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This report is written in order to analyse and identify the communication issue within the organisation. The report will include an overview of the impact these communication issues have on the team within organisation.
In this report the researcher has identified the organisation’s communication issues by discussing those using supporting models and theories and underlining the importance of communication cycle and management method of verbal and written communication on effective team working.
The researcher has drawn out a conclusion and offers recommendations to the head of Social Services to remediate and improve communication and to ensure excellent communication within the organisation and a smooth running effective team working Social Services Department.
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[bookmark: _Toc531442084]Introduction
According to P.Morgan (2017, p.245) “The ongoing and important challenge is that where communication is not interpreted correctly I.e “as intended” it will have consequences for the beliefs and attitudes of the recipients, their emotions and their broader behaviour, which is why many relationship issues in teams". In this case study the researcher will discuss the on going issue that the local council have been facing within the head of Social Services Department. 
The purpose of this report is to demonstrate a knowledge and understanding of the skills and training required to resolve the communication issues. This report will recommend solutions to the problems raised by introducing new techniques of highly effective communication models and signpost the organisation for improvements to a better effective teamwork by putting in place excellent team monitoring and team bonding methods. G.B.Shaw states:” The single biggest problem in communication is the illusion that has taken place". (2011, p.2 The Kevin Eikenberry Group)


[bookmark: _Toc531442085]Findings
In this case study the researcher has identified the following issues within the organisation which shows a lack of communication in between the 8 team of 12 social workers each of them consisting of a team manager, deputy team manager a consultant and 9 social workers. In addition to this they have appointed administration support in each of the 2 separate building another issue that arise is being into 2 different building whenever new procedure come into place they felt’ out of the loop’ as lack of communication. According to Dekay, S.H. (2017, p.460)” interpersonal communication in the workplace is considered a moneymaker".
Impact of lack of communication 
Andrea being appointed the new head of Social Service after the last one resigned due to lack of communication and under performance of the department has a mountain task ahead of her. First task she must take on is to sort out the constant team forming which lead to teams having different standard and processes, relationships breakdown between social workers on the high which lead to poor written reports and misinterpreted messages. The researcher identified a high number of absenteeism and a high number of staff turnover due to lack of management which leads to poor performance, lack of trust and collaboration with the employees and no proper induction given to staff members, which leads to workers having no protocol and procedures to follow as they have not been trained to a standard. According to Cottrell,S.(2013,p.252) “good communication is a 2 way process. It requires good listening skills and participation in the discussion”.
Impact of lack of management 
The lack of effective communication has drastic impact on effective team working as all the social workers feel under constant stress which leads to staff shortage, staff not turning up for work feeling fed up of the on going situation. Managers quitting their posts due to constant pressure and workload which then lead to managerial staff vacancies. According to CIPD:” communication is a critical aspect of employee engagement, which in turn promotes better performance, employee retention and well-being". It is understood that it’s a vicious circle one problem leads to another without proper rules and regulations in place the whole department of Social Services fails to meet their targets. The researcher identified manager are failing to implement a 2 way communication face 2 face meeting and giving praise to the workers and feedback on how well they performing at work making them feel special and worthy. According to T.Miller(2014,p.27)Training Journal: “ A leader will need to work on developing the skills of each member and deepening their understanding of how the dynamics of the team actually manifest under pressure".
The researcher has identified the communication issues and the impact on effective team work within the organisation and will discuss on how to manage these issues by using different theories and models of management and communication cycle. According to G.Harris(2011,p.2):”clear, effective communication will not happen by accident”.
Tuckman model 
FORMING-STORMING-NORMING-PERFORMING
According to Carol Wilson(2010): “for some 40 years, Bruce Tuckman’s classic model has been delivering comfort and new perspective to managers either charged with running a team, or trying to function within one".( Culture at Work)
In 1965 Bruce Tuckman was the first to develop a team development model it’s conception was to focus on how team form from start till end of project. At a later date Tuckman added another phases known as the adjourning phase. (See Appendix 1).
Stage 1 Forming this is the stage when the team is put together spend time planning, bonding and allocated their given tasks.
Stage 2 Storming like the phased name the team start suggesting ideas e.g. brainstorming within the team however this stage is a make and break situation, if not well managed relationship can be broken and the team can be destroyed very delicate phase to be aware of.
Stage 3 norming phase is when team survived the storming stage and move towards an agreement stage, trust kicks in within the team and they value each and another contribution and work harmoniously as a family. Team leaders tend to feel less pressure on them as each team member take on responsibilities. According to CMM APRIL(2012,p.44):”real team work everyone has to believe in that goal and support each other to achieve it”.
Stage 4 performing phase is also known as the independent, collaborating, motivating and competence phase not all team make it to this stage but when they do they are unbreakable as they have excellent communication within.
Stage 5 adjourning phase this is the final phase as teams can leave and go there separate ways for new experiences and acknowledge their achievements also know as mourning stage. According to The team Building Company: “This  can facilitate learning and retention and provide working example of the theories action”.
BELBINS Team Roles are based on the behaviour and interpersonal styles. Dr Meredith Belbin dedicated several years observing how team works. He came to a conclusion that each individual in a team tend to have different roles and attribute. The way each team member contribute and connect with one and another and developed the concept of the 9 different team roles underline each person roles for teams achievement. As stated in mindtools:” Belbin suggests that, by understanding your role within a particular team, you can develop your strengths and manage your weaknesses as a team member, and so you can improve how you contribute to the team”.

In the 1960 David Berlo's expanded Shannon and Weaver's linear communication model and simplified it into 4 component model that describes the communication procedure which is Sender, Message, Channel and Receiver SMCR which can be affected by behaviour, culture, belief and so on however the down fall of this model is that there is no feedback, no mention of communication barrier need people to be on the same level to encode and decode and no space for noise. According to MSG:” The receiver should be on the same platform as the speaker for smooth flow of information and better understanding of the message”.

Conclusion
The researcher has concluded that Andrea Jones head of Social Service must deal with the problems effectively in a well and organised manner by first thing dealing with staff vacancies filling in the managerial post so every team will have a manager to lead them and guide the social workers. Next she must make sure that there is a 2 way communication within the 2 building as every social worker must be aware of any new procedure to follow. Andrea must remediate with the relationship breakdown between each member of the team reduce the noise communication and implement a new strategy of  which should consist of a proper induction with an appropriate staff training and do monthly reviews with all the 96 social workers. Andrea must be aware that if she does not take action she might loss all her social worker as they feel too much pressure on them and hence do not turn up for work which ends up in team being let down due to members absenteeism.
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[bookmark: _Toc531442087]Recommendations
In this report the researcher has identified and analysed the situation and has come to the option Andrea should implement the following models mentioned in the report the Tuckman, Belbin and Berol models. Andrea applies these model in their working environment she will be able to sort out all communication issues as they are all a very successful model known worldwide and applied in many successful and working business which helps a smooth run of the business.
She should also resolve the poor performance and lack of collaboration by applying the Tuckman theory and make sure that the team are successfully following each stage of the Tuckman model as this will help each and every individual will know their roles and given task and help them succeed at work and improve their performance.
In this report the researcher also recommends Andrea to take into consideration to take on the Belbin theory to make sure each team that are formed are well balanced to improve and ensure effective team work.
The researcher has identified the issues with the communication within the team and the manager and suggest to introduce the Berlo’s model to ensure that every social worker do not get the intended messages by applying this theory it will help the team to ensure proper encoding and decoding of the message sent out to one and other, reduce communication barrier and ensure effective communication. According to S.Cottrell (2017):” good verbal communication skills are a real asset in the workplace.”
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Appendices 

Appendix 1 Bruce Tuckman’s Model 
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