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A report on communication in the work place.
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Executive summery 
To produce a report on effective communication within Terrance Thomas grocery store in Neath. An explanation on why effective communication verbally or non-verbally in important for the continued success of Terrance Thomas’s organisation. The use of two-way communication will be illustrated with the use of models to illustrate the points. Teamwork theories of Tuckman and Belbin will be used to enable Mr Thomas to improve teamwork in the organisation.


























introduction 
Terrance Thomas medium sized grocery has grown rapidly so new employees are needed. A discussion on effective communicating will be made in this report through verbal communication and nonverbal communication. The importance of two-way communication will be shown through models of Shannon and weaver and Berlos models. With Tuckman’s and Belbin’s theories forming a cohesive group of employees will be discussed. 
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Finding 
Communication is the process of sending and receiving messages through verbal or nonverbal means, including speech, or oral communication; writing and graphical representations (such as infographics, maps, and charts); and signs, signals, and behaviour. More simply, communication is said to be "the creation and exchange of meaning." (Nordquist, 2019)
Verbal communication. The teaching of verbal communication is vital to Mr Thomas as it will form bonds in terms of building a good relationship with all the employees. Verbal communication should be used to inform, argue, enquire and discuss all sports of topics in order to work effectively in the organisation. 
Interpersonal communication should be used in the form of two-way communication. So, the employees can directly talk to or listen to the manager or Mr Thomas. This way each employee will understand, what is required of the job and if any questions arise, it can be asked directly.
Public speaking communication  should also be used by a manager or Mr Thomas so instructions can be delivered to all the employees as a whole. This way everyone can listen to the same message at the same time and also ask questions as a whole group. 
Non verbal communication - Consider how body language, posture, eye contact and more can augment or undermine your message. Used in conjunction with verbal communication, these tools can help punctuate, reinforce, emphasise, and enliven your message. Nonverbal cues help create shared meaning in any communication.  (heathfeild, 2019)
Employees, managers or Mr Thomas. Should not portray on thing and say another when communicating, as non-verbal communication resonates more with the audience. 
For example, when an employee tells you that everything is fine, but everything about his tone, facial expression, body posture, and failure to smile don't match, you don’t believe the words. : (heathfeild, 2019)
Nonverbal communication can help or haunt the staff at the organisation. Staff should recognise the force that can affect the outcome of communication. This could be in the form of, speaking to the whole company or chatting to a manager on the phone. 
Staff should use nonverbal communication as it is powerful in day to day meetings with Mr Thomas if the managers or co-workers in order to create a better working environment. If what is said is what is portrayed, it will go a long way to a successful business as everyone will be on the same level of understanding. 
Everyone at the organisation should make sure that nonverbal communication is matched by the verbal words spoken in order to gain the trust of each other. 
Importance of Two-Way Communication process is the method by which a sender reaches a receiver with a message. Here the receiver sends back his response or reaction to the sender so that he (sender) can understand how his message is interpreted and what to do next. Feedback enables the sender to measure the effectiveness of this message. A survey finds that 64% respondents (who are subordinates) expect “good communication and feedback” from their supervisors and 60% prefer leadership. Only two-way business communication can ensure good communication and feedback in the organization or elsewhere. So, the importance of two-way communications in business can never be overstated. (coach, 2015) 
Two-way communication may occur horizontally or vertically in the organisation. When information is exchanged between superior and subordinate, it is known as vertical two-way communication. On the other hand, when communication takes place between persons holding the same rank or position, it is called horizontal two-way communication. Two-way communication is represented in the following diagrams: (The Business Communication, 2019)
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Two-way communication is the complete communication process. In this communication, information flows form sender to receiver and response of the receiver goes back to the sender. In achieving the organizational goals and facing the personal problems, we need to rely on two-way communication. The following points highlight the importance of two-way communication. (The Business Communication, 2019)
1)In Mr Thomas’s organisation, both directions will need to send out a smooth flow of information , this will be done by the receiver responding directly to a massage received. 
2) providing acknowledgment is very important in the organisations two-way communication. As the receiver gives a response to the sender. For example, the sales assistant who is off sick, can be updated to what position the organisation is currently at or if they have missed an important meeting can be told what was involved in the meeting and in turn the employee acknowledges the message. 
3) in Mr Thomas’s organisation, orders or instructions can be sent to subordinates, and if that subordinate does not understand, two way communication would allow them to ask for clarification.
With the form of two-way communication, job satisfaction can be improved in Mr Thomas’s organisation. It alloys employees the convey their feelings, interests or complaints to their superiors. necessary steps can be taken afterwards for the well-being of the employee, thus resulting in an increase in job satisfaction,
Shannon Weaver model of communication was created in 1948 when Claude Elwood Shannon wrote an article “A Mathematical Theory of Communication” in Bell System Technical Journal with Warren Weaver.
















Concepts in Shannon Weaver Model
Sender (Information source) – Sender is the person who makes the message, chooses the channel and sends the message.
Encoder (Transmitter) –Encoder is the sender who uses machine, which converts message into signals or binary data. It might also directly refer to the machine.
Channel –Channel is the medium used to send message.
Decoder (Receiver) – Decoder is the machine used to convert signals or binary data into message or the receiver who translates the message from signals.
Receiver (Destination) –Receiver is the person who gets the message or the place where the message must reach. The receiver provides feedback according to the message.

Noise –Noise is the physical disturbances like environment, people, etc. which does not let the message get to the receiver as what is sent. (Businesstopia, 2018
Advantages of Shannon Weaver Model
· Concept of noise helps in making the communication effective by removing the noise or problem causing noise.
· This model takes communication as a two-way process. It makes the model applicable in general communication.
· Communication is taken as quantifiable in Shannon Weaver model. (Businesstopia, 2018
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Above is the model for Shannon and Weaver 

The Berlo’s model of communication takes into account the emotional aspect of the message. Berlo’s model of communication operates on the SMCR model.
In the SMCR model
· S – Stands for Source
· M – Message
· C – Channel
· R – Receiver
[image: communication]












Tuckman’s theory.
Psychologist Bruce Tuckman first came up with the memorable phrase "forming, storming, norming, and performing" in his 1965 article, "Developmental Sequence in Small Groups." He used it to describe the path that most teams follow on their way to high performance. Later, he added a fifth stage, "adjourning" (which is sometimes known as "mourning"). 
Forming
In this stage, most team members are positive and polite. Some are anxious, as they haven't fully understood what work the team will do. Others are simply excited about the task ahead. (Mindtools.com, 2019) 
As Mr Thomas’s business grows new employees have to be added. At this stage the current employees and managers can help break the ice make it easier for the new employees to learn the job. 
Storming
Next, the team moves into the storming phase, where people start to push against the boundaries established in the forming stage. This is the stage where many teams fail.
Storming often starts where there is a conflict between team members' natural working styles. People may work in different ways for all sorts of reasons but, if differing working styles cause unforeseen problems, they may become frustrated. (Mindtools.com, 2019)
[image: Teamwork Theory - Tuckman's Team Stages]
Norming:
This is the phase where team members start to come together, developing processes, establishing ground rules, clarifying who does what, and how things will be done. This phase is characterised by a growing sense of “togetherness”. (The Happy Manager, 2019)
in Mr Thomas’s organisation in this phase shift patterns can be organised to who does what shift. They can be mutually agreed between managers and employees to who does what shift. Night shift day shift. 
Performing:
This is the final stage where increased focus on both the task, and on team relationships, combine to provide synergy. Performance is delivered through people working effectively together. (The Happy Manager, 2019)  
[image: Image result for belbin team roles]
Above is a diagram of Belbin’s theory. 
When a team is performing at its best, you'll usually find that each team member has clear responsibilities. Just as importantly, you'll see that every role needed to achieve the team's goal is being performed fully and well.
But often, despite clear roles and responsibilities, a team will fall short of its full potential.
How often does this happen in the teams you work with? Perhaps some team members don't complete what you expect them to do. Perhaps others are not quite flexible enough, so things "fall between the cracks." Maybe someone who is valued for their expert input fails to see the wider picture, and so misses out tasks or steps that others would expect. Or perhaps one team member becomes frustrated because he or she disagrees with the approach of another team member.
Dr Meredith Belbin studied team-work for many years, and he famously observed that people in teams tend to assume different "team roles." He defined a team role as "a tendency to behave, contribute and interrelate with others in a particular way" and named nine such team roles that underlie team success.
Creating More Balanced Teams
Belbin suggests that, by understanding your role within a particular team, you can develop your strengths and manage your weaknesses as a team member, and so improve how you contribute to the team.
Team leaders and team development practitioners often use the Belbin model to help create more balanced teams. (Ifm.eng.cam.ac.uk, 2019)
Teams can become unbalanced if all team members have similar styles of behaviour or team roles. If team members have similar weaknesses, the team as a whole may tend to have that weakness. If team members have similar team-work strengths, they may tend to compete (rather than cooperate) for the team tasks and responsibilities that best suit their natural styles. (Ifm.eng.cam.ac.uk, 2019)
Knowing this, you can use the model with your team to help ensure that necessary team roles are covered, and that potential behavioural tensions or weaknesses among the team member are addressed. (Ifm.eng.cam.ac.uk, 2019)
Belbin identified nine team roles and he categorized those roles into three groups: Action Oriented, People Oriented, and Thought Oriented. Each team role is associated with typical behavioural and interpersonal strengths. (Ifm.eng.cam.ac.uk, 2019)
Belbin also defined characteristic weaknesses that tend to accompany each team role. He called the characteristic weaknesses of team roles the "allowable" weaknesses; as for any behavioural weakness, these are areas to be aware of and potentially improve. (Ifm.eng.cam.ac.uk, 2019)
These steps will help Mr Thomas to understand at what level each employee is at and can take a group of employees who have each of the characteristics and form groups for different shift works. Each group, weather working in day or night shifts should have each of the characteristics in order to perform to the best of their abilities. By covering all of Belbin’s theory each group will have all the characteristics to cover all aspects of problems arising during the shifts.

In conclusion  to this report. 
Effective communication is very important in Terrance Thomas’s organisation. With effective communication employees can communicate with each other or manages and Mr Thomas as well. through verbal communication instructions can be given to employees and in turn employees can directly communicate with the managers or Mr Thomas. Non-verbal communication must be accurate to verbal communication as what is needs also needs to be shown with expression. If one thing is being said and other thing is being shown via facial expression it will be hard for Mr Thomas distinguish if what is said is what is meant by the employees.
Two-way communication is also important as when information or instructions are given can be seen if received by the employee. And if the employee has a problem they can directly communicate with Mr Thomas to weather a solution can be achieved.
She Shannon weaver and Berlos models illustrate how messages are being sent and the receiver acknowledging the message.
Through Tuckman’s forming storming norming and performing theory, groups can be formed from the beginning. Maybe one experienced employee should stay in all the groups as they can help new employees to understand the organisations goals from the beginning. And after time we reach the performing stage the organisation should be flourishing in all departments.
From Belbin’s theory each group should have each of the characteristics required to form a successful team. For example, each group should have action orientated employees people orientated employees and cerebral employees. By doing this a more balanced team will be made who can cover all aspects of problems going forward in the organisation and will have all areas covered if called upon.















Recommendation and action plan. 
Mr Thomas should always inform employees about general operations of the company and the goals. An increase in retention of employees can be built up through transparency. With an open-door policy employee can resolve matters between management and themselves.
Mr Terrance should have employees from different cultural backgrounds, gender and ethnicity. Sensitivity training using role playing activities to teach employees to communicate better with each other. Mr Thomas should use sensitivity training for managers and employees alike in order to teach them on how to deal with different viewpoints and mannerisms.
Mr Thomas can improve workplace communication by screening job candidates for communication skills during an interview. Businesses can require that existing employees with substandard writing or computer skills take classes. A few employees who spread gossip, criticise customers or co-workers or have consistently negative attitudes can hinder communication between management and co-workers, so business owners can resolve issues with these employees through training, discipline or termination. (Hamilton, 2017) 

Employees communicate more when they have a bond of trust with their employers. Mr Thomas should talk to the employees to determine their hobbies and interests. They can host company recreational events, such as barbeques and theme-park days to give employees a sense of community and let employees know that they appreciate their efforts. Employees who feel appreciated will communicate more with owners and management and work harder for their employers. (Hamilton, 2017) 

A rota system should be implemented so that the next shift workers can see what has already been done and what is required in the current shift.
All shifts should have a manager in place at all times in case of problems arising which can only be dealt by managers. 
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