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Introduction
The aim of this work is a response to Michelle Sullivan of how to prevent small issues to become a big problem by producing a report, which includes a list of recommendations that ensures effective teamwork and communication at the store, but also an action plan, detailed action, who is responsible, by when and any costs associated with each action. The work will cover the reason why effective communication of both types, verbal and non-verbal, is important in order the success of the organisation to be continued. The importance of the two-way communication with models to illustrate the points will be presented but also what are the effective methods of communication that would be applying to this specific case study. In the end but not at least can be found a brief introduction to Belbin and Tuckman’s theory and how the application of this can improve teamwork in the organisation.
Effective Communication is one of the keys that bring any company success. It is a vital element in every single aspect of our lives whether it is in our private life or in the professional life. This is defined as the exchange of information between at least two people and is most of the time assumed to just refer to written and verbal communication. However communication is more than just words, it can be the tone of the voice, gestures, body language or even facial expressions. In business much of the time it is spent communicating. That can be by presenting employees the goals of the business, training the team or a new member but also speaking to the customers or marketing the product/s which in our case is the toys. This communication is only deemed successful when the receiver understands exactly the information the sender wanted this to receive. Without this understanding, the message can turn into an error or misinterpretation. 
An effective communication is extremely important in order all the employees that work for Michelle Sullivan to have the same vision of the business, to be driven into a successful direction, with a great customer service, with products that can be easily found on the shelves and with a store that makes the customer feel the importance of them being in such a well organised and clean place. An effective communication is what gives the manager, the owner the power, the reason all the other employees are listening to, but even this is very important the way it is exposed. It is vital to have with the employee more than just a work relation. For example on Friday evening all members of staff could go out have some drinks and enjoying the time they spending together giving each other more trust and making the work these are doing together more efficient. When the relation between staff members is like a close friendship relation then there has been proven in many times that these would be giving results in the professional life while working together.
As mentioned previously communication represents the most important aspect for any business. Therefore it is important to have proper environment so that employees can give their best performance within the work. In case of a business, communication represents the major stake, that’s why in the process of communication there is a sender who sends the information, but also a recipient who receives the message. It is very important the receiver to get exactly the information the sender wanted to deliver to this. Therefore it is not necessary that the sender and the receiver to be at the same place while the message is send. This can happened through social media such as face-time, skype, messenger, instagram, messenger but also through post, news (television), news paper but also vocal phone calls. For example, in Michelle Sullivan’s case, information could be sent through phone call, and e-mail at least for the ones working on a night shift where there was no manager or on a regular basis meeting. The best communication is considered to be the face to face communication where message is much better understood by reading the sender’s information on their tone, gestures, breaks between the words and so on.  
















Two-way communication

Verbal Communication
The most common medium of communication is verbal, which includes discussions, presentation or speeches. The individual tries to express ideas or instructions that are to be delivered to other members of the staff. The most important in this type of communication is tone and volume of the speaker, before starting a discussion, the sender must make sure the purpose of the meeting and the meaning of the instructions are well defined. It is also very important to maintain a clear voice for the recipient to understand thoroughly the message being sent and the intentions of who is delivering it.  For example let`s assume the staff members are in a business meeting regarding the toys shop. The owner of the business leads most of the speeches. With a very calm tone and with a low volume on the voice Michelle manages to get everyone attention as if any of the staff member would make even a little noise in the meeting rooms there is a big chance not to hear anymore what the owner has to speak about. Also because of her warm friendly voice, staff doesn’t feel as the owner is speaking but a friend of theirs which needs help in order to run  the business smoothly and to push it together right at the top where successful businesses are. If Michelle would`ve used a bossy way of telling everyone what needs to be done, most probably staff would`ve still done it but just because these know they would have to do it. When someone is doing the job with passion, then it is a way bigger chance the job to be done in a much shorter time and more efficient than just doing it because that is their job.  

Non-verbal Communication 
Non-verbal Communication or Written Communication is less commonly used even though it appears to be more effective in some cases. This also includes various facial gestures, expressions and body movements. The non-verbal communication is a combination of head movements, eye contact, facial expressions but also different gestures. For example let’s assume one of the staff members is speaking to a customer which has previously bought a toy from their shop but is not functional. The member of staff explains the customer that there might have been a mistake the toy has not been proper checked by the check out. The employee proposed the customer a refund and this accepts, but the expression of customers face says otherwise. With quiet long time working in this toy shop and experiencing all kind of customers and all kind of issues the employee notices customer is actually not happy with the refund either. After this has checked again if everything was all right, customer says that he actually wants the same toy and not a refund. Thanks to employee attention the inconvenience was noticed and the customer received the wanted toy instead of leaving the shop disappointed. 
















Effective methods of Communication in Michelle’s toy store 
The Case Study mentioned that as new people are added to the staff, it is the manager’s duty to train them and show them what tasks will be expected from them. Training is an effective method of communication if it is done the righ way. This demands a series of various skills and one of the most important is Communication, in order to clearly explain what is the job and how to do it the manager must be able to choose the most effective methods of communication. A new member of staff needs to understand what will be likely to be asked to do and should know how to deliver it fast and efficiently. 
For instance, when Managers are training new Sales Assistants, communication skills must be transferred. A Sale Assistant will deal with customers and their issues, therefore the new staff must show competence and professionalism when fixing what may be wrong with people that have bought toy from Sullivan’s and had an unfortunate experience.  













Tuckman and Belbin’s teamwork theories
In this phase will be presented how the application of Tuckman`s theory could’ve improve teamwork in the organisation, or if the theory would be applied now on. 
First step according to his theory is the Forming phase where staff members firstly meet. These are coming to get a job, not knowing in the very first phase what the job is about. As they all come for a job this means they will be working towards same goal, to work for the toy shop and to provide exceptional service. By doing so the toy shop has a very good chance to do well and it is given the opportunity to expand and grow the business.
Second stage is the Storming phase where group members know each other and the goal they are working towards. However, this stage represents the highest amounts of conflict. Side effect of working together as a whole is that arguments overlap as they all have different temperaments and points of view, but also different ways of delivering the task that was required in the first place. Different backgrounds and different sets of skills join in order to, in this case, sell toys and make families happy with customer service and overall quality of the business itself. 
Next step is known as Norming phase. On this phase the group has already started to know each other and to have different activities, different than just work. These could build friendships outside work. But as all this relates to improving teamwork in the organisation the group already knows which section everyone is. And ones set to work on a specific task, such as sales assistant, security, managers, delivery checkers and shelves organisers and cleaners, these should not be changed and swapped between each other unless really needed. This is because a team has accommodated to work with those specific colleagues they are doing a much efficient work as everyone know the way each of them work.
After team has worked and accommodated with all the members they are working with, the Performing stage is reflecting a period of productive collaboration in which members demonstrate support for each other and assume roles that will enhance task activities. On this stage every staff members know exactly their next colleague move related to the job that needs to be done. Despite the fact that they are performing very well inconvenience and tension can sometimes appear between the members. But because at this stage they know how to react the issues get resolved really quick as otherwise they won`t be able to perform and would stop producing good quality work. 
Despite the fact that it is a toy medium sized shop everyone’s work is extremely important and in this specific business teamwork is crucial. Before a product is sold and the customer gets their hands on it there are many steps and people that have worked hard to place everything in the correct place. Staff accepting deliveries are in charge of making sure every item meets the quality requirements, and then the product passes onto staff that will place the items strategically in places that are more accessible to the customers. When an individual heads to the shop he might be in various situations, if a customer is in a rush to find a product it is very helpful for it to be in a tactical position ready to be sold, in clear view for children specially.     













In Conclusion communication plays one of the most important key in the toy shop and in any other business, because effective communication between management team and staff members, suppliers and customers means a successful business. In order to have a successful business teamwork applied on Tuckman’s theory but also applied to Belbin’s theory which says that feedback is vital to be able to improve the quality and the services the company delivers. 


















Recommendation
Applying Tuckman’s will bring harmony to Michelle Sullivan’s business but it needs to be combined with regular basis meetings and improved communication methods. 
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