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[bookmark: _Toc5969265]Executive summary

The report is based on a case study and identifies the problems of the toy store. The paper is supported with details of the business description. The purpose of this report is to prepare a strategic plan and remodel existing formal processes to ensure the store runs smoothly in the future. Strategic recommendations and an action plan are provided at the end of the report. The first section includes a definition of  communication and covers topics, such as the importance of effective communication, verbal and non-verbal and the importance of two-way communication. For better understanding of the topic, the communication models have been used. This report also considers effective methods of communications which can be easily transferable to the store. 
The researcher applied Belbin’s and Tuckman’s theories to improve and structure teamwork within the organisation.
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1.0 [bookmark: _Toc5969266]Introduction

Workplace communication and teamwork are essential for enabling the employee, the team and the company as a whole to be productive and operate smoothly. (Kinnick & Parton, 2005). Well-honed communication skills allow employees to build positive relations with work-colleagues, costumers and management, leading to a better, stress-free work environment. Good communication increases an individuals’ commitment and job satisfaction, especially if the employee understands strategies and contributes in the  development of the business.
According to a research by employment law specialist Peninsula, a lack of communication in the workplace is one of the main reasons why employees leave their jobs (Filev, 2017).
2.0 [bookmark: _Toc5969267]Main findings
[bookmark: _Toc5969268]2.1 Background of case

The report  is based on a case study and analyses a medium-size toy store’s performance. The company employs 27 staff in total; some staff work night shifts. 
The roles and responsibilities  within the shop are not clear, teams are not established and there are no shift patterns. A conflict can easily occur due to a lack of clear communication. Adequate channels of communication need to be provided if the owner wishes to grow her business. 
[bookmark: _Toc5969269]2.2 Development of structures and procedures.  

Based on the information from the case study it can be seen that employees work as a group rather than a team. To improve store productivity it is necessary to create teams from existing groups. Teams are individuals who work together to achieve common goals while within a group individuals concentrate more on their individual goals.  A team takes mutual responsibility to achieve the agreed outcome (ChwaraeTeg, 2018). Effective team has clear vision and mission; clear roles and responsibilities; effective communication and leadership. 
Decisions made regarding the formation of new teams will have a huge impact on the success of whole store. Firstly, team members should complete Belbin’s Self-Perception Inventory Test (Morgan, 2017).
Using Belbin’s Theory, will help bring the right individuals together to form a great team. Knowing team members roles, can help to communicate and plan work more effectively. The best teams are often made up of people with very different personalities and backgrounds, bringing together a variety of complementary skills (Filev, 2017).
When individuals have similar strengths, they are more likely to compete for tasks and responsibilities (for example two Shapers could fight over who has status or control within a team). When the members of a team have similar weaknesses, the whole team may tend to have these weaknesses.
Newly established teams (Morgan, 2017), will go through the Tuckman’s Team Development (1965)  stages. In the first stage (forming), new roles and responsibilities need to be set. In the Second stage (storming), conflict can arise and needs to be quickly addressed and resolved so that the team can progress to the norming stage. In this stage the staff agree to new responsibilities and start to work as a team towards the performing stage (Morgan, 2017). Being aware of the model, team can reach level of effectiveness quicker. (ChwaraeTeg, 2018) 
[bookmark: _Toc5969270]2.3 Communication
[bookmark: _Toc5969271]2.3.1 Effective communication
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Individuals share thoughts in different ways, such as: speech, writing, signs and body language.  They are divided into two types; verbal and non-verbal (Griffiths, Dunham, 2015).  
Figure 1 Communication Diagram
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Verbal communication makes the process of conveying thoughts easier, although comprising only 7% of all human communication (Wrench, 2013). This type of communication is divided into spoken and written words: (Chware Teg, 2018)
· Written - essential for formal business communications and issuing legal instructions, (letters, documents, e-mails, and many more). 
· Oral -  the spoken word, either face-to-face or by telephone or through any other medium. The effectiveness of oral conversations mostly depends on the clarity of speech.
Non-verbal communication consists of anything that the sender uses to help the receiver to understand the message such as gesture, eye contact (Wrench, 2013) and divides  into:
· Physical communication or body language, which includes facial expressions, eye contact, gestures, body movements (Griffiths & Dunham, 2015).
Body language and facial expressions account for 55% of all communication.
· Paralanguage, which includes voice quality, intonation, pitch, stress, emotion and style of speaking. The tone of the voice accounts for 38% of all communications.
The store communication needs to change if the business owner, wishes to be successful in the market.


EFFECTIVE COMMUNICATION must be (Chwareteg, 2018):
· Clear and concise. In-store communication should be straightforward. Team members need to send messages which include all the relevant and necessary information. 
· Complete. Management, when assigning work to staff, must include all information needed to complete the task, such as meeting required standards and timescales, so that subordinates can meet jobs requirements and achieve success. 
· Correct. Information must be easy to understand, spelling and grammar must be correct,  jargon should not be used. 
· Context is important, as staff are from different backgrounds and represent different age groups.
· Body language and tone. The content is important but tone and body language are even more essential in workplace communication. Staff should communicate in a friendly, approachable manner. Body language and tone need to be match spoken words. 
Effective communication has a positive impact on an organisation by (Chwareteg, 2018):
· Improving staff productivity and store performance - specific guidance from the management allow work to be done quicker and efficient. 
· Reducing costs - Management are able to make better decisions due to constructive feedback from employees and the exchange of ideas. Ultimately, good communication increases employee morale which leads to lower staff turnover, therefore training and recruitment cost are reduced. 
· Increasing employee job satisfaction. Employees require the possibility of sharing ideas and concerns. Management should listen to employees, usually through feedback. When employees know that their opinion is important they feel valued and happier at work.
· Reducing absenteeism and staff turnover. Management should inform staff about the store’s mission and vision, allow employees to see where they fit into the company and feel included and valued which increases staff loyalty and decreases turnover and absenteeism. 
Without effective communication, employees will not have the information they need to complete a task on time, they may be confused about what is required from them. In extreme cases, for example, stock room staff could be injured, if there are errors in communicating Health & Safety procedures (Chwareteg, 2018).
Poor communication could cause serious and permanent consequences.  Researchers Mcintosh, P et all ( 2008, p5) categorised damage caused by poor communication in three areas: 
· Lost time and effort
· Missed opportunities
· Stress. 

[bookmark: _Toc5969272]2.3.2 Models of communication 

In this report, the different Communication Models have been considered. The oldest model of communication (Wrench, 2013), was developed by Shannon and Weaver (1949).
The Transmission Model of Communication reduces human communication to  one-way communication (Cobley, Schulz, 2013). This model has been criticised by many researchers (Chandler, 1994), as it omits what happens with the received message. 

Figure 2 The Shannon-Weaver Mathematical Model (1949). (www.communicationtheory.org)
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Another example is Berlo’s  Model of Communication which is illustrated in the diagram below.
Figure 3 Berlo’s  Model of Communication (www.communicationtheory.org) 
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What can be seen from the above diagrams is that both models represent one-way communication (Wrench, 2013) and omit feedback and the importance of context. The main drawback of Barlo’s theory is that the barriers of communication are not mentioned (www.communicationtheory.org). The communication channel is represented by the five senses which humans use (seeing, smelling, tasting, hearing, touching).
The most apt the Communication Model is shown in the diagram below.
Figure 4 Communication Cycle (adopted from lecture slides, 2018). 
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The diagram represents two-way communication. 
When communication is effective the sender considers the receiver, encodes the message ( clarity and relevance of the message), chooses an effective channel appropriate to the situation.
The receiver also plays a part in this communication model, decodes the message and gives accurate feedback. (Griffiths & Dunham, 2015, p. 47). 

TWO WAY-COMMUNICATION
Communication is achieved when there is an interaction leading to an exchange of information, therefore it is essential for the store to improve two-way communication. 
Being sensitive to the needs of the team is a good starting point for the store management. Management should be able to listen employees and allow them to ask questions and express ideas (ChwaraeTeg, 2018). Two-ways communication motivates and empowers staff, as they feel able  to communicate their opinions. Staff should feel encouraged to share feedback and know it will be acted upon. 
[bookmark: _Toc5969273]2.3.3 Methods of communication

The methods of communication need to suit different situations and it is important to choose the appropriate one.  
Some individuals feel comfortable to speaking out during a meeting, others prefer to write a message. Some individuals do not check voicemail and instead require that people text them (Filev, 2017). This knowledge could be very helpful for improving communication within the store.  A feedback form could be formulated, with questions on how particular staff would like to be contacted.
The best choice of method of communication, depends on different factors (speed, urgency, cost, impression, complexity, security, record, feedback), type of message, its purpose, and the receiver (ChwaraeTeg, 2018). 
There are numerous ways to communicate in the workplace, such as emails, telephone, letter, face to face (conversation, staff meetings, team briefings), memo, electronic calendar, voicemail.  
For the purpose of this report the researcher describes in the table below, five different methods of communication best suited to the toy store. 
Table 1 Effective methods of communication (ChwaraeTeg, 2018).
	Communication
Methods
	When to use and by whom
	Description

	Conversation

	Any store staff members, especially when message requires a quick response.
	Management can quickly explain the changes in procedures and answer questions when they occur. 
Usually unstructured, unplanned and can involve a wider range of topics. 
Consider body language. 
Might be easily forgotten.  


	Meetings

	Management, Staff 
When new procedures and strategies in place 
	Can discuss and resolve a wider spectrum of issues to a bigger audience. Encourage two-way communication.  Unfortunately some information established at meetings can be easily forgotten. Consider body language. 

	Written (emails, letters)



	Management  and Owner (on this level it is important to have recorded communication).
When it needs to be recorded for future reference.
	Urgent information can easy be lost in poorly managed inboxes. Sometimes there is no time to check emails. However, management, as a hub of communication,  should exchange information this way as their communication often needs to be recorded. Disadvantage of this method is the lack of non-verbal communication. 

	Telephone 

	All staff
When urgent and quick response is required. If  no need for permanent record. 

	When calling somebody, timing should be considered as the receiver might not be available or in the middle of another task.  There are certain points in the day where counter staff are busy and focused on sales and customer service, stockroom staff are accepting deliveries, or the owner could be at an important meeting.  A disadvantage of this method is that, conversation can be easily forgotten. There could be some background noise. Not seeing body language could cause  message to be misinterpreted.   

	Feedback 

	Management, all staff
It should be given at least once a month. 
	It is a good example of two-way communication. Different forms of feedback  (meetings, appraisals, written, observation, 360 degree, staff survey). For example: 360 degree feedback is a process where anybody can give feedback (colleagues, management, customers, suppliers) to an individual. Management concentrate on amplifying strengths of employees. Weaknesses are only addressed if they disrupt personal growth or interact with others’ performance. (HR Management International Digest, 2015),





3.0 [bookmark: _Toc5969274]Conclusion 

To summarise, this study aims to identify the importance of effective communication. Workplace communication can be used to motivate staff, increase productivity and job satisfaction.  Decrease absenteeism and staff turnover. Employees need to feel that they can communicate with management and co-workers. Understanding what is expected of them, the targets and deadlines and receiving both positive and constructive feedback about their work, increases employee performance (Morgan, 2017). Management should also consider employees’ feedback and take action when needed, as an important factor in two-way communication. 
Poor communication might lead to conflict, missed deadlines, different interpretation of tasks and requirements, breakdowns in working relationships (ChwaraeTeg, 2018).
4.0 [bookmark: _Toc5969275]Recommendations
Below is a list of recommendations to improve team work and communication at the toy store.
Improvement process should be started from creating  feedback and keeping track of staff meetings. After each meeting the key points should be summarised and a note sent to all participants so that there is no doubt about new procedures and decisions (Filev, 2017).
Effective communication should be consistent. A compilation of news and updates in a weekly bulletin sent at a regular time, in a similar format along with some key actions and highlights. This form of communication can be an excellent way for the store’s staff to keep informed about updates. Another good example of keeping staff up to date is printouts pinned to a staff board. 
This improved way of working and knowledge-sharing can help integrate any new staff members ( Filev. 2017). New recruits will learn more quickly and have easier access to the relevant information.
Nothing brings teams together better than team-building exercises, staff activities, staff integral meetings,
Action plan 
The researcher has provided four recommendations to action ( two to improve team structure and work and two to improve communication within the team). These are shown in Table 2 in Appendix 1.  
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Table 2 Action plan for the toy store 
	Recommendation 
	Individual responsible for action 
	Date to be completed 
	Cost

	1. Two hour Belbin’s course to establish Team Roles 
	Owner and Manager 3 should participate in this course to gain knowledge and be able to establish new teams. 
	24th May 2019
London 

	£245 


	2. Journals for shop assistants, cleaners, security guards – so that staff can provide important updates, some notes can be shared instantly with the relevant people.
	Manager 1 – will be responsible for buying four journals.
	14th May 2019

	£10.65

	3. Create Feedback form (which will be sent at least once a month to the store staff. Feedback form should contain questions focused on decisions, procedures, factors that affect their roles. 
	Manager 2 – will be responsible for creating easy to understand feedback forms 
	19th May 2019

	Cost free

	4. As the business grows it is essential to promote two team leaders, to work night shifts in the stock room. This way staff will be controlled and it will be additional stream of communication, between night shift and store management working day time.
	Manager and owner will be responsible for finding appropriate candidates for team leadership.
	18th Jun 2019

	Increased cost of team leaders salary 
£500 monthly 
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“Communication is the transactional use of symbols, influenced, guided, and understood in the
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