


COMMUNICATION SKILLS IN THE WORKPLACE
Akhteruzzaman Quraishi - 1709589
 (
     
JULY 13
, 2018
     
UNIV
E
RSITY OF WALES TRINITY SAINT DAVID
)


Executive Summary

This report is written to identify communication issues within the social services sector of the local council and detail the impacts that these issues have on the organisation. 
The report will look at different models and theories and apply these to the current state of the social services sector to see what position they are currently in. 
By using the models, a conclusion will be formed along with recommendations for the new head of service to implement to see better change in communication and to ensure that the team is effective as possible. 
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Terms of Reference
This report has been compiled by the request of Melanie Squire. The report was requested on the week commencing 7th May 2018 to consider the communication skills that are required to maintain effective teams. This report was compiled by Akhteruzzaman Quraishi to be submitted by 3pm on Friday 13th July 2018. 























Findings 

This section will identify the communication issues with the local council social services sector and outline any problems that have also arisen as a direct result. 
Communication refers to the contact made between people whether this is done verbally such as a face to face conversation, or physically such as written correspondence or a physical gesture such as body movements. Deetz and McCellan (2011) commented that organisations exist thanks to good communication and this emphasis the importance that it holds in the workplace.   
Within the local council and the social services sector, it is visible that there are key issues surrounding communication that have escalated and caused numerous problems as a result. One of the main issues surrounds the location of the teams as they are split into separate buildings and this has resulted in certain teams feeling left out and has also meant that communication has become more of a problem as new procedures are not being conveyed efficiently. A second issue that connects with communication is the resignation of the previous head of service as this has caused a knock-on effect to managers, deputies, consultants and social workers. The instability of the structure has left employee’s confused and unsure as to who to correspond with and this is largely connected to the unsettling nature of the hierarchy structure of the sector. Employee’s have reported becoming stressed due to pressures of the role and this has caused a high employee turnover and absence issue. The shortage of staff means that existing employees are left unhappy and unmotivated. Maslow (1940) argued that motivation is defined by stages of need, and one of these stages is ‘belongingness and love’. It can be argued that due to the lack of a structure, a team and the sheer size of the teams that some employee’s may fail to meet this need and therefore lack any motivation. This lack of motivation stems from the communication problems and is further damaged since there is no sense of direction due to the hands-off approach by the former head of service. The lack of face to face meetings is also problematic as the senior management would not have any opportunities to come together to tackle any problems or recognise any opportunities.  An issue that has raised as a result is direction being given informally or verbally which further reinforces the problems that the employee’s have in the other sites as they simply do not receive the messages, or when they do it is not clear as it has not officially been put into correspondence such as an email.  








Part B 

Effective is defined as being successful in producing a desired result (Oxford Dictionaries, 2018). In the case of the local council’s social services sector, the effectiveness of the teams has been reduced due the points identified above. This section will now detail the impacts that these communication issues have on the teamwork within the organisation. 
Beginning with the separation of the workforce and its different sites. This style of business distribution can work well if done correctly as seen with Insurance company Admiral who operate in South Wales and have 3 separate sites (Brown, 2014). On the contrary however the social services sector of the local council has not been able to work in separate sites as efficiently as possible and has created an uneasy atmosphere for some employees. The impacts that this has had is that employee’s feel as if they are missing key information and this can have a direct implication to the customer as if the social workers are misinformed, then they may be relaying incorrect information onto families and children who they are working with and therefore this puts them at risk. It also results in poor team relations, as although some employees prefer being separate as it is closer to their clients, this creates a sense of separation within the same sector and this has resulted in different standards and processes already. The impacts of this are huge due to the type of field that social services fall into. The clients may receive one verdict from one social worker, however then receive a completely different verdict from another even though they are both within the same organisation. This can result in the client no longer trusting the organisation and raises a question of the consistency of the message that social services convey. It is expected that the social services would provide a uniform message however due to such division it is easier for mistakes to occur. Effective teamwork is not possible in these circumstances as there is a clear missing link in the information chain which in turn means the team cannot reach their goals together. 
This brings up the next communication issue which is the high turnover of staff and the absences that are also linked with this. The impacts of this are clear as mentioned above as it does result in low motivation and increases the workload on others as they must make up for the work that is not being completed by the leavers. As mentioned in the study the new starters receive a large workload straight away and again due to communication issues and poor training these new starters would be put under immense pressure almost immediately. The impact of this is a poor standard of work and duplication as it may require a second person to re-check the work of the existing workers. Similarly, this problem directly impacts the client as in certain cases it can be vulnerable children/families who are relying on the social services and if the work is not completed to a high standard, it can result in detriment to the client. In line with the duplication, it is also not cost effective to run an organisation in this manner as a lot of time is wasted whereas employee’s and resources can be allocated elsewhere. With so many new faces, and large numbers of the teams being absent, this impacts effective teamwork as there is a mental footprint left with the employee’s meaning that they are unlikely to perform to their highest level and it leaves them with very little incentive to work and ties in with the low motivation. 
To conclude this section, the relaxed approach taken by the former head of service resulted in poor communications at a senior level, and this resulted in poor communication throughout the chain right down to the social workers. The lack of leadership is mainly to blame for this and no team managers meant that social workers didn’t know who to trust and therefore some files were open for far longer than they should have been, which again reinforces the previous point made about time being wasted, and not being cost effective. The overall impact of these team communication problems results in a poor service for the families and children that the social services work with. 




























Part C

This section will now look at the various models and theories surrounding communication and how they can relate back to the social services.
As seen in Appendix A, Argyle’s communication cycle shows the various steps required to establish good communication. Satell (2015) noted that organisations and people that can communicate well can be more effective in what they do.  The communication cycle begins with the message that is trying to be conveyed. This is then passed to the receiver in the desired format such as verbal, email or some other media.  This message is then decoded by the receiver which is their process of understanding the information. The receiver will then either formulate a response, take onboard the information or pass it on to others. This still completes the cycle as the original sender will still be kept in the loop and they will decode any feedback/response provided by the receiver. This circle completes the cycle however in the case of the social services there appears to be a break in the cycle. Using the example of the head of service, it is stated that he would stay in the office and communicate with others via email. This therefore completes the first section of Argyle’s communication cycle as the senders who are the team managers and social workers have sent their message and the head of service has already received it. The break in the cycle however is where it stated that the head of service would be too busy to reply to any questions and therefore there would be no feedback for the senders to decode. The channel of communication used here is email however this trend continues onto verbal communication. Face to face meetings would be very scarce and when they were conducted it is noted that the head of service would keep the meetings like a one-way street wherein he would give out messages but not get into any discussions with his staff. Relating this back to the communication cycle, this time it works the other way as the message is being given by the head of service, and the staff are receiving it however the head of service is not allowing the staff to return the feedback to him and therefore the cycle is broken again. 
The Shannon-Weaver mathematical model 1949 is also linked to communication and similarly to Argyle’s communication cycle, it can show that there are breaks in communication within the social services (see Appendix B). This model relates more to when a transmitting device is used such as a fax machine. The model consists of 6 main areas:
The sender who holds the information that is to be communicated
The transmitter which is used to convert the message into readable data 
The channel which is the medium used to send the message itself 
The receiver which will decode the information sent by the transmitter
The destination which is the person(s) who will receive the message
Noise is obstacles which may impair the message being sent
To relay this model back to the social services, a good example to use is the poor communication between the different sites. The study mentions that employee’s felt out of the loop and were surprised by new procedures. The study later discusses that instructions would be given in an informal manner and usually not documented correctly. By using the model, the sender is the  person communicating the new procedures to the different sites and the transmitter is a telephone call. The channel in this scenario would be the telephone network which is moving the data from the sender to the destination. The receiver itself would be the other telephone on at the other office and the destination would be the person corresponding on the other end of the line. The noise aspect of this model would be that there could be a lot of background noise whilst the phone call is taking place and therefore some information may be lost. Also, when a phone call is taking place there is no written confirmation of what is being said and therefore some information may be lost when the person at the destination side relays the information on to the other site employees. The other main flaw is that some information is not transferred at all to the other sites and this could be the result of no transmission being made altogether which leaves the second half of Shannon-Weavers redundant. Overall this model accompanies the communication cycle as it shows a common theme that there is a missing link or factors that are affecting effective communication. 
Bruce Tuckman’s team development theory is also relevant when discussing effective team work. Tuckman’s 1965 model (cited in Cassidy 2007) labels the different stages of team development as:
Forming
Storming
Norming
Performing 
Adjourning
The forming stage relates to when the teams are initially brought together, and the team members find their assigned tasks. At this early stage the team do not know each other too well and work independently and not efficiently as a team. The same scenario can be attached wherein due to the high turnover of staff the social services employs new people and assigns them large amounts of work to do straight away. 
The storming stage relates to the team addressing their targets and different ideas are floated around by the team members. This stage is crucial as the different ideas can cause issues due to differing opinions. This is where a strong team manager comes into place. Due to the lack of team managers and leadership presence in the social services, the teams are stuck in this phase or still stuck in the forming stage due to the constant changes of faces in the department. In conclusion this means that the teams do not get a chance to reach the norming and performing stages of a well-oiled team and as a result are not able to work as an effective team. As mentioned this stems from poor management and a lack of leadership.










Conclusion

In conclusion, as part of this report it has been found that the main communication problems are the lack of leadership in the senior management, the split of the employee’s and the absence of good communication have resulted in an ineffective team environment. These issues have and will lead to detriment for employee’s and importantly the clients. The constant changing environment means that employees are unable to get comfortable and work to the best of their ability which has brought about many side effects such as wasted time and money. By using the above models and theories it is found that there is a break in the cycles of each and there is no fulfilment in any of them in the current state of the social services. By using the suggested models, the social services could implement change to iron out these problems and make the models work. 
To rectify these issues, I would recommend that the team sizes are reduced as they are very large at present with many different layers which causes confusion and means there are more layers to the communication cycle. It also means that the team is more likely to be stuck at the forming and storming stages. By reducing the teams size it allows the team manager to have a better grip of the team and reduces any communication problems. It also allows the employees to build better relationships with their peers. I would also suggest team managers to report daily to the head of service and this is to make sure that everyone is clearly aware of the direction and the head of service can communicate any issues that they have and ensuring that the head of service also communicates two ways and takes on board any feedback or communication from staff. By changing these things, the models can be re-applied and are more likely to work. 
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