	
	
	



	
	
	



	[bookmark: _Toc321147011][bookmark: _Toc318189312][bookmark: _Toc318188327][bookmark: _Toc318188227][bookmark: _Toc321147149][image: ]


Effective Team Working and Communication
Daniella Espiand / 1708021 – Group 6 | ETW |John Paul Okeke | 


Content 


Introduction      ......................................................................................................3
Work communication challenges..........................................................................4 - 7
My view of effective communication process........................................................8 -9
Conclusion................................................................................................................9




















Communication in the work place 

Introduction 
Understanding communication
Communication is defined as the imparting or exchanging of information by speaking, writing, or using some other medium in the Oxford Dictionary. The person sending the message is referred to as the sender and the person receiving the information is called the receiver. The information transmitted can include ideas, beliefs, facts, opinions, concepts, attitudes, instructions and even emotions.
There are various types of communication:
· Verbal
· Written
· Body language
It is worth reflecting on Professor Albert Mehrabian theory on the impact of our body language. The 7-38-55% Rule! 
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In the work place, communication can be challenging. Ensuring that one listens, speaks clearly and courteously is essential to work with or within a team. 
    


Work communication challenges
There are numerous factors that can make communication at work challenging. I spent some time with a couple of friends to gather some feedback on how they feel about their work and the way their employers communicate with them and here are my findings:
· Poor Training Communication: A friend of mine, let's call her Laura, had started a new position as a Privacy Consultant. The firm she had recently joined offers a very niche solution which helps companies address Privacy compliance. A new regulation from the EU will be in force in May 2018 and the regulation mandates organisations which deal with individual personal data to protect the data and forbids them to use the data for any purpose other than the one agreed by the data owner. 
Data privacy is a very complex field and she was told that training would be provided to ensure that she had the knowledge required to advice on the solution. Laura had two hours of touring the company and one hour of product description Powerpoint slides as a complete training communication pack. Lacking all the information she needed to get her job done, Laura started her job with a big hurdle. 
As she is a determined person, she carved her way through. She organised her own meetings with the Head of Products, the Head of Marketing to understand the company message, the Head of Implementation to understand the delivery, The Head of Account Management to also capture the follow up after implementation. She detailed each step carried out by each team and molded them around her role and where she fit. 
The result was that Laura put in place a training process that is now used by the company to provide a much more comprehensive training to new comers. It did take Laura two months to put the manual together and a lot of stress as she was expected to work as an expert, albeit knowing very little about the company actual solution.  
The back bone of Laura challenge here was poor communication in between managers to structure a training plan. Each team was working fairly isolated to the other and the communication process within the organisation was a 
hassle. Hundreds of forms needed to be completed to request access to basic information hold by other teams or even from within the actual Privacy team. 
· Leadership: Working with an ethical leader is a pre-requisite for a successful business which aim to grow organically. Leaders must exhibit honesty, integrity, trustworthiness and ethics. Leaders must also have clear strong communication skills. I recall a work experience at a hairdresser. Some clients wanted extension done and would ask how many packs of extensions they needed to buy for a whole head. The owner/manager would advise "two". The client would go head and purchase two packs, half way through the hair style, it will become apparent that two packs were not enough and they would most likely need to purchase another two or three packs. This left the client frustrated as the final hair style ended up costing more than the double of what they had originally budgeted for.
Such poor communication style, have a double knock down effect. With the clients being unhappy, they will not return and the referenceability of the hairdresser was greatly affected. As Nitin Nhoria said, "communication is the real work of leadership".   
· Team working: Working within a team or with various teams to complete a task tend to be challenging due to the number of people involved, the integrity of the information being conveyed and the timeline provided by management to complete the task. 
My friend Helena told me about her experience as a Financing consultant. She is an expert at sourcing the most suitable product for her clients who are looking to purchase a property. One occasion, she needed to complete on a purchase within 7 working days. This was a race she thought she would never win. She spent five hours a day chasing the bank, working with the legal team, gathering some paperwork, driving to certain places to physically drop some required documents, exchanging with her team continuously to make sure that the team was prioritising all task associated with this specific purchase.  
Helena drove her team with a clear project plan, every task was clearly specified and every sub-action was subsequently attached with clear and precise guidance. She contacted her team regularly to ensure that the team members knew that do to and also that they knew how to do it and whether they needed any additional help. 
Helena strongly believes in excellent communication with your work colleagues combined with good supporting material to drive success. 
The mortgage did complete in time and the clients are still sending her Christmas cards!

How can communication improve the workplace?
Communication is quite complex and is affected by numerous factors. Claude Elwood Shannon highlights the different steps in the communication process in the diagram below
[image: ]
Since 55% of our communication is non-verbal, I believe it is essential to be an excellent non-verbal communicator which can be very tricky to achieve when one is on the phone!
Non-verbal communication 
According to Adam Batler - M.D, how something is expressed often carry more significance and weight than what is said, the words themselves. Accompanied by a smile or a frown, said with a loud, scolding voice or a gentle, easy one, the contents of one's communications are framed by the holistic perceptions of their context. 
Categories of Nonverbal Communications: 
Personal Space: This category refers to the distance which people feel comfortable approaching others or having others approach them. Different distances are also intuitively assigned for situations involving intimate relations, ordinary personal relationships (e.g., friends), social relations (e.g., co-workers or salespeople), or in public places (e.g., in parks, restaurants, or on the street. (Keltner, 1970).
Eye Contact: This rich dimension speaks volumes. What happens if this convention isn't followed? (Scheflen, 1972.) This issue of eye contact is another important aspect of nonverbal communication.
Position: The position one takes vis-a-vis the other(s), along with the previous two categories of distance between people and angle of eye contact all are subsumed under a more general category of "proxemics" in the writings on nonverbal communications (Scheflen, 1963).
Posture: A person's bodily stance communicates a rich variety of messages. 
Facial Expression: The face is more highly developed as an organ of expression in humans than any other animal. More transient expressions often reveal feelings that a person is not intending to communicate or even aware of. 
These, too, have many different meanings in different cultures, and what may be friendly in one country or region can be an insult in another (Morris et al, 1979, Maginnis, 1958).
Touch: How one person touches another communicates a great deal of information. Even the angle of one's holding another's hand might suggest a hurrying or coercive implicit attitude, or on the other hand, a respectful, gentle, permission-giving approach (Smith, Clance & Imes, 1998, Jones, 1994).
To conclude on non-verbal communication, people react to the unspoken, as much (if not more) to how something is said as to what are the explicit meaning of the words. Misunderstandings can often be clarified if the people involved have the ability to notice and comment on the nonverbal communications in an interaction. People will benefit from learning the range of nonverbal behaviors in order to clarify the often subtle dynamics of the situations they find themselves in. 
The field of nonverbal communications has grown rapidly over the last few decades, and it has applications in business, media, international relations, education, and indeed any field which significantly involves interpersonal and group dynamics. Certainly there is a need for more psychological mindedness in all these realms. 


My view of an effective communication process 
I believe an effective communication process at work should include the below
· Developing a Communication Strategy
It is essential to carry this task out with a number of employees. I would suggest the first steps should be to get a group of employees in a room and develop a strategy on how the organization will communicate with them. The selected employees should brainstorm and define a process and purpose for better business communication management. This does require considering who needs to know what information, when they need to know the information, and how it will be delivered to them. This strategy will help to create a standard for organizational communication.
As an example, new company should communicate the company's ideas and objectives during the planning, funding and launch phase. Keeping consistency during any of the three stages enables employees to understand what to expect from their employers. 
Developing a communication strategy would avoid training issues like my friend Laura experienced.  
· Creating a Communication Process
According to a recent Society for Human Ressource Management article, in March 2012, AMA Enterprise survey revealed that only 9 percent of employees surveyed said they know what is going on most of the time and the majority, 55% of the 289 respondents, said employees feel informed some of the time.
Having a defined process is the best way to ensure consistent communication and it must be owned by someone to ensure that the process is kept up to date.  This can be as simple as the secretary who takes meeting notes, sending a copy of the notes to a central communication person and that person is responsible for sharing it with all employees.
I might sound like a very simplified, but it can be an effective and a practical step in the process.
· Over-communicating rather than under communicating the Message
Over-communicating the message is key to ensure that all employees are somewhat aware of the company's undertakings. It is valuable to use every available forum – email, newsletter, bulletin boards, business website, intranet, social media, staff meetings, town hall meetings, text messaging, or video delivery.  The more often the message is communicated the better chance that employees will absorb it and remember it.
· Explaining the reason Why
Often leaders come up with a great idea, plan it, implement it, and may even communicate it, but they may not think to explain why a particular initiative makes sense for any given time. Understanding why enables employees to better grasp the direction of management and can enable them to provide some feedback on the project and them feel part of the organisation. 
· Creating a Feedback Process
One-way communication rarely works well, so it’s important that employees have a forum to offer feedback and ask questions. This helps to ensure that the message was received as it was intended. These feedback sessions can be done in staff meetings or an online employee forum.
Regardless of the structure or process, employees need to feel like their thoughts and opinions are heard. This process also helps the organization identify areas that can be improved upon.
Employees spend a great deal of their lives on the job and helping them stay connected to the mission and vision of the organization is one of the ways to foster employee engagement.  The more we can do to keep employees in the loop, the better we can manage the rumor mill and the hurt feelings that come when employees feel like they’re not in the loop.

Conclusion
Communication is an essential tool in our everyday lives. Within the work place, it is important that the business goals, strategy, training and all related activities required for one to complete their job is clearly define and communicated to the employees. As communication is divided into three major aspects, the most important one being non-verbal, it is crucial to ensure that the message is not diluted within the surrounding "noise". One must listen, be clear and courteous at work and in society in general. 
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