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[bookmark: _Toc89991498]Executive Summary
A leader of a company located in Swansea, Wales, is experiencing a rapid growth of her business over a short amount of time. This sudden growth has led to the need of teams in the company and the implementation of an effective system and channels for communication. The author of the report has identified a few useful theories and models that will help the company prosper. Successful implementation of them will have positive effect on the business. Explanation of the theories and models and recommendations will be offered throughout the report.
[bookmark: _Toc89991499]Terms of Reference
This work is due to the request of Melanie Squire and asks for recommendations relevant to the problems stated in the case study. The deadline is 10/12/2021.
[bookmark: _Toc89991500]Procedure
The recommendations in this report are based on research of reports, academic journals and articles, government information, videos, podcasts, and the material from the lectures from Trinity Saint David.
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[bookmark: _Toc89991501]Introduction
Effective communication within an organisation is getting more and more crucial for the successful company but is often overlooked and underrated. Research suggests (Wang, 2021) that communicating effectively often promotes a better working environment (Edmondson, 2019; CPID, 2021) and ultimately has the company (and teams within it) perform more effectively and efficiently (Warrick, 2016). As the case study suggests, a company has rapidly grown over a short period of time and the need for communication has arisen and problems are occurring due to its absence. This report will identify the relevant theories regarding effective communication and team development and offer suitable solutions for the problems identified within the case study.

[bookmark: _Toc89991502]Main Findings
In the following section, the report will have a look at several theories regarding effective communication and team management. It will give a brief backstory of each one and apply them to the company mentioned in the case study. 

[bookmark: _Toc89991503]Team Assembling with Recommendations
[bookmark: _Toc89725732][bookmark: _Toc89991504]Belbin
The first relevant theory is Belbin’s team roles Theory (Belbin, 2021). The English management consultant is most famous with the team roles he suggested in 1984. In his theory he suggests that there are nine distinct behavioural roles within a team and proposes recommended arrangements of team roles, accordingly. These roles could be split in three broader categories:
· Action-Focused Roles
· Shaper
· Implementer
· Completer-Finisher
· Thought-Focused Roles
· Plant
· Specialist
· Monitor-Evaluator
· People-Focused Roles
· Teamworker
· Coordinator
· Resource Investigator
The author considers this theory imperative for the success of the company introduced in the case study since the leader must make sure that the teams are comprised of complimentary roles. Successful implementation of the theory will minimize conflict within the newly formed teams and will allow them to reach their full potential as fast as possible.
When first forming teams (with regards to the case study) the author thinks it would be wise that the leader of the company conducts the “Belbin Team roles Questionnaire” on all her employees. This will determine the roles of all the members and thus making the forming of the teams more effective, efficient, and help avoid possible interpersonal conflicts. The size of the teams stated in the case study allows the teams to be diverse and to be comprised of members with complementary skills/roles. It is not required that all 9 roles are filled, although the author thinks that the leader should avoid placing members with the same role within the same team – i.e., more than one leading role. The current three managers could be assigned as team leaders although, if a more suitable candidate is identified they could take this role (Sinek, 2019).
[bookmark: _Toc89991505]Tuckman
The next useful model applicable in the situation is the Tuckman Team Development Model. (Tuckman, Ann, Jensen, 2003). Tuckman was an American professor in psychology (Chapman, 2021) who created a theory in 1965 (Wilson, 2017) suggesting that a group of people go through four stages of development – Forming, Storming, Norming and Performing before starting to perform effectively. In the 1970s he added a fifth, final stage – Adjourning (Wilson, 2017). 
*For a breakdown of the stages, refer to the Appendices*
After the initial formation of the teams, it is very likely that they will go through the four stages of team development. The stages before reaching peak performance will likely require the attention and support of the leader. They should be proactive and supportive towards all members and always give credit where due (BCF, 2019). 
When conflicts arise within the team the leader needs to proactively work towards hastily diffusion of the situation (Chapman, 2012). 
The successful implementation of these theories will make the teams self-sufficient and sustainable very fast and further intervention of the leader of the organization will no longer be required as the team will identify an internal leading figure and resolve problems without the need of outside assistance.
[bookmark: _Toc89991506]Communication Within the Organisation with Recommendations
The following theories are aimed towards the effective communication within a team environment. Communication is important especially in the case where teams are introduced for a first time since teams are proved to increase the effectiveness within an organisation. The report will identify and provide an overview of the advantages and disadvantages of a few theories and decide on the most suitable one for the needs of the company in the case study.
*Advantages and Disadvantages are Identified and Available for each model in the Appendices*
[bookmark: _Toc89991507]Shannon-Weaver
The first communication model the report will investigate is the Shannon-Weaver theory (Shannon, 1948). Considered by many as the “Mother of communication models” this is a mathematical model that strongly focuses on the idea that external and internal noise could distort the message being transmitted. Shannon and Weaver have initially identified 6 key concepts (Verdu, 2000; Drew, 2019):
· Sender – the source of the information 
· Encoder – the means of encoding the message so it can be transferred
· Channel – the medium for delivering the information 
· Noise – possible interference that could distort the message being sent or negatively affect the ability of the receiver to decode the massage
· Decoder – the means of decoding the encoded message 
· Receiver – the person meant to receive the information 

In its original form the Shannon-Weaver Information theory was considered a linear model. It received a lot of criticism due to this and in 1950 American mathematician Norbert Weiner (Weiner, 1950) added a seventh concept – Feedback.



[bookmark: _Toc89991508]Berlo
The Berlo communication model is a derivative of the Shannon-Weaver model and is inherently linear in its core. It was invented by the American theorist David Berlo in the 1960s (Juneja, 2015). It is also known as a SMCR model (Source-Message-Channel-Receiver) which makes it simpler since it has only four key concepts. However, it focuses on different aspects of communication –the persons communicating and their personal traits. It strongly recommends that the sender and receiver of the message share similar skills and attributes. 
· To start off with the (S)ource the theory suggests that the person relaying the information should possess sufficient communication skills and be knowledgeable within the subject. They should also take in consideration factors such as the Social Aspect and the cultural backgrounds of the receiving end. Attitude oe4f the Sender should be tailored towards the specifics of the receiver.
· When it comes to the (M)essage the model argues that the message should be appropriately structured and delivered in a way that fits the occasion and the receiver. The language used should also reflect the requirements of the specific situation and should be paired with fitting gestures and non-verbal communication
· The (C)hannel is the medium used for delivering the information. The Berlo model suggests that the human senses (Seeing, Hearing, Tasting, Touching and Smelling) are all channels that are used for delivering the information.
· Lastly, the (R)eceiver of the message is the person who must decode the message. The model suggests that that the receiver should possess the same attributes as the Sender.

[bookmark: _Toc89991509]Schramm
The Osgood-Schramm model is a combination of the two models above. What makes it stand out is its cyclical nature where both feedback and noise are accounted for. It follows the structure of Sender-Receiver-Message-Feedback-Semantic Noise structure. The concept of the Sender, Receiver and Message aspects are identical to the ones in Berlo’s model.
When it comes to the Noise and Feedback aspects, they closely resemble the ones within the Shannon-Weaver Model explained above.
The author considers this model the most appropriate since it focuses on both noise and feedback.
The Schramm model follows the structure Sender-Receiver-Message-Noise-Feedback, and the author will provide information and recommendations for each aspect.
Communication (both virtual and in-person) is important for a business since it provides an increase in the effectiveness and the efficiency of the work carried out. 
1. Source – Every member could be the source of the information within the scenario of the case study, due to the feedback component.
2. Channel – The fact that there are multiple teams working different shifts and various hours, needs to be considered when choosing a channel for communication. The author thinks that a suitable option would be the introduction of an internal message, voice, and video software with shared access between members such as: MS Teams, Discord, Zoom. This will allow the information to be delivered and shared more effectively and easily reach every member. This will help with the fact that some members are onsite and some online, as they will both have access.
3. Message – When information is being transferred the message should always be concise and formatted appropriately to minimize effects from noise and avoid misinterpretations. The style of the message should be appropriate for the organisation and an example should be set by the leader.
4.  Noise – noise is an occurrence when relaying information that could alter the message and/or the ability of the receivers to correctly interpret it. 
If communication is in written form the leader should firstly ensure that all staff are properly trained in effectively using the software and devices required, to avoid the effects of noise due to their misuse. Messages should be clear and concise to avoid misunderstandings. Other sources of noise to consider in written communication are: internet access availability, employee awareness and their digital competence.
When communicating in person (or virtually with voice/video) some noise sources to keep in mind are: The tone of voice; improper speech and heavy accents and the non-verbal aspects. They could enhance the message or drastically alter the ability of the receiver to interpret it correctly, thus caution should be exercised.
5. Feedback – The most important aspect of communication, especially when teams have not been a part of the organisation before (Bhasin, 2021). The leader should proactively seek all sorts of feedback from their employees to accurately evaluate the state of their business and to be able to adjust their practices accordingly. This will also affect the morale of their employees positively since they will notice that the leader is showing concern for them and their thoughts and ideas. The three managers identified in the case study should produce monthly reports and include feedback from the other employees.

[bookmark: _Toc89991510]Additional Recommendations
[bookmark: _Toc89991511]The Employee on Long-Term Leave
The absence of a member of the team will have a negative impact on the business and demoralize the rest of the staff (Mason,2019). A formal meeting should be held with the said employee, where the leader should explain the impact that their absence has on the business and the staff. However, utmost respect and empathy should be shown, and assistance offered!
Contract should be terminated ONLY if return to work in the foreseeable future is not possible.
[bookmark: _Toc89991512]The Guard on Duty
As the study suggests, there is only one guard. However, there are multiple shifts and teams working throughout the day (night shift as well). The author considers wise the idea of employing a second guard since one person cannot cover both night and day shifts in the warehouse (GOV.UK, 2021). This will have positive effects on staff and could increase their productivity.  
[bookmark: _Toc89991513]Training New Staff
The case study suggests that there are no staff assigned for exclusively training newcomers. The author thinks that the identified managers within the study should be trained in providing proper training and induction and assigned at doing so (Careers, 2021). This would provide long-term benefits for the company.
[bookmark: _Toc89991514]Conclusion and Final Thoughts
Teamwork and communication are vital for the success and prosperity of a business. Multiple relevant theories have been identified to combat the problems stated in the case study. Recommendations for their proper implementations have been given.
The author would advise the leader of the company to experiment with all the models in this report and identify the ones that work best for their specific situation. He also suggests that constant monitoring should be exercised when implementing new technologies and practices and adjustments to be made accordingly.
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Additional Information on the Stages of Tuckman’s Model:
· Forming
This is the initial stage, within which the members are first introduced to one another. Within this phase the members are still heavily reliant on the directions given by the leader. There are hardly any interactions between the members and the goals and objectives of the team are being set/introduced by the leader. In this stage the leader should be prepared to effectively communicate the goals and processes and be ready to answer the questions of the members.
· Storming
This is the stage where the most problems and clashes between members will arise. Here each member will be focusing on proving their own worth to the leader and will hardly cooperate with other team members. During the storming stage the leader should encourage the members to work together and ensure everyone is feeling appreciated. 
· Norming
During this phase an acceptance between members is formed and roles and responsibilities are delegated accordingly between them. Decisions are mostly made with consensus and the workload is being spread depending on the strengths of the members. Respect and understanding between the team members are now present and there is less dependence on directions from the leader as most problems are resolved within the team.
· Performing
This is the final stage where a team is working mostly independently of their leader and goals are being achieved in a timely manner. The members are now depending on one another and should problems arise, they are quickly resolved internally. Throughout these four stages the leader should try to push the team to the Performing stage as soon as possible.
· Adjourning 
This is the stage added later by Kilman. This is the phase within which the team has finished their assigned task and are feeling emotional pain due to the team being disbanded. The author considers this stage not applicable to the problems stated in the case study. 


Advantages of the Shannon-Weaver Model and the Berlo’s Model:

	Berlo’s Model

	Advantages
	Disadvantages

	· Simple 
· Focus on personal aspects
· Includes non-verbal communication as a factor
	· No regard for the noise 
· Linear model (no feedback)
· Aimed mainly towards face-to-face communication







	The Shannon-Weaver Model

	Advantages
	Disadvantages

	· Simpler, compared to other models
· Extra emphasis on noise and disruptions of the information
· Applicable in many different situations
	· Became cyclical in response to criticism and was not added by the original creators of the model
· It conceptually is created as a one-to-one method of communication and is not as suitable when sharing information to multiple recipients
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