
REPORT ON EFFECTIVE TEAMWORK AND COMMUNICATION ASSESMENT 2
Effective Teamwork and Communication BMSW4002



[bookmark: _Toc45533166]1 Executive summary

This report is compiled based on a case study about a café in Swansea. The report illustrates Tuckman and Belbin teamwork theories and how they can improve the teamwork in the case study. 
In the report will highlighted several communication models. Analysing the models will point out importance of two-way communication and give a suggestion how they can be applied in the case study.
Important both for the customer and employees in the case study is effective verbal and non-verbal communication. The report will give suggestion of non-verbal commination codes that can be applied to the case study. It will also explain the importance of verbal communication like patience and accuracy in the information.
In the report will be specified recommendations in every teamwork theories, communication models and types of communication.
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[bookmark: _Hlk45451736]The report was requested from Melanie Squire lecture in UWTSD on 10/06/2020

The report was compiled by Valentin Gotsev
The report is based on a case study about growing cafe business.
The purpose this report is to highlight teamwork theories and give recommendation on how they can be applied in the case study.
The report will review several models of communication and link them to the case study and give recommendations based on research.
It will also explain the importance of verbal and non-verbal communication.




[bookmark: _Toc45533168]3.0 Introduction – 

This report will analyse a case study about a café based in Swansea. The revenue of the café is currently high, and the business is growing. However, there was a problem with missing waiters which could cause disruption in communication. According the key study the café requests business recommendations
Two teamwork theories can be extremely helpful for the business. The report will refer to Tuckman and Belbin`s teamwork theories and give recommendation in how they can be applied to the case study.
The report points out the importance of two-way communication using Shannon-Weaver, Berlo and Scramm models of communication, linked with the case study.
According to Velumuyan (2019) the communication is a complex phenomenon which has its own ways to navigate. This report will explain the importance of creating a good communication environment both verbal and non-verbal.
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[bookmark: _Toc45533170]4.1 How can Belbin and Tuckman teamwork theories can be applied in the case study

[bookmark: _Toc45533171]4.1.1 Tuckman theory – 
 
4.1.1.1 Forming – 

According to Morgan (2017) the forming stage in Tuckman theory is the composition of the team. Morgan (2017) also writes that this is the stage where people are asking questions like: What am I doing here? What is my purpose? The managers role in this stage is essential. The good manager needs to make sure that the members get to know each other well and that they have clear knowledge of their responsibilities and contribution to the team. In the case study the role of the supervisors is essential as they are training the new staff. They need to ensure that the new hires know their duties and their colleagues well so they can fit in the new team.

4.1.1.2 Storming – 

According to Jones (2019) the storming stage is a stage of emotion and behaviour which can make a conflict arise. Jones (2019) also states that during this stage the team members will experience the anent of change. In the case study the agent of change could mean adding a new member to the team or changes in the team structure. According to Morgan (2017) the team members of every new team will find that some members are not contributing enough to the team or might not listen to the others enough. These reactions might cause conflict inside the team and make it unsuccessful. The managers in the case study must be prepared for this stage in every formation of new team and separate or rotate the duties so the employees can be engaged in duties that others are. 

4.1.1.2 Norming – 

According to mindtools (n/) this is the stage where all the differences are resolved, and the team is formed. The well working café shows that the managers manage to handle any conflict in the storming stage. 

4.1.1.3 Performing - 

According to Morgan (2017) reaching this stage means that there is a real team that performs the tasks together and the team members are well motivated. This result a completion of the tasks and the success of the café.
[bookmark: _Toc45533172]4.1.2 Belbin theory

According to Belbin.com (n/d) the Belbin theory can be used to increase the team engagement. The website mentions report made by Gallup in over 100 countries. The report explored how the Belbin`s team roles can be used to better engage the workforce. The study found that only 13% of employees are engaged to their company and drive to innovation and move forward. 63 % and 24% were actively disengaged or not engaged. As a result of the research Gallup identified six steps that organisations can take to improve their employee’s engagement (Belbin.com n/d). The first step is ‘’Help individuals discover their strengths’’ linking with the case study the management in the café observe with their employees about their strengths. The second step according Gallup is ‘’Ensure that job roles and strengths are aligned’’ they suggest that every type of team player have different type of suggested workstyles.
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Belbin.com (n/d)
This shows that when the managers in the café hire new employee rather than focusing in specific job or department they can link the team role with the suggested work style and if the individual does not have the opportunity to show specific working style then they can change the department or role. The third step according to Gallup is ‘’ Recognise and use the others strengths to best advantage’’  the managers in the café can explain the Belbin theory and give test to every individual so they can see others strengths and potential conflicts. The fourth step that Gallup suggest is ‘’Help teams to understand and consider strengths when assigning project’’ this is linked with the third step and Gallup suggest this 
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Belbin.com (n/d)
The fifth step is ‘’Incorporate strengths into performance reviews and goals’’ the managers in the case study can maximise their employee’s potential by giving regular feedback on their team role.
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Belbin.com (n/d)
The sixth step is ‘’Foster a culture which promotes strengths’’ the team roles provide language which can describe the different kinds of responsibilities appropriate for the person. Having a culture that promotes strengths is essential for the success of the café.
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[bookmark: _Toc45533174]4.2.1 Shannon & Weaver model of communication.

Kubota (2019) explains that the Shannon & Weaver model can be defined as ‘’information processing’’. Kubota (2019) writes that the Shannon & Weaver is a one-way communication model. Shannon & Weaver explained that the information processing starts with Sender which is the originator of the message then it goes through Encoder which transforms the information (communicationtheory.org n/d). After the information is encoded according Kubota (2019) the information goes through Channelling he explains that if there is any unnecessary noise the information that goes to the Reception and Destination could be false.
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Communicationtheory.org (n/d)
In the case study the waiters have the most responsibilities and they are the channel. They receive the information from the customer and send it for fulfilment.  If they get distracted the customer might receive wrong order. This is extremely important for the success because the customers do not interact with the people who prepare the order. The customers send the information to the waiters the waiters transmit it on paper or tablet then they send it to the person who makes it. However according the communicationtheory.org (n/d) this model does not describe the best way of communication because the communication is two-way process. Linking with the key study the waitress in the café needs to return to the customer with completed order and the café would ask for feedback. 

[bookmark: _Toc45533175]

4.2.2 Berlo’s model of communication

According to Janse (2019) Berlo’s model of communication is an improved version of Shanon-Weaver`s model.  Khalimzoda (2016) explains that Berlo’s model takes in consideration all the different aspects of the message like (content, element structure) and equalises the participation of the sender and receiver. Berlo (cited in Khalimzoda 2016) explains the model with SMCR pattern. S-source, M – Message, C – Channel, R-receiver. In this model the most important is that the Sender and Receiver have the same communication skills, attitude, and knowledge of the social system culture (Khalimzoda 2016).  Jance (2019) explains that Berlo’s SMCR model communication is either synchronised or asynchronized. The author explains that the asynchronized communication is where the information is not directly between the sender and receiver and this is where problems in miscommunication can occur. The communication in the case study is asynchronized. The senders are the customers and the receivers are the people who make the order. This shows one more time the importance of the waitress for effective communication in the case study. According to Khalimzoda (2016) this communication model is being used for common basis for multicultural communication in Latvia. In this multi-cultural world this could be problem for the managers in the restaurant. Misunderstanding can occur between the staff and them therefore the management and the staff must always ask questions if they do not understand something. This proves how important two-way communication is. Khalimzoda (2016) explains that Berlo’s model has its negative side. In this model there is no feedback or criticism which is essential to run a successful café.

[bookmark: _Toc45533176]

4.2.3 Scharamm’s model of communication

According to Elkins et al (2012) Scharamm’s model firstly suggest that communication occurs by exchanging messages with the same purpose in reciprocity way. Secondly Scharamm remarks that people decode meaningful messages through their senses. Nerve impulses travel in the brain where humans can translate it (Elkins et al 2012). The third stage of communication according to Elkins et al (2012) is where the individuals assimilate the information and interpret it in a certain way. The fourth stage is when the individual interprets nervous impulses in the previous step which encodes meaningful message that they send to the person that they communicate with (Elkins et al 2012). Different nonverbal gestures are also big factor forming the interpretation of the message (Elkins et al 2012). Croft (2004) highlights one of the contributions of Scharamm’s model is that the model takes in consideration people’s experience. The participants field of experience guides the decoding of the message (Croft 2004) The author also notes that Sharamm’s model introduced the idea of a feedback from receiver to the sender.  The model also represents the continuous process of messages and feedback. Linking with the case study this model the reciprocity in communication in the café is essential. The information between waiters the cooks the supervisors must be clear and interpret in the right way. The supervisors must create a culture of giving and taking feedback on daily basis. Training the employees in different areas will make their expertise better and will improve their communication. This will help filling spaces when some of the employee are missing and keep the communication chain together.



[bookmark: _Toc45533177]4.3 Importance of verbal and non-verbal communication for the success of the company in the case study.

[bookmark: _Toc45533178]4.3.1 Importance of non-verbal communication –

Quintanilla and Wahl (2015) suggests several codes for non-verbal communication. One of them is space. The impact of space communication is how the individuals create and use space in their environment. Kudessia and Elfenbein (2013) suggest that in the workplace the bad proxemics in the workplace can have a negative influence on the employees. Some of them can try to ‘’show status’’ by taking others space which can disrupt the work in the café. Having a good space organisation contributes for the success of the cafe.
Another code suggested by Quintanilla and Wahl (2015) is Environment. The authors suggest that people can be influenced by factors such as architecture, lights, smell etc.  Eunson (2012) gives example with American Football Coach who discovered that if he changes the environment for break in every half improved the performance in his team. Creating good working environment and good café design will drive the café to inevitable success. Establishing good environment and space organisation enables the employees to work in fast phased environment more effectively.
Quintanilla and Wahl (2015) suggest another non-verbal code that is linked to the case study which is Physical Appearance. The authors explain that the message that appearance sends to people is professional excellence. They highlight that customers like to see a workforce that have good appearance. Kudesia and Elfenbein (2013) suggest that the appearance can create workplace issues such as bad employee culture fit and workplace discrimination. This shows the importance of conservative look in the café. If all employees ware uniform, there will not be such issues between them, and the customers will be happy.

[bookmark: _Toc45533179]

4.3.2 Importance of verbal communication – 

Quintanilla and Wahl (2015) explain the effective verbal communication with accurate understanding of others verbal messages. The authors highlight that every successful professional must have a good use of their words. Liubov (2015) writes that listening and understanding is essential for successful verbal communication.  The author suggests that reading the information effectively can contribute to success in the daily tasks.  Particularly important for the café is to establish good communication between the different departments. The managers can go to courses to improve their communication.
Liubov (2015) highlights that physician-patient communication is another essential part in the effective verbal communication. The author explains that everyone must be heard with patience even though they might not be right. This shows high level of professionalism (Liubov 2015). For the café case study physician-patient communication is extremely important. There are different types of customers and the waiters and the other staff must be patient with them. The management and the supervisors must also listen to their staff even though they might be wrong. This will create a trustworthy work environment.


[bookmark: _Toc45533180]

5.0 Conclusion

Tuckman theory is a great example of how the stages of the team development. The managers in the case study can use it while creating new teams or hiring new staff to ensure smooth process of creating new team.
The managers of the café can use Belbin` s questionnaire to assemble the best teams in place. They can link the outcome of the questionnaire with the six steps identified by Gallup in their research to create the most successful team.
Shanon-Weaver model explains well the simple one-way communication. However, this is not enough other models like Berlo and Scharamm`s model explain the importance of two-way communication better. The main link in the communication in the case study are the waitress. The management must ensure that they have people who can be waitress in order not to interrupt the communication.
Making a good atmosphere in the café is extremely important to keep the customers coming. It also influences well on the employees and its proven to improve the overall performance. Having a work uniform makes the employees feel more equal and gives a sense of professionalism in the customers.
In the fast phase environment of the café giving accurate information is essential. Well trained staff which is patient enough between each other and the customers will inevitably bring the café to success. 
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5) Incorporate strengths into performance reviews and goals
According to Gallup, performance reviews have a significant effect on engagement.

performance reviews which focused on
/\ employee strengths produced a 36%
performance improvement, whereas
+36% reviews which focused on employee -27%
weaknesses resulted in a 27%
decrease in performance.

Trying to get employees to fix their weaknesses doesn’t work.
Weaknesses can’t be developed much at all -

but employees’ strengths can be developed infinitely. ”
Gallup, Inc.
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