


[bookmark: _Toc90032855]CONTENT
Table of Contents
CONTENT	1
EXECUTIVE SUMMARY	2
TERMS OF REFERENCE	3
PROCEDURE	3
INTRODUCTION	4
MAIN FINDINGS	5
EFFECTIVE TEAMWORK	5
How Belbin Theory can improve teamwork in the case study	5
How Tuckman Theory can improve teamwork in the case study	6
IMPORTANCE OF TWO-WAY COMMUNICATION	7
Shannon-Weaver	8
Berlo	8
Schramm	9
CONCLUSION	11
REFERENCES	12
ACKNOWLEDGEMENT	13



[bookmark: _Toc90032856]EXECUTIVE SUMMARY

In the case study, recent issues suggest there is a lack of team presence and team work in the medium sized retail store. With more online presence to meet customer demand and offer services, the expansion has caused for more strategic team work and communication methods. The need for more formal process is required to maintain a smooth operating business. Having 27 employees working different shifts during the opening hours on a part time basis has led to miscommunication.
To propose solutions for the company the best way forward would be to create two teams for both shifts with a manager in the centre. Working through team roles to identify which member best suits the criteria will determine good workflow amongst the team. Developing the team can arise conflict which can be successful as the team can work together to overcome them with ideas and solutions. Differences can be put aside and work can commence to achieve success.
Having two way communication is crucial to maintain progress in the teams workforce, this will eliminate any misunderstanding and keep track of progress. By carrying out weekly online meetings and fortnightly face to face meetings, there will be room for discussions and shift patterns. Managers can delegate with the staff to form a structured workforce to meet demand and get the work completed.
Having feedback from the employees through effective communication can open opportunities for a successful business. Team members can work closely and may become friends informally, this will allow for more enthusiasm in the workplace and work will become enjoyable and achievable.
The team work theories and communications model will help greatly to form a structured business through the expansion.
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This report has been requested by Lecturer Melanie Squires at University Wales Trinity Saint David, on Friday 10th December 2021.
The purpose of the report is an overview of the case study and how effective teamwork theories such as BELBIN and TUCKMAN can improve the teamwork in the case study.
We will illustrate why 2 way communication is important for the case study, looking and the Shannon-Weaver, Berlo and Schramm models.
This report has been complied by Alima Bibi, student number 2027850.
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For the report all resource have been used and collected via books, journals and reports from the University Wales Trinity Saint David Library. Some sources of information have been compiled using the Internet and Moodle link at University Trinity Wales Saint David on the Effective teamwork and communications Module.
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For the purpose of this report the discussion will be on the case study. Referring to a business owner named Andrea Jones who runs a medium sized retail store in Swansea. Due to the pandemic Andrea has shifted her business online, providing customers through online services and deliveries. As the business is expanding due to the permanent online presence Andrea is requiring to hire new employees. There are a total of 27 employees who work in different departments in-store and from home, ranging from different shift patterns between 8am - 10pm. There has been lack of team work and communication in this business as there is less interactions and meetings with all staff members, there is a maximum of 8 employees working at a time in store and online. 
The main discussion of this report will be to Address these issues by illustrating how team work theories such as Belbin and Tuckman can improve the teamwork in the case study and how the importance of two way communication can improve the success of the team and business.



[bookmark: _Toc90032860]MAIN FINDINGS
[bookmark: _Toc90032861]EFFECTIVE TEAMWORK

The case study mentions of 27 employees working on different shift patterns from in store and home during the stores opening hours 8am – 10pm. There are currently no formal teams in the workforce and no managers available during the night shift. All new members of staff are trained on the job with the managers present at the time.

	Employees
	Roles


	6
	Employees working in stockroom, accepting deliveries, processing orders, filling shelves

	14
	Sales assistant

	1
	Security guard

	2
	Delivery drivers

	3
	managers

	1
	cleaner



An effective team is required to assist an organisation in becoming a great and successful business. Working effectively together fosters trust and ensures that the team's responsibilities are shared equally. Understanding one another’s ability and skillset will allow room for open communication and understanding by encouraging individuals to participate and reach informal consensus decisions, defining clear team roles will authorize structure in the team and the workforce will complete the tasks/job efficiently and effectively.
Looking closely at the two theories of effective teamwork and how applying them to the case study will improve the teamwork in the workforce.
[bookmark: _Toc90032862]How Belbin Theory can improve teamwork in the case study

Meredith Belbin who introduced the theory of team roles by studying and observing  individual for many years, has defined  a team role as “a tendency to behave, contribute and interrelate with others in a particular way”. He enlisted 9 team roles that is fundamental to  the success of a team. "Belbin's Team Roles - Leadership Training from MindTools.com." https://www.mindtools.com/pages/article/newLDR_83.htm.

"Belbin Team Roles | Belbin." https://www.belbin.com/about/belbin-team-roles.
Andrea Jones case study demonstrates lack of team work in the workplace due to no clear defined roles amongst the employees. A possible solution would be to foremost, arrange for a night shift manager as well as a day shift manager who can lead, monitor and evaluate the team to work strategically. By redefining the roles of the fourteen sales assistants and the 6 employees working in the stock room, Andrea can create two separate teams for both shifts. Filling, stocking, and processing deliveries and orders can be divided amongst employees. Having most of Belbin's team roles distributed among the employees would ideally result in a high-performing team that is productive and resourceful. In some cases where there is a lack of the team roles a worker can take on a secondary role to achieve a successful working team. 
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Bruce Tuckman was an American psychological researcher. His theory of effective team and how they develop comes in the stages of forming, storming, norming and performing, which then in his later studies added a fifth stage of adjourning. He describes how a team/group is developed through these stages and become a better performing team. "Bruce Tuckman - Wikipedia." https://en.wikipedia.org/wiki/Bruce_Tuckman. 
(Anon., Largent, D. (2016) Measuring and Understanding Team Development by Capturing Self-assessed Enthusiasm and Skill Levels. ACM transactions on computing education. [Online] 16 (2), 1–27.)
When a team is created in the forming stages, the workers are firstly very formal and some may appear dominant to others, there needs to be a formal leader to support the team, a numerous problems/issues arise as the workers enter the storming phase, there tends to be personality clashes and conflicts amongst the members as the roles are defined. Some may resist the work and vie for positions, this is where a leader can demonstrate his/her understanding and support by listening and co-operating with the team. Once the team moves on to the norming stage there are less conflicts and more effective work, views can be exchanged as there is co-operation and team ‘norms’ are developed this leads to trust amongst the employees as it is gradually built during this phase which then leads to a high performing team as they enter the stage of performing, each team member works effectively and efficiently to achieve the goals and shows morale towards each other, solutions are found and resolved, there is less of a leader here as the team self manages due to its flexibility and support. When Bruce Tuckman added the fifth phase of adjourning, this is when the team is disassembled due to work completion, the team members become friends and informal after the stages of development by accomplishing the task hence become reluctant to part ways.
Andrea Jones case study lacks effective teams in both day and night shift patterns. As two teams are created for the business there will be these stages to pass through to develop a high performing team. The manager can implement decisions in the beginning and support the team until they pass the forming and storming phases and become an established team in the norming stages. By developing this strategies of team work through enthusiasm and productivity the team will become a high performing team.
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“Communication is a transactional use of symbols influenced, guided and understood in the context of relationship” duck s & McMahan, DT, (2015)
Two way communication is highly important as it is the process of a message being sent and received. Effective communication is required in a workforce to establish employee engagement and develop trust. Internal communication develops organisational culture and productivity. Communication can be carried out in many forms through social media, internet, meetings, face to face and so on. It is a two way communication which can be verbal or non-verbal and gives feedback and demonstrates understanding and acknowledgement.
In the case of Andrea Jones there is a struggle of communication amongst the members of staff. Having no formal teams, there is a breakdown in communication and interaction with the employees. having minimal meetings and training new staff on the job shows ineffectiveness and the process being under structured, information can get miscommunicated and shared ineffectively causing problems to the expanding business.
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Looking into the Shannon – Weaver mathematical model of communication. It is argued that the human communication can be broken down into 6 key concepts
· SENDER
· ENCODER
· CHANNEL
· NOISE DECODER
· RECIEVER
"Shannon and Weaver Model of Communication." https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/. (https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/., n.d.)
It is when a sender sends a message and it is received by the receiver. This model is a one way communication and  is applied to telecommunications rather than human communication.
This method of communication is vastly used amongst businesses and other sets of organisations, regarding Andrea Jones Business, this model can help when arranging more frequent meetings with the teams. The managers can set up emails to be sent out to their teams ( day shift and night shift teams) once a fortnight to arrange a face to face meeting and discuss the flow, targets and arrangements of their team, they can delegate and determine who works which shift and come to agreements on working patterns and strategize the workload. Once the workforce understands their own shifts and responsibility then the business can run smoothly and minimise issues that arise.
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Berlo’s model of communication is implemented on four phases
· Source/sender
· Message
· Channel
· Receiver
(Anon., STEAD, B.A., 1972. Berlo's communication process model as applied to the behavioral theories of Maslow, Herzberg, and McGregor. Academy of Management Journal (pre-1986), 15(3), pp. 389.)
Berlo suggests that a good communication is when the sender has good communication skills, when and how the message is sent to the receiver, then it will be communicated better and understood.
Looking at the four phases, The senders attitude, knowledge, culture and social system will pass onto the stage of message where it will become the element, code and structure. Going through the channel phase it will be tested, heard, decoded and shown and reaches the final stage where it will be received by communication, social system, acknowledgement and attitude. This model enables the message to be communicated and received, it is also a one way method of communication which shows the process of message being coded and decoded, this allows for more efficient communication. He argued that the listener determines the meaning of a message, similar to the modern theories on communication, David Berlo’s SMRC Model of communication. "What is the Berlo's SMCR Model of Communication? Theory ...." https://www.toolshero.com/communication-skills/berlos-smcr-model-of-communication/.


In the case study there is a lack of communication due to no effective teams and managers not available to determine continuous workflow amongst the employees, Berlo’s model of communication can be used in this organisation to determine that the methods of communication is decoded and received. When the team is assigned tasks by the managers the employees can process the above methods to understand and determine what is required of them. Having teams meeting set up once a week with their teams along with face to face meeting fortnightly can be sufficient for the success of the business.
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Schramm Model of communication 1954, is a two way communication which is dependant on encoding and decoding of the message to process an effective communication. He also argued that the message is incomplete if the sender does not receive the feedback or acknowledgement from the receiver. The Model itself is a circular model which contributes in the two communication method. (Anon., n.d.)
The Schramm model of communications main advantage is the sender receiving feedback of the communication. Through encoder – where the messages has originated to decoder – where the message is received then the interpreter – the person perceives or analyses to interpret the message. This channel of method is essential to an effective communication whether its one way or a two way communication.


  (Anon., Anon (2009) The Schramm Model of Communication. Key Concepts in Marketing)
The two way method of communication will be vital in this scenario, Andrea Jones can delegate with the managers and handover some responsibilities to run the business smoothly, once the managers are established the key to a great team would be through this Schramm’s model of communication, this method is most effective as it allows for feedback. The team can have discussions in the meetings and the communication and messages can flow in a circular motion naturally. This will be most suitable as the sender as in the manager can understand what the employees in the team as in the interpreters, understand of a task or job. If there arises any conflict, it can be dealt with accordingly and solutions can be found during these frequent meetings.
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To conclude the report, looking at the team work theories and communications model. It can be determined that Andrea Jones can run a successful and smooth business using these methods. By creating an effective team using Belbin’s team roles to determine which employee best suits the task/job role, can process workflow better in the team. by using the four stages of Tuckman’s team development, the managers can overcome hurdles which may arise when the team is initially developed. By delegating with the managers there will be more formal processes in place and trust can be built and established once meetings are frequently communicated. Developing and processing two way communications in the teams will help structure and understanding of each members purpose. Having feedback especially using the Schramm model any conflicts or miscommunication can be dealt with appropriately if raised. Shannon-Weavers model of communication can help with telecommunication through online teams meetings.
Carrying out team meetings face to face fortnightly with the team can eliminate any issues and strategies can be formed to carry with continuous workflow. Employees can discuss any issues and come up with possible solutions to overcome them. Carrying out weekly online meetings can help reduce misunderstanding and discuss shifts and patterns to share workload. Having these structures in place with managers being on board during the day and night shift will be a structured formal process of running the business smoothly, as they company expands further.



[bookmark: _Toc90032869]REFERENCES

Anon., "Shannon and Weaver Model of Communication." https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/.. s.l.: s.n.
Anon., Anon (2009) The Schramm Model of Communication. Key Concepts in Marketing. s.l.: s.n.
Anon., Largent, D. (2016) Measuring and Understanding Team Development by Capturing Self-assessed Enthusiasm and Skill Levels. ACM transactions on computing education. [Online] 16 (2), 1–27.. s.l.: s.n.
Anon., n.d. Jim Blythe (2009) ‘The Schramm Model of Communication’, in Key Concepts in Marketing. [Online]. London: SAGE Publications Ltd. p., s.l.: s.n.
Anon., n.d. Largent, D. (2016) Measuring and Understanding Team Development by Capturing Self-assessed Enthusiasm and Skill Levels. ACM transactions on computing education. [Online] 16 (2), 1–27., s.l.: s.n.
Anon., STEAD, B.A., 1972. Berlo's communication process model as applied to the behavioral theories of Maslow, Herzberg, and McGregor. Academy of Management Journal (pre-1986), 15(3), pp. 389.. s.l.: s.n.
Bruce Tuckman, accessed online, (12.2021) https://en.wikipedia.org/wiki/Bruce_Tuckman.
duck s & McMahan, DT, (2015)
https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/., ". a. W. M. o. C., n.d. s.l.: s.n.
Marketing, A. (. T. S. M. o. C. K. C. i., n.d. s.l.: s.n.
Meredith Belbin theories, accessed online, (12.2021) https://www.mindtools.com/pages/article/newLDR_83.htm.
"Shannon and Weaver Model of Communication." https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/.
"What is the Berlo's SMCR Model of Communication? Theory ...." https://www.toolshero.com/communication-skills/berlos-smcr-model-of-communication/.





[bookmark: _Toc90032870]ACKNOWLEDGEMENT

I would like to express my gratitude towards my lecturer Melanie Squires who has supported and aided me in assembling this final report. Her teaching strategies are very informative, clear and well-structured in helping to understand all the theories and models mentioned in this report. Thanking Melanie for being a great lecturer for allowing me to experience and have the pleasure to learn with her, throughout this course.
The support of my fellow cohorts has been extremely appreciated by sharing information based on the Effective teamwork and communications Module and supporting each other in understanding the reports criteria.

plant

monitor-evaluator



shaper

resource investigater



co-ordinator

implementor



team worker

completer finisher
specialist

9 team roles

SCHRAMM MODEL OF COOMUNICATION 1954


MESSAGE


DECODER
INTEPRETER
ENCODER


MESSAGE


ENCODER
INTEPRETER
DECODER


