


Executive summary 
	The main of this report is to highlight the importance and benefits of communication within workplace and teams. The topic to which reference has been made is the case study of the Thomas Terrance’s Grocery Store in Neath. Theories and examples to increase communication, develop formal teams have been outlines in the Recommendation part of the report.
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1.0 Introduction

	In a modern business organization, a large number of problems cannot be solved without teamwork. For the successful management of an organization, a team is needed. In order to solve smoothly those situations, the writer, as a business consultant, will give professional advice to Terrance Thomas on how to create effective teams and develop channels of communication within his medium sized grocery store, which is rapidly extending. 
	Based on the case study, the writer has identified several issues that might slow down the development of the business, even diminish the growth rate. The most important issues are the following: the lack of formal teams, unsupervised staff on night shift, poor communication due to absence of formal teams, small number of employees working on a shift. 
In order to solve the problems mentioned above, the writer will produce a report in which will highlight the following points:
· [bookmark: _Hlk13003836]The importance of effective verbal and non-verbal communication;
· The relevance of two-way communication;
· Tuckman’s theory;
· Belbin’s theory.











	




2.0 Findings
	2.1 The importance of effective verbal and non-verbal communication

	Before highlighting the importance of communication, the writer believes it is mandatory to understand, as a business owner, manager or team member, what a team means and what are the characteristics that make a team effective. An elaborate definition of ‘team’ is given by Business Dictionary, which describes it as  
a group of people with a full set of complementary skills required to complete a task, job, or project. Team members operate with a high degree of interdependence, share authority and responsibility for self-management, are accountable for the collective performance, and work toward a common goal and shared rewards. A team becomes more than just a collection of people when a strong sense of mutual commitment creates synergy, thus generating performance greater than the sum of the performance of its individual members. (BusinessDictionary, 2019)
	Referring to the case study, it can be said that the employees do not meet the requirements of forming a formal team just for the simple fact that they do not share an organised and strict schedule that can allow them to know each other and work together. The writer will not mention other reasons but will give recommendations at the end of the report on how to create the team within the grocery store.  Given in mind that the team has been formed, the owner of the store needs to be aware of the productivity of the teams and how can it be increased by taking into consideration the 5 critical skills of a team member: 
1. Participation skills:
· the team members need to understand what are the responsibilities and roles that make the team efficient; 
· how to cope with different personalities;
· how to deal conflict and use it in their advantage in order to reach a common point;
· how to trust each other and be aware of what to expect.
2. Meeting management skills:
· the team members need to have the ability to conduct a meeting by setting an agenda, cover the needed logistics and select a meeting place.
3. Process thinking skills:
· the process thinking is the foundation of problem-solving and for that, members need to understand the steps and the interrelationships of each other, use different tools to analyse processes. 
4. Problem solving skills:
· Having established the fact the members have the process thinking, they need to identify problems and fix them by knowing how to: use brainstorming, clarify and combine problems in order to determine the cause, identify the problems which have a larger impact on results, share, organize and present data to support their decisions.
5. Presentation skills: 
· A team needs to develop a good relationship with management in order to get the resources required. (McCullough, 1995, pp.70)
	Even in a grocery store the above skills are required and what is interesting is that the employees do not have to process the same job in order to operate as a team. In this way, the teamwork takes the shape of “employees working separately to achieve common goals or together to process customer orders”. (Lister, 2019) In this kind of business, the management plays an important role in making the employees feeling valued and appreciated in order to create a productive environment. Thus, which is the ideal framework in which communication can be developed, if not in a team?  
Poor communication has been identified as being a problem into the grocery store from Neath, due to the lack of a formal team and the absence of an organised schedule. For that the writer will point out in the following part of the report the importance of verbal and nonverbal communication.
When it comes to communication, it can be pointed out that it takes two forms: 
· Verbal communication which “encompasses both our words and our verbal fillers” (Quintanilla and Wahl, 2017, p. 67);
· Non-verbal communication or body language refers to all those ways that we communicate without words, through gestures, mimics, facial expression, tone, body language. (Quintanilla and Wahl, 2017, p. 69)
	What specialists have discovered is that communication takes place at three levels: visual 55% (body language), vocal 38% (tone of voice) and verbal 7%(words). Verbal communication having such a low percentage does not mean that it is less important than non-verbal communication, but living in a society where visual images dominate, it is imperative to point out the fact that people are inclined to believe more what say see than what they hear. 
David Berlo added a new component to his communication model (SMCR) - the verbal and non-verbal communication. Even though the focus of this model is decoding and encoding the message before the sender and the receiver send it or receive it, Berlo talks about the emotional part of the message. The key factors that impact the components of communication are:
· Sender – culture, knowledge, attitudes, communication skills;
· Message – body language, content;
· Channel – five senses;
· Receiver - culture, knowledge, attitudes, communication skills. (Berlo, 1966)
The disadvantage of this theory is that the communication happens only one way, which is not encouraged into a business, if the goal is to increase the efficiency of communication.
	As a manager or business owner, communication skills are crucial and not only for them, but for the employees as well. Specialist have stated that these skills cover several different skills including: listening, articulation, confident presence, nonverbal strategies, interpersonal interaction. (Reference.com, 2019) Taking into consideration the above, it can be stated the importance of communication:
· Giving feedback to employees;
· Conflict resolution
· Managing performances
· Building teams (Strengthscape.com, 2018)
The managers and the employees from the grocery store should use both types of communication in order to express their thought and opinions, incidents and concerns in a professional and polite manner. Hidden agendas, talking behind their back and lack of productivity, etc, are the results of poor communication that may occur between teams and managers if the above are not taking into consideration.
	In order to increase the performance of the team in the grocery store, the owner needs to be aware of the link between effective communication in a team and team performance, as it has been proved that may be related to results the team achieves. Of course, there are different factors that contribute to that, which refers to face-to-face time spent in a team, how familiar the team members are with each other and how well they communicate. The focus must be on the quality of the communication and not how often the communication takes place. When communicating the managers and employees should take into consideration the following: 
· Content: relevant – to be related to the topic, complete – includes all the issues, clear – it is understood by all team members.
· Process of communication: equitable, fluent and prompt (Wietrak, 2018)

[bookmark: _Hlk13205427]	2.2 The relevance of two-way communication
The two-way communication takes place when “the receiver sends response or feedback to sender’s message”. See figure 1. (The Business Communication, 2016)Figure 1. Two-way communication cycle
	The two-way communication is divided in two types: horizontally and vertically. Horizontally two-way communication takes place between two people that have the same rank, for example to subordinates or two managers. The vertically two-way communication occurs between a subordinate and a manager. Bellow can bee seen a representation of the two types of two-way communication.
                    [image: ]
The benefits of using two-way communication in workplace and specifically in the grocery store, has been enumerated below:
· Providing acknowledgement;
· Encouraging suggestion form employee;
· Implementation of directions;
· Creating democratic environment;
· Creating informal relationship;
· Increasing effectiveness of communication;
· Increasing efficiency; (The Business Communication, 2016)

	2.3 Tuckman’s Theory
A solution that might help Terrance to create a formal team in his grocery story is to apply the Tuckman’s Theory. This theory has been developed in 1960 by Tuckman in order to help teams to grow. Divided in 5 stages, every stage has an important impact on teams. (Morgan, 2017)
	Stage one (Forming). Just because Terrance has put together employees to work in a team with different shifts, that does not make them a team. The manager or supervisor has the responsibility to encourage the members to get to know each other and to ensure that the roles and the responsibilities are clear and understood. At this moment it can be said that Terrance’s teams are in this stage, which may result in poor communication, misunderstood tasks etc.
	Stage 2 (Storming) is an intense period of “trial” to see if the team will be able to survive until the next stage. In this stage employees will discover the strengths of others, weaknesses, may occur arguments, it may be hard to members to accept other’s points of view and also to acknowledge the team leader. The team leader will have to calmly deal with the conflict and engage with the members in relaxing activities. 
	Stage 3 (Norming) In this stage norms and rules will be set in order for the team to work together, leaving behind the conflicts and accept each other, embrace the differences and use in their advantage the pool of opinions.
	Stage 4 (Performing) After the previous stages have been checked, at this point the team is able to bring results and enjoy in the same time the work in team. There is no place for hidden agendas, talk back or lack of transparency.
	Stage 5. (Adjourning) In this stage, the team members will celebrate their work, or be sad because they will not work together anymore if they developed a good relationship during that time. It is a propitious moment to reflect on the work experience and seek for new teamwork projects. 

	2.4 Belbin’s theory
	Belbin’s theory has the same goal as the previous discussed – help teams develop. Dr. Meredith Belbin has developed a questionnaire in order to identify what types of members may exist in a team, based on the nine Team Role behaviours: Resource Investigator, Team worker, Co-ordinator, Plant, Monitor Evaluator, Specialist, Shaper, Implementer, Completer Finisher. (Belbin, 2019) All these team roles behaviours have specific characteristics that contribute to the growth of the team. For example, the Plant is very creative and can solve difficult problems in unusual ways. 
	Why is this theory important for Terrance teams? Taking this theory into consideration, he can get to know well his employees, discover their strengths and weaknesses and carefully cherry pick them to have balanced teams on every shift. Not to mention the fact that putting to work together three members with the same team role behaviour, will affect team’s work and tasks might be done in half. 


3.0 Conclusion
	What can be concluded is that communication is an essential component of the success of teamwork and not only, but for the business itself. Both verbal and non-verbal communication and two-way communication must be taking into consideration when Terrance decides to start developing his team and business. The quality of communication, including feedback, the teamwork stages and members role in the team prove that are needed in the action plan for developing the grocery store.	

4.0 Recommendations
	A solution that might help Terrance to create formal teams within the store, would be to have an equal number of employees on every shift, that have a daily basis schedule. In this way the members will work enough time together in order to get to know each other, to inspire confidence and develop informal relationship also. After this step, Tuckman’s theory can be applied, by organising a team building, pick a supervisor for every team on every shift, set norms on how to work and delegate the tasks, taking into consideration every team role, according to Belbin’s Theory.
	In order to improve the communication, weekly basis meetings should be set will all teams to analyse the targets and results. To highlight the feedback from employees and supervisors, one on one meetings should be planned in order to check the motivation, mood and health problems, technical issues. 
[bookmark: _GoBack]	A solution to the unsupervised night shift staff would be to change the schedule, to allow only day shifts so it will not be needed to hire another supervisor just for that shift. Also, the new employees should be trained by the experienced staff, so the shift manager can complete his regular tasks (supervising the entire store). 
To keep the employees motivated and increase productivity in the same time, rewards should be given on monthly bases (Best employee of the month). To make it more visible and to increase de communication, important information should be written down on a board.
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Fig: Horizontal pattern of two-way communication

Fig: Vertical patter of two-way communication




