


GEMMA DAVIS

1814771

BMSK4002:
 EFFECTIVE TEAMWORKING AND COMMUNICATION

DR. ERIC OSER

BUSINESS REPORT















EXECUTIVE SUMMARY

Communication is the act of transmitting a common understanding and information, from one person to another (Keyton,2011).  Effective workplace communication plays a pivotal role when establishing and maintaining working relationships.

In the last decade, the spotlight in research, has swung to effective workplace communications, which has resulted in many researchers creating their own theories and models in attempt to define and cultivate higher levels of understanding about workplace communication. After reviewing an extensive list of research literatures for the sole purpose of this business report, one key point to focus on and learn from, is that effective communication only takes place if its intentions or purpose has been carried out.  In addition, both the ‘sender’ and ‘receiver’ must already share the same level of knowledge regarding the content of the message itself.  However!!  Even when the above criteria are adhered to, the communication process is NOT complete until the ‘receiver’ sends feedback!!





















INTRODUCTION

Most of us, tend to only think about speech alone when thinking about communication.  There are in fact, many other ways to be used to communicate with one another.  
(See Appendix figure 1)
In the 21st Century workplace, communication is understood as one of the most dominant and attractive capabilities within an organisation. Effective Communication within an organisation, assists both groups and individuals to:

· Co-ordinate activities
· Make decisions and solve problems
· Collaborate Ideas
· Share Experiences
· Stay Informed.

Sarah’s business has grown rapidly in the last 12 months which has resulted in, not only an upgrade and relocation in premises, but also a vast expansion in staffing numbers, which has, in turn, cultivated new organisational issues including: workplace diversity, the imminent need for internal communication procedures, identification of managerial roles and responsibilities such as: the need to invest in, at the very least, An internal intranet, platform or software to enable employee communication and collaboration (Which also establishes and strengthens employee relationships and employee satisfaction).
This report therefore aims to act as Sarah’s ‘go-to’ self-help guide to ‘communications success in the workplace’.  In addition, this report will also attempt to offer support or encouragement to Sarah regarding any communication processes that occur daily within the organisation and illuminate any factors & interrelationships that effect or prevent, effective internal communications to take place.
 This should then equip Sarah in attaining a holistic approach about the barriers of communications that may occur in the future, and an insight about overcoming these barriers.
  





DISCUSSION

For the purpose of this report, the key points that follow, will be discussed in detail, with the intention of enabling Sarah to gain a higher level of understanding about the concepts, elements, and importance of effective workplace communication.  As mentioned above, the key points are:

a) Why effective communication is important for the continued success of the organisation
b) The importance of 2-way communication, including the employee voice.
c) Effective methods of communications and (inter-relational to)   d)The significance of non-verbal communication 


A. WHY EFFECTIVE COMMIUNICATION IS IMPORTANT FOR THE CONTINUED SUCCESS OF THE ORGANISATION:
 
Studies indicate that effective Communication in the 21st Century workplace, is not only vital when assessing the patterns and trends within a team, but also in the creation of workplace relationships.  In previous research, the burden of communication was solely down to managers to communicate across the whole hierarchy. However, for any organisation to strive in communication excellence, they must approach with the view that communication, is a 2-way process which requires skill and effort from both the sender and receiver.  
An important note to make is,  that effective internal communication, cultivates strong workplace relationships thus creating a sense of belonging and if executed in a ‘right place right time’ scenario,  can increase staff morale, create a trusting environment where-by staff feel as though it is safe to express themselves without any prejudice or fear of biased action , and finally, increase general workforce motivation. Ensuring high standards of communication within an enterprise can lead to:
· Reduction in absenteeism rates
· Higher quality of products and services
· Increased innovativeness
· Cost Reductions.  (Clampitt & Downs, 1993).

The ability to advocate our ideas to others in a clear, concise and confident way is an attractive skill for any employee to attain, as well as a means of proving individual workplace assertiveness.  
If we consider that on average 55% of consumers between the ages of 14yrs-75yrs, regularly visit online social communities, with all groups admitting to spending 12-19hrs per week online solely for their own entertainment, it is a palpable conclusion that organisations should try to ‘tap-in’ to the vast potential of success of effective communication using social Networks or Platforms.  Organisations who use online social networks to create social communities within their workforce can use online activities to observe social relationships, to observe which method of communication is most successful amongst the workforce, and also to observe where dominance of decision making occurs enabling superiors to assign projects to more assertive workgroups who create ‘A buzz’ as well as promote the brand. This is proving invaluable to the success of some major company’s such as IBM who report to have created their own in-house social network (Beehive), which has around 30.000 members, all of which are employee’s.  Although the benefits are fruitful, these internal communication networks do not come without a few risks:
· Network needs constant monitoring
· Quieter, less confident employee’s may be unheard or overlooked
· Abuse of internet access by employee’s
· Interference with productivity.

Considering the information discussed so far, the findings suggest that Sarah should create and deploy an internal social network or platform to contribute to effective workplace communication and the continued success of her business.  


B. THE IMPORTANCE OF TWO-WAY COMMUNICATION, INCLUDING THE IMPORTANCE OF THE EMPLOYEE VOICE.

The most significant issues, regarding the ‘flow’ (direction) of information, (please see appendix figure 2) in relation to a communication process within an organisation, are said to be:
· Complexity of the content
· Lack of access to organisational information
· Complexity of internal procedures.
In the development of any effective system of information exchange, the two dimensions that require attention and focus are:
· Individual
· Corporate.
In short, this means that organisations should encourage the improvement of interpersonal skills such as communication competence, in addition to establishing internal procedures for effective communication to take place (for example: upwards communication or lateral communication) Effective internal communication should involve the use of available tools and channels to enable the possibility of getting a clear message to employees in the fastest, most interesting way.  More recent studies have indicated that some organisations take on the view, that communication is a peculiar process of ‘Goods distribution’.  However, if employees consider these ‘goods’ as unavailable or believe they are in some way being rationed, they inevitably stop trusting the organisation which needless to mention, can be detrimental to the reputation of the company, but also can become harmful to the potential threats and outcomes of the company which include:
· Decline in employee productivity
· Decline in profitability
· High staff turnover rates
· Reduced motivation
· Low commitment. 

The use of two-way communication within an organisation, allows its audience (employees, stakeholders etc) to have their own voice at the ‘executive table’.  In addition, two-way communication can be a very useful tool which can be used in an analytical review to inform superiors about the needs of its audience.  This then creates the ability to compose strategic narratives and messages to ensure the company is meeting the needs of audience.  
The use of ‘The two-way symmetrical communication model’ (please see appendix figure 3).  can equip organisations with the correct tools and on the path, that’s needed to create a solid company reputation which is built upon long lasting relationships.  This is because both the organisation and then audiences are provided with a voice in implementing processes and developing business issues and possible solutions.  The symmetrical two-way communication model maintains both the interests of the organisation and the audiences, at the forefront in the most fair and balanced way possible.  In addition, using this model, both the organisation and its audiences become enabled to collaborate to grow, and to strengthen workplace relationships that are built through mutual communication, negotiations and mutual understanding, which overall leads to greater long-term success.
(Please see appendix figure 4 to view a basic ‘process of communication model’).
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C. EFFECTIVE METHODS OF COMMUNICATION. (please see Appendix figure 5)

In the 21st Century Workplace, there are a variety of different methods or channels of communication (please see appendix figure 6), however, for the purpose of this consultation, this report will specifically emphasize the ‘WOVEN’ method. (Please see appendix figure 7).  This is currently proving to be an effective method used by smaller organisations in a variety of fields, so therefore would advise Sarah to use this method as the basis of a basic framework for implementing procedures regarding methods of workplace communication. 

 In the modern-day workplace, internal communication includes:
· Exchanging idea’s
· Exchanging messages with co-workers
· Collaborating ideas for a specific project 
Some of the ‘functions’ or ‘purposes’ of internal communication include:
· For the issue and clarification of company policies and procedures
· Development of new products or services
· Inform management of any achieved progress.

External communication takes place whenever communicating with anyone outside of the workplace.  These include communications with:
· Suppliers
· Customers
· Government Agencies
· Stakeholders.
Some functions of external communications are:
· Answering customer enquiries
· Clarifying Supplier Specifications
· Collection of invoices
· Persuading customers to purchase both products and services

(please see appendix figures: 7,8,9)


 













RECOMMENDED ACTIONS

	ACTION TO BE CARRIED OUT
	BY WHOM?
	DATE OF DEADLINE (IF ANY)
	COSTS TO CARRY OUT ACTION (IF ANY)

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	












APPENDIX


FIGURE 1.
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FIGURE 2:
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FIGURE 3:
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FIGURE 4a:
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