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Introduction
Communication is the process of identifying and collecting information from various sources and delivering them in areas that need the information. It also refers to the process of analyzing data on the basis of related context of users. As I am asked to prepare a report on communication based on the factors of the workplace from where I belong to, I am going to explain skills and factors related to communication for being effecting in business communication and some theories and models that help to evaluate the overall communication strategy of an organization. In this report, Mark & Spencer has been taken as the company as I am working here as a customer service executive.
About the company
Mark & Spencer is the mane of a British multinational retailer business in UK.  Marks and Spencer started as a small partnership in 1893 as a penny store which was selling everything for one penny on their very first day. It deals with different product line such as clothing, home, furniture, beauty, food, wine, flowers & gifts. It revenue is almost 10.38 billion GBP in 2019. This company has 959 stores in UK and 47 stores in Canada. 615 of UK stores sell only food products. They are successfully providing services to their valuable clients from the beginning of business. They are successful in the application of marketing strategy. An explanation of their communication strategy is discussed in this report.
Strategies of team work
Team work is the strategy that is used to accomplish an organizational goal together. Team work refers to the process of building a team comprises of a number of people who are skilled in various subject and professionalism. Team is established by a business organization when management needs to achieve an exceptional organizational goal within a given period of time. Most of the time this team is comprises with the involvement of the people within or outside of the organization who are professional and skilled in various department. These type of special teams are organized by the business organization for special project such as campaign or promotional functions of business.  Team members learn to generate new ideas and share them within the team. They also learn to think separately and blend them for making the best result. They also learn here how to communicate with the team members and how to transfer ideas and information (Berger, 2015).
Reason behind establishing team work strategy within the organization
Maximizing the involvement of the team members is the one of the most important reasons to build a team. As the team consists of the best intelligent professional of the organization wise decision can be taken immediately while working in a team. Identifying problem and analyzing them become easier as the professional skilled employees are here to solve the problems. Organizational goals are set for the team and they all work together to achieve the goal. They can discuss together and they respect each other opinion here. As a result, a great bonding is created by the people who are working within the team. It helps them further to work together for achieving other special operation for the organization. Working in a team also enables people to improve their communication skills as well. They learn how to speak in a manner and how to react to some one’s approach to communication. Communication concerns with listening, speaking, observing and emphasizing skills of employees. Communication is important as decisions are taken on the basis of the information that has been collected y the intelligent team of the business (Cornelissen & Cornelissen, 2017).
There are some significant group developments theories which the Accenture organization can apply in order to Support the development of the dynamic cooperation. 
Tuck man theory of group working:  Tuckman theory is fist developed model of using the teams ability at the best point of their performance. This theory involves the stages that are helpful to explain the process of forming a team, process of using ability and skills of team members, way of find out the best result and measuring the outcomes. This specific theory is established and introduced by Bruce Tuckman. The theory is divided into four several stages (Jaber, 2016).
Forming is the first stage of Tuckman theory and it is involves with selecting people for the team. After being selected for the team the members are allocated with their duties and responsibilities according to their ability and kills. Team members are structured here and they are tend to behave in free way (Mottet, Richmond & McCroskey, 2015).
Storming refers to the stage that involves with starting to direct the task that can suggest approaches for various strategy that can be taken for achieving organizational goal. This stage is important to be focuses as the relationship between the team members is built here or sometime broken  
Norming is the stage where team- members are tend to agree with each other for the strategy that is taken for further accomplishment of goal. They agree with each other for the norm in which they are operating together. They respect each other for their opinion and generate ideas taking their decisions into consideration. 
Forming is the stage where team members need to perform the duties and responsibilities that are given to them and required to establish the best outcome from the strategy that is applied to the organization.
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Figure: Tuckman's Theory
[bookmark: _Toc27840767]Belbin Theory of team development: Belbin theory refers to the process of measuring behavioral influencer of team members. It poses importance on team foundation on which the team members are dependent, their relationship with each other, size of the team, process of observing team member and monitors their performance; observe uses of resources according to the ability of team members and the final outcomes from their participation (Stacks & Salwen, 2014).  
Plant; Members are innovative, fanciful as well as unorthodox. 
Co-coordinator; becomes enough confident and mature to understand the cooperation of the team members. 
Shaper; plays roles of being progressive as well as challenging. While monitoring they should be strategic, tempered and discerning. 
Resource Investigator; They act for identifying and collecting the best resources and allocates them within team members. 
They need to be enthusiastic and also communicative. 
Completer-Finisher; is ready to complete the task with the best result and great impression on the team members. Honesty reflects I his attitudes. 
Specialist; helps to generate new ideas with the best intellectual information and data. 
Implementer; is an implementer should be reliable, efficient, conservative as well as disciplined. 
Team worker; are the team members who are required to be diplomatic and cooperative enough to accomplish an organizational goal together. 
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Figure: Model of Belbin Theory
Shannon Model of Communication state of situation within an organization for which communication can be taken place is shown by this model and and user of this model can determine the future consequences immediately as well.  (Tourish, 2014).
Source is the subject or person from which the communication is started. (Cornelissen & Cornelissen, 2017
Transmitter is considered as any type of machines or device today that can be used to transfer messages from one person to another, such as mobile phone, computers, fax machine and so on. 
Box is the element of the bottom of the communication diagram which is known as NOISE that involves with the signals of messages. 
Receiver stands on other side of message sender. Listener is also known as the reciver of messages. 
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Figure: Shannon’s Communication Model

Skills needed for the best performance in for communication in the organization
To be good in communication individual needs to be a good listener first. To understand what is actually expected by the people who are trying to communicating people need to listen them first. While some one is talking individual should not hinder in the middle of speaking. After finishing his sentence other person should ask or say something regarding his inquiries. To be good listener is the first condition to be the best in communication process. To avail this skills individual should take time for practicing active listening. It refers to the systematic process of paying attention to what people are saying, asking for and rephrasing sentences. With the help of active listening individual will be able to understand what is actually expected by other people who are communication with him (Watson & Hill, 2015).  
Communication also includes a special part known as non-verbal communication system that requires no word or sentence. It requires body gesture, voice tone, eye contact and other behavioral sign that are used to communicate with others. This refers to be relaxed and open stances such as open hands, legs relaxed will make other people friendly to speak with each other. Eye contact is also important. Focusing on one’s eye indicates that person is paying attention to his speaks. In that case people should be aware enough about eye contact so that they will not feel uncomfortable while paying attention to their conversation. While communication with the people if anyone is using nonverbal communication sign such as if they do not make eye contact while talking with them it may indicate that they are not talking the truth or hiding something (Christensen, 2014).
Clarity and conclusion is important feature of good verbal communication. It means, say enough to understand, not too much. While talking to someone people should pose importance on what is actually needed to be deliver to the person. The sentence should not be overrated or over meaning. People should use the word or sentence that is enough for actually what is to be delivered. Message should be conveyed in few word as possible as people in an organization do not have enough of time to listen a person whole day long. They do not have time for understand a topic with a huge amount of time. There should be clarity in speaking and people need to recommend a good conclusion while talking to others. Conclusion is mandatory as at last of delivering the speech people should focus on main objective for what he is actually communicating with the people. It will help to make person understand actually what the person is trying to say (Coombs, 2015).
Of course while talking to other team member of manager individual needs to be friendly attitude so that other people do not feel conservative while sharing information. Friendly attitude helps them to be free to ask any questions regarding the topic whih are being discussed. But over friendly attitude is not good for business communication. It can cause of happening dishonor of other people. People should talk to other people within the communication with strong confidence. Strong confidence will be gained by the individual only when he is delivering the true and authentic information to other. Having the genuine information to be transferred individual should talk with the confidence (Tourish, 2014).  
People should give respect to everybody in the organization that is coming for communication. People should communicate with their subordinates with a soft corner. Voice tone should be in control and no one should feel like unwanted or insulted while talking with them. While communicating with other people one should focus on what is actually felt by other people. By adopting active listening approach properly people will be able to understand the non-verbal, attitudes of others. If someone disagrees with other’s people in the same organization or different organization, they should respect other opinion too. Flexible attitude and open mind behavior is the important characteristic of a goof communicator. They should be open enough while listening other rather than being influential while speaking. This helps to understand the point of view of other’s. When someone is willing to enter into dialogue with other, even with the people with whom they disagree on several subject, being open-minded they will be able to make productive and honest conversation. This is needed for the best outcome of effective communication within the business organization (Trittin & Schoeneborn, 2017).

Conclusion
Team working is the essential elements of organizational functions. Teams are arranged in a manner so that employees having special skills and professionalism can act together and work for achieving special project established by the organization. Communication is the part of teamwork that is also gets effective state when a team is organized and operated in a good manner. 
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Ex.1. Read the following brief and write a business email according to the instructions.
You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal skills sometimes send the wrong message
~Tell Mary why you are writing
- Say what you have observed about her communication skills
~Tell her how you think this course would improve her skills and her relationship with her fellow
workers. )
i Mary Seen
TTBated of Suf DreuuS dScurSien on tha Verbal
Comppuniceficn Harg (S aomf o Ve o Hanng ok Sa
N cur branch gefice of c¥rodZacd To wlach VWi ke yah
o obend Gk dofe (s onine Wl of Decemboer, 264 ot
exadhly 12pm
Ww¥e | cad 1o cul Previcds rRemoag, | realised
M el o bdle 2voiolemy  wiath the nen - SRibol Communt -
Yolloo which sowmelimes pecolw de not understand
Whod ol adhially means T Selte el A ealect
leasare? \& N AR e ing ALIE A altesl e
Aealntac >
This Taraliaing 1S g e Geng v Welp won watn
v G I o0 e bt~y I Selow  CofwaqueS
Sed CuSlonwie 98 well We ‘are Veo¥ing Loruwhed
do gee  wou fhere  hank vew J

¥t S=vasl Kind Rgcasde
PermarcAdneake (@
CemmunreedieoBirecker Pe ard Amcako
Direc e ef Commmnicidw o

Lecturer’s signature: Date:

1]




image5.jpg
m i Effective Team Working and Communication — Term 1
w Tonoon BMSW4002

In-class exercise 1

Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
possible, say whose communication model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55
years old. In addition, the employees come from varied cultural and ethnic backgrounds. For many,
English is not their primary language

Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in the kitchen, but he admits it’s not easy. Employees receive “on the job training” about food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high tumover of employees, training is often hurried, and some new employees
are put right into the job without training if it is a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
and realized that he didn't have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one
of the kitchen staff and asked: "Why did you leave the chicken out when I told you to put them in
the fridge?

The man replied: 'l heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated and
doesn't know what to do. He felt lie he was beating his head against a brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN

Questions:
1. Whatare the communication challenges and obstacles that Barry faces?
2. Which communication models can you use to explain Barry’s problems?

3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:
[ Dear sir,

I am writing to you because | am confused about Communication.

Could you please explain.

1.What Communication is:

2. The Shannon-Weaver model.

3. What is meant by non-verbal communication and why it is important. |

Many thanks,

| Lucy Mars. |

Reply to the student and answer her questions. Use  diagram in your answer, if necessary. f
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Ex.1. Read the cases and answer the uestions that follow
CASE 1: Mary was working on some paperwork when her daughter came into the room upset
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “Itll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!’. The child broke down and cried.

1. Why weren't Mary's calming words having any effect on her daughter? -
BECAUSE SHE THOUGHT MoTHER  WAsS NoT GIVING

HERZ A7 erljion] BY STOPPING TUPING AND LIS 1EN 70
HER -

2. What could she have done to make the situation better?

SHE cerr HE_si0P TYPING ANO GIIE tHee DFUGHIE=
A Tmack Time 70 ri1srEN G0 HeRR BECAUSE SHE IS A
CHiLo -

CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can’t it wait?'. The next morning while they were in the kitchen making |
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.
1 Why was Sally upset?
BECAUSE S THovG Hy HER HUSZAND B Dave D1O Ao
HAVE 11 € 70 LISTEN _Jo FER @ THE MEviows dAd oren
SHE WAS JELLING HEZ oF Heh Wl

i What could Steve have done to help the tension that had developed?
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