EFFECTIVE TEAM WORK AND COMMUNICATION
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The aim of this report is to determine how well employers communicate and how their performance can be improved. This report is based on real-life experience in an actual workplace, more specifically it describes the communication between the Store Manager of the supermarket Downham 1446 Iceland Foods Ltd, based in London, Downham, and her employees. The report focuses on some communicational issues at this shop – issues regarding meetings and presentations, and concerns about written communication.  The performance analysis of the employer is based on a personal observation during two real-life situations at the shop – one observation during a staff meeting chaired by the Store Manager in November 2018, and another observation of written exchange between the employer and the team members. 
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In order to evaluate the communication performance of an individual, it is important to define the term communication, as well as to explain the process of communication and its regulations when put in the context of a working environment.  Simply explained, communication is the exchange of information, ideas or thoughts between two or more people, however effective communication requires an accurate understanding between the participants in this process. (Maund, Schriek and Tinker, 2017). One way to describe the communication process is to illustrate it using the Shannon and Weaver`s Model of Communication, which explains how communication works and what are the factors affecting it. 
 [image: ]
According to the Shannon-Weaver`s model, the communication process begins with the sender encoding a message and transmitting it through a channel, where noise interferes, and then the receiver decodes the message and gives feedback. Based on this model, it is easy to determine the criteria for effective communication by acknowledging the stages of the process and examining the possible errors which may occur in each stage. In short, to be effective, communication requires the message to be meaningful, processed via an appropriate channel, with minimum disturbance and decoded accurately. Therefore the participants in the communication process need to have good verbal, non-verbal and para-verbal communicational skills and also to acknowledge and observe rules for different types of communication. 
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In order to determine how well a particular employer performs at communication, it is necessary to identify what types of communication are used in the work process at his or her particular workplace. Considering the busy environment of a supermarket located on the main road and the nature of the business it is safe to conclude that verbal communication in this workplace is mostly spoken and the non-verbal exchange consists of a limited set of gestures and eye contact. However, when it comes to issuing orders, disciplinary procedures, or other formal enquiries, written communication is distributed via post or handed in person. 
In addition to the everyday work communication, quarterly meetings are held in the staffroom, where the employer presents performance analysis, gives general feedback and informs the staff about upcoming events, recommendations and changes at the store. Occasionally, one-on-one conversations with the employer take place in the office, by appointment or personal request, and rarely during these conversations, the employer must produce a written copy of the spoken exchange. 
Considering the purposes of the interactions of the Manager different styles of communication are used in order to address situations, for example, greeting the staff on arrival is informal, while giving orders or conveying policies, on the other hand, is performed formally. Along with different styles, different attitudes coincide during these exchanges and often paralinguistic, chronemic and kinesics aspects of the non-verbal communication are used to enhance the exchange. Since everyone wears the company`s uniform in the store, and accessories and jewellery are prohibited, artifactic non-verbal communication is limited, and therefore not important (Employment contract, 2017).

[bookmark: _Toc532745759]Evaluation of the Employer`s performance at communication. 

During my employment I have had various opportunities to observe and analyse this Store Manager`s performance at communication, however, for the purpose of this report I would like to set two examples – one regarding a recent staff meeting and one written message posted on the notice board. Although the communication at my workplace is mostly effective, occasionally when work pressure rises unprofessional behaviour becomes a barrier in the communicational process.  
A staff meeting was scheduled for the evening of 18 November 2018. Opening on time, the Manager greets with a smile and allocates seating for each staff member with a medium sized gesture of the hand informally suggesting that it is time to begin. After a short pause, allowing for the team to settle she opens the meeting formally and proceeds with a brief introduction of the agenda. Her body is relaxed, the facial expressions show some tiredness, however, her speech is not affected by it and she projects her voice with no effort. 
First, she introduces new staff members, inviting them to speak with medium hand gestures with visible palms and positive facial expressions. While the new employees introduce themselves, the Manager begins to scan through the papers in front of her, not giving enough attention to the speakers. However, it is visible that she does listen to them as well, as she nods her head and looks towards them from time to time. 
Afterwards, the Manager talks about different topics, related to new products, informs staff about some insignificant changes around the shop, showing enthusiasm through positive facial expressions and engaging manner of speaking.   Moving on to the health and safety topic the manager asks questions about fire procedure and evacuation plans to check if everyone is aware of all procedures currently in place. Receiving little to no response to her questions she raises her voice and steps forward, repeating her last question and makes a joke, accepted by the team as an offence, because of the lack of coordination between the words spoken and the body language, which is no longer positive. 
The mood in the room changes rapidly and no one seems to be willing to continue listening to her. Staff members, who until this moment were sitting calmly now straighten their postures and take a defensive position with arms crossed in front of their chests. Most of the team members look tensed, while others pushed by the manager`s inappropriate comment turn their heads away and roll their eyes. The Manager realizes she has made a mistake and tries to correct herself by taking a step back and gesturing apologetically. 
After a few seconds of tension, the employer regains control over the situation, apologises briefly, excusing herself for being tired, however, the team members do not seem to be satisfied with this apology and the meeting continues in a foul mood. The manager`s para-verbal and non-verbal communication change drastically as she no longer tries to keep professional appearance – hands are hidden behind her back, eye contact is sharp and piercing, her voice sounds hesitant and disapproving, all pointing out her dissatisfaction and negative attitude towards her employees. 
On the other hand, the employees have lost interest and motivation to take part in the meeting, they are no longer active listeners and start whispering to each other, secretly looking at their phones and watches. Communication between them and the manager is no longer effective and both sides realise it, however, the manager is obliged to deliver the presentation and to inform the team about the upcoming events. The Store Manager tries to speed up the meeting by talking fast and skipping details, leaving no room for discussion or clarification of the new rules and regulations that are being put in place. 
At the end of the staff meeting when employees are required to sign off the documents ensuring they have understood and accepted the new policy of the company, all team members hesitate, confused and unsure what information they have received. The Manager, however, refuses to give further explanation, highlighting that she has talked about the new policy just a moment ago, clearly demonstrating her irritation by crossing her arms in front of her chest and turning her head away.  
Although the Manager demonstrated a strong negative attitude, it is important to point out that however short, the presentation of new company policy communicated enough information to be considered satisfactory for its purpose. However, analysed from the communicational point of view, the presentation was not delivered with enthusiasm and was completed in a rush. The manager did not build rapport with the team, failed to maintain eye contact and did not leave time for questions (Morgan, 2017) 
On the positive side, at the beginning of the meeting, her performance was matching the criteria for good communication set by the popular theories for communication. The Store Manager opened the meeting in a positive manner, demonstrating strong skills for both formal and informal communication, her body language was positive, she was calm and relaxed, and gestures were in accordance with the spoken words.  
On the downside, she failed to convince the team that she is actively listening to the introductory speeches of the new colleagues - although she nodded her head, she was distracted by the documents in front of her. Her performance worsened after the team members refused to take part and provide the feedback that she needed to evaluate the level of competency on the safety matter. Once provoked, her attitude changed completely to the opposite of good practice, which shows the inconsistency of her communicational style. In addition, the tendency for paralinguistic misuse or deliberate use of contrast between verbal and non-verbal communication is a serious concern. 
Another communicational issue is the shop`s notice board, where the store manager writes messages to the team in order to inform the members for upcoming events, adjustments to schedule and new opportunities for training and career development. Recently the employer left on the message board a note, containing sensitive information about one of the customers – address, phone number and a reminder for a delivery. In addition, the note was written in block capitals, standing out in comparison with the other messages, visible from the shop floor, since the board is placed directly opposite a window. 

On a communicational level this note is problematic in two ways – first, the message is not intended for all the staff members, but for one – the delivery driver and should have been handed to him directly. In addition, the manager is using the inappropriate channel to deliver the note, on one hand, and on the other, the capital letters are not appropriate in professional written communication. Furthermore, the note is in direct breach of the Data Protection Policy 2018 of Iceland Foods Ltd, which communicates clearly that no confidential information is to be exposed to the public. 

Conclusion

Analysing the two examples, it is safe to conclude that the most problematic areas of the communication process for the employer is the encoding of messages and choosing the appropriate channel to transmit them. In the first case, during the meeting, the store manager encoded a wrong message using inappropriate joke and that mistake caused her to lose her calmness and as a result, she was unable to keep her verbal and non-verbal communication at accordance. 
In the second example, the misplaced note, the manager encoded the written note wrongly using inappropriately the capital letters, and in addition chose an unsuitable channel to deliver it, as the notice board is visible for both staff and customers. However, the two exemplary cases do not describe the communication performance of the employer in full and only serve to point out what can be improved in this particular workplace communication.  
The manager of Iceland Downham Store 1446, in short, performs well at communication, has good knowledge on the subject, and demonstrates confidence and enthusiasm at most times. However Iceland Foods Ltd. does not provide any training programmes for the managerial staff and as a result, many staff members and managers are not aware of the benefits of good communicational skills. A lecture on site by a specialist in the field of communication could be one way to help improve the performance of both staff and managers, although to ensure consistency, in-house training opportunities should be available for everyone. 
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