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The fundamentals of Effective Communication. 

EXECUTIVE SUMMARY 
“Collaboration is a key part of the success of any organization, executed through a clearly defined vision and mission and based on transparency and constant communication”. (Dinesh paliwal). Brainy Quotes 
n.d., communication quotes Available at http://www.brainyquote.com (Accessed 21 November 2018). Communication is the main reason why human beings are the most successful creature on earth. No other living thing on earth can interact the way we do. We can make elephants work for us, we can make horse obey our orders when we ride them, we train dogs to do various tasks for us, it's all because our communication level is much higher than any other living thing in this world. Communication is the main reason why nations advance, and companies have the upper hand, then their competitors. 
Empires grow strength to strength with good communication or destroyed because of poor communication. Wars are won or lost because of this vital component. I will explain and describe in detail about this important quality, and show you, how you can implement good communication skill in your business and achieve your goals. 
 
 
 
 
 






Introduction 

When you want to drive a car, you must understand the fundamentals of driving. When a doctor wants to do an operation, they must know the fundamentals of surgery. When you want to open a business, you must understand the fundamentals of the business. And one of the most important fundamental quality in an organization is Communication. You must have the knowledge of good communication and train your staff as well. This is a vital skill where success rely on, leadership can't be made without this skill. Modern technology has made it easier to communicate to each other, so you must take advantage of this. I will try to make you understand and give you a clear picture, on how to implement this in your workplace. There are lots of theories old and new which we will touch on. We will find out the different barriers in communication and look at verbal communication and nonverbal communication. A famous author said “communication- the human connection- is the key to person and career success.” (Paul J. Meyer.) 
 











Findings 

1. Why effective communication is important for the continued success of the organization. 
The organization is growing day by day. It started with only 3 employee and now there are 20. In order to keep performing at high standards, they must communicate effectively with each other. One of the ways they can improve this, is by Active listening. Active listening is the key to accurately understand what another person is saying. It requires effort and discipline. Yet group members are often preoccupied or distracted, and thus do not give 100% of their attention to one another (McKay, Davis, & Fanning, 1995). Make sure the staff understand each other, clarify what is the task, to avoid any confusion. Here are some key elements of active listening we have learned in our university. 1) maintain eye, contact, 2) concentrate and focus, 3) take notes, 4) allow others to finish expressing their thoughts without interrupting, 5) listen to the other persons main message. Another way to improve on effective communication is Empathize. 

The staff should try to see things from the point- of-view of others. Offer help and give positive ideas, this way they will feel the real friendship and feel energetic and work as a team. 

Also, offer words and actions of encouragement. Make the staff feel welcome, valued and wanted in your communication. Once they know they are valued, they will put more effort in the work they're doing. And finally, knowing the barriers in effective communication. There are lots to mention but I will only give three. 1) cultural barriers- respect is the key, at times, you will have to adapt to others. 
2) gender barriers- man and woman are different and communication styles are often different. Therefore, try to adjust, be positive and respect each other. 3) emotional barriers- sometimes our emotions take over when communicating with others, and feeling such as anger, pride and anxiety can overtake our judgement and prevent effective communication. (We learned this in our class.) 
 
 
 
2. The importance of two-way communication 
             Encode                    Message            Decode 
 
    Sender                                                      Receiver  
                 Decode                                            Encode 
                                Feedback  
                           
                         ( Stuart Hall 1973) 
Encoding means the creation of a message which you want to communicate with others. 
Decoding means interpreting the meaning of the message. 
The one encoding must be simple and clear, so it can be easily understood by others. This can be oral, written, non-verbal, or electronic. (Maund, Schriek and Tinkler,2017). When this is implemented properly it will have a positive outcome in effective communication. Consulting each other in meetings and having dialogue and open to questions will improve the quality of effective communication. E.g. A five-minute discussion every morning before everyone start their shift or weekly meeting. Another way is to let the staff fill in a form, asking them for different Ideas and how to improve the organization.   Employee voice- The employer must listen to the views of the employees, when making decision and solve any issues which is having a negative effect. Sometimes the staff would like to take a five-minute break for their religious duty, or they might have appointments and then make it up later by doing extra hours. These things should be allowed. When employee voice is implemented properly, the staff will feel valued and have respect for the employer and that will contribute to more productivity, energetic staff and contentment. Here is a finding from a journal article. In a study with 845 working adults across multiple organization, where employee voice was implemented. Results suggest that there was a great satisfaction among all the employees which leads to positive outcomes. Avey, J., Wernsing, T. & Polanski, M. 2012, ‘Exploring the process of ethical leadership: The mediating role of employee voice and psychological ownership’, Employee voice, vol. 107, no1, pp.21-34.  
 
3. Effective methods of communication, specific to this case study. 
There are about 4-5 methods I can think of. 1) Verbal or Oral communication. The staff need to communicate and understand each other in this very busy discount store, therefore oral communication is very quick and efficient. The 2 managers need good verbal communication to handle the team, and the 12 sales assistants need to communicate to many customers. Thus, sales assistants need excellent verbal communication skills. 2) Non-verbal communication. The managers need to take lead in this, they should dress smart, body language should be strong and positive, a smile and[image: 👍][image: 👌] are all non-verbal communication that motivates everyone in the workplace. Also, the sales assistants need to make the customers feel welcome with body language and facial expressions, smartly dressed, shake hands when appropriate, if a customer is unhappy with a product, they should help them with a big smile. 
Written Communication can also be applied in this organization. E.g. No need for personal contact-you can tell an employee he or she has to work overtime through an email instead of face-to-face. 
Visual communication- seeing is believing, the more you see the more you know. Signs, graphic design, advertising and electronic resources has greater power to inform-educate- and persuade a person or customers. E.g. fire exit sign, staff only sign, toilets sign, a picture of a new product, picture of employee of the month are all visual communication.    

4. The significance of non-verbal communication when communicating to employees. 
Research indicates that about 55% of interpersonal messages are conveyed nonverbally. Human beings are visually dominant and live in a society dominated by visual images. We believe the evidence of the eyes. Manud,A,Schriek and Tinkler,K Paul (2017) Certificate in Higher Education: Skills for the workplace Student Yearbook, London: Sage publication. In this large discount store, the owner needs to constantly communicate to (20) employees, so she needs a positive facial expression, e.g. (smile) this will cheer up the employees. A hand shake or high five will make the employee energetic. Wearing uniform, also sends a nonverbal message, and everyone wearing the same uniform will make them feel they're one team. Your tone of voice also sends signals so make sure it’s the right tone at the right time. As you can understand from my research and findings, that nonverbal communication has a significance effect on the employees. As an employer you must apply this in your workplace. 

5. How the application of teamwork theories (Tuckman and Belbin) can improve teamwork in the organization. 
Let us look at Tuckman’s theory first. Forming-storming-norming-performing-adjourning. 
Every day, every week, every month brings new challenges and different tasks in the work-place. We can use Tuckman's formula to bring efficiency in the organization. e.g. in the morning the manager should get all the staff together and form the team. Give them the task for the day and explain clearly what they should complete at the end of the day. In the storming phase they must write down the ideas, ask questions, take responsibilities and a little bit of conflict which they should use it in a positive way. In the norming stage they should come up with a positive idea for the task ahead, the staff will share a common interest in working together as a team and develop a sense synergy (together we accomplish more). Now the staff are ready to perform. Everyone is motivated, they know their task, ready to solve any problem together and working as a team to accomplish the task. End of the day, the manager would be pleased and appreciate the work they have done. The staff can now finish the shift with high contentment and come back the next day to do a different task and adjourn. This is one of the ways they can use Tuckman's theory to improve teamwork in this store.  
Now let us look at Belbin's theory. Belbin tries to put the right person in the right place. Plant, Resource investigator, Co-ordinator, Shaper, Monitor (Evaluator), Team worker, Implementor, Completer (Finisher) Specialist.  
I would give one of the managers a role to be the plant. Because he or she needs to be creative, innovative and bright.  
I would give the second manager the role to be resource-investigator, and co-ordinator. A person who takes these roles should have these qualities, excellent networker, looks at the bigger picture, gives the team a rush of enthusiasm, confident, recognize abilities in others and helps everyone focus on their tasks. 
I think everyone should be team worker in this organization. They should be good listeners, understand one another and avoid conflict so everything can go smoothly. 
The sales assistants can take the role for implementor. Because sales assistant are trained to be smart and positive. They are efficient and self-disciplined and can always be relied on to deliver on time. This will be liked by customers. 
The cleaners can be the completer finisher. They will go extra mile to make sure everything is “just right”, clean and tidy. At the end of the day when everyone has finished their shift, they will complete and finish the day by making everything spotless and perfect. (Tuckman and Belbin theory were taught by our lecturer). 
 
 










List of recommendations to ensure effective teamwork 
and communication at the store. 

As you can see, I have already described in detail how to implement good team work and good communication. So here I will just give little bit of advice. 
Effective teamwork needs these qualities- honesty, reliable, positive attitude and good communication skills. 
To have effective communication at the store the staff needs these qualities- ask questions to clarify certain points, focus fully what's being said, pay attention to nonverbal signals and avoid negative body language. 
HELPGUIDE.ORG (2018) Effective Communication Available at: http://www.helpguide.org (Accessed 25 November 2018). 
 
 











	Action plan

	Do the following                        
	Who is responsible               
	Timeline 
Daily-Weekly-monthly 

	When deliveries arrive In the morning, quickly fill in the shelves. 

	Stockroom employees
	Before 9am 
(daily) 


	Have a small meeting With the sales assistants And set a target for selling Latest cordless vacuum cleaner
	The two managers               
	before lunch 
(weekly) 

	Make sure everything is clean And tidy ready for tomorrow        
	The two cleaners                  
	After closing 
(Daily) 


	Email everyone and arrange 
A meeting so everyone can Have a say on going “online” and start “delivery service”.  
	The two managers             
	After closing 
(monthly)  




									

               
 
                   
                                                              
 
 
 
  






Conclusion  

If you implement good communication and good teamwork in your organization, you will undoubtedly achieve success. Understanding the demand of the customers through your effective communication is also vital. Therefore, starting delivery service and going online would boost your income. Make sure you look after your employees by giving them their right by implementing employee voice, and reward those who go the extra mile through their hard work. 
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