
COMMUNICATION WITHIN THE WORKPLACE 



Executive Summary

	The purpose of this report is to highlight the importance of applying teamwork theories in the workplace. A grocery store situated in the city centre of Swansea, Wales will serve as a model for the application of the two most generic teamwork frames developed by Tuckman & Belbin to a small/medium size business. This paper has been written from the perspective of a business consultant that seeks to facilitate the transition of the present workgroup staff to a high performing team and at the same time to create an effective structure of the chain of communication amongst the rapidly expanding workforce.
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Terms of Reference

	This report has been requested by George Sandifer-Smith within the Effective Team-working and Communication learning module from the Certificate in Higher Education – Skills for the Workplace within the University of Wales Trinity Saint David on 15 February 2020.
	This report has been completed by Iulian C. Tampau, student of University of Wales, and submitted via Turnitin on the 3rd of April 2020.


Procedure	

	
	The report has been created by conducting a review of the knowledge gained through the seminaries and courses from the Skills at the Workplace programme at the University of Wales Trinity Saint David and by carrying out academic research on teamwork theories and communication literature using newspapers, magazines, books, eBook’s and academic journals.  

	 


















Introduction

	A rapidly expanding grocery store that employs only part-time workers from Swansea faces major challenges from not having formal team structures within the workplace in place. The store is also struggling on the side of communication side, there being difficulties with the chain of communication that is generating issues with the training of the new members. 
	The store has experienced a rapid growth and within the space of a year has grown from employing only five people to having a 25 employees’ workforce of various age groups and experience, with 16 sales assistants, 3 cleaners, 3 security guards and 3 managers. 
	The working pattern is of 8 workers maximum at one time in the shop, which is open from Monday to Saturday between 9.00 am and 7.00 pm.
	The issues that the owner of the shop has identified are not having an efficient chain of communication and the lack of the workforce to come together as a team and share duties. The owner is also having one sales assistant on long term sickness hence the rapid requirement for development of a more adequate and efficient working formula within the business.
	
	








Findings

To better understand what a team is, two definitions have been selected: according to teams are groups of people ’’who exist to perform organizationally relevant task, share one or more goals, interact socially, exhibit task interdependencies, maintain and manage boundaries, and are embedded in an organizational context that sets boundaries, constrains the team, and influences exchanges with other units in the broader entity”. A shorter version by   who define teams as a “bounded and stable set of individuals interdependent for a common purpose’’.
 The purpose for an individual to join groups and learn how to work in a team stands behind the desire of a member to increase their capabilities of resolving shared problems and meeting personal needs  .
For a team to be distinguished from a group,  highlights the basic five criteria’s that must be met in order for success to be archived. The first principle is that ‘teams must be real’ with identifiable members and a known goal to be pursued. The second rule is “teams need a compelling direction’, which ensures that everyone is on the same page, and they are all working for a shared purpose.  The third norm “teams need enabling structures’’ highlights the importance of having a satisfactory number of members for the team, tasks being carried out by the skilled/trained people for the task, in the correct way and under a fair governance.
The fourth criterion “teams need a supportive organization” describes the importance of having a success orientated environment, with a rewarding system in place where the input from the teams can be appreciated. Finally, “teams need expert coaching” a crucial aspect of monitoring and helping teams to emerge where an external party steps in with coaching and training. 
	Another major aspect that separates groups from teams is the appearance of common issues within the working team. There have been identified by  five major common problems that can arise within a team environment: Lack of commitment, Productivity losses, Poor communication, Interpersonal conflict and Poor leadership. The lack of commitment from a member, among a weak organization and planning, can generate frustration for the other members which can lead to losses in productivity. The last two go hand in hand as well, as poor communication equals poor performance, miscommunication and misunderstandings, that can very easily lead to an interpersonal conflict. Poor leadership is the final identified common issue, with a strong negative implication on the well-being of a team or its performance. 


Teamwork theories applied in the workplace

Tuckman

	With the desire of creating a strong team that plays well together, it has been identified that the application of Tuckman’s team development frame  to the workforce at the grocery store is crucial in order for the transition from a workgroup to an efficient team to be possible. 
	In the case of the store despite being open for a year the consultant identifies that according to Tuckman’s stages of team formation the workforce is only reached its first level: forming. At this stage the employees due to the part-time working pattern and the new additions to the workforce are meeting for the first time and most likely still weighing each other up, and the second identified issue is the lack of formal leadership.
	In the second phase of the team formation due to not having already a working structure in place it is highlighted that through the storming phase conflict can occur when the new roles will be in place as this is vying factor for the employees in the pursue of a particular role. Fallowing this phase, the first signs of developing a dynamic team will be showing up. Through the norming stage it will be noticed that conflicts will end giving way to co-operation through exchanging views alongside members. 
	The fourth stage of Tuckman’s team formation theories will see the team at the grocery store beginning to start performing well together. At the performing phase from Tuckman’s frame  the members are coming together to find solutions and implement them in order to overcome obstacles, teamwork is completed  through the developed ability of self-managing team indicating that the requirement for external leadership is reduced.
	Finally the last stage of the Tuckman theory   adjourning will see the team members welcoming their new roles with a bittersweet sense of accomplishment and with bonds forming between members an increased hesitation will be noticed regarding leaving the team. 



Belbin

	The second theory that is suggested for team development is the team role model developed by Meredith Belbin . Taking the questionnaire  developed by Belbin is allowing an individual to understand it’s potential.
	Fallowing the Belbin teamwork theory will provide each of the members to better understand their abilities and apply them to the workplace. Belbin identifies 7 categories that an individual can belong to as per the table below: 

Figure 1 Belbin's team roles source:. https://www.ifm.eng.cam.ac.uk/ - accesed 1st of April 2020.

Communication theories applied in the workplace 

	 “Communication is the transactional use of symbols, influenced, guided, and understood in the context of relationships” .

Two-way communication
	
	The purpose of having an efficient two-way communication system in place is two allow the employees to make use of different channels of communication that are found in the workplace nowadays such as telephones and emails but also letters, voicemails and media platforms. The Shannon- Weaver Mathematical Model in communication  must be incorporated in the team culture in order for a clear understanding of the communication process amongst the team members. Gaining a good understanding of the model will help the team members overcome technical problems or channel problem, semantic problems where the receiver gets a different message from what the sender puts out and finally will address the effectiveness of the problem .

Effective communication

	In order to be able to communicate effectively within the workplace both verbal and non-verbal communication types must be considered within the organisation. While the verbal communication is defined by the information we say, non-verbal communication plays an important role in everyday interactions between individuals. Body language is allowing team members to send positive or negative messages whilst they might not be aware of doing so.
	Nonverbal communication is defined by Duck, S. & McMahan  “as any symbolic activity that communicates a message other than words”.
	It is crucial for the team members to gain a good understanding of the wrong messages that they send out through body language as this can damage the working culture. Learning and adapting the communication style for individual benefits everyone in the team leading to happier group .








Conclusion 

	Through this paper have been highlighted the issues that a store owner is facing from not having a proper team structure in place and the challenges arising from not having a clear communicating two-way system between employees.
	In the first stage of this report theories for improving teamwork and team members skills have been presented to the owner of the shop with the purpose of helping the employees to understand their skills and develop as a more proficient team member.
	In the second part of this paper the importance of having a clear two-way communication system that could make use of the different available channels within the business has been highlighted to the shop owner. The importance of understanding the role of body language has also been raised with the owner with the purpose of establishing a happier workplace.
	The owner has noted the indications and proceeded with arranging trainings for staff development, covering both the roles in a team and the importance of communication within a small/medium sized business in order to secure a prosperous future. 


















Recommendations

	It has been strongly recommended to the owner to motivate staff to attend the training sessions using small bonuses, to monitor the efficiency of the training session and crucially to incorporate a performance review and reward system within the workplace.
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