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Executive Summary 

The purpose of this report is to analyse effective communication in the workplace. 
Sarah Davies has a small organisation with 20 employees, with various ages and working various shift patterns, Sarah must communicate to all the employees in appropriate way by using emails, letters and face to face meetings, Sarah must discuss with each employee which is their preferred form of communication. 
The recommendations are 
A company handbook
A notice boards 
Communication refresher course (management)
Team leaders within the organisation
Reward and recognising
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Introduction

Sarah Davies has asked a business consultant to help run the formal processes of her business, she has asked for advice regarding maintaining effective teamwork and communication in the organsation.
Below are the findings, recommendations and action plan. 



Findings
According to Acas Effective communication is vital for all businesses to grow and continue its success. It is important that managers communicate with employees about any changes in the organisation, this allows employees to feel like they are part of a team, thus increasing morale and performance. communication builds trust within the organisation and also impacts employee’s engagement. Effective communication builds good relationships within employees as they feel valued and respected. Best practice is to talk to employees about any changes that are happening in the organisation. 
Communication is a two-way process between front line staff too managers. (Acas,ND)
The Discount Store Swansea is a small organisation with only 20 employees with varying ages and experience, the organisation is growing therefore communication must flow strongly between managers and employees. Effective communication is key for the continued success of the organisation. Managers can use different communication methods to do this.
Communication Cycle 
In 1972 Michael Argyle created a communication cycle theory, which sets out to understand, explain and predict how communication occurs between people in one-to-one situations.
Your goal as a sender is to communicate effectively knowing the receiver has 
understood the message 
a relationship is built between the sender and receiver
the receiver replies with a response. 
(Brantley and Miller, 2008)












According to CIPD 2017, Good communication and consultation will improve performance in the organisation and will improve decision making, it is a two-way process which should involve employees and managers communicating. 
In a retail store the most used and appropriate communication method will be a two -way process, when managers are communicating to employees and then asking for feedback so the employee understands what was being said. This is a good way to keep effective communication as the employee will also be able to raise any concerns regarding the job. 
However, there will be occasions where a one-way communication will be used, this will be in cases of emergencies, such as an accident has occurred in the work place and the managers have directly asked the employee to call an ambulance. No feedback will be needed. 
Berlo’s model of communication operates on the SMCR model.
S - Stands for Source 
M - Message 
C - Channel 
R - Receiver 
(Management Study Guide, 2018)
However, one way- communication does not have a feedback mechanism so it is not very beneficial for The Discount Store Swansea as feedback is essential to keep an organisation running smoothly. 
Two-way communication is vital for the function of the organisation. A recommendation for the organisation is to create mechanisms for employee feedback. This will improve communication in the work place.
One mechanism could be arranging a feedback box and placing it in the staff room, this can be anonymous or with names depending on the individual. However, this box must be emptied on a regular basis to ensure concerns are being dealt with. This will encourage employees to raise their concerns without feeling uncomfortable by speaking to a manager. 
Another mechanism is for managers to have meetings with employees and discuss any problems or concern and ensuring staff feel that management are around to listen and deal with issues.
“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, ND)



Acas recommends involving, talking and taking into account the views of employees on a decision is beneficial for the company, however this should be done before management have decided on the outcome, as this is unproductive and will cause mistrust in management. Where the views on an idea has been acted on, then the credit should be given and recognised. This will boost morale in the company as employees will feel their voice has been listened to. 
Good employee communications and consultation can improve organisational and management performance and also improve decision-making.
Good communication and consultation should involve everyone in an organisation.
Consultation involves taking account of as well as listening to the views of employees.
(Acas, ND)
Managers are the front line when it comes to communicating with employees. They need to understand the importance of communicating and listening, be willing to enter dialogue with employees and be prepared to address difficult situations and have courageous conversation. (CIPD, 2017)
Employee voice is the means which people express their options and have meaningful input into work-related decision-making.
Employee voice is about much more than giving employees the opportunity to have their say. It is about setting up channels for communication and arrangements for consultation that allows employees to be actively involved in decision-making.  (Acas, ND)
It is very important that employees can share their voice if something is wrong, if an employee is unable to speak to management direct then the employee should speak to a representative or a team leader(s) who can pass on the message to management. It is important that employee feel valued, involved and apart of the team
Zara is one of the largest international fashion companies. It belongs to Inditex, one of the world’s largest distribution groups. (Zara.com, ND)
“it is from them we learn, and because of them we grow”. (Inditex careers, ND) 
Zara is a very busy and well-known retail store, Zara is a structured company which communicates with all its staff which increases production within employees. 
“Good managers recognise that much of the knowledge required for businesses to be competitive is actually in ‘employees’ heads” (Acas, ND)



Effective methods of communication for within the organisation would be:
face to face meetings 
Email 
Letters 
Intranet 
Notice boards
Company Handbooks
The best form of communication for an organisation is Face to Face, this is because issues can get dealt with straight away. Verbal communication is most effective. 
The organisation has a variety of employees with different ages, therefore different forms of communication will need to be set in place for each employee.
How the employee is kept up to date should be agreed between the employee and employer before the maternity leave begins. (Acas, ND)
Individual letters should be sent to keep the employee who is on maternity leave to make them aware of what decisions are being made in the organisation and also to let the employee know they are still part of the team.
The older generation may prefer letters instead of emails as they are not confident using computers and laptops, however the younger generation may prefer emails.
Sarah will need to discuss which is the best form or communication to suit each employee.
Another possible strategy would be to introduce a notice board in the staff room, this way employees can read any news regarding the organisation without missing any important information. 
Informal communication plays a pivotal role in facilitating trust and competent communication practice. (Hedman and Valo (2015)
 A company handbook stating communication and consultation policy for employees, 
sickness 
holidays 
contractual terms and conditions of employment
the job and its performance
the organisation's performance progress and prospects
Employees can refer to the handbook for guidance before approaching management team. (Acas, ND)
The use of technology in employee communication, finds that e‐mail is the most widely used technology. (Rudnick, 1996)
The night time shift workers cannot attend meetings therefore an email should be sent to the employees regarding any important information. This is important so the employees are aware of the outcome of the meeting and the actions put in place. 
A notice board is an excellent form of communication and is very low cost effective. It should be displayed in the staff room; therefore, employees can read and acknowledge what is happening in the organisation.
 
Management must be aware of non-verbal communication when communicating to the employees as poor non-verbal communication will send out the wrong message leading to problems arising in the work place. 
non-verbal behaviour is any form of behaviour which communicates a message without using speech.

(Morgan,2017)
When acknowledging good work, management should give a smile or a thumbs up, this is known as reward and recognition. This will boost employee productivity as it will make the employee feel appreciated and work harder. However, if management just walked past looking down at the floor with poor body language this will show rudeness, leaving employees feeling dissatisfied. 
A para- linguistic cue is any type of oral behaviour which adds meaning to the words of a message, 
speed of voice
volume of speech 
(Morgan, 2017)
Management must be aware of when taking meetings on the speed and volume in their voice. it must be clear and spoken slowly, as speaking to fast will lead to miscommunication. Make eye contact. 
Aim to be an active listener as this will help towards communication within the organisation. Management must take full interest in employee feedback.
Active listening involves listening with all senses.  As well as giving full attention to the speaker, it is important that the ‘active listener’ is also ‘seen’ to be listening - otherwise the speaker may conclude that what they are talking about is uninteresting to the listener. (SkillsYouNeed, 2018)
Advisory, management could attend a refresher communication course to strengthen their communication skills.





Management can use the teamwork theories to enhance the team to work more productively

Tuckman theory – 1965
Dr Bruce Tuckman created a model in 1965, The 5 stages of group development.
The 5 stages are – 
Forming - Formation
Storming - disagreeing
Norming – developing ways of working
Performing –
Adjourning – completion and finish
(this stage was later added in the 1970s) 

(Maund, Schriek and Tinkler, 2017)

The team is currently at the Norming stage, the team are working well together, each employee knows what role they play and responsibilities. management have taken a step back. The team are working well with the goal in mind. 
However, the recommendations for the team to reach the Performing stage would be to implement the following:

Management should have regular meetings with the employees to drive staff motivation and moral
Management should complement employees on how well they are doing. This will push employees to work harder to achieve the goal. 

If new employees are recruited then the team will go back to ‘forming’ stage, therefore management need to be around to help see this stage through.



Belbin Team Roles - 1970
1970’s Dr Meredith Belbin identified nine Belbin team roles that underline team success.  

Belbin Team Roles are used to identify behavioural strengths and weaknesses in the workplace. Whether developing people, resolving conflict or fine-tuning high performance, Belbin provides the language to ensure that individuals and teams communicate and work together with greater understanding. (Belbin, 2018)

Management should use the Belbin theory to help the leadership team and employees become more effective, it will help make the leadership team and employees understand their own strengths and weaknesses and then interact with each other and improve.  
Individuals can achieve this by undertaking the Belbin questionnaire on themselves, this will then iterate the requirement’s for improvements within one’s skills


Conclusion 
In this report I have recommend to Sarah Davies how to communicate effectively using different communication methods. As the organisation grows it is important that the leadership team provide a presence on the shop floor ensuring that the work force feels their presence, this will reiterate the strong bond between colleagues. Senior leadership should also hold regular meetings as groups and individual meetings to ensure that all employees requirements, thoughts, suggestions and needs are heard. Sarah can use the Tuckman and Belbin theories to improve the performance of the team. 

Recommendations 
The recommendations listed below are for Sarah to follow in the organisation:
A company handbook – stating the following 
sickness 
holidays 
contractual terms and conditions of employment
the job and its performance
the organisation's performance progress and prospects
this handbook is essential for the organisation as it has all the important information for employees. A paper copy should be made and given to each staff member, also a copy should be uploads onto the intranet. 

A Notice Board – displayed in the Staff room
A notice board should be displayed in the staff room, this is essential as it will allow employees to read important information. It is very low cost efficient and is a very easy way to communicate effectively. 

Communication refresher course – 
Sarah and the management team should attend a management course to get full training on communication, this will allow the management team to have effect communication when dealing with employees. Allowing the management team to deal with positive and negative issues. 


Team Leaders within the organisation – 
Team leaders are an important part of an organisation as it allows employees to discuss matters and communicate to team leaders before going to Sarah. This will ease the pressure load of Sarah and the managers. This is depending on budget. 

Reward and recognising – 
The organisation should introduce a monthly reward for the hardest working employee. This should be celebrated by gift cards or chocolates. This gesture will encourage employees to work harder and will make them feel appreciated. 
Action Plan 

	The Action		Who is Responsible?		By When? 		Any Costs
	Company handbook		Sarah 		01/01/2019 		Sarah’s work time 
	Notice Board 		Manager 1 		Monday morning		Manager’s work time - £50
	Reward & Recognising		Manager 2		end of every month		£15
	Communication refresher course 		Sarah	Manager 1 	Manager 2  		6 months 		£200
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