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Introduction
The objective of the report is to analyses my own Teamwork and Communication skills to provide breakdown and the importance of this skill. These Skills are my basic abilities which helps me to do my best in any work environment. These include sound communication, team management, teamwork skills etc. I will need various businesses skills to thrive in the 21st century. If I wish to go into business this will enable to adapt to the business’s needs. Equipped with a set of transferable skills that span all roles will add value to times ahead.
These skills are very important for me as an individual which I must use in my workplace, there are may benefits of this, such as, smooth running of the operation, myself and team feel a sense of achievement and satisfaction and above zero complaints from the client.

However, there are days when these skills become ineffective due to crisis at work and we have to revert back to pen to paper exercise.
1.
Effective Team Working and Communication
ETWCS is very important in today’s world as many people work together in various sectors of the industry world. There has become a huge increase in demand for people to connect and communicate globally for effective management of their businesses.

In order to succeed people, have to gel together and work as one team following set of rules and guidelines to follow. It’s very imperative that people are trained highly to increase effectiveness of the business in the forever changing and demanding world.  
If we fail to unite and operate as one team than this can have huge negative impact on the business and on each individual, performance resulting in decline in morale and motivation.

There are many examples in my workplace where I have seen many operational errors causing huge losses to the business, team and then having impact on the clients. This results in continuous loss of business and reputation amongst other businesses. 

I work for a company at the airport who have 15 airline clients and the service provided to them is 24/7. All these clients work and operate in the same areas and facilities, they all have the same coffee shops and restaurants where they meet and socialize. They all talk to each other with regards to service levels of contractors and service providers, so they compare notes and if any negative feedback is provided than that has a huge impact or even loss to that contractor. Therefore, contractors at the airport have to work much harder than contractors off the airport.
Previous Communication Channels

During my course work, I learnt about various communication models and theories such as:

Shannon and Weaver

Schramm

Berlo

These models described methods of communication with advantages and disadvantages of the models. These showed how hey failed and the reasons behind it, such as lack of encoding and decoding skills, external noise, language barriers etc.

I also learnt about some case studies of husband and wife Pedro and Maria how they communicated and what the caused of failure were and how this could have been avoided by simple common sense. Also learnt about The Professor and the Village People, this case study proved Schramm and Berlo method and theory.

Communication me and my team
Communication is delegating information from one place, person or group to another. This can be via email, texts, memo, voice message. Communication is very important for any organisation, whether it’s issuing or receiving simple instructions at work, resolving a situation.
It is very important to have Communication Skills it allows me to understand instructions and also for other reasons such as to, secure an interview, complete a task, apply of for job, career advancement.

In my line of work which is in the airline industry where communication is vital tool in ensuring messages are understood and clarified as mistakes can be very costly.

We have a very large team of people who are working 24/7, flights arriving and departing, therefore its vital to ensure all communications are understood accurately.

I will always try and resolve communication issues quickly as possible. When I write a memo, email, or other document, I give all of the related information and detail I can to make sure that my messages are understood.






If for any reason I don't understand something, I will ask questions and resolve. I do worry about other people how they have understood my message. 




I would always attend meetings to understand the task in hand and when people talk to me, I try to see their perspectives.





Components of Communication Failures.

Here I am listing some examples of how communication failed in my workplace over the past 18 months.

In my work place at London Heathrow Airport I am a Check-In Team Leader where I have the responsibility of managing my own work and a small team of people, no more than 4-6 people.

We have daily brief sheets, morning meetings, mid-morning meetings and end of shift meeting as a final wash up on the operation in order to learn from the days operation and prepare a handover report to the incoming team for the afternoon operation. However same rules and setup applies to afternoon and night operation.

Internal Failures:

1) There have been many occasions where in sufficient information is written down for the next person to come and understand or even plan.

2) Lack of charged radios and mobiles as no one bothered to put the equipment on charge

3) In sufficient staffing level due to sickness, lack of annual leave cover or lateness

4) System failures and IT break down
External Failures:

1) Lack of important information from airline with regards to aircraft type, number of passengers, number of minors, number of elderlies, number of disables etc.

2) Lack of duty managers to authorize sales and tickets

3) Zero information for cultural and seasonal operations
4) Insufficient de icers and catering equipment

Airport Failures:

1) Heating and Ventilation failures

2) Equipment failures

3) Lack of check-in space

4) Lack of airport staff for security and immigration

5) Poor management for gate rooms and baggage area’s

6) Poor management for bad weathers, flooding and snow fall

7) Excessive queuing by passengers and poor control of traffic in and out of airport

Off Airport Failures:

1) Motor way traffic

2) Road works

3) Public Transport

4) Industrial action

With this situation it is very important for all companies and teams to work together and sharing of information, sadly this is not the case as the airport has a very bad reputation of ‘blame culture’ everybody wants to blame each other. Airport and Airlines have the greatest technology at their fingertips and employ great people with huge talent, but they work in medieval ways.
One of the main reasons for this communication failure is that most of the airlines are foreign operators and most of their integral staff are from home countries and language is problem. Many people speak poor english and shy away from having a conversation with clients and port authorities. For the contractor its very difficult to get information from them and any information that is obtained is not credible or authentic. 
To have this issued resolved the contractor introduced and applied many channels for them to pass on information, however these failed very badly due to external noises and inaccurate encoding of the messages. Most of the information provided was incomplete and with major clerical errors and still efforts are being made to resolve this ongoing issue. 
This has impact on our work as we have to spend more time to get information from the client and sometimes we even have to make judgmental decisions in order to complete the task, this may sound very odd but these are the joys of working at a 21st Century Airport and high tec operating airlines.
Conclusion
During my profession I have obtained numerous abilities which have helped me in my everyday tasks both at home and at work. This has positively affected my profession, by having these aptitudes it has enabled me to execute my assignment profitably and successfully. 

. 

I have understood how I can pass on my learning how to companions, partners, staff and so on, this won't just support me yet help other people as well.  I have to make sure that when I am planning a major event or even a small task, I must invite all parties to the meeting for briefing. During the briefing communication channels will be set up and policies set in place to ensure all know what is expected of them. I have to ensure all that all people are doing what they are supposed to be doing in accordance with the set guidelines. The team have to be informed that all issues and shortfalls must be reported with immediate effect. 
Also further regular review meetings will be held to ensure that the team is working and being productive as per the plan and take any necessary action to resolve and issues. As a normal routine I will go out of my way to get as much information as possible to ensure my team are aware of this information and can plan accordingly.

Furthermore meetings or a quick catch up via phone or email or even over a coffee just to ensure all is well and good. Also, I will keep my managers and the client in the loop to ensure they are aware of what has been planned for their operation, although they do not do much with the provided information.
In business related relationship, for example, honesty and thoughtfulness regularly encourage trust among me and my group. When I am working with others, I always approach my staff partners and group with a positive attitude, keeping a receptive outlook and asking questions to enable me to understand where they're coming from. Little personal gesture, for example, asking somebody how they're doing, smiling as they talk or offering compliment for their work.
As an overall, in my profession I have obtained numerous abilities which have helped me in my everyday tasks both at home and at work. This has positively affected my profession, by having these aptitudes it has enabled me to execute my assignment profitably and successfully. 

These are a portion of the aptitudes I have realized which has helped me to be a superior individual and a superior representative. Prioritization, Goal setting, Communication, Planning, Delegating, Crisis Management. 

I have understood how I can pass on my learning how to companions, partners, staff and so on, this won't just support me yet help other people as well. 

I have to make sure that when I am planning a major event or even a small task, I must invite all parties to the meeting for briefing. During the briefing communication channels will be set up and policies set in place to ensure all know what is expected of them. I have to ensure all that all people are doing what they are supposed to be doing in accordance with the set guidelines. The team have to be informed that all issues and shortfalls must be reported with immediate effect. 

Also further regular review meetings will be held to ensure that the team is working and being productive as per the plan and take any necessary action to resolve and issues.
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Ex.l. Read the following passage and answer the questions.
The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He never went into the village, bur shopped in the town near the University because he had nothing in common with the village people, who were largely uneducated and did manual jobs. One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:

'The edifice is being consumed by a great conflagration!'

'The edifice is being consumed by a great conflagration!'

The village people looked at him and continued doing what they were doing.

'Don't you understand?' He said. "The edifice is being consumed by a great conflagration!' They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on the ground and wept. The next day, he went into the village crying. 'Why, oh why didn't you help me? My home has been destroyed by the fire. I came and begged you last night.' He wept.

'But Professor, why didn't you say that your house was on fire? We would have helped.'

QI: Why didn't the village people help the Professor?
Q2: What should he have done to get them to help him?
Q3: Whose model of communication do you think can explain this situation? Q4: Why?

[image: image2.jpg]Quesnon 1= Tne  prf @Sso’ was  felivy o ol 840l

(-2 — e Snwith naue SHpen Qreectiy {q o (O unatec Stondk

QA Cedo Mopl  Commnilmion

Q.= (me Spnce ual  Nee QLQL( oneh  Awe Mes>e
Lucts oz Coarfli\A @I\L(gg gc\ e (Cokwe

ol LNOACKH YA

Lecturer’s signature: / Date: C% lO(é I%ll





l l P a g e
[image: image19.jpg]vicy. \g\ g gSC,‘



Effective Team Working and Communication — Term 1
BMSW4002
In-class exercise 1
[image: image3.jpg]QA A ¢ Eaciaul |\ % \33§6\-




Ex.2. Read the following brief and write a business email according to the instructions.
You are Director of Communications at your company and you would like an employee, Jack Daniels, to join your Communications Training team.

· Tell JD why you are writing

· Say what you have observed and like about his communication skills

· Tell him why you think he would be an asset to the team
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