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Executive Summary

Sarah Davies, proprietor of a fast-growing discount store in Swansea has requested a consultative report regarding the development and maintenance of effective teamwork and communication within her business. A variety of Models, theories and strategies such as Shannon and Weaver Model, Group Development Observation System, Circular Model, Johari Window Model, Tuckman’s Stages of Group Development (1965) and Belbin’s 9 team roles, will be analysed, explored and recommended for utilisation for effective teamworking and communication so as to ensure continued success for her business. 
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Introduction

This report will cover communication within the workplace and the application of relevant theory. It will give an overview of communication and analyse a variety of models and theories. 
It will explain the importance of:
effective communication skills and processes in the continuation of success of the business.
Two-way communication with examples of models and the necessity of having employee voice and consultation.
communication methods that will be most effective for the business.
Non-verbal communication and its significance and impact on employees.
Teamwork theories such as Tuckman’s and Belbin’s and their application in order to improve teamworking skills in the business.
This report will also include making recommendations based on the findings and provide an action plan for utilisation.








Findings 

What is the status of the current communication situation in the store?
To date, there are currently 20 employees working within the store and in a variety of different job roles including:
2 managers
12 sales assistants
4 working in the stockroom (in charge of deliveries and stocking the shelves)
2 cleaners
The majority of employees are working part time and in different time scales, day and night shifts as well as having a wide range of experience and different ages. Some work night shifts only and one sales assistant is on maternity leave. 
In order for all parties to be well informed of occurrences within the store, there needs to be an efficient communication system in place.
According to Griffiths, B.A and Dunham, E.B (2015), communication occurs when two or more people share their views, opinions, ideas and information, therefore culminating in a mutual understanding. It involves the use of verbal and non-verbal methods of relaying and conveying information via different mediums including language, sounds, signs, symbols and behaviours.
One of the earliest and most simplistic models of communication is the Shannon and Weaver model. A message is encoded (created) by a sender which is then transmitted by a channel (medium) and then decoded (interpreted) by the receiver. There is also a noise (interference) element to this model.
Examples of this process are televisions and radios. The disadvantages of this model is that it is limited to a linear fashion (one way) and there is no way of receiving feedback.
  
 Verbal communication
The most commonly used form of communication is verbal. It is the spoken word and when messages are spoken there can be many nuances and layers to interpreting and understanding their meanings. (Griffiths, B.A and Dunham, E.B, 2015)
A classification system developed by (Wheelan, Davidson &Tillin, 2003) known as the Group Development Observation System (GDOS) places statements into eight categories: Dependency, counter-dependency, fight, flight, pairing, counter-pairing work and unscorable statements. 
By listening to the type of comments people make and categorising them into the eight groups, attitudes and behaviours can be determined. 

Why effective communication is important
Communication is effective when information is shared and understood by all parties. Effective communication is one of the key factors towards achieving success in an organisation. It is most effective when a message is correctly and fully understood by a receiver. (Griffiths, B.A & Dunham, E.B, 2015)
For effective communication to take place strategies should be developed and processes created. Active listening, paraphrasing and probing are some of the most important factors in correctly understanding what another person is communicating. 
Effective communication is important for development, it helps managers plan, organise, motivate and control. Create a collaborative atmosphere, monitor impact of decisions, keep track of the businesses reputation and fosters better relationships with external parties. E.g. customers, suppliers etc. It helps employees to operate more effectively and efficiently. Adhering to proper guidelines to carry out tasks increases employee morale, productivity and output, and fosters commitment and loyalty towards the business, becoming valuable assets. 

Ineffective communication
Employees can lose motivation and confidence in their work and ability to perform well.
It causes loss of time and money, loss of customers, loss of firm’s goodwill and impacts negatively on the firm’s reputation.

The importance of two-way communication
Two-way communication is transmitted both ways, it is a little more comprehensive, there is a volley of sending and receiving information. This form of communication is interactive and occurs vertically as well as horizontally within the hierarchy of an organisation. To begin with, a message is transmitted by a sender to a receiver, upon receipt of the message, it is decoded and a response is sent back by the receiver to the sender, so a more comprehensive process is established by including message exchange, feedback, more channels and the consideration of context.
Examples of two-way communication are:
Face to face dialogue
Telephone conversation
Emails
Memos where responses are sent back.

A vertical two-way process is when information is shared between employers, employees and managers of staff members whom they are responsible for. A horizonal communication process is the information exchange between members of the same standing of an organisation or colleagues.
Why is two-way communication important?
 The two-way process facilitates a receiving and responding channel of communication between all those involved in a business. In order to understand, implement and achieve the goals of an organisation, both employees and employers need to have communication processes in place so that consultation may occur.
 The circular model of communication developed by Osgood & Schramm (1954), is a more adapted version of the linear model of decoding, interpreting and encoding of messages between a sender and a receiver. Here, communication is ongoing with both participants having an equal footing in the process. The circular model also takes into account and highlights the fact that an individual’s mindset and views will influence their understanding of a decoded message which will then affect the response which is transmitted.

The benefits of vertical communication
Having a two-way process enables employers and employees to relay information and give feedback. For example, if an employee is assigned a task and they are unable to carry out this task due to lack of understanding or lack of resources, they could feedback their difficulties so a solution could be found.
A two-way process would also enable employees to put across their opinions, concerns or complaints so they can be addressed and resolved by the employer. (BusinessDictionary.com, 2018)
 
Horizontal communication is also referred to as lateral communication. information and ideas are transmitted and shared between people in a work place, who are at similar levels in an organisation’s hierarchy.

Benefits of horizontal communication
Promotion of creativity due to freely expressing ideas, skills and knowledge
By exchanging information creates a better understanding of each other which encourages greater co-operation
By sharing clear messages to act upon increases efficiency 
Within an organisation for example; it enables day and night shift workers to communicate with each other, it would help increase awareness of requirements of the tasks needed to be done, ie what to order to replenish stocks, help monitor best-selling items etc. Giving initiative to employees would foster better engagement and motivation. Having an inclusive approach can boost morale, job satisfaction and productivity. By getting to know each other, misunderstandings can also be identified and therefore be prevented using this process, as well as encouraging one another to work more efficiently promotes best practise throughout the business.



Disadvantages of horizontal communication 
Because members are at the same levels in the hierarchy, decisions made could be challenged and conflicts may arise, which would result in loss of time and productivity. To counteract the situation, a procedure would need to be put in place where employees are asked to voice their opinions on its effectiveness or lack of. A possible effective method that could be implemented would be The Johari window model, this is the method of conveying and accepting feedback. This method is used to understand a person’s perception of others and self-awareness, it is also used to build trust by sharing information about one’s self and becoming more aware of one’s self from their feedback.
The Johari window model 

	Known to self	Unknown to self
Known to others	Open area		Blindspot
Not known to others	Hidden area	Unknown		


Effective methods of communication
The most effective methods to enhance communication for the business is the utilisation of social media. For example;
 Setting up Facebook, twitter, WhatsApp, Slack etc, group accounts for members in the store and to post messages and share information in order to keep everyone involved, informed and updated. 
Setting up regular meetings in store as well as inviting members who are unable to attend to participate via skype, google hangouts etc. 
Setting up internal email systems such as the intranet, putting up notice boards, having regular evaluations, conducting surveys, keeping policies and procedures in place and accessible to all members.

The significance of non-verbal communication when communicating with employees
Peter Morgan in his book suggests communication rarely happens in isolation, even if a verbal response is not given, communication has still occurred. Non-verbal communication which is often referred to as body language, encompasses all the other ways communication takes place without words, written or spoken (Ivy & Wahl, 2014) According to Birdwhistell (1970) and Mehrabian (1981), 65% to 93% of communication is attributed to nonverbal communication when interpreting messages. examples of which are;
 Facial expressions and demeanour (whether they have a pleasant expression, are welcoming or standoffish, intonation and inflexion of speech is loud or quiet, fast or slow, hard or soft, monotone etc.
Body posture and stance (whether they stand or sit straight or slouch, the space and proximity used, the way they face and make eye contact etc.
Dress sense and pride in physical appearance, surrounding area and personal achievements
When dealing with employees, employers and managers should have awareness of and take into consideration the non-verbal cues for a better understanding, positive communication and avoidance of misunderstandings to develop. 
Body posture and making gestures, physical appearance and dress sense. 

How the application of teamwork theories (Tuckman & Belbin) can improve teamwork in the organisation
Teamwork is one of the key factors of a successful business. Dishman (2012) comments about Gregg Steinhafels company “Target” that the majority of his company’s success is due to the attitude of teamwork. 
Quintanilla, K.M and Wahl, S.T (2017) states that from an old age, individuals perform better when they work as a group and groups perform at their best when they work as a team. So, it is necessary for this transformation to take place and this is best achieved by effective communication.
Through his research Dr Meredith Belbin concluded it is better for workers to “fit together” than be more intelligent. His nine team roles theory is used to identify and develop the strengths and weaknesses in people’s behaviour to resolve differences, avoid conflict and work in a cohesive manner to achieve goals. The nine roles are; 
Shapers implementers, completers, co-ordinators, team workers, resource investigators, plants, monitors, and specialists. According to Belbin, to assemble a high functioning team, it should have a member from each role to make up a team.
Dr Bruce Tuckman developed the stages of Group development:
It consists of Forming, Storming, Norming, performing and Adjourning Stages. It describes the different stages of team development and behaviour. It explains how a team progresses through maturity gaining skills and abilities, forming relationships and changing leadership styles.


Conclusion
Communication is effective when information is shared and understood by all parties, in a business setting, it falls on the managers to facilitate and follow up on information exchange between employers and employees, thus resulting in the continuous success of the business. Two-way communication needs to be interactive and transactional, involving employees to have a platform and mechanisms in place to voice their opinions and contributions. There needs to be an open minded and consultative attitude towards communication. By adopting active listening skills, paralinguistic cues and giving feedback improves communication and avoids misunderstandings and conflict situations from arising, utilising Tuckman’s stages of group development and Belbin’s 9 team roles to improve teamwork in the organisation further improves the effectiveness of communication within the workplace.

Recommendations  
There should be regular meetings to keep all parties informed and updated.
Theory models of Tuckman and Belbin should be utilised for transforming teams for maximum gain.
Regular training sessions should be provided to enhance skills and keep up to date with the latest policies and procedures.
Wi-Fi should be installed in the store and all members connected to social media.




Action plan
Actions	who is responsible	When will they be completed	Costs incurred
Meetings	Managers to set meetings and employees to attend	Weekly	Not applicable
Facilitate training	Managers, trainers and employees	Annually	£500
Install IT package	Managers and owners	Annually	£200
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