Effective Team-working and Communication Module


A REPORT ON TEAM WORKING AND COMMUNICATION WITHIN THE WORKPLACE




Submitted By

Salma Siddika
Student ID 2118578
Date: 1st July 2022
Word count: 1970










Executive Summary:

Modern workforce faces challenges such as the increased diversity of the workforce and complex prospective customers. These divergences can cause misunderstandings and low efficiency in internal communication  which leads to conflict and profit loss. Therefore, effective communication stands out significantly in the modern workplace.

As a newly appointed manager, Andrea Jones faces quite a lot of challenges such as poor performance, lack of communication, wrong concept to build teams etc. This report elaborates how team development theories and effective communication methods taught in Effective Team-working and Communication Module  can resolve these issues. Right team role selection at right stage of team development using Belbin and Tuckman theory can enhance team performance. In order to reduce the rate of absence and job switch, Andrea Jones need to apply two way communication in the organisation so that employees have strong bonding with other team members as well as the organisation.
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1.Terms of reference

This report was requested by Mel Squire, Lecturer, Silks for the work place, Level 4 as part of the effective team work and communication module with submission date 1st July 2022.


2.Procedure

Contents of this report have been compiled from  library books, articles, reliable online resources and class lectures resources which are mentioned at the end of the report.  


3. Introduction 

Tran (2016) states that modern workforce faces challenges such as the increased diversity of the workforce and complex prospective customers. These divergences can easily cause unintended misunderstandings and low efficiency in internal communication  which leads to conflict among employees and profit loss in organizational productivity. Therefore, effective communication stands out significantly in the modern workplace. (Tran, B.,2017).
The purpose of this report is to analyse Andrea Jones case and reflect how the application of teamwork theories (Tuckman and Belbin) can improve teamwork in the organization detailed in the case above. Models taught on Effective Team-working and Communication module have been used to illustrate the importance of two-way communication at the organization in the case study. Success can be increased and chances of achieving excellence in job and career can be increased with good communication (Forsyth P.,  Kay F., 2008). It was concluded that requirement of effective communication (verbal and non-verbal) is important for the continued success of the organization, specific to this case study.



4.  Findings

As a newly appointed Head of Social Services, Andrea Jones immediately addressed some problems in the department such as poor performance, inappropriate team building practice, lack of team communication, slow rate of return to work after pandemic, one way communication leading to dissatisfaction among employees, lack of cordial work relationship, lack of training, high rate of absence and so on.

4.1 How Belbin and Tuckman can help In the case study

BELBIN

According to Belbin, team members can be categorized in 9 roles (2010, p22)-
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All roles should be present or compensated to become a successful team (Belbin.com, nd, online). 

This theory can be applied in Andrea jones case by recruiting team roles for each social worker according to Belbin’s model and redesigning the teams with all roles present. This will create sense of identity and cooperation in team members.

The shaper and coordinator can work and team leaders who can motivate other team members and allocate work.

Team worker and Implementer can handle cases with families as their roles are good at executing tasks. This will help to improve team performance.

Resource investigator can communicate among other groups to seek support and resources. This will build trust and cooperation between teams.

Completer finisher can work projects with deadlines. This will also improve performance.

Plant and Specialists can bring up innovative ways to do a tasks, advise on methods to achieve target and communicate these ideas to team leaders and managers. This will fill in the communication gap between managers and team members.

Monitor evaluator would be very careful with the work process outcome of the project. This will help the team to be careful to stick to the plan and produce outcome reports. 

Tuckman

Tuckman (1965, p.384–399) developed a theory of team development that describes that any team development goes through 5 key stages. 
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In Forming stage initial communication happens. Team members are uncomfortable about working with a new group. In Andrea Jones case,  team forming needs to be done according to Belbin’s theory. A Smart goal needs to be set and communicated to the team. As much information as possible needs to be provided to the team members to understand the task and the parameters to realize the goal. In this stage training needed to build orientation around the task and interpersonal relationship. (Tuckman, B.,1965). This will reduce the turnover and high absentee rate.



In Storming stage group members initiate conflicting ideas. Coordinator and team worker can be utilized here to reduce conflict. Strong leadership from coordinator and monitor evaluator can anticipate Conflicts and take measures  to reduce that. In this stage team members show emotional resistance. Team leader should have emotional resilience to reduce interpersonal emotional differences. (Tuckman, B.,1965). It’s very important to develop two way communication system to promote team cohesion. Training is also required to reduce conflict and self-understanding and self-change. Team workers can play a vital role to support the team work and reduce conflict 

Conflict handling strategies such as Assertiveness (expressing  feelings, thoughts, beliefs, and opinions in an open manner that doesn't violate the rights of others) or Cooperativeness (Concerned with the degree to which a person is generally agreeable in their relations with other people) can be applied to resolve conflicts. 
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The Thomas-Kilmann Instrument is intended to assess a person's behaviour in conflict situations along two dimensions:  assertiveness, and cooperativeness (Kilmann Diagnostics, 2019). This theory shows different styles of conflict handling which can be applied in conflicting situation.

In norming stage cooperation developed  and conflicts are settled. Team monitoring is very important in this stage. Constant two way communication and review needed.  (Tuckman, B.,1965). It’s very important to build the identity and trust to reduce employee turnover and increase performance. 


In Performing stage Teamwork achieved and Team role becomes flexible. In performing stage, team becomes problem solving instrument. Team members are now adopt and play roles to enhance task activities of the group, since they have already learned to relate one another as social entities. (Tuckman, B.,1965). Reward and recognition, feedback, reviews needed to motivate team members to perform better. 
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The Maslow's theory of needs can be applied for reward and recognition .This theory also known as the hierarchy of needs, provides a framework for defining human wants, from the most fundamental ones (such as eating, sleeping, and so forth) to the most satisfying ones (self-improvement, practicing art or sports, etc.). (Cadiat A. C., Probert  C., Pichère P.,2015). As a manager Andrea Jones needs to identify her team members needs and design reward and recognition activities accordingly. 
 
Adjourning stage is When team work finishes. team worker should feel accomplished after finishing a successful task. There should be a of strong feeling of identity with confidence. Motivation with recognition needed to move forward to work in a new task. This is very important to reduce the stress of working in new team. Adjourning stage should leave the worker with belongingness, network and satisfaction for career progressions. Shaper and resource investigator can play an important role to develop inter-team cooperation and communication in this stage.


4.2 The importance of two way communication in the case study

There are many communication models. This report focuses on 3 communication model which were taught on Effective Team-working and Communication module.

4.2.1 Berlo’s SMCR model of communication (1965):

This is an one way communication model. The different elements that make up the fundamental communication process are described by Berlo's SMCR communication model from 1960. This communication tool also focuses on encoding and decoding messages, making it possible to communicate more effectively. Sender, Message, Channel, and Receiver are all abbreviated as SMCR. He claimed that the interpretation of a message ultimately rested with the listener.
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(Communication Models, 2013)

Limitations:

• The impact is not considered because there is no concept of feedback.
• There is no concept of noise or other types of barriers.
• Two-way communication is not present.
• In light of all the aforementioned criteria, both individuals must be comparable. (businesstopia, 2018).


4.2.2 The Shannon-Weaver Mathematical Model (1949):

This is also an one way communication model which is similar to Berlo’s SMCR model but introduces noise and the need to manage noises that can interrupt communication.

Limitations: 
· No non verbal
· Great for understanding fundamental aspects of how information is transferred. 
· Doesn’t apply on face to face communication.
· This model is specially designed to develop effective communication between the sender and the receiver. 
· It is more effective for communication between individuals than for groups and large audiences. 
· It’s linear way of communication, no feedback is involved in this communication model.
· The model is taken by some critics as a “misleading misrepresentation of the nature of human. (Businesstopia,2018).


Advantages:
· Concept of noise helps in making the communication effective by removing the noise or problem causing noise (data breakage, actual noise, auto correction)
· 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.


[image: ]


4.2.3 Schramm’s Model of Communication (1954): 

According to this two-way communication model designed by Wilbur Schramm in 1954, communication is a two-way process in which the sender and the receiver alternate sending and receiving messages. Without being properly and clearly defined and communicated to others, information is useless. The idea and conviction that communication is two-way forms the foundation of this circular communication concept. In other words, at least one sender and one recipient are present. The model additionally includes at least one more component. the actual message. 
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According to this model of communication, when a sender passes on the information to the receiver, the receiver must interpret it in the desired form the sender wants and give him the feedback or respond accordingly. Any communication where the sender does not get the feedback, the communication is not complete and thus ineffective. (Juneja, P.,2015).



In Andrea Jones case, one way communication was in practice hence employees felt they are never heard, face to face meeting rarely conducted, review and feedback were not in practice, workers in separate building and online felt isolated. 

It is very important in this case to apply two way communication such as Schramm’s Model to enhance workers.

In Andrea Jones case study it was observed that new staff were joining frequently, so they had to go through team building again and again. In this scenario communication can play a vital role to make sure everyone has sufficient information of the objective. Two way effective communication can help to reduce conflict and improve the relationship between employees. This will also avoid making mistakes as everyone gets constructive feedbacks. There is no alternative than an effective two way communication across the entire organization for better performance


4.3 Why effective communication is important (verbal-non verbal)

Strong partnerships at all levels of the business can only be maintained and productivity increased with effective communication. 

In a UK-wide survey of 1,000 employees, 47% of the respondents said their superiors don't regularly communicate with them. Lack of communication happens due to failure to give an opportunity to be heard, fail to include in important corporate developments, and lack to properly describe the goals. (freshbusinessthinking.com,nd). 

Communication can be Verbal or Nonverbal. Verbal communication is the things said and non-verbal communication is the things communicated through body language, facial expressions and so on. 
Both are significant and have different things to communicate. Understanding both verbal and non-verbal communication is so crucial.


Any symbolic action that conveys a message without the use of words is considered nonverbal communication. This definition covers a wide range of topics, including facial expression, hand gestures, clothing, tattoos, jewellery, physical attractiveness, timing of events, distance, tone of voice, eye movements, the placement of furniture to create atmosphere, touch, and smell, – and that is not an exhaustive list. ( Duck, S. & McMahan, D, 2015, p.89 ).

 
Usually, success in communicating not only depend on what is expressed verbally but also influenced by aspects of non-verbal communication that can be controlled. Body language (non-verbal behavior), voice (para linguistic behaviors/cues) will affect the way messages  are interpreted.(Peter Morgan, 2017, p245). 


5. Conclusion

As a newly appointed manager, Andrea Jones faces quite a lot of challenges such as poor performance, lack of communication, wrong concept to build teams etc. This report elaborates how team development theories and effective communication can resolve these issues. Right team role selection at right stage of team development using Belbin and Tuckman theory can enhance team performance. Two way communication was lacking in the department. In order to reduce conflict, rate of absence and job switch, Andrea Jones need to apply two way communication in the organisation so that employees have strong bonding with other team members as well as the organisation. Overall effective communication is the key to build a successful team and overcome the challenges it face along the working progress


















6. References

Belbin R M(2010) Team Roles at Work. 9th edn. London: Routledge

Belbin R M (2010). Management Teams: Why They Succeed or Fail.3rd Ed. Oxford: Butterworth-Heinemann

Belbin.com  (nd).”The Nine Belbin Team Roles”. Available at: https://www.belbin.com/about/belbin-team-roles. [Accessed 10 June 2022]

businesstopia (2018). Berlo’s SMCR Model of Communication - Businesstopia. [online] Businesstopia. Available at: https://www.businesstopia.net/communication/berlo-model-communication.

businesstopia (2018). Shannon and Weaver Model Of Communication - Businesstopia. [online] Businesstopia. Available at: https://www.businesstopia.net/communication/shannon-and-weaver-model-communication.

Cadiat A. C , Probert  C,Pichère P (2015) Maslow's hierarchy of needs: Understand the true foundations of human motivation. Lemaitre Publishing

Communication Theory. (2014). BERLO’S SMCR MODEL OF COMMUNICATION. [online] Available at: https://www.communicationtheory.org/berlos-smcr-model-of-communication/.

Communication Models: Basic SMCR Model. (2013). YouTube. Available at: https://www.youtube.com/watch?v=yUGW2d6nXe0.

Duck, S. & McMahan, D.T. (2015). Communication In Everyday Life. 2nd Ed. California: Sage Publications. Inc.

Forsyth P.,  Kay F. (2008). The Art of Successful Business Communication. London : The Institution of Engineering and Technology.

freshbusinessthinking.com (n.d.). Poor communication is the biggest reason for wanting to leave a job. [online] Fresh Business Thinking. Available at: https://www.freshbusinessthinking.com/advice-ideas-and-planning/poor-communication-is-the-biggest-reason-for-wanting-to-leave-a-job/42514.article.


Juneja, P. (2015). Schramm’s Model of Communication. [online] Managementstudyguide.com. Available at: https://www.managementstudyguide.com/schramm-model-of-communication.htm

Kilmann Diagnostics (2019). An Overview of the Thomas-Kilmann Conflict Mode Instrument (TKI) A long-term collaboration by Kenneth W. Thomas and Ralph H. Kilmann - Kilmann Diagnostics. [online] Kilmann Diagnostics. Available at: https://kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki/.

Lyon, A. (2017). Transmission Model of Communication: Shannon and Weaver. YouTube. Available at: https://www.youtube.com/watch?v=OY1JsGFZprc.

Peter Morgan (2017) The Business Student’s Guide to Study and Employability. 1st Ed. London: Sage Publications, Inc.

Tuckman, B. (1965). ‘Developmental sequence in small groups’. Psychological Bulletin, 63. Available at: http://www.communicationcache.com/uploads/1/0/8/8/10887248/developmental_sequence_in_small_groups.pdf. [Accessed 11 June 2022]





Tran, B. (2016a). Tran, B. (2016). Communication (intercultural and multicultural) at play for cross cultural management within multinational corporations (MNCs). In N. Zakaria, A. N. Abdul-Talib, & N. Osman (Eds.), Handbook of research on impacts of international business and political affairs on the global economy (pp. 62-92). Hershey, PA: IGI Global.


Tran, B. (2017). The Art and Science in Communication: Workplace (Cross-Cultural) Communication Skills and Competencies in the Modern Workforce. In B. Christiansen, & H. Chandan (Eds.), Handbook of Research on Human Factors in Contemporary Workforce Development (pp. 60-86). IGI Global. https://doi-org.ezproxy.uwtsd.ac.uk/10.4018/978-1-5225-2568-4.ch003



















2

image4.png
Maslow’s Hierarchy of Needs

Personal
accomplishment

Esteem

Belonging




image5.png
Berlo’s Model of Communication

Encodes Decodes

A Source encodes a Message for a Channel, then to a Receiver, who decodes it: S-M-C-R Model




image6.png
The Shannon-Weaver Mathematical
Model, 1949

Receiver
(Decoder)

Transmitter
(Encoder)

Information
Source

Channel Destination

Received
Signal

Message Message




image7.png
Schramm’s Model of Communication,
1954

Message

Encoder Decoder

Interpreter Interpreter

Decoder Encoder

Message





image1.png
Social roles Action or Task Thinking roles
roles
Resource Shaper Plant
Investigator
* Innovative
o Finds resources o Leader * Outof the box

Good network

e Authoritative

thinker

Team worker

Implementer

Monitor Evaluator

e Calm e Good at action e Monitor/Evaluates
e Cooperative « Execute plans risks
e Introverts
Co-Ordinator Completer/ Finisher Specialist
e Leader « Highly anxious e Expertin
e Allocation of work e Feels the urge of something
finishing the task e Advisor





image2.png
Effectiveness of Team

4. Performing

Tuckma

5. Adjourning

Performance of Team

Tuckman’s Model of Five Stages




image3.png
Conflict Handling Styles Thomas/Kilmann

Q
>
g Competing Collaborating @
A7)
il a omp
@ ]
Q
s @
N ..
2 Compromising
4
o
w @
1% =
2 3 <o @ _—
g Avoiding -
S Accommodm‘mg

Unco-operative Co-operative
Co-operativeness




