
COMMUNICATION SKILLS IN THE WORKPLACE
Report on improvement of communication skills


Executive Summary

The Social Services Department has been underperforming due to lack of leadership, poor communication methods and in fighting within different teams. The report will highlight the issues that they currently face and also the report will look at new methods that the new Head can use to improve the problems the department is facing.
Andrea Jones will have to implement the theories and cycles that has been mentioned in the report to improve the communication within the organisation
Adopt Argyles theory to improve two way communication 
Use Belbin’s theory to select positions in groups
Have a business firefighters guide to eliminate stress , confusion and to help manage workloads
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Terms of Reference


Melanie Squire has requested me to do this report on 7th May and to be submitted by 13th July.
























Procedure



I have conducted various researches into communication skills in the workplace in order to find the best solutions for the new Head of Social Services. I have read books and many different websites to gather my findings, which has increased my understanding of how to communicate accurately and clearly. Identifying the different roles within a team has increased understanding of how a team can succeed or fail due to each role linked one another.



















Introduction


The Social Services Department has been underperforming due to lack of leadership, poor communication methods and in fighting within different teams. The report will highlight the issues that they currently face and also the report will look at new methods that the new Head can use to improve the problems the department is facing. 























Findings

 This report will highlight many problems that Andrea Jones, the Head of Social Services in the local council will have to address to get her team to perform better than the case study has identified.
 The department has 96 social workers; they are split into teams of 8 with team managers, deputy managers and a consultant in each team. There is also an adoption team, fostering team, early invention team and an auditing team. Two of these teams were based in a different building from the rest of the department, reason being the staff preferred it because they were closer to their clients than from the main building. This caused problems, they felt ignored and felt ‘left out of the loop’ from rest of the team and were left ‘surprised’ by new procedures from head office. All the teams are now in the same building. This should eradicate the communication issues that the team in the separate building were facing.

ISSUES
Employee turnover and absence was high
New team members resulted in poor performance, bad relationships and poor communication
Heavy workload and lack of help resulted new employees only lasting a short while
Shortage of staff made teams work under pressure and stress
No permanent manager in some teams due to short staff
Teams had different procedures and standards due to lack of direction and communication regarding whether a child was at risk 
Quality of relationship among teams was poor
Overload of work with no help resulted in badly written reports and cases being dragged on
Managers not addressing performance 
Managers not strategically planning for problems instead getting overworked solving them 
Messages were informally and verbally passed on which resulted in diluted messages and mistakes
Team meetings were rare therefore performance and concerns were not discussed
 Previous Head was lazy and only corresponded via email
Previous Head too busy to converse with his staff about any concerns or idea to improve the department
Managers felt their achievements were going unnoticed 
New Head systematically filled manager and social workers positions with performance being the issue


High employee turnover costs business owners in time and productivity. There are many ways to maintain staff and keep them longer in your organisation. Creating an open environment where employees can offer ideas, ask questions and on the other hand managers clearly stating what they expect from employees will help have positive relationships. Getting managers to perform coaching exercises will help recognise good performers which then can lead to promotions. Promotions from within are good incentive for employees as well as the company as values and practises are already instilled in the successful candidate. (guides.wsj)
Communication problems in the workplace were having a negative impact on morale, productivity and team relations. The department needs to adopt different ways of communication. Email is the most common and direct form of getting messages across in the work environment, but in this day of constant emails, texts and social notifications messages can often get overlooked, misunderstood and important details can be lost. By making emails requests clear and detailed and also by making the responses complete and comprehensive will help make your message clear and accurate. Taking a few moments to think whether the request has been met or if the question has been accurately answered, will eradicate sending messages multiple times for each task set by management. (Chron2018)
Communication is a complex process which does not always produce the outcomes you intend. Checking that the understanding of your message is the same as you intend with those who receive it is always important. (Morgan2017)
Michael Argyles Theory
Management should start using Michael Argyle’s theory, it help with detail and accuracy in every message or task required. Argyle argued that skilled interpersonal interaction involved a cycle where you have to translate or decode what others are communicating and constantly adapt your own behaviour to communicate effectively. (blogspot2015)
Argyles communication cycle has 6 stages
1- Aim
2- Compose/Encode
3- Transmit/Deliver
4- Receive Feedback
5- Analyse/Decode/Learn
6- Improve/Change
The cycle needs to be broken down into stages to improve accuracy in communication in the workplace. 
Idea is thought of by the sender
Sender has to prepare the message by choosing what media they will use.
The sender then uses the selected media to send message to the receiver.
Receiver then receives the message
Receiver prepares feedback and selects the media
Receivers sends feedback through selected media to the sender
Sender receives the feedback
Sender improves or makes changes through feedback received
Sender understands message                                                             

Arglyes theory is good way to communicate in the workplace, however there still can be problems in accurately getting the message across. The use of verbal communication is most commonly used, whether in meetings or telephone calls. Noise can affect the message being accurately heard, poor telephone connection and different interpretations can also assist in getting the message lost. Verbal statements of any group over time can be evaluated to determine whether or not members are committed, compliant, and resistant or disengaged from the rest of the group. (Maund2017)
Non-verbal communication is just as important in the workplace. Actions such smiling, eye contact and fidgetiness can help listeners to take on board what is asked or required of them. Physical appearance, facial expressions, level of eye contact, body movements and vocal qualities all contribute to the way a message is interpreted.

Dr Meredith Belbin
Organisations look for ways to find the best performing teams for a particular project.  In 1981        Dr Belbin suggested a theory that he believed each individual possesses a pattern of behaviour in relationship to another in helping the success of a team. Dr Belbin defines a team role as…
“A tendency to behave, contribute and interrelate with others in a particular way”
After many years of research Dr Belbin and his group were able to predict whether a team would be able to succeed or not. They were able to identify 9 significant roles within a team and then dictate whether a team would succeed or fail just by changing the team roles around. If there were too many leaders then work would not get done and if there was no leader in a team then there would not be any direction for the team to succeed. Understanding the importance of each of these roles and being able to identify them in your own team members allows you to create a more balanced workforce by complementing each other’s weaknesses and strengths accordingly to get the particular task or project completed. The 9 roles are categorised into 3 sections help identify which role suits an individual.
Action Oriented Roles 
Shaper - Challenges the team to improve and is driven and passionate. They have a strong urge to perform, making sure deadlines are made and goals are met. They can get frustrated and react angrily or emotionally if things are not going their way.
Implementer - Puts ideas into action. They are an effective organiser, reliable and efficient member of the team. They do not like new ideas, can obstruct change and tend to prefer to stick to tried and tested methods.
Completer/Finisher - ensures thorough, timely completion. Prioritises detail, urgency to meet deadlines and constant desire for perfection is not always received well in the team.


People Oriented Roles
Coordinator - Acts as chairperson. They are a good communicator who is reliant on discipline and focus. Good judge of character but lacking in creativity and can also over delegate. 
Resource Investigator – Explores outside oppunutinities. A popular team member that is outgoing, sociable and relaxed. They offer new contacts ideas and developments, however can lose enthusiasm quickly and lack originality.
Team Worker - Encourages cooperation. The team worker holds the team together through listening, supporting and harmonising. Develops understanding of needs of others to succeed, they are likeable and popular but not noticed within the team but heavily missed when they are absent.

Thought Oriented  Roles
Plant - Presents new ideas and approaches. Most imaginative and creative members of the team, they are able to solve problems in new and interesting ways. They can be careless of details and may resent criticism.
Monitor/Evaluator – Analyses the options. They require a logical thought process, carefully dissecting ideas and seeing flaws in an argument. Often secluded away they are dependable but maybe ruthless and cold.
Specialist – provides specialized skills. Knowledge required to complete project or task. Works best alone whose contribution can overcome final barriers that the team are facing. (professionalacademy.com)



Business Firefighting
The new head of social services should adopt practises which prepare you for those emergency or urgent scenarios. Planning for certain situations will help the team know what to do in urgent and stressful times.
When a team member is in a crisis situation and they require guidance, the managers should have in place a checklist where the team member can refer from.
Managers should aggressively take action to address the problem and to ensure and maintain safety all members as well the organisations.
Recognise current business markets and make decisions based previous history, competition and economy
Ensure two way communication maintain accurate, clear and concise messaging
Remain in constant communication with all staff so nothing will be a surprise and keeping everybody informed will resolve problem sooner
Managers should be prepared to maintain control of continuing business, while controlling actions to successfully manage the crisis. (Pandola,2015)


 

  
Conclusion 
Andrea Jones will have to implement the theories and cycles that has been mentioned in the report to improve the communication within the organisation. These practises are crucial to improve the current standards the department has and also will improve the work environment. Team roles should be allocated using Belbin’s theory, which should lead to a more relaxed and happy environment. Argyles theory should be practised to ensure that correct and clear messages are exchanged, ultimately getting more productivity from each team. Business firefighting methods should lessen the chance of team members being surprised or stressed from an incident as they will have precautions in place to deal with the threat.
























Recommendations
Adopt Argyles theory to improve two way communication
Use Belbin’s theory to select positions in groups
Have a business firefighters guide to eliminate stress , confusion and to help manage workloads
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