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Executive summary

The owner of a toy store, Michelle Sullivan, request advice from a business consultant regarding her business. After a deep analyse, the consultant identifies that inside the store are some small issues which can be quickly improved by following the recommendations that he gives to Michelle. The biggest problem that the store is facing is represented by lack of communication and feedback, starting from the very top of company. The employees are affected by this lack because they do not have the opportunity to ask questions, receive answers and give a feedback.
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1.0 Introduction 

This report was required on 05.03.2019 by Michele Sullivan, owner of a toy store in Swansea, in order to identify and to give recommendations to make the business to run smoothly by improving the lack of communication that is in company at the moment. This report was compiled by business consultant Georgica Caracostea student at University of Wales Trinity Saint David. To support this report the business consultant used Belbin Questioner, Tuckman theory, Shannon and Weaver, Berlo’s theory. The submission date of this report is 05.04.2019.


















2.0 Findings 

2.1 Effective communication
'Effective communication removes the guesswork from any message. When information or ideas are effectively communicated, audiences don't question the meaning or reasoning.' https://bizfluent.com/list-6714762-advantages-disadvantages-effective-communication.html?fbclid=IwAR2_k9YbTm5FJ8gXtM9A5pCkz2lBWzw441OP4o_8sHe13cL0VvVC-q_IpHI
In order to the company to have better result should be used the two-way communication between departments that will help the toy store to solve the problems, will create a great working environment and once with them the business will grow.
An effective communication will help to break the communication barriers that are inside the toy store between the employees by trusting one in others which will make them to work as a formal team.
‘Meetings have the potential to be one of the richest and most creative communication channels.’(Richard Blundel, 2004, p.300)
The researcher identifies that inside the toy store is a gap of communication between departments, but using an effective communication will help first of all, the business to grow by sharing the information between the departments, also by creating a friendly working environment will help the employees to give the best they have to get the job done properly and by giving a good customers service will make the customers to return with pleasure and also will help the store to gain new customers. The employees starting to communicate to each other during their shift will represent a big step towards in building the team.
‘There’s no way around it — humans are pack animals. Our success as a species and as individuals depends upon our ability to effectively communicate, both verbally and non-verbally... .’ https://www.livestrong.com/article/156961-the-importance-of-verbal-non-verbal-communication/ 
‘Good communication is an essential tool in achieving productivity and maintaining strong working relationships at all levels of an organisation. Employers who invest time and energy into delivering clear lines of communication will rapidly build trust among employees, leading to increases in productivity, output and morale in general.' https://www.michaelpage.co.uk/advice/management-advice/development-and-retention/importance-good-communication-workplace4 




The business consultant during his research, for a deep analyse to reveal all the problems that the toy store is facing, realised the hierarchy of the business.
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According to this hierarchy it reveals that the company is facing with a big problem of miscommunication by using the one – way communication and according to Berlo’s theory the message send by sender can be different interpreted by the receiver. 
‘Communication without feedback is like the sound of one hand clapping.’ https://www.answers.com/Q/What_are_the_weakness_of_berlo's_communication_model?fbclid=IwAR3cErBbHUk5fAeYgnG3JSASLpxBmCkEUahDjPlNKTjGsM1F5vYItW1CEaY
The business consultant suggests a new hierarchy for the toy store in which should be used the two-way communication and the employees will know exactly their role in store, also they will know that who they are subordinate.
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The business consultant based on the new hierarchy, explain the following:
1. The communication between the owner and the managers should be about, the store opening hours, wages, periodic inventory, finding cheaper suppliers with quality products 
2. Managers should communicate between them because a collaboration between shifts will make the business to run smoothly.
3. The communication between the managers and the team leads should be weekly meetings focused on how the employees are performing and if they have same issues within the team, regarding trainings that they give to the sales assistants, the team lead should complete a report about the stock of the store, once a month. 
4. Communication between the manager and security should be done in a weekly meeting when they can discuss the problems of their departments. Manager and cleaners should have weekly meetings and they should discuss about the housekeeping problems within the store, about wat cleaning products they need or maybe they know other cleaning products more efficient.  
5. Communication between team leads and sales assistant should be constantly during the shift, the team lead should to a short brief on the beginning of the shift regarding the tasks that the sales assistant needs to accomplish during the day and the team lead should be keep up to date about the customers feedback.
6. The team leads should to pass the information from the managers to the stockroom employees regarding how they place the products on the shelves according to the shelf placement. The stockroom employees should inform the team lead regarding the stock.



2.2 Two-way communication
‘Now everyone has the responsibility of passing upwards any relevant information about, for instance, product performance or quality, customer needs or the responses of competitors. Communication has become a two-way traffic.’(John Adair, 1997, p. 236) 
In all the company’s must, be a two-way communication between managers and workers. The company that Michelle is running seems to have a lack of communication and a lack of feedback because inside the toy store is frequently used the Berlo’s theory, which means that the employees receive the message, but they do not have the opportunity to give feedback, and because of that small issues are occurring. By using the one-way communication, the managers do not know about the feedback, that customers are giving to the sales assistants, about their opinions regarding the store and the products that they are selling. 

2.3 Effective methods of communication
The most important methods of communication are represented by verbal communication, non-verbal communication and the writing communication.
Communication
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The oral communication is the most efficient way to communicate and represent a series of advantages like: saving time, immediate feedback, clear massage and faster decisions making. In the same time with oral communication it is used also the non-verbal communication by visual contact, tone of voice, body gesture and movement.
Through the written communication the feedback is not so fast, it is requiring time and it represent ‘creative and time-consuming activity’.
The verbal communication should be used in the toy store, because the message will be transmitted fast and the decision and the feedback will be giving in due time which will be a good point for company. The written communication is also important in the store by writing reports, e-mails in a formal way and it represent a proof that can be take in consideration.
‘Verbal communication is a form of communication in which you use words to interchange the information with other people either in the form of speech or writing. ...Nonverbal communication does not use words for communicating anything, but some other modes are used, i.e. where communication takes place by way of unspoken or unwritten messages such as body language, facial expressions, sign language and so forth. In this article excerpt, we’ve broken down all the important differences between verbal and non-verbal communication in detail.’ https://keydifferences.com/difference-between-verbal-and-non-verbal-communication.html 


2.4 Teamwork theories 
The business consultant identify that at the moment inside the toy store, the employees not work as a team because  ‘most of the employees are part-time, working varying hours during the opening hours…’ , but by applying the Tuckman theory in which the employees which are working on same shift needs to pass through some phases that Bruce Tuckman developed in this theory. That phases are represented by:
· Forming – represent the phase in which the employees to not trust each other, they do not have a clear direction and are waiting for guidance from their manager
· Storming – phase in which the conflict may appear between the members because they have different way to work, also it represents the stage in which the employees will increase the purpose and the clarity of their tasks.
· Norming – in this phase the team members will know their roles and their tasks, will start to appreciate their colleagues’ strengths
· Performing – represent the moment that the employees starts to achieve the team goal, to get the tasks done till the end of the shift.
· Adjourning – phase in which the team members achieve the goal.
‘‘A readiness to communicate effectively with people at all levels is often considered the hallmark of the good manager.’ (R. Meredith Belbin,1997, p. 57)
Applying Tuckman theory on the store workforce, the employees will pass through all the phases till they became a team and from that point all the problems regarding the communication will disappear because a team is based on respect, trust, communication, sharing and helping. 
‘Teamwork encourages communication between team members. For this reason, relations between employees tend to be better and over time employees learn to communicate better.’ https://smallbiztrends.com/2016/03/advantages-and-disadvantages-of-teamwork.html 

Another theory that Michell Sullivan should apply for her employees is represented by Belbin questionnaire. The Belbin questionnaire will help her to reveal the strengths and the weaknesses of her employees, also according to this questionnaire the managers can delegate the tasks for the employees which are suiting them more. 
According to Belbin questionnaire the employees can have one or more roles from the following:
· Resource investigator – represented by employees who like to communicate, and they like to explore new ideas
· Team worker – represent people who are concerned and supportive for others 
· Co-ordinator – people who like helping others and work together to achieve the goal
· Plant – represent the employee who tend to be creative and good in solving problems
· Monitor Evaluator – people who make impartial judgements where is required and have a critical thinking ability 
· Specialist – people who have high level of knowledge
· Shaper – represented by orientated people, who tend to be assertive and have directive management style
· Implementer – represent the employee who have high level of self-control and discipline, they work hard to ensure that the tasks are done properly
· Completer Finisher – represented by employees who have detail attention, they achieve to perfection and correct errors.
Based on the answers on Belbin questionnaire, the employees can suit to one or more roles, will help the managers to delegate to the employees the right tasks which means that the employees will work together to achieve the goal.













3.0 Conclusions

During the research the business consultant reveals all problems that the store is facing and drew up a series of recommendation which can help to solve them. As a solution for all the problems, it represented by communication which is more important in this day. By improving the communication between departments and between employees, the business will run smoothly and will create a good working environment.
‘Communication must add value to information, rather than simply distribute it.’(Owen Hargie, David Dickson, Dennis Tourish,2004, p.284)























4.0 Recommendations

The researcher identifies that in company the stockroom night shift does not have a manager, so they are little bit confused because if they have any questions during their shifts, they do not have who to ask which mean that the employees can let the task unfinished. As a recommendation the consultant suggest to Michelle Sullivan to employee on the night shift a new manager or to step up an employee from the night shift to a leader role.
Inside the store it is a little chaos because the employee does not have regular shifts, so they can not form a team and every time they have a different manager who have different way to work. As a suggestion, the managers should subordinate every time same people.
Because of the lack of communication that is inside the company, the owner Michelle Sullivan, should create face-to-face meetings with the managers to find out the problems that they and the employees are facing in company, and the managers in their turn should have weekly meetings with the employees, giving them the chance to answer questions and to receive a feedback.
Because the managers have different way to work also, they have different way in training the new starters, and for that the owner should do training manuals for employees because the new starters and together with the old employees should work in one direction making the store to look well organised, tidy.













5.0 Action Plan 
[bookmark: _GoBack]The business consultant, after he finished the report about the toy store, based on findings and recommendations, he drew up an action plan for Michelle Sullivan, the owner of the toy store, in which he points the important steps that she must change in the store:
· Drew up new hierarchy inside the store;
· Improved the communication between departments;
·  By using different technique like Bruce Tuckman theory, Michelle Sullivan and the managers of the store, can improve the employees performing and by giving to the employees the Belbin questionnaire, based on the answers, managers can propose for step up three sales assistants for the team lead position.
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