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Introduction 

The present module has been centred around the communication and team work areas, with the aim of familiarising us with various strategies used with working teams. The module also discussed a range of communication skills and their importance for an effective team work. The module is concluded with an assessment which requires us to elaborate a report, where we discuss the above in further detail, with the aim of creating an in-depth understanding around the concepts we discussed in class but also to allow us to implement this knowledge in a real-life scenario. 
In terms of the chosen business context, I will use my current workplace as a study case. I will provide an overview of my workplace further down the line. 

Literature used

The present report was been elaborated with the help of various materials. I have used a number of online articles from verified sources, specialist literature, as suggested in the assignment’s brief, journals from relevant publications, but also observations and analysis of work situations as well as documents such as my employment contract and the employee handbook. 


Communication skills and their application within a chosen business context 

Firstly, I would like to offer a brief overview of my current workplace. I am working as an agent within a real estate agency. I have been working for this company since end of 2017. I currently have a client facing role, as well as customer facing role. I am working is small, with another 4 members, and my manager, who is also the business owner. I am dealing with the public as I am the first point of contact for our tenants. I am also undertaking new business development activities. We work in the same office. 
In reviewing specialist literature for the area of group work, I discovered Belbin’s theory. 
Meredith Belbin is a researcher born in England. He is the author of Belbin’s theory, which was largely applied in the modern business world. The most important piece of work belonging to him is the book “Management Teams”. According to this book and Belbin’s research, there are 9 different roles for individuals who are part of the same team. 
According to Belbin, “A team is not a bunch of people with job titles, but a congregation of individuals, each of whom has a role that is understood by other members” [Online] Available at: https://www.belbin.com/about/belbin-team-roles/ (Accessed 1 Aug. 2019)
As he described in his theory, Belbin attributed roles to 8 categories:
1. Coordinators - Co-ordinators normally have the desire and frame of mind to arrange by persistently naming the methods, explaining the planned objectives and guaranteeing that everybody is progressing in the direction of the correct heading. The quality of co-ordinators can be found in their conduct; calm, tolerant, positive, progressive and inquisitive
2. Resource-investigators – are daring and eager. Their qualities are their system administration aptitudes, being open and continually investigating new possibilities and openings. They need development, connection the executives and decent variety.
3. Plants – tend to think unrealistically, have very creative natures, usually like to overthink; unable to follow rules 
4. Monitor-evaluators – tend to have developed analytical skills, can think in detached ways, assess all possibilities before proceeding 
5. Shapers – are driven and passionate in their actions, do not see lack of ambition of others with good eyes 
6. Implementers – flexible individuals, tend to follow the conservative way of doing things
7. Completer finisher – often see too many barriers, some of which never actually take place; 
8. Team workers – usually the most sensitive individuals, appreciate connections more than anything 
9. Specialists – tend to be the “quiet ones”, need space so they can work “their magic”
According to the above criteria, Belbin also defined the main roles: 
· Action driven roles – shapers, complete finishers and implementers 
· Social roles – coordinators, resource investigators; team workers 
· Thinking driven roles – monitor-evaluators, specialists and plants . [Online] Available at: https://www.toolshero.com/leadership/belbin-team-roles/ (Accessed 1 Aug. 2019)
After reviewing the typologies developed by Belbin, I can say about myself that I am a a coordinator and team-worker at the same time. Most of my actions are driven by the principles of communication and I can say about myself that I am a people’s person. I do not mind taking on more responsibilities, in order to ensure that the team is functioning at its fullest capacity. I understand that everyone has good and bad days and that we are all working toward common goals and objectives. 
Belbin’s theory has been elaborated after subsequent observations of team members who cover for more than 1 roles within the team. The efficiency of the model proposed by him isn't just to order people into limited jobs, yet to give a stage to improve in general execution. This might be by filling in holes, moving the obligations of people with copy duties or utilizing complimentary jobs to expand group execution. The discoveries can be utilized to guarantee in each group you have the right equalization of jobs and ranges of abilities. The model he designed is widely used in improving team performance. [Online] Available at: https://www.businessballs.com/leading-teams/team-roles-meredith-belbin/ (Accessed 6 Aug. 2019)
I believe that the model is particularly useful in organisations like the one I am part of, since our roles entail a large and diverse range of responsibilities, as per size of the company. I also believe that my colleagues are true team-workers, since we are faced with challenges, on a daily basis, for not having enough human resource. 
I researched the official website of Meredith Belbin in order to find out more about his theories and the benefits they bring to different teams. I discovered the below:
1. The theory can be used in team development, in maximising the team functionality. Statistics show that 99% of Belbin’s customers have agreed that the method allowed their teams to work more effectively. 
2. The models are useful for management training sessions – managers can use the principles and models developed by Belbin in further developing themselves and becoming better people’s persons
3. The theories can be used for leadership development – leaders can make use of the theories in order to perform team analysis, with the aim of identifying teams’ strengths and weaknesses 
4. The theories can also be used in recruitment processes – allow decision makers to select individuals for certain roles, as suggested by the characteristics of the team members described by Belbin
5. The principles described by Belbin can be used in conflict management – the model described by Belbin can be used to gain an insight in the team’s culture
6. Belbin’s models can be used to improve employee engagement – team members can identify their strengths and weaknesses. Individuals can uses assessments based on the principles described by Belbin for personal and professional development plans 
7. Belbin’s work can also support change management – by outlining the strengths and weaknesses of team members, a change plan can be implemented. [Online] Available at: https://www.belbin.com/about/why-use-belbin/ (Accessed 6 Aug. 2019)
I also found out that there are a number of ways to improve the team’s performance:
1. Communication needs to be efficient and clear, when used in a team environment. Communication needs to be regarded as a 2 ways street, with both listening and speaking involved. Effective communicators are skilled in keeping the balance between the 2 of them.
2. Team members need to be supportive to others. This has a positive impact on the internal competition and allows the team to grow as a whole, rather than promoting individuals alone. 
3. Promoting the sense of responsibility – both success and failure need to accounted for. Individuals need to be responsible for themselves as well as the team’s success or failure 
4. Flexibility – flexibility and negotiation promote the creativity of the team and allow team members to make use of different skills they possess 
Communication methods 
There are 3 main types of communication:
1. Verbal (also known as oral communication) 
2. Written – used to provide larger volumes of information 
3. Non-verbal – this includes the body language, gestures, etc.
In choosing the right communication type, the answer to certain questions needs to be provided beforehand:
· Who is the audience 
· What kind of information is transmitted 
· How often is the information transmitted 
Choosing the right communication method is extremely important for organisation. Taking the example of my workplace, we make use of all communication methods:
· Verbal – internally, with our customers, with our clients, suppliers, etc. 
· Written - internally, when we need to pass over important information that needs to be retrieved; with our customers (tenancy agreements, invoices, etc.) with our clients (invoices, contracts and agreements, etc.), with our suppliers (invoices and bills) but also amongst our team (communication from our manager, etc.)
· Non-verbal – with all parties that we liaise with; for example, the body language is part of all conversations, whether they are formal or informal. 
Communication channels 
A common challenge encountered by managers in today’s business world is finding the right communication channel, perfectly tailored for the organisation and target-audience. Communication channels can be:
Formal – intended to transmit information like procedures and policies, organisational goals, etc. Examples can be the newsletter of the company, reports, sales figures, etc. 
Informal – most organisations will have an internal communication channel in place, mainly opened to the employees of the organisations; often called “intranet”
· Unofficial – mainly the result of human interactions. . [Online] Available at: https://www.tutorialspoint.com/management_concepts/communication_channels.htm (Accessed 6 Aug. 2019)
One of the ways of explaining the communication processes is through encoding and decoding, with the use of senders, messages, channels, receivers, decoding and feedback. 
· The sender is usually the initiator of the communication process. They encode the information, through words, symbols, sounds, etc. the message is then transmitted through the communication channel to the receiver, who performs the decoding. They understand the message that is being transmitted and internalise it. They then express their feedback or response to the sender. . [Online] Available at: https://www.marketingstudyguide.com/communications-process-encoding-decoding/ (Accessed 6 Aug. 2019)
As follows, I researched further to find out what are the most common obstacles for effective communication:
Poor encoding and decoding – these occurs as a result of cultural differences. In different cultures, individuals use different principles in encoding message, which can have a totally different, if not oppose meaning for the receiver. 
Background noise – this can affect the quality of the message delivered.
In ensuring communication takes place effectively: 
Encoding needs to be taken into account the way the received might interpret the message. 
Feedback needs to be allowed – the receiver needs to be given the opportunity to express their opinion about the message they received.
Ensure background noise is kept to a minimum level 
Target the audience carefully, suitable for the message that is transmitted and the purpose for transmitting it. [Online] Available at: https://www.knowthis.com/promotion-decisions/keys-to-effective-communication/ (Accessed 6 Aug. 2019)

In order for me to analyse the communication challenges we encounter in my workplace, I can relate to the background noise as being one of the most challenging obstacles. This is due to the fact that our roles are telephone-based and we don`t always have control over the disruptions. Another important challenge is the fact that we speak to customers and clients from all backgrounds and origins, most of which have a specific accent. 
We discussed this aspect in our team meetings and decided that we will try and limit the background noise at our end so that we don’t complicate things our end. 
In ensuring that communication takes place in an efficient manner, we always use short and concise phrases when transmitting information over the phone, especially when discussing important aspects such as rates. We also send written information in most cases, as most times discussion between us and customers/clients need to be documented. 
Conclusion 
The present module has been very useful and has allowed me to explore further concepts which will contribute to a better performance in both my professional and academic life. I believe I am an efficient communicator, who gained strong communication skills during the work roles I have had so far. I will make use of the information and knowledge I gained through this module and report to improve those skills and to further develop my communication techniques. 
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£x.1. Read the following passage and answor the questions on the next page.

Case Study: A Day With The Chief

Mark s a (09-performing salesperson at a pharmaceutial supply company. As a reward for his
performance, he s treated 0.8 19 o the corporate office in Californa to meet the chief executive:
officer, s, Mls. Ms. Mils s known around the office s the “Wicked Witch of the West” because

of her short and sometimes abrasive demeanour,

Mark's co-workers share“Porrorstoies”of thelr encounters with her, staing hat she raely makes
ey contact, never smies, and disikes beng approached uniess she Iniites the conversation.

Although he s excted 1o travel, he i alo nervous sbout what he and M. Mills might talk about.
He prepares by thiking about how he can share his sals strategies and techniques. On the day of
themeeting, he waits patienlyfor Ms. Ml assistant to cal hm into heroffce. Whenheis escorted
o meether, he s shocked tosee a petite woman behind the large desk sriling back at im with

Kind eyes. He approaches,shakes her hand, and waitsfor her permission t st

Ms. Mills 5 nothing lie the horible person they made her cut o be. Ms. Mills asks Mark severel
thoughtiul questions about wh he is successful, ways the staff can be supported, and how the
‘company ft in with his professional goais. Mark feels more and more comfortable as she leans

forward tolsten intently to what he is saying. Mark loosens his ie, crosses his egs, and begins

sharingstores of how he feels his immeciate supervisor has dropped the bal on more than one
occasion and that the team woul be betiet if more money were alocated to incentives and
bonuses. Mark mmeditely sees Ms. M5’ eves begin o squint and her brow furrow. Sh siands.
UpabrUpLY an savsina gaff voice hat ther tme s up and thather asssant il show him out.
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your com pany and you would like an employee, Jack Daniels, to join
your Communications Training team.

- Tell JO why you are writing
- Say what you have observed and like about his communication skills

- Tell him why you think he would be an asset to the team
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Time allocated:  hour, Please return your paper to the lecturer upon completon.Jtwill be returned
£0 youat the next session. You will nzed o include a scorned copy of thiz exrcise i the form of an

appendxtogether with you Tosk 1 (part o the Assignment fo tis moduiel.
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Ex.1. Read the following passage and answer the questions.

The professor and the village people

X Profesor f nglish a1 3 wel-krown Welsh Universty ived in 3 rga house not ar from e ilage. He
never wen! mtothe vlage,bur shopped 1 he town near the Unversiy because e had nothing ncomon
with the vilage people, who wee lagely unecuested and did mana jobs. On Ngh, the professor fell
aslosp whilesmoking i ipe 3n thepipefell nio the carpet and started 3 o

When the professor awoke andsaw he house on i, he rushed nt the vilage,screaming:

The edfice & being comsumedby a great conflgration!

The edfice & being consumed by  reat orflagrati

The vilge people oted at i and continued doing what thy were doirg.
‘Dot you understand? He ai. “The edifice & e consumed by a great conflgratin’

They ghored i

Whar the rcfeczo eturnad harn, h v that b houc had baar cormpltely desroyed W 12 down on
the ground and wept. T next da. e wertint theilage ring. Why.oh why cdrtyou help me? Ny
home has been estroyed b th ire. | ame and begec you st igh” He wep.

But Profesor, why didtyou say that your house was o fie? We would have heiped.”

(Q1: Why didn't the iloge people help the Professar?”
2: What should he have done to get them to help him?
Q3: Whose model of communication 40 you think can expian this situation?
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