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REPORT ON COMMUNICATION IN THE WORKPLACE
SARAH REES 1712165 | SKILLS FOR THE WORKPLACE | 07/12/18

EXECUTIVE SUMMARY
This report covers the benefits of effective communication in the workplace. This report shows the importance of two-way communication and illustrating using models to support this. It will also include the importance of consultation in the workplace and the benefits of employee voice. Non-verbal communication towards employees is significant to managers to build trust between managers and employees. This report also shows how to apply teamwork theories such as Belbin and Tuckman’s to improve team members roles and improve teamwork in the organisation. As the business consultant introducing teamwork theories would be my main recommendation as this is the best place to start in organizing all members of the team into the correct roles and establish each member’s best traits and their weaknesses and how conflict can be avoided. This is also the best way to form a solid structure in the team, this means the team can then go from strength to strength and this can improve moral and productivity within the workplace.
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INTRODUCTION

In this report the business consultant will give advice regarding maintaining effective teamwork and communication within an organisation. “Effective teamwork includes having a real team whose membership is clear, which is of the right size, relatively stable in membership and working on a task that requires teamwork” West, M, (2012).
The report will show the importance of two-way communication and employee voice. There will also be examples of effective methods of communication and the significance of non-verbal communication when communicating to employees. The application of teamwork theories such as Belbin and Tuckman’s will show how you can improve teamwork in the organisation.
To conclude this report the business consultant will compile an action plan to improve methods of effective teamwork specific to the organisation in the case study and some recommendations the business owner can use going forward.


MAIN FINDINGS
2.1 Effective Communication
Communication is the exchange of thoughts, information or ideas that result in mutual understanding between two or more people. “Effective communication is important because when all members of the organisation communicate smoothly it will improve workflow and overall productivity. By making an effort to improve your effective communication, you can build a stronger company that will have staying power in the market”. Smith, E, (2018). Effective communication is important for the continued success of the organisation as communication is key, the overall success or failure of a team can be determined on how effectively the team communicates when working on a common goal. Good communication builds and maintains a sense of trust, it allows the team to exchange thoughts and opinions. Communicating allows all members to understand each other’s roles, express feelings and build a sense of trust. Maryville University (2018).
Communicating creates awareness, educating, influence perceptions, attitudes and beliefs all prompt action and changes to behavior. There are four common types of communication they include interpersonal communication, non-verbal communication, written communication and oral communication. The concept is to create a shared transfer of information between sender and a receiver and to do this effectively it requires speaking, understanding and good listening skills. Communication should be two-way, organisations are totally reliant on communication, if communication diminishes the entire organisation suffers.
Employee communication and consultation are essentially about involving and developing people in an organisation. Employees will be able to perform at their best if they know their duties, obligations and rights and have an opportunity to make their views known to management on issues that affect them. (ACAS.N.D 2018).
Sarah’s could encourage effective communication within her organisation. By ensuring the shared transfer of communication between employees this will build a more effective team.


2.2 Two-way Communication
Two-way communication is when a message is being transmitted by the sender to another person who receives the message would be the receiver, they would then respond, acknowledging they have received the message this includes feedback, with acknowledgement and feedback we know the message has been fully understood.
There are several models of communication. One of the early models of communication is the Berlo’s SMRC model of communication this was invented by David Berlo in 1960, He described factors affecting individual components in the communication, making the communication more efficient. The model focuses on encoding before the sender sends the message and decoding before the receiver receives the message.
The four components to describe the communication process are:

Source – Communication skill, Attitudes, Knowledge, Social system, Culture.
Message – Content, Elements, Treatment, Structure, Code.
Channel – Hearing, Seeing, Touching, Smelling, Tasting.
Receiver – Communication skill, Attitudes, Knowledge, Social system, Culture.
(Businesstopia, 2018).
As Berlo’s is one of the earlier communication models this model is based more on one-way communication as most forms of communicating was one way in that era, so this model was effective. Where as the Schramm’s model of communication is based on two-way communication. Schramm’s model was postulated by Wilbur Schramm in 1954.



The different components of the model are:-
Sender – Person who sends the message.
Encoder – The person who converts the message to be sent into codes.
Decoder – The person who encoded the message that’s been sent by the encoder                                             and converts into the language understandable by that person.
Interpreter –The person who tries to understand and analyze the message. The message is received after interpretation. Interpreter and receiver are the same person.
Receiver – The person who gets the message. They decode and interprets the actual message.
Message – This is the data sent by the sender and the information that the receiver gets.
Feedback – The process of responding to the received message.
Medium or Media – The channel used to send the message.
Noise – The interference and interruptions caused during the process. It is also created when the intended meaning of the message sent by the sender and the meaning interpreted by the receiver is different which is known as semantic noise.
Circular communication gives opportunities to both parties to give their opinion. It is dynamic and ever-changing model, it is helpful in general practice. The sender and receiver interchanges and both are equally active. Semantic noise included as a concept helps in understanding problems that can occur during interpretation of message, by receiving feedback the receiver knows if the message has been interpreted correctly. Concept of interpretation makes the communication effective and the concept of context makes environmental factors be included in the interpretation of the message and brings change in the message value. (Scribed.com, 2018).
According to sir Brendan Barber, Acas chair, Employee voice is a key component in the productivity puzzle. Voice is one of seven levels of productivity set out in the acas report, but of the seven, voice is the one that is integral to the model as a whole. Employee voice higher levels of employee engagement lowers staff turnover and gets better business outcomes.
Skilled managers
Well  Designed work




Conflict manager
High trust

Building productivity



Rights and Responsibilities
Employee voice


Fairness



m.acas.org (2018)
Employee voice gives employees the opportunity to be actively involved in decision making. Managers place as much emphasis on listening as talking. They look for views, take into account employee’s points and communicate regularly about employee’s contribution on driving the organization forward. (acas,2018)

2.3 Effective methods of communication for the case study
The most effective methods of communication for Sarah’s organisation would be: -
· Verbal communication – As the staff are working as a team and dealing with customers then good verbal communication in the right tone is key. Also listening to your team. Communication is two-way by having two-way communication this encourages members to be more open and more productive.
· Non-verbal communication – Body language can be a better form of sending a message across, eye contact and a nod or a smile can be a very potent way of positively communicating with the team.
· Managers should observe staff members and give feedback on their progress.
· Written communication – Such as progress reports or newsletters would be a good idea as some people understand better when things in front of them are written in black and white and it can’t be avoided.
· Visual communication – Such as a notice board to convey information, this could also be used as a suggestion or complaints board which members could write any concerns anonymously if they feel that they can’t be verbal with management.
· Appoint team leaders – They can work more closely to the other staff and be the voice to report back to management.
· One to one communication – This can be achieved via staff appraisals which allows the members of staff to connect with management and this allows managers to get a clear picture of the staff members progress.
(Page, 2018).

2.4 Non-verbal communication
“The most important thing in communication is hearing what isn’t said” Drucker,p,ethos3 (2018). Non-verbal communication is something that is shared between people, these are actions such as eye contact, facial expressions, posture, body movements, tone of voice and even glances and blinks. “60% of all human communication is no -verbal body language; 30% is your tone, so that means 90% of what you’re saying ain’t coming out of your mouth” (Hitchens, 2010). 
Use non-verbal communication to soften the hard-line position of others
S = Smile
O = Open posture
F = Forward lean
T = Touch
E = Eye contact
N= Nod
( Psychologytoday, 2009).
“Another function of non-verbal communication is to convey interpersonal attitudes. Being skilled is observing and interpreting the non-verbal behavior of others will give you an edge over other professionals” Quintilla and Wahl, (2017).
Listening skills	
If you are actively listening the following will apply to listen better
· Suspend judgement – Keep an open mind while you are listening.
· Concentrate on the speaker – Focus on what the speaker is saying and how they are saying it.
· Watch their body language – This can tell you as much as the words.
· Show your interest – Eye contact, smiles and an ‘open’ posture helps.
· Avoid interruptions – Speaking out of turn will break the speakers ‘train of thoughts.
· Seek clarification – Ask if you don’t understand what someone is saying and asking questions also shows interest.
· Show you value the speaker – The results of a good exchange increases self-esteem. You will show the speaker you value them by your active listening and concentration on what they are saying.
Cameron,S, (2009).
Sarah will be able to judge when her team is working effectively when the following points are evident: - 
· Staff are committed, supporting each other and working towards their goals/targets.
· Staff show trust, honor commitment, support each and are consistent in their work.
· Staff have purpose, know their roles, understand how they fit in the organization, contribute and make a difference.
· When the staff communicate frequently and effectively, make balanced decisions, handle conflict constructively and provide each other with valuable feedback.
· Despite different roles, perspectives and experience all work in partnership together.
· Staff use process skills in problem solving, planning, behavioral agreements and ways to improve and develop within the team.
· The team understands the importance of continuous improvement by using the tools, knowledge and time at their disposal to make continuous improvement.
Horn,R (2009).

2.5 Sarah’s organsation could benefit from implementing the use of teamwork theories to improve teamwork in the organisation. Belbin and Tuckman are both good examples to follow.
“Belbin’s team role theory is now a mainstay of management courses. It sets out clearly the case for team’s needing to be a congregation of individuals selected for a purpose, with each member performing to individual behavioral strengths” Newton, S, (1999).
Teams performing at its best with team members each having clear roles and responsibilities, a team will often fall short of its full potential maybe because: -
· Team members don’t complete the tasks you expect them to.
· Some team members are not flexible enough.
· Someone valued for their expert input fails to see the wider picture, so misses tasks/steps expected.
A team member becomes frustrated because they disagree with another team member.
Dr Meredith Belbin who for many years studied and observed teams and team roles and observed people tend to assume different ‘team roles’ . He came up with nine such team roles that underlie team success. Mindtools, (2018).
Belbins team roles
· Resourse Investigator- Contribution: Outgoing, enthusiastic. Explores opportunities and develop contacts. Allowable weaknesses: Might be over-optimistic, can lose interest once the initial enthusiasm has passed. 
· Teamworker – Contribution: Co-operative perceptive and diplomatic. Listens and averts friction. Allowable weaknesses: Can be indecisive in crunch situations and tends to avoid confrontation.
· Co-Ordinator – Contribution: Mature, confident, identifies talent. Clarifies goals. Delegates effectively. Allowable weaknesses: Can be seen as manipulative and might offload their share of work.
· Plant – Contribution: Creative, imaginative, free thinking. Generates ideas and solves difficult problems. Allowable weaknesses: Might ignore incidentals and may be too pre-occupied to communicate effectively.
· Monitor evaluator – Contribution: Sober, strategic and discerning. Sees all options and judges accurately. Allowable weaknesses: Sometimes lacks the drive and ability to inspire others and can be overly critical.
· Specialist – Contribution: Single minded, self-starting and dedicated. They provide specialist knowledge and skills. Allowable weaknesses: Can only contribute on a narrow front and tends to dwell on the technicalities.
· Shaper – Contribution: Challenging, dynamic, thrives on pressure. Has the drive and courage to overcome obstacles. Allowable weaknesses: Can be prone to provocation and may sometimes offend people’s feelings.
· Implementor – Contribution: Practical, reliable, efficient. Turns ideas into actions and organizes work that needs to be done. Allowable weaknesses: Can be a bit inflexible and slow to respond to new possibilities.
· Completer finisher – Contribution: Painstaking, conscientious, anxious. Searches out errors. Polishes and perfects. Allowable weaknesses: Can be inclined to worry unduly, and reluctant to delegate.
Belbin.com, (2018)
By each member of the team identifying their individual team roles, members can then be assigned roles/tasks that play to their strengths rather than their allowable weaknesses and build a balanced team. This will build an effective team and the team will become stronger and more productive. Pritchard, (1999)



Tuckman’s

Tuckman’s theories is a model developed by Bruce Tuckman in 1965. This model looks at how a team tackles a project or task. It goes through the stages from the beginning forming a team through to the end adjourning when the end goal is completed, to reach completion the team need to go through five stages. Sarah’s organisation will need to go through four of the five stages until they are at the performing stage where they will be working continuously as an effective team.
Forming – Bring together individuals to build a team, consideration is given on the structure of the team including leadership and individual roles and responsibilities, some anxiety may arise as individuals try to impress testing each other and identifying personal identities within the group.
Storming – Group members get to know each other better and openly put forward their views. Disagreements will arise, this will challenge the nature of tasks and arrangements made in the earlier stage. If the storming stage becomes successful, then discussions on reforming the team to a more meaningful structure.
Norming – As hostility and conflict become controlled guidelines and standards can then be established and members can develop their own norms of acceptable behavior. The norming stage is important to establish the need for co-operation in order to plan performance and fill the purpose of the team.
Performing – When the team has progressed successfully through the earlier stages structure and cohesiveness to work as an effective team. The team can now concentrate on the purpose and performance of the task this is when the team are likely to be at its most effective.
Adjourning – This refers to the adjourning or disbanding of the team. This usually is due to the completion of the tasks or members moving on. Some members feel at a loss or sadness. Managers may need to prepare for the next task and team efforts.
Tuckman’s can produce a solid team and works on getting the team to perform at its best and most functional ways.
Mullins (2010).



4.0 CONCLUSION

The business consultant can conclude this report based on the information on communication within the workplace, teamwork and teamwork theories included in this report that can be used as guidelines to benefit Sarah’s organisation.
4.1 This report concludes that effective communication in the workplace is key to the overall success of the organization. Effective communication allows team members to understand each other, express feelings and build a sense of trust.
4.2 This report concludes that two-way communication models are more effective than one-way models as two-way models allows the people communicating to respond and give feedback whereas one-way models do not allow this.
4.3 This report concludes that there are many ways of effective communication that Sarah’s organisation can benefit from such as verbal, non-verbal, written and visual communication.
4.4 This report concludes that non-verbal communication such as eye contact, facial expressions, posture and even tone of voice can say more to whom your communicating than actual verbal communication, also listening skills are a very important part of communication. 
4.5 This report concludes that the use of teamwork theories in an organisation can help build structure and improve all aspects of teamwork and strengthen the team.
I finally can conclude that Sarah’s organisation can benefit from all the information in this report to improve her business going forward and ensuring her team is working to its best.



recommendations

The business consultant suggests the following recommendations for Sarah’s organisation: -

1, Use teamwork theories to add structure to your team and ensure all members are working in the right roles.
2, Set performance and development goals to unsure the team know what they are working towards and how they are performing.
3, Provide feedback on the team members work and show recognition of their work.
4, Provide engagement awareness training as this can improve team members performance.
5, Have mid and end of year appraisals so managers can establish how members are performing and members know the management are happy with their performance.
6, Always Make staff aware of policies and procedures of the organisation allowing access to view them.
7, Have a staff notice board so all the different shifts have access to information of things going on rather than just the staff on duty at that time of the source of information given.
8, Make work fun by the introduction of incentives such as an annual Christmas social event for staff members.


	Objectives
	Time Frame
	Who’s Responsible
	Cost


ACTION PLAN
	Use Belbin and Tuckman’s to allocate staff in correct roles.
	 To be completed immediately 
	Both Managers to oversee this.
	Managers time

	Make Policies and procedures available to all staff
	To be completed immediately
	One Manager can oversee this
	Managers time

	Set performance and development goals
	To be completed immediately
	Second manager can arrange this.
	Managers time

	Provide weekly feedback to staff
	Complete this on a weekly basis
	Both managers to engage in this
	Managers time 

	Have Mid and End of year appraisals
	Complete 6 monthly and yearly
	Both managers to complete this. 
	Managers time

	Arrange engagement awareness training
	To be completed over 2 Sessions
	Manager to arrange this
	£600Training company for the two sessions

	Purchase a staff notice board for information and policies and procedures
	To be completed within 4 weeks 
	
	One manager to arrange this
	£20 for notice board and pins 

	Make work fun!        To be arranged early
Arrange Christmas             October                                                                 
Staff meal
	
	Sarah and both               £400 = £20 per 
Managers                          Head
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