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[bookmark: _Toc13191027]1.0 Introduction 
This report will discuss communication within the workplace and the positive effects it can have on businesses and organisations. The business that this report is focusing on is a medium sized organic produce shop in Port Talbot owned by Teresa Evans, a year ago Teresa started off with a small grocery shop consisting of herself and 
a workforce of four and now with business booming and her rapid expansion she has thirty staff. Due to the increase of staff Teresa has requested advice on how team structures will enable effective communication preventing any minor issues escalating into something more. Also, to be discussed in this report will be: effective communication and what it entails, forms of communication, Belbin’s theory on teamwork and any recommendations that are suggested for Teresa, her employees and her business. By implementing the recommendations stated in this report will benefit not only Teresa’s business but also her employees, clients and customers. 
[bookmark: _Toc13191028]2.0 Findings
[bookmark: _Toc13191029]2.1 Effective communication

Skillsyouneed.com (2019) state that communication is the passing on of information from one place, person or group to another, at least one sender, a message and a recipient is required for communication to take place.
“Effective Communication is a communication between two or more persons wherein the intended message is successfully delivered, received and understood.” (Businessjargons.com, 2019).
Teresa Evans’ organisation would benefit from using effective communication in many ways, according to Cleverism.com when effective communication is used a rise in productivity occurs, errors decrease, and business runs smoother (2019) Helpguide.org believe that “effective communication is about more than just exchanging information.” (2019). Effective communication has many elements, it is not just understanding what is being said but also having the ability to use and recognise body language and understand the emotions that are behind the information. Businessdictionary.com (2019) claim that if effective communication is used within the workplace by managers sharing information with employees and vice versa that this can have a huge impact on the success of the business. Effective communication is needed whether one is communicating with employers, employees, colleagues or customers. The top three advantages of effective communication within the workplace according to Linkedin.com (2019) are: 
1. Helps with diversity
2. Team building.
3. Employee morale.
All three of these would be beneficial to Teresa as 1. Teresa has several people working for her all of different ages and experience if communication is used effectively these could merge any diversity within the workplace bringing the workforce closer together. 2. Effective communication reduces unnecessary competition amongst colleagues enabling them to work together and gives managers the ability to correct an employee’s mistake without appearing hostile or rude. Once teams are formed employees will know their role within their team and understand how highly valued they are as part of that team. Teams that work well together have a higher level of productivity, integrity and responsibility.
Other advantages are:
· Increased positivity.
· Lesser conflicts.
· Better interactions.
· Increased efficiency.
· Problem solving.
· Good working relationships.
· Increased loyalty and motivation.
· Employees work better and faster.
· Boosts both employee and customer satisfaction     
                                                                                      
[bookmark: _Hlk13003708]                                                                                (benefitof.net, 2019).  (bizfluent.com, 2019).





Poor communication is a big risk to any business, the repercussions that can take occur with lack of communication are:

· Lack of efficiency.
· Lack of motivation.
· Employee morale plummets.
· Errors are made.
· Conflicts can/may occur.
· Inability to attract workers.
· Loss of income.
· Customer complaints.
· Employee complaints.
                                                                                                (bizfluent.com, 2019).  (reference.com, 2019).
Encouraging and applying effective communication in the workplace is a must for Teresa to prevent none of the above occurring.

[bookmark: _Toc13191030]2.1.1 Key areas of effective communication

Verbal communication:
Verbal communication or spoken communication is when an interaction takes place orally (Skillsyouneed.com, 2019). This could be face to face, over the telephone, radio, tv or other sources of media. Verbal communication is a necessity within any business or workplace and can occur in the form of personal conversations, telephone calls, staff meetings, formal and informal discussions and presentations (Cleverism.com,2019). Having good verbal communication skills are identified as a key strength in a person as it is such an important aspect within the workplace, Marketing91.com (2019) believe the higher position one holds in a company, the more excellent their level of verbal communication skills should be in order to communicate effectively without any risk of misunderstandings occurring. Excellent verbal communication skills should be used by Teresa and her employees in order for them to communicate with each other, customers, clients and suppliers in the correct manner.
Non-verbal communication:
Skillsyouneed.com state that non-verbal communication or interpersonal communication is more than just the words that are being said or the message that is being received, it is also the message that is being giving through non-verbal behaviours (2019). Non-verbal communication can be conscious or unconscious, types of this communication are:
· Facial expressions: such as smiling, frowning and blinking these are hard to control and can show emotions such as happiness anger or fear.
· Gestures shown through kinesics: hand gestures and the nodding or shaking of the head, these are the easiest to control.
· Para-language: such as the tone, pitch and speed of one’s voice.
· Proxemics: determines the levels of intimacy and/or personal space.
· Eye contact: level of eye contact often determines the levels of trust and trustworthiness.
· Posture: how one stands, sits, position of arms etc.
                                                                                                  (Skillsyouneed.com, 2019)

“Some estimates suggest that around 70 to 80% of communication is non-verbal!”                                 (Skillsyouneed.com, 2019).

According to (2019) non verbal communication is not always easy to interpret and varies from person to person, if a person interprets non verbal communication correctly this automatically give that person the advantage, if misinterpreted problems may be caused.
Teresa and her employees would benefit from the use and understanding of non-verbal communication, the benefits would be:
· Workplace efficiency- Non-verbal communication betters any workplace, it is especially needed in businesses or a profession where communication is required regularly. If non verbal communication is not to a high standard, then the work will be affected. E.g.: eye contact shows interest, confidence, trustworthiness and that the intentions are accurate.

·  Understanding- the level of the understanding of messages is increased with non-verbal communication establishing a better view of what the sender is trying to say.


· Emphasis- non verbal communication along with verbal communication emphasises certain points of conversation especially when a specific point of a message is being expressed.


Effective listening skills
“Listening well is as powerful a means of communication and influence as talking well.”
                                                                                                                    John Marshall. (www.speedupcareer.com, 2019).
To listen intensively to one’s conversation and to understand the exact message being sent is not as easy as expected, people often only hear certain words and/or form a bias or an opinion that clouds their senses early into the conversation making the message come across as misunderstood from what is actually trying to be said. All persons should practice effective listening skills within the workplace as this can reduce both conflicts and misunderstandings. Benefits of effective listening skills are:
· Effective listening can lead to effective communication: - for this to happen the listener needs to understand fully what the speaker is saying in order to get the correct message.
· The development of strong interpersonal relationships: - work relationships can be jeopardised by misunderstandings causing an atmosphere and can have a negative effect in a working environment, effective listening skills can help colleagues see that what they are saying has importance and is a respected opinion.
· Personal growth: - Being a good listener is one of the best ways to learn, having the ability to gain knowledge and ideas from a conversation will help one to continually grow and develop skills.
· Prevention of misunderstandings: - an effective listener can prevent misunderstands occurring due to a miscommunication regardless of how bad the written or spoken message was presented.
· Development of emotional intelligence: - undergoing activist that practice effective listening can help to develop emotional intelligence within the workplace.
                                                                                                         (www.speedupcareer.com, 2019).
Teresa and all employees should practice and develop their effective listening skills, this will make the overtake of shifts easier and less miscommunications will occur if the effective listener is understanding what is being relayed to them, by doing this no misunderstandings or conflicts should take place allowing the organisation to continue to grow.

[bookmark: _Toc13191031]2.1.2 Forms of communication

Two-way communication is when a person (the sender) transmits a message to another person (the receiver). (study.com, 2019). Two-way communication is vital in any business, messages need to be transmitted between employers, employees, customers, and other stakeholders to ensure that the message has been received and understood feedback is always required.


2-way communication model:
[image: ]


Two-way communication within the workplace can strengthen the communication between managers and employees, this helps managers to gain the trust of their employees and implement any organisational goals they have. (employees-lawyer.com, 2019). This form of communication is highly important in the workplace.
[bookmark: _Toc13191032]2.2 Teamwork 

“A team is a number of individuals working as one to achieve a particular goal to which they are all mutually accountable.” (Morgan, P. 2017).
Teams have:
· Interdependent relationships- where they fully trust and depend on one another to achieve the desired outcome. 
· Mutual accountability- All members of the team hold one another accountable.
· A common goal- all members have the same goal in mind.
· Synergy- when two or more people produce something far greater than what they would separately.
· Chemistry- understanding one another’s strengths and weaknesses and working in a way that maximises their strengths whilst minimising weaknesses.
“Research showed that the most successful teams were made up of a diverse mix of behaviours.”
                                                                                                                           (belbin.com, 2019).

[bookmark: _Toc13191033]2.2.1 Belbin’s Team Roles

According to DR. R. Meredith Belbin there are 9 sets of behaviours these were called “Team roles”, Belbin’s theory identifies the individual strengths of each character within a team. Belbin’s team roles model enables businesses to understand the natural behaviours of individuals, any member of a team is more likely to excel if placed in a role that portrays their strengths. (teambuildingportal.com, 2019).
[image: ]
By applying a theory such as Belbin’s to Teresa’s business would allow a successful formation of teams where each individuals behaviour is different, each counteracting their strengths with one another’s weaknesses. 
[bookmark: _Toc13191034]3.0 Recommendations
Several changes can be made for Teresa to bring out the best in both her business and her employees, the changes recommended are:
· Teresa needs to ensure all her staff are aware of the types of effective communication skills and ensure that they are able to demonstrate these skills if and when necessary, with managers needing to do so at a higher level.
· Assign a night manager, whether it be a change in rota whereby all three managers rotate their shifts between days and nights or by employing a new member of staff a night manager is needed to not only overlook the work that is being carried out but to support employees when needed.
· Form teams following Belbin’s model and designate a certain role to each member of the team, that way they will know what they should be doing and when, giving them the ability to tell the next team what does and does not need to be done.
· Encourage and enhance two-way communication throughout the organisation.
· Offer regular training and activities to enhance effective communication skills.
· Assign a training manager, new staff will feel more comfortable with the familiarity of the same person showing them the ropes.
· Ensure praise and recognition is given- happy, appreciated staff are always more productive.

[bookmark: _Toc13191035]4.0 Conclusion
To conclude, In order for the continued success of the organisation Teresa should implement the recommendations above and ensure that all staff are following the same structures that she is, by doing this will rectify any issues before they become major problems allowing her business to carry on growing at the rapid pace that it has been.
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