. Honest communication can help members to avoid misunderstandings and help to increase the effectiveness. We need to listen actively the rest of the team, need to give to the person that speak full attention, and if some technical issues appear, try to be patient and recognize that is nobody fault when this happened.



***Why effective communication is important for the continued success of the organisation, specific to this case study?!
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Effective communication is important because help Andrea team to avoid misunderstanding, the best communication tool to use is collaborating. If all the team members will communicate proper, the company will increase the productivity, will achieve the targets, team members will eliminate the conflict before starting, the ownership can appear.
If they will work together, they must to understand what are the team gaps, which people need trainings, they will must to mixt each other’s roles, they will learn to be polyvalent, and they must to keep a lesson learn record to learn for the mistake and correct the future action with prevention.
Effective communication between this team, can build trust, prevent and solving the problems, create relationship, increase engagement. 

*** Provide recommendations.
For Andrea Jones Business, to continue to develop an effective team working, she will need to hire more people, and for every shift to have: one manager, one cleaner, one security guard, one driver, more online order employees, and in the daily shift: one trainer, more sales assistants, one cyber-attack engineer. When all the teams are completed, she will must to give to everybody clear jobs, and to the necessary trainings. All the meetings must to have a follow up member in every shift, to be sure that effective communication is in place and ask every time for feedback.
In the end, she will must to make some teambuilding’s, to help the team to meet and have some fun each other and do recognition people activity.
When all the team members are happy, the sales go up and everybody is happy.
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