[bookmark: _GoBack]Effective Team Work and Communication 
Assessment 1
Workplace communication

[image: ]

	NAME

	VANESSA NAIR FERREIRA CONDE DE SOUSA LIMA

	ID NUMER
	1811815

	Module Title
	Effective Team Working and Communication

	Module Code
	BMSK4002-LON

	LEACTUER
	REXON NTING








Contents
SECTION 1: NTRODUCTION	3
Communication	3
Section 2: Communication theories and how Workplace communication can be improved.	5
The 7 C’s of Communication	6
Shannon-Weaver model of communication	8
Team Working	9
Section 3: Conclusion	11
REFERENCES	12






















[bookmark: _Toc8647306]SECTION 1: NTRODUCTION
[bookmark: _Toc8647307]Communication 

Communication is the exchange of information and understanding from one person to the other (Davis, 1981). In addition, communication is an important factor on how individuals interact with each. It is important to state that; it is through an effective exchange of information and ideas that we can understand each other. Consequently, for communication to be effective, it must be free of misunderstanding or at best misunderstandings should be limited. Therefore, it is necessary that we always adjust the information we are trying to communicate to ensure that it is understood by the receiver. 
In the process of exchanging information, communication can be made verbal and/or non-verbal. This means that, we can communicate through written or spoken words, through an image, audio messages but we can also communicate through our body language. Different participants in the communication process may adopt varying models and methods to present their messages. This often depends on who they intend to speak to, the size and structure of their audience, the messages they are trying to communicate, and how they want to transfer their information. 
This means that, choosing how to communicate an information is determined by how we will appropriately adapt it, in synchrony to who will be the receiver. If the message is sent in a formal setting the body language is key to not have the message misunderstood. For example, when the employer intends to dismiss a former employee, to get the message across, the facial expression, considering the seriousness of the situation, should not illustrate a smile. The smile illustrated in the employer’s face while delivering the bad news may contradict the message they are trying to deliver. Consequently, it is important to pay attention on how we deliver a message, because many factors will influence how the message sent is received in order for the information to be understood correctly. 
The remaining section of this work is organised as follows: section two will present some of the way's employers perform at communicating. In the process, an explanation will be provided on how workplace communication and performance of employers can be improved while relevant models of communication will be adapted to effectively explain the different findings on this subject. I will focus my analysis using my experience as a Sales Assistant in one of Accessorize branches (my current employers) as a case study.
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Two or more individuals need the ability to understand each other when transmitting information. This information can be verbal or non-no verbal, oral or written, depending on to who, where and how the message will be decoded. In the workplace environment there are a few theories that can be applied for an effective communication between individuals. The information in a message can be sent through text (email, Letters, documents), image (photography, picture) or audio (music, voice message). When the context is workplace related, there are ways to communicate in this environment to pass massage effectively. The oral or written message can be made formal or in-formal, and for the workplace is adapted the formal speech and writing. 
Acknowledging the target determinates, the type of communication to use when sending a message. It is important to analyse the audience, even though the workplace is a professional setting, a Sales Assistant should be aware of his employees and customer’s culture, as the wrong use of vocabulary can affect the employee’s performance at work or the customer experience in store, leading the individuals to feel offended or discriminated. Both manager and employees and customer benefit from effective communication to work effectively. 
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The first theory I will be talking about is the 7 C’s on Communication, demonstrating how my company it is applied in Accessorize branches, in particularly the one I currently work in.
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1. Image from the Business Jargons website
The 7 C’s of communication supports and improves communication in a professional setting by boosting the changes of the message to be understood in the exact way as it was intended. It is a theory that can be applied in written or oral communications.
As my position in Accessorize is as a Supervisor, communication is important for not only communicating with the customers, but also with colleagues and managers in higher position. When delivering a message, independently of my receiver, my message must be clear to avoid misunderstandings. The goal of the message must be highlighted, and easily understandable to the receiver. Therefore, it is important to send the correct information to avoid any miss interpretations. The content of the message must include all the relevant information required for the receiver to correctly interpret the message, by including all the answers to the questions the receiver may have. When all the facts and figures are clearly indicated in the message, the receiver should collect a concrete message without any misconceptions. Consequently, the message should be precise and to the point, the use of short and brief message is more likely to be comprehended and it helps preserve the receiver’s attention.  It is indispensable for the sender to take in consideration the receiver’s opinion, knowledge, mind-set and background in order when sending a message appropriate for an effective communication. Related to the consideration, the message should be courteous, meaning that it must show respect for the receiver or audience.
The service in the store is not only made face-to-face, but also through phone calls and with both audiences the message to their question should involve the 7 C’s of communication. When a customer requests for a specific bag style in a different colour available at the store, the answer to the customer should include the following message, ‘Unfortunately we do not hold all the colour variations of this bag in our store, however other options are available online or we can contact other stores to see how is their availability on this item in the colour you desire. Is it something would you like me to do?’. In the message it is important to explain to the customer that item desired it is not available in our store, however we have a way to help the customer find what is there are looking for. And ate the end wait for the feedback allowing the customer the opportunity to reply to the message in a way that they can benefit from. 
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2. Source: Shannon-Weaver communication cycle 1949. 

 In the Shannon-Weaver communication cycle theory it is explained how communication works effectively. In order to have the right interpretation of the message sent, it is important to create a credible and message in order to have the message sent understood correctly. Therefore, after decoding the information in the message, the receiver should produce a feedback responding the sender’s message. This generates the communication cycle. 
Communication with the customer in this job, as a Sales Assistant, using the Shannon-weaver model, is initially made by greeting the customer when acknowledging their presence, that when heard by the customer will imply a response. The way the greeting is made will influence the response of the customer, depending on the tone and volume of the voice and the use of words, following a simple ‘Hi’ is a way to start a good customer experience. 
Further exchange with the customer implies a more elaborated speech that should be elaborated formally with a clear and concise message with the right information for the costumer’s in order to have the right impact in the customer to persuade the customer to believe in the products and offers available at the store.  For example, in the company there is a promotion of 3 for 2 placed above the hosiery, when asked about the promotion the message to the customer should carry a clear message such as ‘It is 3 for the price of 2 for any socks and tights, you pay for the two and the cheapest one is free’. The message will not leave any more doubts in the customer’s mind. 
[bookmark: _Toc8647311]Team Working 
Any store is formed by a team and Accessorize is no different. The team group, at my store, consists of one Store Manager (the leader), one Assistant Manager, one Supervisor and six Sales Assistants. 
Working as a team needs a leader to delegate tasks, keeping the communication flowing between each member and work environment organized. The communication in the work place is through formal vocabulary, although we all connect in a personal level. As part of the management team, I understand that my behaviour has an automatic impact on team, therefore any actions will be affecting the team performance. It is important to clarify my role by delivering the companies objectives using available resources and organisational processes to empower the team to make the right decision when interaction with the customers by using communication models appropriate for each different customer. Having a cultural diversity in the team, and also the store visitors, it is important to have an insight on those cultures to prevent miscommunication impacting the work environment. 
The company have targets set for each store, the job of delivering those targets is determined not only by the customers, but also by how each team member perform according to the managers direction to use their best qualities in pushing sales. Tasking is important to get everyone to collaborate, therefore each member have a set tasks, rotating periodically, that is their responsibility to perform to benefit the team. When the goal demands more than one brain, people are joining forces and working together. These interaction between members of the team generates individual initiative and creativity.
 Being part of a team gives me a sense of belonging, I gain recognition for my role as a supervisor and have been able to establish a good relationship with my store manager and team members, by communication well with customers and sharing ideas that motivates the team’s performance.  One of many task in the store it involves displaying the new items that come to the store each week, and any team members are encouraged to find the best section to place it in store, and when not chosen the best one is given a constructive feedback on why that is not the best idea. 
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In conclusion, working effectively requires communication skills, this will have an impact on any job performance. As a Sales Assistant Supervisor, the way I communicate is determined my knowledge on social interaction. This implicates the process of formulating information for a message by analysing the audience the information will be delivered to. The message will not be received effectively if not considered factors such as: target group, what do they think/know about me, will they see my point of view clearly, anticipate what will the receiver understand. Therefore, acknowledging the target determinates, the type of communication model to use when sending a message. It is important to consider the vocabulary, as it changes according to the environment, we are place in, and for the workplace, choosing informal language implies respect to those who the message is intended to reach. 
 Consequently, sending a message depends not only on the sender, but also the receiver. The communication can be verbal or non-verbal, oral or written, always considering the audience ability to understand the message intended, especially when working in a team. Team working is essentially based on effective communication in order to successfully perform. When a team is successful is a sign of a message sent, between management and employees, being well transmitted, therefore using the different models of communication to support the information of the message generates coordination and cooperation and creates organization between members of the team. 
Lastly the communication in the workplace is achieved when the message addressed is understood.
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