	
	
	





Effective Team-working & Communication
BWS4009


Claire Thomas 2246200




[image: ]





Date: 17th November 2023
UNIVERSITY OF WALES TRINITY SAINT DAVID



[bookmark: _Toc1631676581][bookmark: _Toc269427486]EXECUTIVE SUMMARY
This report was compiled to look at the various forms of effective communication within the workplace. Different modules to help achieve this are Schramm, Berlo and Shannon & Weaver. Looking at the roles within the workplace Belbin Team Roles identifies the goals & personalities of individuals.
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[bookmark: _Toc1733299511][bookmark: _Toc1819135209]INTRODUCTION
[bookmark: _Int_F8rR6Uug]This report has been compiled to analyse what makes effective communication in the workplace. This report has been requested by B Silsby CEO of Massilly UK on 28th September 2023 and it has been completed by Claire Thomas Customer Service Coordinator of Massilly UK on the 17th November 2023.
The purpose of this report is to help understand how to effectively communicate in the workforce through verbal, nonverbal, writing, listening and visual communication and how information and data is exchanged through various channels.
To create this report primary & secondary sources have been analysed for example articles, journals, websites & books. 
[bookmark: _Toc1952580249][bookmark: _Toc1805703572]FINDINGS
[bookmark: _Toc1282240534][bookmark: _Toc779198963]1.0. WHAT MAKES EFFECTIVE COMMUICATION IN THE WORKPACE?
[bookmark: _Toc1621278249][bookmark: _Toc1022274905]1.1. Communication
Communication involves relaying & exchanging information in a clear and concise manner from the sender to the receiver. This is seen in our everyday personal and professional life. Communication is rated as one of the most important soft skills by business leaders (Robles 2012)
[bookmark: _Toc503287318][bookmark: _Toc1634477100]1.2. Ways of communication in the workplace
Verbal and Nonverbal communication is crucial for an effective workplace. There are many ways this can be done (Indeed, 2023)

Here are 5 distinct types of communication (Business Professor, 2021)
· Verbal Communication 
· Written Communication 
· Body Language 
· Visual Communication 
· Listening
Oral communication to one or more persons can be delivered in many ways for example over the phone, in meetings, during presentations, in an interview and in daily interactions. 
Written communications through words, including emails, letters, reports, documents, and text messages etc.
Understanding and interpreting body language can enhance communication skills and foster better relationships for example posture, facial expressions, eye contact, touch, body movements, personal space etc.
Visual communication is defined as displaying graphical information to present a meaning efficiently and effectively.
Listening involves interpreting and understanding what information has been presented.

[bookmark: _Toc734417986][bookmark: _Toc235950744]1.3. Effective communication in the workplace
To create effective communication both verbal and nonverbal is key in building workplace relationships. According to Thompson (2018, p20). Knowing how to send information in a way that the receiver will understand the message is pivotal. It is critical that the receiver interpret and understands the sender's message or feelings.
 


[bookmark: _Toc187209400][bookmark: _Toc1167693823]2.0. CRITICAL APPRAISIL OF BERLO, SHANNON-WEAVER AND SCHRAMM
Wilbur Schramm, David K. Berlo, and Claude Shannon and Warren Weaver are well known figures in communication models.

[bookmark: _Toc980773099][bookmark: _Toc813029159]2.1. Schramm 
Schramm (1954) expanded the communication theory by highlighting the importance of feedback in understanding the effectiveness of communication. 
Critical Appraisal: 
Strengths: The introduction on feedback within the communication model displays real-world interactions. 
Weaknesses: The model does not delve deeply into other factor that could affect communication, for example nonverbal cues or emotional responses.

[bookmark: _Toc1880274602][bookmark: _Toc923420816]2.2. Berlo
SMCR Model (Sender-Message-Channel-Receiver) Berlo (1960) model provides a structure for understanding the components of the communication process. It focuses on encoding and decoding as the main elements of the model. 
Critical Appraisal: 
Strengths: Berlo's SMCR model simplifies the communication process, making it accessible for various scenarios. His emphasis on the skills of communicators highlights the importance of effective encoding and decoding. 
Weaknesses: The model oversimplifies the complexity of human communication, particularly in interpersonal and cultural contexts. 

[bookmark: _Toc1180451524][bookmark: _Toc1486398700]2.3. Shannon and Weaver
Claude Shannon and Warren Weaver (1948) introduced information theory, applying mathematical principles to the study of communication. The model demonstrates transmission of information through a channel. 
Critical Appraisal: 
Strengths: The Shannon-Weaver Model is highly focused on technical and engineering situations and provides a quantitative structure for understanding communication. 
Weaknesses: The model oversimplifies human communication by focusing primarily on the transmission of information and does not focus on human interactions. 

The common limitations of the above 3 models do not factor the complex influences of human communication, for example social, cultural, or psychological topics. 
All 3 models lay the foundation for effective communication in the workplace.


[bookmark: _Toc168982675][bookmark: _Toc680492187]3.0. EXPLAIN 1 COMMUNICATION ISSUE YOU HAVE ENCOUNTERD HIGHLIGHT A, HOW YOU OVERCAME THE ISSUE B, WHAT YOU HAVE LEARNT FORM EXPERIENCES

[bookmark: _Toc1449773106][bookmark: _Toc1879243115]3.1. Communication Issue
[bookmark: _Int_7P3G3x0L][bookmark: _Int_B77O9Oww][bookmark: _Int_LefTlgxk]In my previous employment I experienced an issue shortly after joining the team. After a few months I noticed a distance with some of the team members. I could not think of any reason why this would be. I approached my manager, explained my feelings, and asked if he was aware of the reason, he said he “was not aware and not to worry” I felt this was not going to resolve the issue so asked if he had any objection with me approaching the individuals to find out the reason why it was happening. He said “he did not have a problem with this if I felt it needed to be addressed”

[bookmark: _Toc2107058508][bookmark: _Toc837032518]3.2. Overcome Issue
[bookmark: _Int_whEM8k7Y]After the morning meeting I asked some of the team to stay behind. I explained what I had observed and asked if they had any issues with me on a professional or personal level. I learned that the individuals did not appreciate my direct manner and felt I was trying to highlight them as incompetent at their roles. I explained I was shocked to learn this as this is not something I would intentionally do. I apologised if I made them feel this way and explained this was not my intention.  My only goal was to address where I observed failings in our processes so we could look for a resolve as a team.
I went home and searched the internet about personalities and roles and came across a questionnaire to identify what sort of team member I was.  
Belbin theory suggest there are 9 roles within a team and each member will adopt one of the below roles, each of the roles will fall into 3 categories, Action, Social or Thinking roles.
	Action Roles
	Social Roles
	Thinking Roles

	· Completer Finisher
· Implementer
· Shaper
	· Co-ordinator
· Resource Investigator
· Team worker
	· Monitor Evaluator
· Plant
· Specialist



I Identified as the Shaper, the strengths within this role are described as dynamic, challenging, and driven behaviours. Shapers thrive on pressure, have the courage to overcome obstacles, and push the team to move forward.
Some of the potential weaknesses a can be overly competitive, may come across as confrontational, risk of ignoring others' feelings, impatience with inefficiency, may prioritise task accomplishment over relationship building, risk of burnout, resistance to authority.

[bookmark: _Toc1555884605][bookmark: _Toc1832056750]3.3. What I have learnt
Effective team dynamics often involve recognising and appreciating the strengths of each team member while mitigating potential weaknesses through collaboration and communication.



[bookmark: _Toc368757555][bookmark: _Toc909681061]RECOMMENDATIONS
The three modules we looked at Berlo, Shannon-Weaver and Schramm are a good foundation to work with. It is recommended that further communication modules are visited to successfully understand and achieve effective communication at Massilly UK.
All current and new team members should complete the Belbin Team Roles questionnaire to help identify their best style & behaviours.
[bookmark: _Toc1734304425][bookmark: _Toc1613200937]CONCLUSION/REFLECTION
Recognising and understanding the importance of effective communication and continuously learning and adapting will lead to positive outcomes in the workplace. 
Identifying one's role within the team will help form a more productive and happier team.
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[bookmark: _Toc1641733242][bookmark: _Toc1070095941]APPENDICES
Belbin’s Questionnaire


[bookmark: _Int_UcBDGu5j][bookmark: _Int_4UlzV7c2][bookmark: _Int_b8YjmvNl]What sort of team member are you? Are you the one who likes to come up with new ideas, or are you the sort of person who likes to make sure the I’s are dotted and the T’s crossed?  


Work carried out by the occupational psychologist Dr Meredith Belbin, suggests that everyone who is a member of a team tends to adopt one or more styles of behaviour within that team, that is, they tend to fill certain roles.


[bookmark: _Int_wTUZMSH3]This questionnaire is designed to help you discover your preferred role in your team at work.  Please complete the questionnaire as instructed and then fill in the score sheet at the end.


[bookmark: _Int_HZgBTMN2][bookmark: _Int_STw6TauB][bookmark: _Int_tVws2BOA]Don’t think too long about the questions – your instinctive response is probably the most appropriate.  There are no ‘right’ or ‘wrong’ answers.  


[bookmark: _Int_kS6zADTK]Unfortunately, whatever role you play and however well you play it, we won’t be awarding Oscars however there will be a prize for the winning team!


  
Belbin’s Team Roles - a Self-perception Questionnaire



Instructions


•	Below are 7 sections each with 9 statements. 
•	Circle the 2 or 3 statements from each section which are most relevant and appropriate to you/your personality. 
[bookmark: _Int_GJydS0nr]•	Your task is to allocate a total of 10 points to the statement(s) you have chosen. The most relevant statement will receive a higher weighting out of 10. You are able to give the full 10 points to 1 statement.



 
Section 1


[bookmark: _Int_Mao8Ulh0]“What I believe I can contribute to a team...”	


(a)	I can quickly see and take advantage of new opportunities


(b)	I can work well with a very wide range of people


(c)	Producing ideas is one of my natural assets


(d)	I can draw people out whenever I detect they have something of value to contribute to group objectives


(e)	I can be relied on to finish any task I undertake


[bookmark: _Int_sQL2c4ZT](f)	My technical knowledge and experience is usually my major asset


(g)	I am always ready to be blunt and outspoken in the cause of making the right things happen


(h)	I can usually tell whether a plan or idea will fit a particular situation


(i)	I can offer a reasoned case for alternative courses of action while maintaining freedom from personal bias 



 
Section 2


[bookmark: _Int_Ge8kirtx]“Possible shortcomings I may have in teamwork..”


[bookmark: _Int_FPoSdqC6](a)	I am not at ease unless meetings are well structured and controlled and generally well conducted


(b)	I am inclined to be too generous towards others who have a valid viewpoint that has not been given a proper airing


(c)	I am reluctant to contribute unless the subject deals with a field I know well


[bookmark: _Int_aQmRSCyf](d)	I have a tendency to talk a lot once the group gets on to a new topic


(e)	My objective outlook makes it difficult for me to join in readily and enthusiastically with my colleagues


[bookmark: _Int_3jbAyamw](f)	I am sometimes seen as forceful and authoritarian when dealing with important issues


(g)	I find it difficult to lead from the front, perhaps because I am over-responsive to group atmosphere


(h)	I am apt to get too caught up in ideas that occur to me and lose track of what is happening


(i)	I am inclined to become preoccupied when I realise that loose ends have not been tied up


 
Section 3


[bookmark: _Int_uzb9290d]“When involved in a project with other people..”


(a)	I have an aptitude for influencing people without pressurising them


(b)	I can help prevent careless mistakes or omissions from spoiling the success of an operation


(c)	I like to press for action to make sure that the meeting does not waste time or lose sight of the main objective


(d)	I can be counted on to contribute something original


(e)	I am always ready to back a good suggestion in the common interest


[bookmark: _Int_pw5mkdHm](f)	I am quick to see the possibilities in new ideas and developments


(g)	I try to maintain my sense of professionalism


(h)	I believe my capacity for judgement can help to bring about the right decision


(i)	I can be relied upon to see that all essential work is organised


 
Section 4

“My characteristic approach to teamwork is that...”


(a)	I have a quiet interest in getting to know colleagues better


(b)	I contribute where I know what I am talking about


(c)	I am not reluctant to challenge the views of others or to hold a minority view myself


(d)	I can usually find a line of argument to refute unsound propositions


[bookmark: _Int_HU5gc8H1](e)	I think I have a talent for making things work once a plan has to be put into operation


[bookmark: _Int_ze9ekNpN](f)	I prefer to avoid the obvious and to open up lines that have not been explored


(g)	I bring a touch of perfectionism to any job I undertake


(h)	I like to be the one to make contacts outside the group


[bookmark: _Int_WBe4joP6](i)	While I am interested in all views, I have no hesitation in making up my mind once a decision has to be made


 
Section 5


[bookmark: _Int_bS25LIZU]“I gain satisfaction in a job because..”


(a)	I enjoy analysing situations and weighing up all the possible choices


(b)	I am interested in finding practical solutions to problems


(c)	I like to feel I am fostering good working relations


(d)	I can have a strong influence on decisions


(e)	I have a chance of meeting new people with different ideas


(f)	I can get people to agree on priorities


(g)	I feel in my element where I can give a task my full attention


(h)	I like to find a field that stretches my imagination


[bookmark: _Int_5zlbXuUi](i)	I feel I am using my special qualifications and training to advantage


 
Section 6


[bookmark: _Int_K0Q6buoI]“When I am suddenly given a task with limited time and unfamiliar people..”


(a)	I like to read up as much as I conveniently can on the subject


[bookmark: _Int_zn9dkD5o](b)	I would feel like devising a solution on my own and then trying to sell it to the group


(c)	I would be ready to work with the person who showed the most positive approach 


(d)	I would find some way of reducing the size of the task by establishing how different individuals might best contribute


(e)	My natural sense of urgency would ensure that we did not fall behind schedule


(f)	I believe I would keep cool and maintain my capacity to think straight


(g)	In spite of conflicting pressures, I would press ahead with whatever needed to be done


[bookmark: _Int_ntGbRvlz](h)	I would tend to assert myself if I felt the group was making no progress


(i)	I would open discussion with a view to stimulating new thoughts and getting something moving


 
Section 7


[bookmark: _Int_wEukVrG7]“When I am part of a team which is working on a problem..”


(a)	I am apt to over-react when people hold up progress


[bookmark: _Int_mwuEwJWi](b)	I sometimes find my sense of objectivity has a demotivating effect on theirs


(c)	My desire to check that we get the details right is not always welcome


(d)	I tend to show boredom unless I am actively engaged with stimulating people


(e)	I find it difficult to get started unless the goals are clear


(f)	I am sometimes poor at putting across complex points that occur to me


(g)	I am conscious of demanding from others the things I cannot do myself


(h)	I am inclined to feel I am wasting time and would do better on my own


(i)	I hesitate to express my personal views when difficult or powerful people are around me


A Self-perception Questionnaire Analysis sheet


•	Using the answers to your questionnaire, fill in the table below. 
•	For each of the Sections, look for the statement(s) you have chosen (a– i) and write in the points you awarded, then add up the totals for each column.



Section
IM	Co	SH	PL	RI	ME	TW	CF	
SP
1	h	d	g	c	a	i	b	e	f


2	a	b	f	h	d	e	g	i	c


3	i	a	c	d	f	h	e	b	g


4	e	i	c	f	h	d	a	g	b


5	b	f	d	h	e	a	c	g	i


6	g	d	h	b	i	f	c	e	a


7	e	g	a	f	d	b	i	c	h




Total




•	Whichever role has the highest weighting (points), is your preferred team role and is an indication of how effectively you work as part of a team. 
•	The next highest weighting is your backup or secondary team role.
•	The lowest score role will indicate an area that you may want to improve/develop.

[bookmark: _Int_kWpuQKY1][bookmark: _Int_2zQsdttJ]Hi Bettina, Sorry to bother you!  I just submitted my report to check the similarity check but it has come back with 55% this is due to the fact I have attached the Belbin Team Role Questionnaire in the appendix.  Will this be okay?
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