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Introduction:
Teamwork is the coordinated effort of individuals working toward a common goal (West, 2012). In a corporate environment like Amazon, where efficiency, collaboration, and performance metrics are key, teamwork is not only expected it’s essential. With a diverse workforce and a fast-paced environment, effective communication can significantly impact results. In my experience, my natural role in teams often reflects Belbin’s (2010) Completer Finisher a detail-oriented, reliable, and quality focused individual. While this trait supports high standards, it can also lead to frustration when the pace or standards of the team diverge. I sometimes find it difficult to let go of control or trust others to meet deadlines unless I’m directly involved.
Working in such a fast-paced environment has made me think more critically about my communication style and how I function in groups versus teams. This report explores these perceptions using the PAC model and Berlo’s communication model to examine how the theory influenced my behaviour in the workplace.
Findings:
At Amazon, I have worked in both groups and teams. For example, in cross departmental meetings, individuals contribute independently with limited collaboration. These groups often lack shared accountability, consistent with Tuckman’s (1965) early “formation” phase. In contrast, my core team working together toward goal achievement is more interdependent. We must coordinate, support each other, and problem solve in real time. This shared purpose is consistent with the characteristics of a true team, where communication, trust, and shared accountability matter (West, 2012). My core team, on the other hand, is more dependent on each other because they all work together to reach their goals. We need to work together, help each other, and solve problems as they come up. This common goal is in line with what makes a real team, which is that communication, trust, and shared responsibility are important (West, 2012). I have come to realise that identifying the context group vs. Team is crucial to adapting how I participate and contribute.
PAC Model to Workplace Communication
Eric Berne’s (1964) Parent-Adult-Child (PAC) model helped me understand my communication patterns at work. In stressful moments especially during shift transitions or performance audits, I have noticed myself slipping into a Critical Parent state. For example, I once criticised a colleague sharply for not updating an inventory sheet, which led to tension.
After studying the PAC model, I recognised that this response created defensiveness. In contrast, using the Adult ego state objective and solution focused now aim to say things like:
 “Hey, I saw the count was missing. Do you want to double check it together?”
This slight shift reduces conflict and improves cooperation. The model has made me more aware of how ego states impact interpersonal dynamics. I now try to invite more Nurturing Parent responses too, especially when onboarding new team members encouraging them rather than scrutinising mistakes.
Also, as a Source, I’ve learned to keep instructions simple and direct cutting out sarcasm that can be misinterpreted, especially in a multi-lingual team. Tailoring the message and choosing the right sort of language ensures more effective teamwork.

Reflections:
I initially viewed slow decision making as a sign of inefficiency. However, in high throughput workplaces like Amazon, slower, deliberate teamwork can lead to better decisions. For example, during a problem-solving session to reduce picking errors, our team slowed down to analyse trends for several weeks. The solution changing shelf labels and training staff came only after we took the time to consult with everyone.
Slowness allowed for inclusive discussion and greater accuracy. As West (2012) explains, effective teams balance urgency with reflection. I now value productive slowness as part of quality teamwork, especially during process improvement meetings or safety reviews.
At Amazon, messages often get lost due to people being on the wrong frequencies or errors within the apps we use. One example occurred when a team lead sent instructions via a group chat, but several colleagues (myself included) missed it due to app notification issues. The channel was poorly chosen for time-sensitive instructions. Berlo’s model helped me understand that communication must be audience appropriate. Now, I make sure to confirm understanding either verbally or via physical whiteboard updates for critical messages.
Personal Reflections and Desired Changes:
Through this module and reflection, I have become aware of a few personal tendencies. I often feel pressured to ‘fix’ things myself rather than delegate. I sometimes take leadership without asking, which can alienate peers. I avoid confrontation, which sometimes allows problems to drag on.
In the future, I want to change my approach to collaboration by trusting others more, being more open to alternative methods, and not equating speed with success. I also want to improve my listening skills, giving space for quieter team members to contribute. At Amazon, I would like to see more time dedicated to team development, short workshops or sessions that allow us to better understand each other beyond operational goals. This could increase cohesion and reduce misunderstandings. One day, I would like to take on a leadership or coaching role where I can influence the culture by promoting respectful, clear communication and emotional intelligence, less pressure from above, more peer support. These small cultural changes can have a big impact in high-demand environments like Amazon.
Conclusion:
This module has given me the tools to reflect deeply on my workplace behaviour. By applying Berne’s PAC model, I have learned how to move from reactive to reflective communication. Berlo’s SMCR model taught me to tailor messages to the context and audience. Recognising the difference between group and team has helped me adapt my contribution accordingly.
In the future, I aim to:
· Operate more consistently in the adult ego state, especially in conflict
· [bookmark: _Int_AJhk1j8c]Choose appropriate channels for different types of communication
· Trust team processes and resist the urge to rush decisions
· Advocate for better communication training at Amazon
· Pursue a leadership role where I can model these values.
By integrating these insights, I can become a more thoughtful, supportive, and effective team member and potentially contribute to a more emotionally intelligent workplace culture.
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