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Executive Summary

The purpose of this report is to analyse a case study and all of the issues within the organisation. Some of the main issues were lack of management, untrained staff and one-way communications. 
After conducting research on these issues, the researcher looked into different models and theories that can help to improve these issues. Some of the models discussed were, the Argyle communication cycle, Berlo and Tuckman’s model. The researcher concluded that two-way conversations need to be introduced as well as more general meetings with the employers to help keep them focused and valued. 




























Table of Contents
Executive Summary	1
Terms of Reference	3
Procedure	4
Introduction	5
Findings	6
Conclusion……………………………………………………………………………………………………………………………………… 11
Recommendations	12
Bibliography	13
Appendices	15
Acknowledgements	16
 























Terms of Reference

This report has been produced by Aleha Begum. 
The report has been requested by Mel Squire for the 13th July 2018. The report has been put together to outline issues that are evident within the case study provided to the researcher and consider the impacts these issues have on the organisation’s team work. 
The researcher also considered communication models that would help to sort out these issues. 




























Procedure

The researcher used the help of different websites to collect all the information for this report. 




























Introduction

The researcher has been analysing a case study about an organisation and has been asked to review it in detail, pointing out all of the possible issues the organisation is currently facing. The researcher has then looked into what impacts those issues have had on the team work within the organisation and discovered what communication methods the organisation can use to improve on them. According to Chron (2018) ,communication is a vital requirement to help gain employee trust, collaborate effectively and provide clarity. Employees need to feel valued for them to perform at their highest  













Findings

The researcher has found the following issues.
 Staff were based in separate buildings and felt they were not always being informed about any new procedures and were surprised when they appeared. The impact this issue had on effective team work within the organisation is that the staff were left unhappy and in stress. Not knowing the correct protocols for a specific situation meant that staff were not following the rules correctly. The use of the Argyle communication cycle would be a good way to keep everyone at work informed. According to Tools4management (2016), the communication cycle is a way of assisting to develop and create messages, ensuring all important criteria are covered within the message being portrayed. The feedback that would come back at the end of the cycle will help to enhance communication later on.Some of the forms of communication can be social media, emails, VOIP messages and many more. It encourages interaction between staff. The cycle consists of six stages. The ‘source’ is where the message is created.The ‘encode’ stage is where all forms of grammer, punctuation and the style of words are considered to ensure the message is being portrayed correctly. ‘Channel’ stage is deciding how to send the message. This could be telephone, face to face, emails etc. The ‘decode’ section is regarding the aspect of receiving the message and understanding it correctly. The fifth stage is ‘receiver’ who is the person getting the message, and lastly, ‘feedback’ is the part where the receiver will send a message back to the sender. As stated by MSG (2018), communication is very important in providing crucial information for the manager as well as staff. It also helps to control all members of the organisation. It provides specific guidelines and principles for all employees to follow. 

Connecting this model to the case means more varied ways of communication can be used to keep all staff well informed about any updates and changes to the system. 
Another communication issue is that the different teams all had their own processes and standards that they followed, which caused a lot of stress. The social workers all had different ways of handling a case and often ended up overriding each other’s decisions. According to Chron (2018), using the communication cycle can help to encourage positive work relationships within the organisation. Good communication enhances trust between staff as they all learn about each other’s strengths, weaknesses and processes. It makes it more easier for everyone to get along and work towards the same goal. 
Another issue alongside this issue is that some team members never had a fixed manager, which meant that the team members were being asked to follow different procedures and protocols all the time. The impact that these issues had on the organisation’s team work is that there was always a potential risk of conflict between teams and/or managers and other team members. The Tuckman model would be a good way to look at these issues. As mentioned by The Team Building Company (2018), it would provide and overview of how teams work through a task. It looks at the whole situation right from when the team get together, up until they have completed a task. The model consists of four main stages. ‘Forming’ is the first stage where every member works independently with little trust. The ‘storming’ process is where is where everyone starts to bring in ideas and opinions about the topic. Teams can be affected negatively if the situation is not handled correctly. The third stage is the’norming’ stage where everyone starts to work with eachother. The last stage ‘performing’ where high levels of respect is shown and decision making is mutual. 

The team members discussed within the case study generally fall in the third stage of the model. If all members start to work together and listen to each other’s views and opinions, it is less likely for conflict to occur and if happens, ways to overcome it can be looked into. The manager needs to step up and allow the employees to voice their opinions and thus find ways to overcome issues. According to Mind Tools (2018), conflict is unavoidable within an organisation and is not always a negative thing as long as it is handled correctly and effectively, as it can help to produce high-performing teams. It allows many different opinions and ideas to be expressed. 
In accordance to the issues mentioned, another identified problem in the case study is that because of poor performance and a lack of communication, team members were often absent from work as a result there was high employee turnover. This resulted in new, low performing employees. With that, created another problem. As the organisation was constantly recruiting, the result of having new team members all the time meant that social workers were always facing new faces, so they rarely communicated with each other and just completed their own work and left. This showed that they had very little trust in one another. The impact that these issues had on the team work within the organisation is that there were occasions of passive conflict due to absenteeism and high turnovers. These issues demonstrated poor management as although there was a high level of absence amongst the employees, managers were not monitoring these. If these were being looked into, possible causes and reasons could have been discovered and rectified where applicable. As stated by Sandler Training (2018), a good manager will be able to effectively understand body language and identify when a member of the team is not feeling ok. To recognise these factors and act accordingly will not only ensure the employee’s needs are heard, but also earn the manager the same respect and care. Motivation is also boosted through effective management as a happy environment creates positive vibes, eventually reducing levels of turnovers and reasons for conflict. 
 As stated within the case study, the head of service did not communicate with staff very much on a face to face level. Instead, preferred to send out emails but did not make any effort to respond to any queries that were received through feedback. Any meetings that were face to face were all one-way conversations, which was not helpful as other members within the meeting were not given the option to express their views or opinions regarding the discussion. Other members of the organisation also complained about the lack of opportunity provided to them to express any ideas they had to enhance performance. The impact that that thee issues had on team work was that everyone within the organisation were working more like a group as opposed to a team. This resulted in no purpose, goal or a sense of identity. As Key Differences (2018) explained, a group is defined as people who work together and interact to obtain a goal. A team is defined as members who consider themselves as ‘one’ rather than individuals within a group. As well as giving each other information, they also share responsibilities. The members of the organisation were working more like a group and not a team, as portrayed through the lack of team work and co-ordination. As explained by NCVO (2017), good team work promotes synergy, enables mutual learning and support, and ensures everyone has a sense of belonging. It also supports the sharing of ideas and skills to help teams progress. All the issues regarding poor management and lack of communication methods are an indication that the company are currently working like the Shannen and Weaver model. According to Communication Theory (2017), this model helps in the general communication sector. The models looks into several different factors such as the information source (sender), the transmitter which is the ‘encoder’ factor, referring to the transmitter that is responsible for the conversion of the messages into signals. The ‘decoder’ is the part where the signal is reverted back into the message. The ‘receiver’ is the destination the sender sent the message to. Finally, the noise’ section considers any factors that may have affected the outcome of the message such as physical noise, signal distraction, any of which may have affected  the message resulting in the incorrect message being sent out or not being received at all. 

If this model is taken into consideration towards the case study, messages being relayed by the manager are mostly email. Therefore, messages being received by the receiver may be interpreted differently if there are any grammatical or punctuation issues. Due to network problems, some members may not gain access to their emails, whilst others simply may not check theirs. This will result in mis-informed/mis-read messages and can lead to misunderstandings. And, as stated in the case study, the manager rarely checks return messages so is not always ensuring that the messages that were sent out has been retrieved correctly or not. 
Lack of performance was another issue that was apparent within the case study. This was mainly due to the fact that new employees were put to work prior to any proper training or induction. Managers failed to take any action regarding low performances and procedures that the manager wanted the employees to apply were informed to them in an informal manner, which resulted in mixed understandings about what was expected from them. The impact that these issues had was that there was a lot of issues with quality. Due to lack of experience or guidance, employees were not filling in forms correctly, and cases were being kept open longer. There was very little trust between each other as there was a communication barrier between them. The Berlo’s model of communication would be an ideal way to look into these issues. As Businesstopia (2018) states, the Berlo’s model thrives in discovering all the different reasons that would affect the stages of communication. Identifying these will help to improve the communication. The model consists of four stages. Sender, message, channel and receiver. The sender again is the person creating the message.Some factors that would affect this is communication skills. If the sender is able to communicate effectively using the correct language style,the message is more likely to be understood clearly.

 In the case study, this is the aspect that is missing. Managers are not holding regular meetings with the employees and messages being sent out are often unclear. The structure of the message being created can also affect the result as messages can again be mis-informing. The channel is the way the message is being sent out. All five senses of and individual can affect the message, as it can sometimes seem like one thing, but mean something else. The receiver can be affected by lack of knowledge or social systems. This model in relation to the case study could help to look into factors such as understanding there is insufficient training, lack of communication and knowledge, and then ways to eliminate these issues can be found. Once the factors are addressed it will ensure more trained staff are on sight, therefore, higher productivity and performance. 
The final identified issue was no recognitions for anything the staff achieved. The impact this problem had was staff felt de-motivated and un appreciated. This then lead to under -performing and lack of interest. Considering the Belbin team roles, according to Belbin (2018), understanding every employee’s behaviour and characteristics can help to understand the strengths and weaknesses that they all have.

 Knowing how everyone prefers to learn and react, can help managers to praise, reward, appreciate and offer opportunities according to their style of work. This can boost their confidence levels and feel appreciated for the level and type of expertise they bring to the group.  Belbin describes nine characteristics which when put together helps to enhance the groups’ communication. As stated by Linkedin (2018), the model helps to manage any weaknesses and make better use of strengths. 





Conclusion 

The researcher has concluded that there are several different issues within the organisation, some of which are lack of communication between managers and staff, insufficient training for new staff and lack of support and updates. According to Chron (2018), the Argyle communication cycle would be an advantage to the organisation as it will help look into everyone’s strengths and weaknesses, increase communication methods and ensure more efficiency at work. As The Team Building Company (2018) stated, The Tuckman model can help identify conflict and find ways to overcome them. 
The researcher has concluded that with more dedication towards staff’s needs and requirements, it can help improve performance, there will be less conflict and more trained staff. Employee’s knowledges and skills should be utilised efficiently for a successful outcome. 


















Recommendations

The organisation needs to look into ways of communicating with their employees more. Employees should receive more of an opportunity to voice their opinions and be heard. This can be done through group meetings, surveys, news feeds etc. according to Chron (2018), involving employees more in decision making will help to increase productivity as it ensures employees are actively taking part and improves their skills and knowledge team work and morale is also increased as relationships between managers and employees will be improved. 

More meetings need to be undertaken which will give employee the opportunity to provide vital feedback that could help improve the organisation. These meetings need to be a two- way conversations. As stated by Early Years Careers (2016), these two-way meetings gives staff the opportunity to talk about any issues or concerns they may have regarding their responsibilities or the job in general. Staff also feel more appreciated and valued. Any conflicts ca also be resolved during the meetings too.  

The use of communication methods should be improved. The organisation currently resorts to emails and the occasional verbal form of contact, however, this does not provide the employees with the opportunity to respond and some may not even receive the messages due to technical errors. As stated by Study.com (2018), communication effectively helps to stay competitive, improves profits, helps keep all employees happy and everyone remains focused. Using social media and other marketing techniques is a way of successfully communicating with customers too. According to EduNote (2017), non-verbal communication is also very important. This can be different forms of body language, appearance, visual communications and vocal tones. Sometimes non-verbal communication can be more effective than verbal. 
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