










EFFECTIVE TEAM WORKING AND COMMUNICATION

Leslie Orbegoso Floríndez 

Student ID:1915919

                                                     Akinseye  Aluko 

May 10, 2020

University of Wales – Trinity saint David


Executive summary 
Communication strategy is the plan or documentation to reach the organisational goals and also to embed relevant requirements for producing the best management scheme. The report sheds light on the reciprocal activities between employees and organisations to develop each other's serviceability through communication and productive tendencies. Dedicative employees seeks to get assistance from the team leaders to enhance their communication quality in order to continue with more workability and self-developments
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[bookmark: _Toc38394893]Introduction
Effective communication skill is the verbal and non-verbal way of expressing own feelings through which a team or an individual would be able to enhance their performance. Team members tend to concrete their performance through collaborative strategies in order to reach their expected goal of by gaining more expertise. The report focuses on the different factors which influence an effective communication skill in a certain workplace along with its necessity in order to understand and identify the key issues. Strategies are supposed to be implemented in order to prevent the language barriers or expression difficulties for more advanced knowledge of being proactive in the workplace. 
[bookmark: _Toc38394894]Reflection about communication of previous class activity
According to the discussion and class activity in week 1 the difference between verbal and non-verbal communication has been interpreted by body language, facial expression and language skills. I believe the non-verbal communication is also important while going for a job interview as it would determine and evaluate the feeling during any conversation. Candidates would be able to express their tendencies and perspectives after visualising any specific scenario in terms of tasks. Verbal communication is only about speaking power which often does not make meaning while having a conversation with a recruiter whereas non-verbal communication would emphasise the positive and negative perceptions (Sutiyatno, 2018). As per my concern, the job applicant must be aware of what he/she meant to say if any mismanagement and conflicts would be encountered during the interview. Candidates must evaluate their thoughts in front of the recruiter in order to make them understand their competencies which can be beneficial for the company through verbal and non-verbal communication both. 
[bookmark: _Toc38394895]Literature review
[bookmark: _Toc38394896]Factors of communication in the workplace
Effective communication enables the understanding of an individual through which the person would be able to identify his/her key job in the workplace. As per Lawless et al. (2020), successful communication is essential for the hospitality sector where the business is more active in associating communication and interaction with customers rather than other workplace. These following factors are significant for a successful communicative attribute of an individual or employee in the hospitality sector.
Sender
Sender seeks to build a context in order to transfer it through medium to the receiver. A sender could be a speaker or writer who transmits their messages to the next person for allowing them to understand the tasks or further activities (Goos et al. 2018). In the hospitality sector every appointed employee or staff are senders who aim to convey the organisational contexts or information to the third party.
Context
Context is the core messages or information which is meant to be conveyed to the second person in order to understand the existing circumstances. Context is the exchanged data which tends to make the next person understandable with the same knowledge which the sender has in the hospitality sector. 
Medium
Medium is the process through which the sender conveys his/her message to the receivers. Onobrakpor (2019) noted that mediums could be verbal or non-verbal such as writing, body language, posture, encoding, decoding, sound playing and videos.
Receivers
Receiver could be the audience or the third person who tends to receive the core information for understanding the sender’s perspective. In the hospitality sectors, customers are the key receivers as the sector aims to expand their business through effective communication mediums to the customers and also for uniting team’s performance (Cronin and Weingart, 2019).
Feedback
According to the effective communication studies, feedback is claimed as the response or reaction of the audience to make the sender understandable about the positive or negative impact upon them.
[image: ]
Figure 1: Factors of communication
(Source: Influenced by Lawless et al. 2020)
[bookmark: _Toc38394897]Importance of effective communication in the workplace
Successful communication concretes the relationship between the staff and customers in the hospitality sector in terms of business and self-abilities. Communication would prove the efficiency and competency level of the staff in the workplace for promoting him/her up to next level of designation. These following importances are determined to prove an individual's knowledge of being successful in communication and interaction. 
Identifying job role
In the hospitality business, the appointed candidate would be able to understand his/her job responsibility and activities through effective communication skills. Such a workplace is often associated with diversity where language abilities would provide a greater advantage for the employees who are assigned to work with people from different countries and regions (Neely and Mosley, 2018).  
Understanding tasks and risks
Successful communication is essential for understanding the relevant tasks or group performances in order to become consistent in the respective job role. In the hospitality sector, staffs are aligned with their job especially with customers. Their language efficiency enables their knowledge from welcoming the guests till showing them to the right direction.
Making an effective team management
Team performance can be grown due to embedding equal and consistent members who have fluency in their respective languages in order to complete the allocated tasks. According to Lahap et al. (2016), hospitality authority would be able to recognise easily the most skilled members to promote them to the next work level due to their strong communication. 
Building relations with co-workers and customers
Effective communication emphasise the healthy and co-operative relation between customer and co-workers in order to expand the serviceability of the hospitality business. 
[bookmark: _Toc38394898]Types of communication
Communication can be formed in different ways but the key features of communication in the workplace are verbal, non-verbal, encoding and decoding messages and posturing. On the other hand, centralised, phone, written and virtual communication are also inclusive of effective communication types in the workplace. Written communication is included with e-mails, fax, letters, drafts, telegrams and accessing online protocols for teleconferences.
Verbal communication
Verbal communication is included with face-to-face communication which aims to eliminate the misunderstandings and confusion in the hospitality sectors. Verbal communication is used to express feelings by words and sounds in contrast to using non-verbal communications.
Non-verbal communication
Body language and facial expression plays the key role while having non-verbal communication that seeks to determine how effectively team leaders can build relationships with other members in the workplace. Eye contact, nodding and relaxed stance are meant to be rehearsed before executing any plans with the team members in the hospitality management in order to express mannerism, agreements or disagreements. 
Encoding and decoding messages
Encoding is meant to create messages whereas decoding is meant to interpret the encoded messages. In the hospitality sector, hoteliers convey their messages through approaching the guests to visit its hotels again to enjoy the provided accommodation (Li et al. 2017). 
Posturing
Posturing is the communication process where the team leaders tend to prove their credibility and activities to the other members, that they are the best in their respective zone.
[bookmark: _Toc38394899]Challenges of effective communication in the workplace
Positive impact of effective communication can hike the designation of the employees in the workplace by engaging more innovative approaches to the strategic planning on behalf of the company. Negative impact can demolish the employee’s motivation and encouragement by making it fragile for further procedures under the company legislation. These following challenges are faced by the current employees mostly which is hampering their work dedication towards the hospitality sectors. 
Inconsistent communication
Employees have begun to assume that customers can adjust in any situation which leads to confusion, inflexibility and non-transparent relationship between the staff and customer in the hospitality sector. As opined by Rosenbaum (2017), employees often get afraid before engaging in a new work environment and due to their language barriers they lose hopes for becoming more interactive and involved in the organisational activities.
Relying on digitalization and technologies
Due to growing digitalisation and technologies in the working sector, idle hours and tolerance level have been increased. Employees wish to utilize such hours for using advanced technologies or gadgets for entertainment purposes instead of communicating with other people.
Assuming the customer’s behaviour without doing paperwork
In the hospitality sectors, business executives, employers, team leaders and team members tend to use shortcuts for making the guests adjusted which often creates chaos and confusions. Lack of knowledge and interest makes them perform with poor communication which also affects the whole productivity and company goodwill. 
Lack of listening disability among workers
Workers tend to complete their jobs within a short time so that they can utilize the rest hours for fun and leisure which makes them undedicated towards the company. Due to completion purpose their listening capabilities is also decreased for having successful communication as they assume themselves the best in their respective workplace (Crane and Glozer, 2016). 
Inefficient leadership
Inefficient team leaders often drive their team in the wrong direction due to poor communication. The slope of performance level becomes downwards due to lack of communication among the members or to the authority which leads their job to terminations. 
[bookmark: _Toc38394900]Theoretical approach of communication skills
[bookmark: _Toc38394901]Belbin theory
Dr Meredith Belbin has improved the theory by embedding nine team roles for creating effective team performances which would be interrelated in the systematic way of behaviour and contribution (Alberola et al. 2016).
· The research investigator would find innovative ideas to bring back in the team.
· Team workers would utilize their versatile attributes and behaviours to complete the required task on behalf of the team.
· Coordinator would assist the workers for task completions by boosting energy and motivation in their minds.
· Planners would use their creative thinking to solve the issues in an easiest, flexible and unconventional ways for the workers.
· Monitors would evaluate the team's performance through observations.
· Specialists would determine the key area of the team's performance with dedicated knowledge.
· Shape would embed mandatory drives to ensure about the team's movement.
· Implementers would enhance the workable strategies for organising the work for employees.
· Finisher would approve the outcome by checking its quality. 
[image: How to Use Team Roles to Boost Performance | Smartsheet]
Figure 2: Theory of Belbin
(Source: Influenced by Alberola et al. 2016)
[bookmark: _Toc38394902]Berlo’s model of communication
David Berlo has implemented his SMCR theory in order to represent the simplest form of effective communication. SMCR stands for source, massage, channel and receiver. As stated by (Kurniawan and Panuju, 2019), the model aims to encode and decode messages before the sender conveys the subject to the receivers.
[image: Berloa's S-M-C-R Model of communication - QS Study]
Figure 3: Communication model of David Berlo
(Source: Influenced by Kurniawan and Panuju, 2019)
Belbin report helps to concrete the team’s performance step-by-step whereas Berlo’s model enables the understanding and roles of the primary aspects of having an effective communication skill such as sender, subject and receiver. 
[bookmark: _Toc38394903]Strategies to develop communication skills for effective team working in the workplace
In order to make communication more friendly and professional in an ideal workplace like the hospitality sector, these following strategies can be demonstrated to robust the team’s performances.
Open-door policy
Open-door policy can be embedded in the hospitality management to encourage each employee to ask questions if they have any query or requirement, allowing team leaders to identify an individual's perspective and their strengths. This strategy would set the bar for every staff in the sector to present their competencies freely and transparently (Huang et al. 2016).
Reciprocal feedback
The employees can be asked by the team leaders to share their experiences in suitable languages in order to understand the loopholes in team‘s performance along with preventing language barriers.
Clarity in tasks
Team members must align the task frameworks with more clarity and precisely to make it understandable and approachable. Team leaders must allocate the works as per employee’s skill and ability to enhance their dedication and communicative attributes towards the organisation. 
Morale boosting
Team members or line managers can introduce new ideas like group discussion, coffee breaks, feedback sharing and storytelling related with the particular business for boosting morale and energy among employees.
Communication training
Communication training can be given by the team leaders to make an employee more aware about the business legislation and project management software by preventing language barriers (Zylfijaj and Pira, 2017).
[bookmark: _Toc38394904]Conclusion
The report concluded with the interventions of hospitality authorities into the communication disabilities of its employees to make them more effective in their respective work zones. Language barriers are caused by unawareness the simulated workplace who aims to build a concrete relation with its customers instead not only caused by being illiterate. The report also concluded with the different theories and models which seek to influence communication skills and team’s performance in order to make the organisation sustainable. Team leaders justify their role and responsibility by pointing out the suitable and relevant communication strategies for the growth of the team's organisational activity. 
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