

Executive summary
In this report a short description of effective communication in workplace is explained, supported by theories and models of how to communicate. It provides recommendations for small business owner Michelle, how to create a successful team and communicate with her employees and management. A short demonstration of communication breakdown and how management cooperate to solve this issue and prevent it became a big problem. There are other ways to communicate than simply using words including but not limited to: our body language, emotions, senses, writing, art, technology, and social networking.
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1.0 Introduction
Michelle’s company rapidly expanded within a year and no work structure was established. Shifts were a little chaotic, with employees confused and unsure of duties and responsibilities in work. The purpose of this report is to recommend Michelle how she can improve her company hierarchy, how to organize workload and employees, and further improve communication to business satisfaction. The action plan should be achievable and recommendations for the organization logical and based on research from other real successful businesses.

















2.0 Findings
First recommendation for Michelle Sullivan company would be to reconsider store opening hours as for medium size toy shop it is very uncommon to be open until 22.00 at night.
Taking into consideration that most shopping centers and business parks are closing their stores between 6pm and 8pm, it is unnecessary to have her shop open until 10pm.
Based on online research, only 23% of asked customers enjoy the experience of going to the shop instead of shopping online, while 56% said they prefer to touch, feel or see the item first before purchasing.
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After informing employees, Michelle can start on creation of the team, following Tuckman’s model and pick the right candidates, following Belbin’s theory, identifying team roles important for performing effectively.

Interpersonal communication cycle 



After informing her employees about changes, new shifts can be introduced based on number of employees needed for each shift, working hours, knowledge and experience. 3 working patterns could be created and workers will be offered to choose which would suit them most.
Berlo’s SMCR model: 
HR department  New contract letterin personemployees read and sign
As the new store opening hours would be from 8.00 am – 8.00 pm, Michelle decided to form morning shift with starting time 7.30 am and finishing time 2pm (with time for preparation and employee briefing), and afternoon shift from 2pm to 8pm.  She would keep night shift from 8pm until 2am as some people prefer to work at night due to family circumstances or travel arrangements, with 1 manager and 6 stock room workers only.



 Shift hierarchy 
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In forming stage, Michelle should analyze each employee’s strengths, weaknesses, personality and behavior to assess if they could perform professionally and effectively. It is important that each employee can behave as member of a team, contribute and collaborate with others and support the team to reach common goal.
It is always good to have a ‘Plant’ in a team, this person can bring new ideas, creativity on how to perform tasks, could be highly effective for a team to find solution for problem solving but often have communication issues. Having two plants in one team might be causing competitive behavior and complications between team members.
‘Resource investigators’ are natural communicators and very friendly, kind and outgoing. They like to communicate either inside or outside of business, and they love to negotiate.
‘Coordinators’ are perfect for shaping others in way to reach their common goals. ‘Shapers’ are for instance natural leaders and can perform under pressure.
Storming stage is stressful time for the team as everyone is trying to make a statement and some are fighting with inadequacy feelings and sometimes anxiety trying to impress.
While team members are equally important for performing stage, the ‘Completer – finishers’ are like fuel for the car, helping a team running to a finishing line.

‘’Teams can become unbalanced if all team members have similar styles of behavior or team roles. If team members have similar weaknesses, the team as a whole may tend to have that weakness. If team members have similar team-work strengths, they may tend to compete (rather than cooperate) for the team tasks and responsibilities that best suit their natural styles.’’( www.mindtools.com, Accessed 31st March 2019)

Communication hierarchy
Sales assistants report to leaders and leaders report to the manager.
Cleaner and security report to the manager; it is not necessary to have supervisor as the company have only 27 employees and size of the shop is not as big as for instance Toys”R”Us.
While the Aristotle model of communication puts the speaker in the central position and suggests that the speaker is the one who drives the entire communication, the Berlo’s model of communication takes into account the emotional aspect of the message. Berlo’s model of communication operates on the SMCR model. (Juneja, 2019)
Communication between workers is verbal (face to face, radio, messenger, skype) and non-verbal (notes, e-mails, intercom, headset, body language) on a professional level.
‘’When we interact with others face-to-face, we are constantly sending and receiving messages through our signs, expressions, gestures, postures, and vocal mannerism. (Huczyński and Buchanan, 2013)
Any non-professional communication can lead to conflict between team members, breaching of company policy and could cause serious existing problems for the team. It is team leaders’ job to observe performance of the team, behavior of the team and dynamics, the way they perform and how they work together on a common objective. If a problem in communication occurs, it is important to step in and solve the problem before it becomes a big issue. Sometimes if members of the group struggle to communicate and cooperate together it may lead to a break up and failure of the team.
Healthy environment, effective communication, great group dynamics and positive feedback improve productivity, help to lift company’s reputation and increase profits. However, many companies struggle to coordinate their teams and prevent conflict in the workplace. Usually it is due to lack of trust, speaking behind other person’s back, discrimination, harassment, employee absence, stress, depression, or anxiety.
To summarize 10 ways of effective communication at work:  Be a good listener, concentrate on body language, accept preferred method of communication, watch tone of your voice, act professionally, make no errors, check grammar and spelling, use constructive feedback, make sure message is understood, don’t be too personal, never stop learning. (Olson, 2012)
Looking at Michelle Sullivan’s team, one of her sales assistants is on long term sick pay due to stress at the workplace, high volume of work, and not being respected by her colleagues. She feels depressed and does not want to come back to work for the company. She was communicating with her manager in written form by sending an e-mail and a copy of sick note.
Michelle remembers her as very quiet person, hardly communicating with anyone, rather introvert, but very kind and showing professional behavior when dealing with customers.
‘’Importantly, people also transmit information about themselves through the way they present themselves to the outside world.’’ (Hess 2015, as cited in Küster, Krumhuber and Hess)
This is a serious problem for such a small company and it is for company’s sake to fix this problem as soon as possible so it does not escalate and damages company reputation.
Michelle is disturbed by this situation and asked her managers to act and communicate with her team to resolve this issue in her company.  After all, it is her responsibility to ensure that her employees are treated fair, with respect and recognition. It is her priority to provide healthy and safe environment for her employees and care about their wellbeing and how they feel.  
‘’ Listening requires you to concentrate on the verbal and non-verbal messages being sent and to determine the meaning of those messages. Effective listening is central to fostering interpersonal relationships with co-workers, leaders, and clients.’’ (Maund, Schriek and Tinkler, 2017)
The manager on duty made a phone call to the absent employee and left a voicemail message, stating that they want to discuss this matter in person and offer to fix the problem to employee satisfaction. Unfortunately, the signal was very bad and message was interrupted few times so employee could not understand the name of the caller or the reason of the phone call. Because manager did not receive a call back, he contacted employee by e-mail, asking if the employee got the message and apologies for inconveniences caused. The message was received and employee replied, stated day and time she would visit office to discuss the issue. 
A classic example of Shannon and Weaver model where key elements of human communication are a source, sending message by sender, through transmitter, occasionally interrupted by noise, decoding message, reaching destination by receiver. (Martin and Fellenz, 2010)
Based on face to face conversation, employee stated that three of her colleagues were going for their breaks at the same time, leaving her to serve customers at the till during busy time and that was causing her stress as customers get frustrated and impatient queuing for such a long time, waiting to be served. She also stated that one of them was making statements about her clothing looking rather used and old fashioned. 
As a suggestion for this situation, Michelle needs to call her employees for a discreet briefing and explain that this behavior is unacceptable and there would be a verbal warning and apology required to absent employee. Next step would be a break time rotation so there is always team of two workers to support each other during busy time. 
Another recommendation is to design employees uniforms with company logo to represent the company and make employees look smart and presentable. 
It is important when problems occur to take steps and try to make things better and not spend too much time questioning what went wrong, who to blame and why it happened.
Looking at Covey’s circle of Influence, negative mind equals reactive thinking, when people focus on problems, they tend to blame others instead of trying to find out why it happened. However, if a person with positive mind is focusing on things that can be changed, acting responsibly trying to resolve issues that occurred, they are a proactive thinking person and a good leader.
‘’Whenever you’re getting worked up over something, ask yourself, “What can I do to change this situation for the better?” (Doherty, 2015)
‘’When building a strong team, leaders, and managers must be assertive. That means looking for solution that satisfy both sides, and respect as team members also management and owner/s.  It is in short description being able to respect opinion, needs and being honest to each other, be in charge of others and yourself and trust one another.’’ (Cottrell, 2015)
By watching individuals behaviour and performance it is easier to identify issues within a team.
For example, verbal (e.g., speed, loudness, and fluency of speech) and non-verbal (e.g., eye-contact) characteristics can influence performance expectation. Communication styles, including dominance, confidence, autocracy, task-oriented communication, as well as tactical uses of reason, bargaining, and coalition can also serve as status characteristics (Bazarova & Yuan, 2013; Littlepage & Mueller, 1997; Yuan et al., 2013). 


Conclusion
As stated in this report, effective communication in every form is base for the team to perform and collaborate with continuous success.
If team struggles to communicate, it becomes unproductive and complicated to finish tasks.  Being assertive, expressing feelings, making brief points, being understanding and asking rather than telling is the key to successful team building.
By removing communication barriers in a team, improvement will immediately show, productivity will rise, and work becomes happier place to be. It can also enhance employees’ personal lives and wellbeing.

Recommendations
To manage effective communication and teamwork within the workplace, there are few steps Michelle should follow as a recommendation. First is to amend store opening hours to suit everyone’s needs. Hold a meeting with employees about changes and ask for feedback if everyone agrees and supports her decision. Then, following Belbin’s theory, choose key players, based on team roles and design two shifts made up of a manager, team leader, sale assistants, cleaner and security. /Using Belbin’s questionnaire/ 
Communication is necessary at the beginning of the shift mostly in verbal form, at the end of the shift in written reports, what happened during shift, accident reports, customer queries and bookkeeping records.
Every process needs to be recorded, together with issues, productivity and effectiveness supported with graphs, tables and displayed on board for everyone to see workload progress.
Every manager and team leader need to undertake training of effective communication with employees, how to express that they are valued and recognized for their hard work, reward them and treat them with respect.
[bookmark: _GoBack]



Action plan
Build strong relationships between employees and management thus gaining trust and respect from employees. Socialize together outside of workplace, and reward employees with vouchers and bonuses. Discover and improve each other’s strengths and weaknesses and explore opportunities for team. 
Speak to employees individually 1-on-1 often, explaining reasons for actions and steps taken, listening carefully and avoiding judgements as well as showing empathy and understanding, offering to help if it’s needed. Provide feedback and deal with negatives or complaints in thoughtful way, and respect other workers opinion and pay attention to suggestions and improvements.
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