


[bookmark: _Toc519241015][bookmark: _Toc519241196]Executive Summary

The purpose of this report is to consider the communication skills required to maintain and effective team. To do this the communication issues within the team must be identified and the impact these issues have on the communication and team work within the organisation. These issues included poor management, lack of team work, poor communication and a lack of trust.

[bookmark: _GoBack]The report discusses the Argyle Communication Cycle, the Shannon-Weaver Model of Communication and the Berlo Model of Communication. Knowledge of these models will help the organisation to communicate more effetely. The report also discusses the Tuckman Forming, Storming, Norming, Performing and adjourning Model and the Belbin Team Roles Model. The use and understanding of these models will help the organisation to build more productive and effective teams.
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[bookmark: _Toc519241016][bookmark: _Toc519241197]Introduction
Effective communication in the workplace is a highly sort after skill. This report will consider the communication skills required to maintain effective teams. The case study shows lots of communication and team working issues within the organisation. There is a high staff turnover and employees leaving the organisation. This report will look at the impact some of these issues are having on the teams, this is leading to the teams constantly under pressure and under-performing.

The report will also look at some of the communication and team working models the organisation can put into practice to help improve the communication and team working within. The communication models this report will look at are Argyles Communication Cycle, the Shannon-Weaver Model of Communication and the Berlo Model of Communication. The report will also look and the Tuckman Forming, Storming, Norming, Performing and Adjourning Model and The Belbin 9 Team Roles. The report will also cover a little on the importance of body langue.


























[bookmark: _Toc519241017][bookmark: _Toc519241198]Main Body

[bookmark: _Toc519241018][bookmark: _Toc519241199]Issues 

Teams in different locations leading to some teams felling left out of the loop and therefore new procedures being a surprise.
Employee turnover and high absence rates leaving team managers having to deal with new team members and staff shortages, meaning teams are always forming.
Employee absence not being managed and managers not talking to staff to find out why they are leaving.
Poor performance not being dealt with by managers, this could lead to some team members not pulling their weight.
Inconsistent standards meaning that decisions being over turned by another team member.
No two-way communication between team members and managers, also very limited one-way communication between managers and the head of the department. 
[bookmark: _Hlk518984644]Very little face to face communication even though some important directions where being given informally and verbally, this lead to the messages being diluted to mistaken.
Lack of trust due to the high turnover in staff and poor relationships between social workers.
Insufficient induction procedures and improper training being given, leading to new team members being given to heavy caseloads and feeling unsupported.
No mechanisms for team members and managers alike to communicate ideas on ways to improve performance.
Achievements of team members and managers not being recognised, leading to low morel and individuals feeling aggrieved. 

[bookmark: _Toc519241019][bookmark: _Toc519241200]Impact and supporting models

This section of the report will expand on some of the issues above, identify what impact the issues are having on the organisation in the case study and look at what team working, or communication models could be used to overcome or improve on the issues.

[bookmark: _Toc519241020][bookmark: _Toc519241201]Teams in different locations
Due to historical reasons two teams are in a different location to the others, even though the staff like being in a location close to their client base, the staff feel as if they are being left out of the loop, this is also not helped by the fact that some important decisions are being given informally and verbally at the main office. The organisation needs to work on making sure that important decisions are being communicated in writing. Leonard (2018) suggests that as all written communication is a permanent record, it can help individuals access the information that they require quickly and efficiently. This would mean that there would be no miss communication between employees and managers. When communicating within an organisation, individuals should keep in mind Argyle’s Communication cycle (fig 1). According to Rasheed et al (2013) the theory was first developed in 1965 by Charles Berner and then modified in 1972 by Michael Argyle. The cycle is used when an individual decides they want to communicate, the individual will take action by sending the message, which will then be received by another person, who will work out what the message means by decode the message and then lets the original sender know that the message has been received and understood, then respond to the message this is called feedback, then the whole cycle may start again. 
Fig 1 ©Buzzle.com
[image: ] 
· Take action/ Send message
· Received
· Decode/ Understood
· Respond/ Feedback
· Start cycle again



[bookmark: _Toc519241021][bookmark: _Toc519241202]No two-way communication
The case study showed a lack of two-way communication, the last head of department would stay in his office and only communicate with employees via email, although was too busy to reply to any questions. The head only held occasional face to face meetings with managers but these where only one way when wanting to communicate concerns and there was no discussion with staff. This left the staff with a lot of unanswered questions and no way to communicate ideas on how to improve performance. The new head of department could keep in mind Argyle’s Communication Cycle or they could follow the Shannon-Weaver Mathematical Model. According to Businesstopia.net (2018) and Communicationtheory.org (2018) the Shannon-Weaver model (fig 2) was created in 1948, originally there were only five components to the model, sender, encoder, channel, decoder and receiver later noise was added. The model was created to better understand and develop the way individuals communicate and to identify any factors that may affect that communication.
Fig 2 © communicationtheory.org[image: ]

According to Businesstopia.net (2018) in 1960 David Berlo used the Shannon-Weaver model as a base for his SMCR Model of Communication in which Berlo studied the factors that affect the individual communication components. Berlo’s model has four main components source, message, channel and receiver, the model also shows some of the ways these main components may be affected (see fig 3). By understanding how individuals communicate and having knowledge of the factors that can affect that communication the individuals in the organisation will be able to communicate better. 

Fig 3 ©Businesstopia.net
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[bookmark: _Hlk519074619][bookmark: _Hlk519248366][bookmark: _Hlk519157150]Berlo’s Model of communication also looks at non-verbal communications as a channel of sending a message. Samson (1995) cited by Quintanilla & Wahl (2017) cited by Maund et al (2017) suggest that most individuals are visually dominant, and they live in world where visual images are everywhere, therefore individuals are more inclined to believe in what they see rather than using their other senses. By holding face to face meetings with employees the head of department would also be able to pick up on non-verbal communication. Ivy & Wahl (2014) cited Quintanilla & Wahl (2017) by Maund et al (2017) suggest that the way a person walks, the stance they take, their posture, what they are wearing and how the individual looks as well as their facial and eye expressions are all forms of non-verbal communication (see fig 4). 

Fig 4 © Brace (2018)
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[bookmark: _Toc519241022][bookmark: _Toc519241203]High absence and employee turnover
The case study shows that managers were constantly having to deal with new or absent employees, teams were having to deal with new team members, as a result of this the teams were constantly forming and therefore underperforming. Griffiths & Dunham (2017) cited by Maund et al (2017) suggest that the use of group development models that identify the different stages that a group goes through to become an effective team, can help both leaders and members manage their expectations and understand the changes each stage brings. Griffiths & Dunham (2017) cited by Maund et al (2017) concluded that Bruce Tuckman was the first person to identify the different stages of group development in 1965. Bird (2017) explains that Tuckman studied many teams from the beginning (forming stage) to when the task was complete. This led to the development of the Tuckman Forming, Storming, Norming and Performing Model. Mindtools.com (2018) suggest that to effectively form a new team takes time, the members of the team will often go through distinct stages as the members go from being a group of strangers to a group of people united towards a common goal. When an individual understands a model such as the Tuckman Forming, Storming, Norming and Performing model, the individual will be able to quickly help the new team to move towards the performing stage and become a more effective team. In the 1970’s Tuckman added a fifth stage Adjuring (see fig 5).

Fig 5 © Pintrest
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[bookmark: _Toc519241023][bookmark: _Toc519241204]Poor relationships
The case study shows that the relationships between the social workers within the organisation is poor, this has resulted in a lack of trust. The poor relationships within the organisation has led to individuals not knowing where to turn when they needed help, resulting in poor communication and weak teams. One way the head of social services could tackle this would be to have all member of the organisation undertake the Belbin Self-Perception Inventory, which according to Belbin.ie (2015) is a questionnaire that is behaviour-based. Participants spend fifteen to twenty minutes completing the questionnaire, the results of the questionnaire will show the preferred way in which the individual likes to work, it will show which of the Belbin nine team roles will suit them best and also where the individuals weaknesses lie. Mackechnie (2018) explains that Belbin created the 9-team role theory (fig 6) in 1981, the theory is still widely used today. Belbin discovered that all individuals will normally behave in a certain way when working with others, Belbin identified nine clusters of behaviour, with individuals showing a strong preference for one or two of these ‘Team Roles’. Understanding where a team members preference lie can help a manager to create an effective team and help the individual to develop and manage their strengths and weakness and to improve on how they contribute towards the team. According to Mindtools.com (2018) If all members of a team have the same type of behavioural preference the team may become unbalanced and less productive. Belbin.com (2018) provide a variety of different tools, that are free to use to help managers and team members to understand the Belbin team roles. Once the head of the department within the organisation has the knowledge to understand the model and the results of all the employees self-perception inventory, they will know where best to place new and existing employees to maximise the effectiveness of the individual teams. 

Fig 6 ©Belbin.com
[image: ]
The case study has shown that the organisation has issues with team work and communication. As a starting point to improving on the issues, the head of the department and all the employees within the department need to undergo training on the communication and team working models within this report.

[bookmark: _Toc519241024][bookmark: _Toc519241205]

Conclusion
In conclusion the report found that the organisation within the case study had lots of issues, some of these are location of the teams, poor management, poor performance, inconsistent standards, lack of trust and little to none communication.

These issues have impacted on the organisation, staff are leaving without properly talking with the managers. Absence rates have risen due to absences not being monitored by managers. New employees are being thrown in at the deep end and left feeling overwhelmed. No one is communicating effectively.

The report concluded that by using the different models of communication and team -working, the organisation can work to improving how individuals communicate and work together.

















[bookmark: _Toc519241025][bookmark: _Toc519241206]Recommendations
The recommendations that should be taken away from this report is that, all employees at all levels need to undertake some training on how to communicate effectively. Management could develop the teams within the organisation, by having all members undertake Belbin’s self-perception inventory to learn how and where they fit within the dynamics of the team. Management also need to gain knowledge in ways of non-verbal communication, such as body langue and hold regular face to face meetings with employees. This will help the organisation to bond and to regain trust. 
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