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Executive Summary


      The aim of the repot  is to provide an analysis regarding the Team work and Communication Effectiveness through theories that can improve the team work in organisations, and a series  of models  that can be used to illustrate the importance of two-way communication in businesses success.
      The report will highlight the importance of effective verbal and non-verbal communication as well as providing a set of tools and ideas that can improve interpersonal relations in the workplace and outside of work.
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1.0 Introduction

      A grocery store, located in Swansea city centre, owned by Jade Colins, employs 25 people including 16 assistants, 3 cleaners, 3 security guards and three managers. The store’s opening hours are 9:00amd to 7:00 pm Monday to Saturday, the employees working varying hours as they are part time. The Sales assistant jobs are represented by a mixture of primary duties, including advertising customers, taking payments and stock duties including replenishing.
      With one of the sales assistants off on a long-term sickness and no teams formed, the business is risking a breakdown in communication and information sharing effectiveness. There is a maximum of 8 employees working in one shift, new workers being trained by the duty manager at that time.
      The business has started by employing only 5 people and after a year of rapid development the need for more formal processes to ensure a smooth run including team structures for effective communication, aiming to prevent small issues to intensify, has increased.











2.0 Findings

2.1 How the Application of teamwork theories (Tuckman and Belbin) can improve teamwork in the organisation detailed in the case above.

      Based on the Case Study presented in section 1.0, the researcher has identified two theories that can improve teamwork in the organisation as followed:

2.1.1 Bruce Tuckman’s Theory of group development, consisting in four stages of group development:
      a) Forming, the stage where people begin to know each other by asking questions, finding their place in the group. A group can stay in this stage for a long period of time.
      b) Storming, occurring when group conflict appears. Group conflicts are essential as they highlight the differences between the group members as well as their frustrations.
      c) Norming, the stage where the group members are valued for their knowledge and experience, the group moving from a group of individuals to a unique community of learners who show a great appreciation for the diversity offered developing in-jokes and group slang.
      d) Performing is the stage where groups start to perform at higher levels, recognizing the skills and contributions of one another. The leadership and responsibilities begin to be shared as the group moves towards its goals, interdependence being noticed at every step. (Bruce, M. 2006)
     Using Tuckman’s stages of group development to identify the stage a group faces at a certain time will significantly improve the interventions of management, maintaining a continuous progress and avoiding unnecessary issues.
 2.1.2 Meredith Belbin’s Theory of Team roles has been created as an answer to the question: “Why some teams perform better that others?”. (Isaac and Carson, 2020). 
      The theory includes nine roles as followed:
      a) Resource investigator- enthusiastic and outgoing, natural negotiator, adept at exploring new opportunities and developing contacts, may be over-optimistic and can lose interest over time.
[bookmark: _GoBack] This role is used as a result of good ability of searching for new ideas, development or resources in and outside of workplace.     
      b) Team worker-supportive member of a team, showing flexibility and a great capacity of adapting to different situations and people, good listeners who are generally popular members of a group.
      This role is used to prevent interpersonal problems. They are not considered a threat and they are the most accepted and favoured people to serve under and they have a lubricating effect on teams, improving the morale and the co-operation between people when they are around.
      c) Co-ordinator-mature, trusting and confident, having the ability to cause others to work towards shared goals, quick to spot individual talents and use them in the pursuit of group objectives.
The best use of Co-ordinator is when put in charge of a team, believing in tackling problems calmly. 
      d) Plant-innovators and inventors, highly creative, being the providers of the ideas of major developments, operate by themselves often working in an unorthodox way. Reacting strongly to criticism and praise, they are independent, clever, original and weak in communicating with other people.
      The main use of Plants is to generate ideas and to solve complex problems. Often needed in the initial stages of a project, they have usually made their mark as founders of companies or as organisers of new products. 
      e) Monitor Evaluator-serious-minded, prudent, immune to over-enthusiasm. They are slow in making decisions, having a high critical thinking ability.
      They are best suited to analysing and evaluating ideas and suggestions. They may appear dry, bored or over critical, but in the end, they are the ones who score. 
      f) Specialist-dedicated individuals with technical skills and specialist knowledge, maintain professional standards, show great pride in their own projects.
      Their part in a team is to provide the rare skill upon which the company service or product is based.
      g) Shaper-highly motivated individuals with a lot of nervous energy, a great need for achievement, aggressive and extroverts, possessing a strong drive. They will always find a way around if an obstacle arises and tend to show strong emotional response to disappointment and frustration.
      In an organisation Shapers make good managers generating action and thrive under pressure, being excellent at sparking life into a team. They try to impose a shape or pattern on group discussions and activities.
      h) Implementer-practical common sense, self-control and discipline. They favour hard work and deal with problems in a systematic way. Their loyalty and interest lie with the company even if they may lack spontaneity or show signs of rigidity. Good Implementers often progress to high management positions by virtue of organisational skills and competency in tackling necessary tasks.
      Any organisation needs efficient individuals with a great capacity for application, doing what needs to be done.
      i) Complete Finisher-motivated individuals showing attention to detail, concentration and a high degree of accuracy. They are not keen on delegating, preferring to tackle all tasks themselves.
      In organisations they excel by the high standards and concern for precision, always paying attention to details.
      The most effective way of creating a successful team is by combining the two theories of M. Belbin’s Theory of Team roles and B. Tuckman’s Stages of Group Development.

2.2 Using the models taught on the course to illustrate your points, illustrate the importance of two-way communication at the organisation in the case study.

      Two-way communication can be defined as the interchange of information and ideas from the sender to the receiver and vice versa. (https://content.wisestep.com)
      With the aim of illustrating the importance of two-way communication the researcher has identified three models of communication as followed:
      a) Shannon Weaver model of communication, created in 1948, consisting in the following concepts:
· Sender-the person who creates the message, choses the channel and sends the message.
· Encoder-which converts the message into signals.
· Channel-the medium used to send the message.
· Noise-which may affect the transmission of the signals.
· Decoder-which converts the signal into a message.
· Receiver-the person who receives the massage and provides feedback according to it.
      The model is designed to ensure an effective communication between the sender and the receiver. It was first developed to improve the Technical communication, widely applied later in the field of communication.
      Criticism of Shannon Weaver’s model of communication:
· Simple model applied in various communication theories.
· More effective in one-to-one communication than in a group.
· If communication is a one-way process it will lose its strength.
· Understanding Noise will solve various problems in communication.
(https://www.communicationtheory.org)

      b) Berlo’s SMCR model of communication, with the acronym ‘SMCR’ meaning ‘Sender, Message, Channel and Receiver’, describes different components that form a basic process of communication. The model includes several factors under each element:
· Source, where the message is created, with the following factors:
-Communication skills-reading, writing, speaking and listening skills.
-Attitudes-towards audience, subject and oneself.
-Knowledge- good knowledge about the subject or topic. 
-Social system-including values, beliefs, religion.
-Culture- of societies.
· Encoder, where the message is encoded.
· Message, which is the information encoded, with the following factors:
-Content-the body of the message.
-Elements-verbal and non-verbal aspects, such as language, gestures, signs.
-Treatment-the way the message is delivered.
-Structure-referring to how the message is arranged.
-Code-referring to the form of the message, such as language, body language, gestures, music.
· Channel, with the following factors: hearing, seeing, touching, smelling and tasting.
· Decoder-where the message is decoded.
· Receiver-the person receiving the message, who needs to consider all the elements of the source, in order to communicate and respond efficiently.
The effectiveness of Berlo’s model of communication is built on the idea that the Sender and the Receiver need to be on the same level.
      Criticism of Berlo’s SMCR model of communication:
· Lack of feedback.
· There is no room for Noise.
· It is a complex model.
· It requires people to be on the same level to ensure the effectiveness of communication.
· It omits the usage of the sixth sense as a channel (thinking, understanding, analysing). (https://www.toolshero.com)

      c) Schramm’s model of communication, proposed in 1954, has its roots from Shannon Weaver model. It is a model that offers a classic approach and explanation of communication, being used to determine how communication between two people works. The following concepts can be identified:
· Encoder-the person who encodes the message.
· Decoder-the person who receives the message.
· Interpreter-the person who analyses and understands.
      Criticism of Schramm’s model of communication:
· Dynamic model.
· Sender and receiver are the same person.
· Feedback is the central feature.
· It does not include the noise.
(https://www.managementstudyguide.com)

2.3 Why effective communication (verbal and non-verbal) is important for the continued success of the organisation, specific to this case study.

      Effective communication ensures a continuous progress for organisations  and maintains good relations in work on a long run. Inefficient communication, due to personal reasons of lack of technology, can lead to un-motivated staff that may question confidence in both their skills and the organisation.
      There are a number of things that a business can do to improve communication, such as using the correct technology, training the people in the organisation in how to use the technology provided, as well as using the right tools for the messages that need to be sent in order to ensure a fast and precise communication.

2.3.1 The researcher has identified several tools that can build on communication, such as:
      -Email, a great way to track communication and keep relevant people around. It can tie businesses together with meeting calendars, address books and organisational functions.
      -Direct messaging, through tools such as Skype and WhatsApp, providing real time conversations without waiting for email replies.
      -Video conversations, which provide face-to-face conversations with people from other organisations or countries. These conversations encourage effective communication by allowing people in organisations to get to know each other better, rather than being a voice at the end of a phone.
      -Human conversations, as the number of people having normal conversations with each other has decreased over the years as a result of technology, individuals often choosing to call or send a message.

2.3.2 Aiming to help the organisation improve the communication and to ensure a continuous success, the researcher has provided a set of ideas as followed:
      -Define goals and expectations-managers should deliver clear and achievable goals to their teams, outlining what is required with every given project.
      -Deliver your message clearly-it will help the team to have a good understanding of the management expectations in terms of projects and objectives, preventing offence and confusion.
      -Choose the appropriate tool-face-to-face communication is the best tool of discussing topics but it is not always possible. It is very important that the tool is chosen according to the message that needs to be send.
      -Keep everyone involved-ensure that the lines of communication are always open, as it will encourage people to open or engage in conversations and help the messages to get across faster.
      -Listen to the team members-the ability to listen to colleagues and receive feedback and suggestions is crucial for business success, as listening shows respect and builds trust.
(https://www.michaelpage.co.uk)

2.3.3 Verbal Communication

      Advantages of Verbal Communication:

-It saves time in communication.
-It is quick in obtaining feedback.
-It provides complete understanding.

      Disadvantages of Verbal Communication:

-Cultural differences between the sender and the receiver.
-Language differences, the inability to understand the other person’s phrases or differences in understanding basic terms.

2.3.4 Non-verbal Communication

      Advantages of Non-verbal Communication:

-Compliments a verbal message by adding to its meaning.
-Easy presentation, the information can be easily presented through using visual and audio-visual.
-Can be used as a substitute if the verbal message is blocked by noise, interruption, long distances or when talking to a deaf person.
-Reduces the wastage of time by reaching the receiver very fast.

      Disadvantages of Non-verbal Communication:

-Cultural differences (certain gestures have different meanings depending on the people’s culture).
-There are no rules.
-Distant conversations are not possible.
-Imprecise and inaccurate.
-It is not preferred by everyone.




















3.0 Conclusion


      Good communication makes teams work more efficiently, motivates employees and improves the relations with customers and partners. It provides a deeper understanding between co-workers ensuring success on a long run.
      The three main skill that lead to an effective teamwork and communication are listening, understanding and responding. The technology has evolved considerably over de years allowing individuals to communicate with each other at any distance with a press of a button but choosing the right tool to communicate is not as easy as it seems.
      Written messages will always send de ideas that need to be delivered with the disadvantage of losing valuable information on the way. This valuable information consists in the non-verbal language such as the tone of one’s voice, which can show excitement regarding the message that needs to be sent, the facial expression, that can show confidence, the gesture such as hands and legs movement which can show impatience in receiving feedback.
      Face-to-face conversations will always send the most accurate information with the benefits of creating and improving interpersonal relations, improving one’s emotional intelligence and building self-confidence.
      The technology will always be helpful if it is used correctly. Without the ability to choose the way it is used, what’s helpful for some can be very destructive for others.







4.0 Recommendations

      Based on the sections 2.0 Findings and 3.0 Conclusion in the report, the following recommendations are made:

      1) Using Tuckman’s Theory of Group development, a team will become a complex mechanism of coordinated moves, capable to adapt, improvise and overcome every situation.

      2) Using Meredith Belbin’s Theory of team roles will help achieve a great balance of skills, knowledge and experience in a team, ensuring a continuous growth of the business.

      3) Using the communication models presented by the researcher in section 2.2 will help individuals and organisations to better understand the verbal and non-verbal communication processes.

      4) Choosing the right communication tool will significantly increase trust, confidence, motivation, productivity and feedback, preventing frustration, misinformation, offence and confusion.
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