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Executive Summary

In this report Terrance Thomas, the owner of a grocery store in Neath, asked the researcher to compile a report, as a business consultant, to advise on possible team structures to facialiate and enable effective channels of communication amongest the rapidaly expanding workforce, to prevent small issues becoming big problems. The researcher talked about  the verbal and non verbal communication and the barriers of communications.  Five Steps to achieve remarkable communication results that is also known as SOLAR steps. Then the business consultant suggested to held the training session, group activities , time to time supervisions all these things will bring together everyone  and will multiply the productivity to achieve success. 
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Introduction

Terrance Thomas, the owner of a grocery store in Neath, requested the report from researcher(as a business consultant )‘Hema Sharma’ to write a 2000 words report on- Why effective communication (verbal and non-verbal) is important for the continues success of the organisation, The importance of two-way communication and How the application of teamwork theories (Tuckman and Belbin) can improve teamwork in organisation.







































Procedures

The researcher used  Books and websites as a source of information.











































Findings
Answer 1. The importance of effective communication (verbal and non-verbal) is important for the continues success of the organisation – 

Communication- “Communication is the exchange of thoughts, information or ideas that results in mutual understanding between two or more people” (Maud Andrew, 2017).
Communication should be clear and open for everyone in each and every field. Effective communication is an essential skill of the organisational goals. No group or organisation can exist without communication. “Communication skills whether written or oral form the basis of any business activity. Thus, it can be said that effective communication is the building block of an organisation” (Senapati, 2016). There are two ways of communication-verbal and non-verbal.
    
 Verbal communication- It involves words that may be spoken or written. It should be clear otherwise the message someone want to convey to other cannot be understood. It can be in the form of phone call, text message, e-mail, etc.  Verbal communication can be used to inform others of what that person intends to convey or for imparting knowledge to others. Sometimes it creates lots of misunderstanding as other person cannot see the expression and even with the text message there may be some words missing which can lead a wrong interpretation. 
     
Non-verbal communication- It includes facial expression, gestures, body postures and eye contact. Volume, pitch and speed of the message can be added in that list. It also known as interpersonal communication. It co-exists with verbal communication or can be called face to face communication. It leaves long lasting impression and good impact. For example, rolling eyes, shows that the person is not taking interest, closed arms shows that the person is defensive, looking at the ground shows hesitation or shyness during conversation. “Through nonverbal communications our attitudes are understood while verbal communication makes our meaning understood to the other party” (Reddy, 2019). But sometimes there are too many barrieres that anyone can face in the communication, for example, physical barriers, cultural or social barriers, problems with the message and personal feeling about other person etc. which lead great misunderstanding.
    [image: Communication model by Albert Mehrabian - ToolsHero]
(Toolshero 2013)



 According to the given case study, there is no formal and previous staff, who was experienced and trained, people are new working on ad-hoc basis and doing a particular shift. There is no chance of communication between the staff and manager, because no manager is working on night shift either who can make them aware of the work specification. When communication between managers and employees are good, the managers are more able to inform staff about their responsibilities and what is expected from them.  By good communication skills, the manager can give consructive feedback to their staff and build better relationship to complete desired goal. Good communication within a team makes emloyees feel secure within their role and boost their morale. There is no chance of communication as staff follows different shift and they can- not meet with each other to do face-to-face conversation, and work as a team towards their desired goal. As manager is not there in night, so he can leave a notice every day and let the staff aware of the issues and tasks and he can do supervisions with the staff or held regular meeting with the staff which is a great way of communication by which Terrance Thomas and staff can share their opinions and ideas for the betterment of the store.

                          



Answer 2. The importance of two- way communication- “Two-way communication, by definition, is the interchange of information and ideas from sender to receiver and vice versa”  (mHub, 2018). It helps to understand the business better and make better relationship in the company by making sure that everyone is aware with the latest updates and progress. According to Terrance Thomas case study, there is not much staff at a time, who can communicate with other to get better options to do their work efficiently and on time. So, the manager can only give the instructions  by only things like mails, phone calls etc. By that form, the staff and management couldn’t make the clear conversation as they can’t do face to face and moreover there are many barriers like background noises, expressions that can stop them to understand the message clearly. Terrance Thomas needs to appoint a manager or a senior person in charge who can help with the instruction given by the management of the company can put the notice board showing day to day activity by regular meeting and training the staff, or Supervision can be done. in two-way conversation because in that way feedback is always there, which may be quite useful. When everyone involved in sharing the feedback the company will surely grow. In two - way communication you can see the body gestures, expressions, pitch, tone of voice with verbal communication and gives the feedback accordingly, but in one - way communication you cannot judge the intensions as you are not aware of expressions. But sometimes there are too many barriers that anyone can face in the communication. For example, physical barriers, cultural or social barriers, problems with the message and personal feeling about other person etc., which lead to great misunderstanding.
[image: Image result for verbal and non verbal communication and barrierers]

The Communication Cycle model is a linear model of communication that provides a schematic representation of the relation between sender, message, medium/media and recipient (Toolshero, 2013). Communication is a process that happens in written or in orally form, in non - verbal form and in any of the form through which the message is being sent.  The sender formulates the messages through different channels, for example verbal, telephone, voice mail, e-mails, letters etc., then, the receiver decodes the messages according to his perspective and the he gives the feedback. 
In Terrance Thomas’ case study, there is no manager or responsible person in the night shift, in that case, the secretary can photo - copy about the things needed to be done and then can give that to the responsible person in charge, the organisation can hold meetings with the staff, supervisions can be done, or company use the notice board to keep the staff updated with current things. Because the staff is following different shifts patterns, most are new and one is off sick for a long time, they are not connected with each other and by using the channels like mail, phone call, letters etc., the staff can interpret the message according to their choice with lack of expressions, body movements and sometimes understand them incorrectly. 





[image: Image result for communication cycle model]
Linear Communication Model
(Mr Mgina 2013)

 According to ‘Communication Cycle Model by Shannon and Weaver’: A message has to be delivered in such a way that it can be understood by the sender and the receiver both. The Sender uses coding to translates the things in his head with the intention that receiver will understand accordingly ,for example, he cannot understand the message for some reasons, i.e., due to headache or some illness which is making distractions which happened in Terrance Thomas’ case study, where one sales’ assistant is off sick for a long time. Sometimes it could be external noise, i.e., poor network, construction noise etc. After that, feedback stage comes where the receiver after decoding the messages gives the response accordingly. The researcher suggested Terrance Thomas to hold group sessions, staff meetings and training sessions which will bring together all the team members and by that they can concentrate on their goals. Only then can the quality of communication be continuously improved. 
Answer 3- How to improve teamwork in the organisation:
According to Bruce Tuckman’s theory, there are many stages through which an organisation has to go to make an effective team or improve the teamwork. Tuckman’s model explains how the team develops ability, cooperation, relationship and how the leader changes leadership style or may be the new leader get appointed (Businessballs, 2019).
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According to Tuckman’s theory, at first stage of forming team members meets for the first time, they are weighing each other and got distant relationship with others. They depend highly on leader for guidance. After that, the Storming stage comes, which defines the conflicts, in teams because of different ideas point of views as all people are related from different backgrounds. Another stage is the Norming stage when the team forms norms and they start to compromise with others to gain success. Then Performing stage comes, in which team work is achieved, roles are flexible, solutions are found, and implemented and excellence is achieved. Finally adjouning stage comes which means they achieved their goals and strong relaship is made and they reluctant to say goodbye to each other.

In the given case study, which is about ‘Terrance Thomas’ grocery store, there is not much staff working specially in nights, most of them working on the adhoc basis, with no formal staff, there is no manager working on night, who can give instuctions and defined their roles in team, moreover they don’t have interections with others as they follow different shift patterns, so there is lack of forming and norming stages. If they will not interect with each other there will no stage of storming which is the most essential stage, as it helps to create new ideas for the betterment of the store. Without storming stage they cannot make the norms to work as an effective team towards their desired goal (Mindtools, 2019). 

According to Dr. Meredith Belbin theory, the researcher found that Belbin observed that people in teams tend to do different Team roles. He definesd a team role as “a tendancy to behave, contribute and interrelate with others in a particular way” and named nine such team team roles that underlie team success (Team, 2017).Belbin suggesed, by understanding the role in a particular team, team member can improve their weakness and develop their strenghs.

In the given case study the team can be unbalance, if two or more team member are playing similar roles or have similar styles. For example if two or team member have similar weaknesses then there will be no work done, and if two or more member having same strengh then, they will compete with each other. The result will be non co - operation. Moreover by helding weekly or monthly meeting with the staff or by supervision, the management can have the idea team members capability and excellence, and they can distribute roles to them accordingly and if someone isn’t fit for the role, it’s better to change the role given, may be the person is interested in other role and in addition to it all, team - members need to work together to achieve their specific goal.
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“There are no ‘good’ or ‘bad’ team roles. Each role has strengths and weaknesses, and each role is necessary to ensure team success” (Smartsheet, 2019). 
There are some key points which should be included to make an effective team:
Clear Direction- As a business consultant, researcher advised Terrance Thomas that he needs to bring together all the team members and make them clear about their desired goal with open and good communication and their desired results.
Open and clear communication- It is very important that all working staff can communicate openly, and they should have faith in each other, the more freely someone talk to their staff, the more they can share ideas to make an effective team. The researchers suggested listening is also important as it’s a sign of respect. 
Collaboration Spirit- Team members should have collaboration spirit with each other in order to make an effective team and to achieve their specific goal. Close collaboration is behind every successful team, for that in Terrance Thomas’ Store they all are suggested to do group activities to get involve with each other.

Defined Roles- Specific roles, skills and thinking styles are essential things for teams. For example, if team needed to develop new product, then team needs detail-oriented person, an explorer as a thinker can help the team to see what is possible, it only can be possible when face to face conversation is done, because by that only someone’s efficiency can be seen.  Plants generate ideas. “They are so called for historic reasons” (Belbin, 2009).

Encouraging difference in opinion- Everyone should have the rights to express their opinion and views, it is essential thing because people from different background, different experiences got their different point of views about everything. In that way team can get most suitable idea to achieve success.

Team Trust- Team members should trust each other and work together to achieve their success, it’s very hard to gain success without trust. There can be trust between team members only if they can communicate freely with each-other (Kukhnavets, 2018).  For this team member needs some group activity or training session to contract with each other in Terrance Thomas store. “Sometimes in ineffective team there is member or members presence who can be counted as liabilities rather than assets” (Meredith, 2010). It simply means that they are not fit to the role they are playing.



 
 

















Conclusions

Good communication is an essential thing to achieve productivity and building and maintaining strong working relationships between the team and organisation. Employers who invest energy and time in delivering good communication to their staff and build trust in employees can increase their productivity. Poor communication in the workplace will make unmotivated staff. Employees who communicate effectively with their team members, managers, and customers are always valuable to their team, and organisation. By good communication they can turn their weaknesses into their strengths. By developing skills organisation will get benefit. Training and meeting sessions will multiply the productive to achieve success in the workplace.
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Recommendations

1. Apply Five Steps : To improve communication in the workplace and to prevent small issues becoming big problem, the business consultant advised to Terrance Thomas, to apply and use Five Steps by Guy Harris. Which is also known as- SOLAR step. The first step is Stop where that someone can respond rather than react because reaction will make more problems whearas thoughtful respond will make strong bond. Then the next step is Observe  than Listen, Adjut and at the last, Respond step comes, after going through all these stages someone can give thoughtfully and carefully response, because the person knows to express and deliever the messege so that reciever clearly understand the meaning. 

2. Transparency: Reseacrcher suggested to Terrance Thomas that to improve communication in workplace owners should keep their employees informed about the general operations of the company and goals of the company. There should be transparency in between the staff and higher-ups. 


3. Workshops and Training sessions- Researcher suggest to Terrance Thomas to organise workshops where they can use role-playing activities to teach workers how to communicate better and deal with each other. This can be done in trainings as well, so that the team member can share their views.

4. Effective Staff Rota: Business consultant advised Terrance Thomas, that in his store most of the people are part-time or hourly staff, who doesn’t follow a particular time shift, so rota will be a better option to run business smoothely.  Rota will ensure that there will be the right number of trained and qualified staff in the right place at the right time. There should be experienced senior and junior team members in the same time, to perform their duty nicely. Rota needs to be done at least three or four weeks before, so that supervisor or employees knows who is working when. With rota system no one need to struggle with the cover at last minute. 
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5. Create feedback Process: Business consultant suggested that feedback session should be held for the betterment of business because it will help to gain more options. These can be done in staff meetings or online employee form.

6. Create strong relationship: Employees should have open door policy for their employees as employees communicate more easily when they trust on their employer. Employer can ask about employees hobbies and interests and appriciate their efforts and works, so that employees feel valuable and work harder for their organisation.





Action Plan
	No.
	Activities to be undertaken
	Time period

	1
	Business Consulatant advise Terrance Thomas to apply Five Steps in Organisation which can be remebered as SOLAR steps for the betterment of an organisation.
	Not applicable for this.

	2
	Terrance Thomas should develop the tansparency between his staff by keep them informed via mail, meetings, text, phone calls or personally. 
	On regular basis

	3
	Terrance Thomas is suggested to organise some workshops and training sessions to practice role plays and group activities for the staff. This will be helpful to distribute the duties according to the staff’s capability and excellence. 
	In every 2 weeks

	4
	Business consultant advised to Implement a new Rota system. Rota will ensure that there will be the right number of trained and qualified staff in the right place at the right time.
	In Every 3 weeks

	5
	Terrance Thomas is suggested to create feeback process, through which the store and the employer can get an idea about employees perspective. It can be in the form of Employees form, supervision or meeting etc.
	In every 4 weeks

	6
	The employer suggested to make a strong bond with the employees and appreciate their efforts when they done something good, this will help to make them feel valuable and motivated.
	On regular basis
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