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Executive summary

Michelle Sullivan, owner of a medium toy store in Swansea, respectful demanded a report from a business consultant regarding her toy store. In this report the consultant identified the problems that the toy store is facing and suggests to Michelle how se can improve the management of her own business, preventing the small issues to become big problems.
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1.0 Introduction 
 The owner of a medium toy store from Swansea, Michelle Sullivan respectful required to the business consultant Paula-Adina Neagu, to compile a report by giving a professional advice regarding the team structure, how to improve the communication in the workplace. To accomplish this, report the consultant used Meredith Belbin Questioner, Tuckman theory, Shannon and Weaver, and Berlo’s theories. The submission date of this report is 05.04.2019.






















2.0 Findings 

[bookmark: _Hlk5044305]2.1 Effective communication
Effective communication is important not only at the workplace but also in the day by day life. As a owner or manager of a company you may have very good strategies to achieve the goal, that to make the business to grow, but you cannot put them in action if you not keep in touch with the employees by motivating and encouraging the employees, and giving them the chance to express their concerns, ideas, or any feedback that they have to give. In this study case Michelle Sullivan, who is the owner of an medium toy store in Swansea, and inside the company are employed just 27 workers, she should get closers to her employees by communicate with them, answering to their working concerns, and not in the end by listening them, making the working environment much friendly, and motivating the employees to give their best for the business.
‘Good communication isn’t just beneﬁcial on a professional level, it enables colleagues to build a more trustworthy relationship with one another. By understanding everyone’s roles in the business, colleagues are able to proceed with projects harmoniously without causing any unnecessary tension. It also helps managers to point out mistakes their colleagues are making in a constructive way and this kind of openness will not only beneﬁt individuals but also the company as a whole.’ http://time-recruitment.com/importance-good-communication-workplace/ 
An effective communication is when the employees must follow specific tasks that the managers are giving to them. Managers must make sure that the tasks they give are understood by the employees and they will accomplice the tasks. The consultant discovered that between managers and employees is a lack of communication especially for the stock room staff, who is doing night shift, without a manager on duty. The communication with the night shift employees is done in the Shannon and Weaver model, which is an old communication style because the managers do not get any feedback from employees. 
'In retail settings, for instance, workers interact with customers on a daily basis. They see what makes customers happy and hear complaints about the things that don't. Rather than sending mass memos to stores or business units based solely on analytics, invite front line input to go along with your quantitative research.' https://bizfluent.com/info-8307652-disadvantages-oneway-communication.htm (accessed on 01.04.2019)
 Because of the lack of communication, the employees that are working part time and different hours during the store opening hours, do not get to communicate and know other colleagues which means that they won’t be part of the team. Inside the store is not a consistency of training because managers have different style of training the new starters. 
Because of the bad communication inside the store the gap between departments make the business to not run smoothly.
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Regarding the hierarchy structure that is inside the company the consultant has identified that sales assistants’ employees are a little bit confused because the training that they receive from the managers. The Berlo’s theory is present on stockroom employees who work on the night shift without a manager and because they can not give a feedback or ask questions about their tasks and if they have misunderstood something they must improvise, or the stockroom employees will not accomplish the tasks.
‘In order to motivate everyone to work towards the objectives of the company, communication across levels is very essential.’(J.V.Vilanilam, 2000, p.20)
The business consultant creates a new hierarchy structure for the toy store, based on two-way communication, which will represent a benefit for company and for employees knowing who is subordinated to who. 
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1. Communication between Michelle Sullivan and the managers should be done weekly in which they will discuss about the problems that the store and the employees are facing;
2. The managers should discuss between them about the employee’s performance, problem that appear during their shift and together should find solutions to solve them;
3. The security and cleaning departments are subordinated to the managers;
4. The communication between supervisors and managers have an essential role because the supervisors should inform the manager about the employees’ performance, customers feedback, complains. They should meet weekly to not let the small problems to became big;
5. The night shift manager should communicate with his team during the shift, by briefing out and delegate the tasks for that day;
6. The communication between supervisors and the sales assistant have an important role, because the sales assistants can keep up to date the supervisor regarding the customers feedback;       
7. The communication between supervisors and stockroom employees should be about the stock, how they fulfil the shelves with products.
All this departments should have a weekly face-to-face meeting in which will be discussed all the good and the bad points that are in the toy store.


[bookmark: _Hlk5044324]2.2 Two-way communication

‘Communication is supposed to be an exchange of ideas and thoughts which could be either verbal or non-verbal.’ https://content.wisestep.com/importance-two-way-communication-workplace/ (accessed on 1.04.2019)
According to the business consultant, after a deep research inside the toy store, it reveals that the biggest problem that company have is the lack of communication and feedback. Inside the store is fervently used just the one-way communication, not offering to the employees the opportunity to share their opinion regarding the customers’ needs and opinion about the store by not giving to the employees the opportunity to give a feedback.
Using the two-way communication, the managers can help by improving the working environment by communicating with the employees, delegate them the tasks that is suits to each worker, and not in the end by forming a team.
‘Company management must find a mechanism to prevent such problems from happening and escalating into a major difficulty that would block or slow down the entire company workflow.’ https://blogin.co/blog/how-to-improve-communication-between-departments-by-using-blogin-35/?fbclid=IwAR01wSBawPRQYyWC4zXa6zVyg9A9J4JMQ2s__AiZ9izCK6AyqW4rEZsVgxM 
The two-way communication is based on few steps that anyone need to follow: to ask questions, to listen, to treat people as people, to keep tuned in and to speak same language.
‘Communication is a two-way process. Feedback and interactions are processes to know if communication process has been successful or not.’ https://www.businesstopia.net/blog/effective-communication 




[bookmark: _Hlk5044355]2.3 Effective methods of communication 

‘Communication is a very complex process that happens orally, in written form as well as in non-verbal form, and in which the message that is being sent, takes place in a certain context.’ https://www.toolshero.com/communication-skills/communication-cycle-shannon-weaver/?fbclid=IwAR1_OFAr_0N5TJJBBAhh6YB_W-6UjRqGVtLNAAuZLkVbenxdu0sPS3Q0nNg 
Inside the company must be used more verbal communication between departments, there should be meetings ones a week, between owner and managers regarding the employee’s efficiency also they should be discussed the small issues and the problems that have a bad influence for the toy store. Also, the writing communication is important because the employees should have the ability to write reports or emails in a formal way. The non-verbal communication has a big impact, because the facial expression, the tone of voice, the visual contact and the body language have a lot to say about you as employee and about the working environment on the store. 
‘Manning and Reece (1989) found that success in productivity and sales was linked to the distance between sales representatives and prospects, salesperson posture, handshake techniques, facial expressions, arm movements, and placement of the legs and feet. Those sales representatives who rely primarily on the spoken word communicate with prospects may be neglecting an important toolmfor conveying their ideas.’(Andrew Maund, Michaela Schriek, Paul k. Tinkler, 2017, p. 80)
‘..a person’s body may be ‘talking’ even as he or she maintains silence.’ https://www.cliffsnotes.com/study-guides/principles-of-management/communication-and-interpersonal-skills/methods-of-communication?fbclid=IwAR3UWqdW9wC89XZ_pu8pnfonqo8r4knarrf45I7bZ2bcXOybYT07ajIWm7M
2.4 Teamwork theories 

By giving to the toy store employees to complete Belbin questionnaire, the owner will find out the strengths and the weaknesses that the employees have and will give them change to show their skills inside the team. According to Belbin questionnaire the employees can be one or more from the following: sharper – represented by employees who challenge the team to improve, implementer – is represented by the employees in which you can count that will get the job done, complete finisher – represented by employees that pay attention to the details and make sure that job is done properly, coordinator – represented by the employee who coordinate the team and delegate the tasks in a good manner to get the job done, team-worker – provide support and make sure that the team is working together efficiently, resource investigator – represented by people who are curious and innovative, plant – people who came up with new ideas and are good in problem solving, monitor-evaluator – people who evaluate others ideas, specialist – person who have high abilities and skills.



Because inside the store are not formal teams, the part time workers do not belong to same team every shift, the owner, Michell Sullivan, together with managers should do the rota in a way that aloud to the part time employees and the new starters to know each other better and to overcome the barrier from the forming stage. To form the team inside the business she must use the Tuckman theory, and the employees should pass through all the stages to become a team. The Tuckman theory was developed by Bruce Tuckman in 1965, who sustain that ‘Tuckman’s theory focuses on the way in which a team tackles a task from the initial formation of the team through to the completion of the project.’ (The Team Building Company)2
The 5 stages that the employees must pass to become a team are represented by:
· Forming -represent the stage in which the team start to form, the tasks are allocated, but the workers work individually because they do not know each other enough to trust one in another.
· Storming – in this stage the members know their tasks and start to share ideas to accomplish them, also they can made or broke relationships between the team members.
· Norming – team members begin to trust themselves, and to accept the contribution to finish the delegated task of each member to the team.
· Performing – is represent by a high level of knowledge and skills, focusing to achieve the goal.
· Adjourning – represent the final phase in which the project is achieved, and the team start to break up by quitting the job or another member join the team, also it represents the phase in which the team start over again from the forming stage.















3.0 Conclusions

The business consultant during his research find out that the toy store, owned by Michelle Sullivan, is facing small problems that can be quickly fixed, and the problems do not need to be left unsolved because can became big problems which will affect the business.
By following the recommendations that consultant give to the owner, Michelle’s business will grow.
‘You may have all the greatest strategies in the world for how to push your business further, but you cannot materialize them and turn them into action if you have absolutely no connection with your staff members. You need to be able to encourage them, motivate them to do more and be more, inspire them, and listen to their ideas and concerns.’ https://smallbusiness.chron.com/top-seven-requirements-achieve-effective-communication-management-18061.html2 


















4.0 Recommendations

After the business consultant reveal all the problems, he came with recommendations to make the business growth by improving the relations between departments:
Being a small business, Michell Sullivan should create meeting once a month with the managers to inform her regarding the good points and the bad points that are inside the company, and the managers should have open meetings one time a week with the employees to find out the problems that they confront during their shifts by sharing feedback that the employees receive from customers and not only, and together to find the best solution to all the problems 
Managers should make a training program for new starters that should implemented by all. 
All the employees must have periodic trainings.
The owner needs to hire a manager for the night shift or to step up one of the employees.
Michell Sullivan should organise from time to time team buildings.
Michell Sullivan or the managers should do a rota to know exactly who is working, on which day and for how many hours so the employee can form a team for a better result
















5.0 Action Plan 

In this report the consultant identifies the problems that the company is facing and give to Michelle Sullivan recommendations that will improve the business growth. Improving all the bad points that business have, the cost will increase little bit, but in the same time the business will be a real success.
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