


Executive summary 

Sarah Davis runs a smalls business whereby she needs a business consultant to advise her on how to maintain effective teamwork and communication in the organsiation.
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Introduction 
Communication is essentially every act of transmitting information. The general process of communication is sending and reciveing messages. This can be through verbal or non-verbal means. There are numerous ways of communicating, these include writing, oral, signs and behavior. (Wertheim 2012)
In this report I will be studying the case study and making recommendations of how there could have been better communication measures in place to make the organization a success. 

Why effective communication is important for the continued success of the organization? 

It is said that effective communication in the workplace is a fundamental element of a business success. Effective communication helps build relationships within the company, along with the clients and the customers. As a result, this helps employee engagement grow with the overall effectiveness of a team. 

Having said that when the team fail to communicate effectively the results can be determent to the business according to the US firm Gartner, research has proven that most of the mistakes made by businesses is down to poor communication and it is roughly around about 70%. (Zambas). 

There are number of reasons why effective communication is important in the workplace. Such as improves team building. 

Improves team building – when staff communicate with each other and share opinions and ideas, this naturally creates enthusiast staff who are eager to collaborate and work as a team. As a result, this makes the work place a more enjoyable one to work in. subsequently staff will perform better so they do not let their team mates down. 

The importance of two-way communication using models to illustrate your points, including the importance of consultation and employee voice. 

Two-way communication is when one person sends a message (sender) to another person (receiver). Once the receiver has received the message they send back a respond. (Fenner 2019). 

When communicating there is a generic process that everyone tends to follow. This process was discovered by Shannon-Weaver back in 1949. Shannon – Weavers model of communication is used globally and simple to understand. 

Wilbur schramm introduced his communication model in 1954 which was an extension on the Shannon weaver model. Schramm model was circular as opposed to linear, which meant that at least both parties are required to communicate from each end. However, with Schramm model both the parties must provide feedback in order for the message to be understood and interpreted correctly. (toolshero)
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Fig 2. Schramm communication model. (toolshero)



Refereeing to the case study Sarah Davis would benefit by using the Wilbur communication model. The reason for this is because it gives her staff the opportunity to express themselves and share ideas. Sarah has 20 staff working in the shop at all different age groups and different experiences naturally there will be some disagreements within the work place. So, if Sarah uses the powerful tool of Wilbur model then the different age groups and different experiences should not be a hindering Sarah business in any way. 

Sarah can also use this model to convey messages to the managers, who can then cascade that information to the rest of the staff. This is beneficial to Sarah and works to her advantage because if Sarah has conveyed her message across clearly then soon enough, she will get the feedback from the managers and the outcome will be evident. 

In all cases of communication, you can still get the common barriers. This is known as “noise”. The word barrier means an obstacle that keeps people or things apart or prevents communication or progress. (Collins 2019). 

In essence ‘noise’ makes communication less efficient and less cost effective. The most common barriers of communication are culture, language, defensiveness, filtering, emotions and information overload.

Information overload – this is when there is a too much information to process. According to researcher it is said that employees send and received roughly about 86 work related emails whilst at work and 25 whilst they at home. (dani - Elle dubi) 

language – in any organization you will find staff that come from different backgrounds. Like for example each department within an organization will have its own different jargon they use in that department. This does not necessarily mean other department will understand this terminology. 

Listening actively is a way to overcome communication barriers and can almost guarantee that you will be getting clear instructions. In order for you to be a good communicatior you need to be able to listen. Research shows that people spend between 70 and 80% of their day engaged in some form of communication and about 55% of their time is devoted to listening. (lake 2015)

Effective methods of communication specific to the case study. 

There are 3 main methods of communication, those being written, oral and visual. These can take place internally and externally and also communicated vertically or even horizontally. 

Written communication – looking at written communication this is any kind of communication that is the written word. For example, memo’s, reports, bulletin, job description, emails and letters. 

Written communication is probably the most important yet most effective in any business. This method of communication can be advantageous to business as there is no need for personal contact. Since there is no need for personal contact you are able to inform members of staff in regard to extra shifts via message or email. 
By doing this there is a trail of the conversation or evidence to say the overtime /extra shift has been authorized. On top of all for any business this is very cost effective as there was no need for any costs involved. 

On the other hand, some disadvantages of written communication are that there can be a delay in response. So, using the example of the extra shifts, when managers are messages/emailing staff that there is extra shift available and who has the availability to take up the extra shift, there may not be an instant response with messaging and email. 

Oral communication – this is when communicating verbally from one person to another. Some examples of oral communiation are face to face conversation, telephone conversation, and the radio. According to the (business communication 2018) recent surveys show that 55% of the executives use this method of communication. 

Some of the advantages of oral communication is that it saves time when there is action required. When managers have a big work load instead or writing instructions for staff to read, it is quicker and easier to convey that message verbally. This way the message is passed on to all members of staff at the same time and can also check immediately with everyone if the instructions or the message was clear and if it was understood. 
If the message wasn’t clear and staff had difficulty in understanding the message, then there is the chance and opportunity to clear up any confusions. 

Moreover, the one disadvantage or oral communication is that there is no record of what was said unless it was a formal oral communication, whereby there would be a record of what has been discussed. Mainly informal oral communication it is just your word against the manager. 

Referring to the case study Sarah can adopt both methods of communication for various reasons and depending on the situation. For example, Sarah can use oral communication to managers about how well the business is doing and how quickly it is growing and what are the next necessary steps to take to continue this. Once Sarah has delivered her message to the managers, they can then pass on this information to the staff. Again, this can be done orally in staff briefing before the start of their shifts. 

In business this is known as vertical downward communication. The downward communication is the most integral part of the traditional organization. Whereby messages are sent from seniors to their subordinates. 

Since Sarah has taken the traditional approach of vertical communication this can be communicated downwards or upwards. The downward communication automatically opens the line of communication to travel up. For example, Sarah can impose all staff to carry out an employee survey to express your views and any changes you want to make happen in the organization. This gives staff the chance to share their thoughts honestly and anonymously. 

Once Sarah has collated this information Sarah can work on the results. If Sarah is successful in fulfilling staff needs from the survey this will boost staff morale and staff will enjoy coming to work. As a result, this will be Sarah maintain effective teamwork and communication. 

According to economist students at the university of Warwick it is found and proven that happy employees have an extra 12% increase in productivity, whereas unhappy employees prove 10% less productivity. (Revesencio). 


The significance of non-verbal communication when communicating to employees. 

Nonverbal communication is more gestures rather than verbal words. (dictionary 2019) 

“the most important thing in communication is hearing what isn’t said” (drucker 2006) 

Drucker quotation demonstrates the significance of non-verbal communication. The underlying message behind this quotation is that our body language and facial expression speaks volumes regardless of what you are actually saying. 

The importance of non-verbal communication is that is carries the most information exchanged. Taking facial expressions as an example, in a place of work during a meeting. Before the managers have spoken a word, they are able to read facial expressions on staff faces. Facial expressions give the speaker an indication of who looks interested and who is listening. 

Posture is another nonverbal gesture that can give away signals of what you are really thinking and feeling. For example, if a member of staff during a meeting is slouching in their chair, this indicates to management that you are bored and not interested. 

In addition, it is vital for managers and employees to understand that nonverbal communication transmits most of the information over verbally. 

Recommendations for Sarah for effective communication. 

Sarah as the owner should have face to face meetings with the managers, just to keep up to date with how things are in the store and how staff are performing. By Sarah doing this it will improve her relationship with the management team, which will then mean they will be able to openly communicate and discuss anything work related. 

As a business consultant I would also recommend Sarah to introduced internet at her place or work. Having internet access will enable managers and staff and Sarah to stays in touch over the internet via video conferences. Rather than face to face meetings. 

Sarah can also use the internet to record holiday requests, whereby staff can see when others are on holiday and can email management if they can have that shift. 
Sarah’s aim is to continue growing her business and in order to do this, Sarah needs to keep up to date with technology. Currently from looking at the study you can assume that there is no such thing as internet available. 

In Sarah defense maybe previously, this was not required because of the size of the business. However, in order for Sarah to maintain her success Sarah needs to get internet to interact with management and staff. Sarah is responsible for arranging the internet in the store and will cost her from 200 to 700 per month to install. Sarah timescale of when to get internet installed is immediately. 

Another recommendation for Sarah to maintain effective teamwork and communication is having regular incentives in store. Not only will this boost staff morale but will also increase the sales. Sarah can give a budget to the managers to spend every month with this budget you can hold incentives just so the work environment is a more enjoyable on and not repetitive. 
Again, Sarah can introduce this to staff and management immediately and cost her 20 pounds per head. So, for Sarah that will be costing her 400 per month to give to managers to spend on incentives. 

Conclusion 

To conclude it is almost determent for Sarah to understand the importance of effective communication and the implications this could have on the business. In order for Sarah to continue to grow and expand then Sarah will need to keep up to date with her communication skills and pass this on to her staff. 
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