
COMMUNICATION IN ORGANISATION
The Discount Store



[bookmark: _Toc531892304]Executive summary
The following report will help to keep up and continue development of The Discount Store in Swansea.  It is a collection of the most important information and advices, which does not need a big financial investment. The most important thing is the role of a leader, who must build a relationship with employees based on trust. At the basis of trust is to listen the needs of each employees, because they are building the organisation. There is also a recommendation of using app system and create a suggestion box and chain newsletter to improve communication between leader and employees.  There is also a need of the formal communication channel in shop, will make communication more effective. Activities are planned for the next two months. 
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[bookmark: _Toc531892305]Introduction
The City and County of Swansea has a population of 24,500. This is the second most populous local authority area in Wales, just after Cardiff. Swansea classified as a big city, where people can find lots of discount stores (Poundland, Poundstretcher etc.) These shops are famous around Great Britain and make a business environment competitive. Sarah Davies is the owner of discount store which develops quick and successfully because team and teamwork are the main strategies. The teamwork increase productivity and employees report that they experience gather job satisfaction and collaborate better with other. Currently Sarah employ 20 people and she faces the challenge of continuing development.  Below is a two-month plan that will help in the continuous development of Sarah’s Davies organisation. 


[bookmark: _Toc531892306]1. Team and communication
Working in a team makes people more creative and productive (Coutu, 2009). The future for continues development of Sarah’s Discount Shop is a strong and motivated team. According to Roy Horn (2009) the team is a group of people with different skills and different tasks, who work together on a common project. One of the common characteristics of effective teams is communication. Communication in the team needs to be open, direct and honest (Horn, 2009). Organisations can not exist without communication. Effective communication tends to encourage better performance and higher job satisfaction (Davis and Newson, 1995). Communication is the process of transforming meaning from one person to another in the form of ideas or information (Megginson, 1992).
The tool which is helpful for forming and understanding the team that has a chance to be a successful, is created by Dr Meredith Belbin. They key conclusion formed by Belbin is that effective teams have to cover nine key roles (Horn, 2009). Belbin defined a team role as “a tendency to behave, contribute and interrelate with others in a particular way” (MindTools, 2018). The nine key roles are: Implementer, Shaper, Completer-Finisher, Plant, Monit-Evaluator, Specialist, Co-ordinator, Teamworker, Resource-Investigator (Horn, 2009). Business owner Sara should to face the challenge and find these attributes into her team members. Each of them can take more than one role. Teams which contains between three and nine people tends to work better (Horn, 2009), the good idea is to split the team member into smaller groups. 
	
DOING
	
Implementer
Shaper
Completer-Finisher


	
THINKING

	
Plant, 
Monit-Evaluator
Specialist
Completer-Finisher


	
RELATIONSHIP

	
Co-ordinator
Teamworker
Resource-Investigator



Table 1.  Belbin’s team roles (Horn, 2009).
One group should to fill at least one of the roles of doing, thinker and relationship-builder. However, the strong and successfully teams needs a balance of roles. 
The organisation is growing very quick, some of the employees have just joined the team, two of them are with the owner from the beginning, and if the shop continues to grow new workplaces will be created. It is showing that the contribution to a team and achieving outcomes is available while people are working together, not just on someone own (Watson, 2010).  B. W. Tuckman has developed a model of small group development that encompasses four stages of growth (Tuckman, 1965). This model will help the shop owner to wisely and sensibly manage the process of group formation. Tuckman defined four stages of group development: 1. Forming, 2. Storming, 3. Norming, 4. Performing (Megginson, 1992). Sarah and other two member of the team, who starts the shop with her are at the performing stage. They showed how efficiently can operate to achieve a goal but there are other members who are in different stage of team development model. Sarah should take into consideration that there may ensue various conflicts which are a normal part of the journey towards an effective and enjoyable unit (Wilson, 2010). Sarah must always be a role model for each of the team members. She should be an example of a person that each employee would like to follow. However, she also needs to make sure that everyone is valued treat any of their actions and decisions through the lens of open kindness (Haines, 2018). 
2. [bookmark: _Toc531892307]Communication channels
[bookmark: _GoBack]Previous chapter showed the importance of the team and the team members, but one of the most important things about the team is communication. Communication between team members and Sarah’s should be determined depending on the situation. The choice of channels matters. Sarah should to create the formal communication channel in her shop. Communication can flow in three directions:
[bookmark: _Toc531892308]2.1 Downward Communication – transmission of information from managers (top) to the employees (low). Helpful in informing the employees about mission, vision, goals, policies. May be either written or oral (for example booklets, handbooks, bulletin, boards or reports). Sarah discount store employs 20 people, most of them are part-time, working varying hours, some doing night shift and some morning shift. She is not able to stay in touch with everyone and every time. The first step will be creating a chain newsletter where she will inform all the employees about everything what they should to know. The report will be available to everyone on the first day of every month. There will be also a small information signs on the tables in the canteen which will contain the most important information from the report (Megginson, 1992). The table below shows what employees want to know about their workplace. Each of the report should to contain this information.



	Surveyed employees said the most important information to them at work concerns



	Employee benefit program
	82%

	Pay policies and procedures
	78%

	Company’s plans for the future
	73%

	How to improve work performance
	65%

	How my work fits into the total picture
	61%



Table 2. What employees want to know (Megginson, 1992).
[bookmark: _Toc531892309]2.2 Upward Communication – feedback or information from a lower level to upper management levels. This is a way how Sarah will gain a constant information about the workplace. She will create a suggestion box where everyone can write down the ideas how to improve something, or some suggestion if there is something what he or she does not like. It will also help those people who are to shy to face the problem with her or other co-workers, or they just start a job and have a limited trust to the employer. 
[bookmark: _Toc531892310]2.3 Lateral or Horizontal Communication – involves people from the same work group. Here everything happened between people from the same group. To avoid conflict between these groups each of them should to have a person who will take a lead position. That person will be the main channel of communication between Sarah and the rest of the tam. 
Communication is the fundamental process of organisation. Sarah shall to be committed to open communication which helps her to run the shop more efficiently. 

3. [bookmark: _Toc531892311]Interpersonal communication - trust
Effective internal communication is one of the common characteristics of effective teams, developing trust within an organisation and impact on productivity, culture and ultimately. There are many different models of communications however, with reference to the topic, the most important is interpersonal communication model.  

 [image: ]
Figure 1. The communication process (Megginson, 1992).

As the owner Sarah should to build her relationships with employee’s on trust. She will not establish good working relationship if the employees will not trust her. Sharing ideas, co-operation with managers and co-workers, compromise, offering contract are examples of development mutual trust (Cottrell, 2003). The leader have to be clear about mission, expectation and mission. She needs to show that she is there for the right reasons and she is taking care about this place (Horsager, 2012). 


[image: ]
Figure 2. Levels of communication (Covey, 2004).
Three ideas how to build a trust and stay in constant contact with employees:

[bookmark: _Toc531892312]3.1 Team briefing
Team briefing helps to involve all the team members in an organisation. This type of communication aims to overcome the gaps between managers and employees. The meetings should take a place once a month and not longer than 20 to 30 minutes (Armstrong, 1992). The main subject during the briefing have to be: Policies, Plans, Progress, People (pay, security, procedures). At the end of team briefing there will be a time for the questions from team members.
[bookmark: _Toc531892313]3.2 Face-to-face communication, consultation and employee voice
It is important to balance between online interaction (which is going to be described in the next chapter) with face-to-face communication. Digital forms of communication are impersonal, and they do not build a trust between people (Ashton College, 2013). Face-to-face interaction is much more effective because is adding the personal touch and creates a better working relationship. Sarah Davies shall to create an open-door space, where she will meet with employees in case, they would like to talk to her, sort out some problems, have any objections or complaints. This room should to be clean all the time, free from noise and contain a round table. The round table creates easier to talk atmosphere and each of person in given equality right to participant in conversation (Bringoleman, 2010). The advantages of this idea are: response immediately. Express of feelings, suitable for respect, suitable for discussion and collaborate. 
[bookmark: _Toc531892314]3.3 Letters, e-mails & app
Writing an e-mail, letter or communicate via app in unavoidable because the employees works on morning and night shifts. The owner is not able to reach each of them in face-to-face communication. The idea is to enter a business app which will be available on mobile devices. Slack application is free and easy to use for everyone. Communication in Slack happens in channels, organized by project, team and topic. App system in organisation helping everyone save time and collaborate (Slack, official page). However, before the shop will start to use an application system there will be a need to make a training for all of the team members. During that training employees will gain the information about how to download an application on their mobile phones, how to use it and why it is so important to implement this system. 

4. [bookmark: _Toc531892315]Communication models
There are three communication models suggested by Barnlund (1970):
One-side activities from the leader, encoding thoughts intro symbols. Sarah needs to be aware about powerful and powerless words. Powerless words bring no value to the conversation and they literally mean nothing. The Manager Sarah needs to sound confident and sophisticated using pauses instead of relying on filler words. The powerful language helps to be perceived as a dynamic, competent and attractive person. The content of communication should ensure that the information is relevant, complete and clear to all the members (Wietrak, 2018).  The linear model not involve the followers, there is no face-to-face communication, but include other communication acts such a board, sings, radio. This model might be useful in organizing a warehouse facility (signs, emergency exits etc.)  However, this model is based on hope, the person who is leaving symbols is hoping that the followers understand the communicant. 
The employers must be involved in response to the message. While Sarah communicate something to managers or other employees, she should to use the Interactional Model because after she might receive a message which is the most important feedback about her thoughts. 
One of her employees is on maternity leave she should to use Interactional Communication Model with that employee. Under the Maternity and Parental Leave etc Regulations 1999 (the “Regulations”), an employer is permitted to maintain “reasonable contact from time to time” with an employee who is on maternity leave (Handling communication during and after maternity leave). The shop owner should to inform that person about company updates (opportunities, vacancies, business, changes).
The best model of face-to-face communication is while the channel has a two-headed arrow. This is an ongoing process between Sarah and others. To be effective employee communicators it must to be a two-way process. She needs to give the employees the opportunity to participate. It also is important that it takes place regularly (Bratton & Gold, 2007). There are two factors which are important for Sarah during face-to-face talk. The first one is listening. Covey (2012) said “seek first to understand then to be understood”. This principle is the key to effective interpersonal communication. The second one is non-verbal which may be even more important than verbal communication. Non-verbal messages are building community and engagement for people. During the meeting, public speech or daily conversation Sarah needs to take an extra care about her gestures, speed of speech, volume of speech (Morgan, 2017).
[bookmark: _Toc531892316]Conclusion
If Sara follows these guidelines, she should build a group of workers determined to work. Her employees will be motivated and involved in their workplace. This will bring benefits in the form of company development.
[bookmark: _Toc531892317]Recommendations
Body language course for Sarah Davies:
Body Language for Nonverbal Communication Course
In this course she will learn how to identify specific body language cues, practice identifying these during your interactions and noticing and adjusting your own body language. By taking this course she will be able to identify and interpret others body language and control your own body language during interactions and become successful in professional and social settings. – information from official page. www.reed.co.uk/courses/body-language-for-nonverbal-communication-course/188279
[bookmark: _Toc531892318]Action Plan
	Objectives
	Who
	Time frame 
	Cost

	Suggestion box
	Sarah
	10-11.12.2018
	Carton box – 5 pounds
Pen, papers – 4 pounds


	Chain newsletter
	Sarah + another manager 
	Start from next month (January 2019)
	Monthly cost of printing 50 pounds

	Printed information placed on the tables in canteen
	Manager 
	Start from next month (January 2019)
	Plastic sign boards 5 pounds each months

	Team Briefing 
	All the team 
	15.12.2018
	Briefing cost around 35 pounds. Because all the employees will not work for 20 minutes

	Open-door space
	Sarah
	1.01.2019
	Refurbishment 800 pounds
Table and chairs 420 pounds 

	App system
	Managers night shift + day shift
	20.12.2018
	Free

	App system training 
	Managers night shift + day shift
	19.12.2018
	Instructor 150 pounds
Employee time 120 pounds (One hour of training)
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