
COMMUNICATION WITHIN THE WORKPLACE





Executive summary


The consultant is giving advice to Terrance Thomas on how to improve the business by using effective communication in the correct format in the correct situation. The consultant explained to Terrance Thomas regarding what verbal and non-verbal communication can do in helping the business succeed. The consultant explains why two-way communication is important in Terrance Thomas’ business. Additionally, the consultant advised Terrance Thomas to use the teamwork theories made by Tuckman and Belbin in order for Terrance Thomas to improve teamwork in the organisation. 
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Introduction

Terrance Thomas owns a grocery store in Neath which has a total of 27 employees of different experiences and varying ages. The consultant has been informed that most of the employees work on a part time basis and work different hours during the opening hours of the store which is between the times of 7.00AM and 10.00PM. At the moment, one of the sales assistants will not be present for work as the employee is off due to their long-term sickness. The consultant has been informed about the issue regarding the manager on duty who has to train new employees instead of managing the seven employees working in the store. Terrance Thomas has informed that a majority of the staff that work in the stock room partake in night shifts while there is no manager on duty and at the moment there are not any formal teams in the workplace this is concerning as that eventually can lead to miscommunication and information not being correctly shared. The business has enhanced and has grown from when it was quite a small store and the large growth of the business has heightened the requirement for formal procedures as that would assist in Terrance Thomas’ grocery store operating smoothly and without any errors. As a result, Terrance Thomas has requested the assistance of the consultant to help by giving advice and ideas on how to improve the current processes within the business in order to obstruct issues from turning into a dilemma. 





















Findings


Effective communication should be regarded as an important factor for the continued success of Terrace Thomas’ organisation. Effective communication in Terrace Thomas’ grocery store would be an integral element of the business’ success if Terrace Thomas correctly adopted it into the organisation. Additionally, effective communication can improve the relationships between the business and its customers. In relation, effective communication increases the engagement of the employees. Furthermore, when employees do not successfully communicate to a satisfactory standard, the aftermath can heavily affect the business. In addition to this, effective communication in Terrace Thomas’ business is important to the job training aspect simply because it gives clear instructions and rules in order to stop incorrect actions and mistakes taking place in the business (Zambas, 2019). Effective communication is important for Terrance Thomas’ workplace because it will give potential to improve the organisation. 

Effective communication

Effective communication can construct a good working group of employees as when employees engage with one another they will take into consideration of others’ opinions and converse about their personal progress. This can also result in the employees turning into a hardworking and strong unit that would make the workplace more tolerable and positive. In addition, effective communication can assist in solving an employee’s morale issue by keeping all employees in action therefore making all employees feel useful within the workplace. This does not only boost the employee’s engagement and spirit but has positive impact on their attitudes and actions (Zambas, 2019). 




Communication within the team is helped by having clear goals and clearly defined roles, responsibilities and task structures. Clarity of goals and structures also reduces conflict and promotes the development of shared mental models. Common view of the work and the environment is which the team operates - that makes communication between team members easier (Thompson, 2011).




Terrance Thomas one must assure that there is not any form of formally structured meetings, employee work schedules and contingency plans. Terrace Thomas should have staff meetings once a month (Veerman, 2017). Terrance Thomas has been provided information by one regarding the relationships of employees who typically have a breakdown in communication with others that can lead to information not being shared effectively. Terrance Thomas, one greatly advises that one should adopt the skills of verbal and non-verbal communication into the business to keep it operating smoothly without any issues or errors. 

Verbal communication

Terrace Thomas verbal communication is the process of information being shared by one amongst individuals in the form of speech. Verbal communication can be any interaction that uses spoken words. Verbal communication is known to be an important component of the world of business. Oral communication that is used in an organisation can include staff meetings, informal and formal conversations, personal discussions, telephone discussion and presentation (Cleverism, 2019). 

Verbal communication that is not taking place in the organisation may take in the form of speeches, telephone calls, one to one meeting, video conferences or teleconferences. Business managers with a high level of verbal communication can effectively communicate with high accuracy with the subordinates. This is quite similar to employers having exceptional communication skills who are greatly needed in any organisation (Cleverism, 2019).

Terrance Thomas, one should use verbal communication as a key to inform. Essentially, it is used to inform others of one’s needs or requests and or to give knowledge. In verbal communication, clarification plays a vital part. Typically, one does not articulate one’s words neither articulate oneself clearly. Verbal communication is useful and important as it can assist in helping to clarify misunderstandings and also provide information that was not visible in what was misunderstood. Additionally, verbal communication is a tool that can correct an issue and also create new relationships (Lucas, 2018). 
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Non-verbal communication


Terrace Thomas non-verbal communication is any number of different types of unspoken clues of what a person is thinking or trying to express or initiate. This can include body movement, eye contact, body posture, and also the way a person is dressed. It is known that one could say more than one actually intends to however this is not always a negative factor. The point at which one becomes noticed of one’s non-verbal communication, one can use it to their advantage as it can make the communication to be effective. Non-verbal communication skills are an important component in daily life, and it is vital for the workplace. Employees of the workplace will need to develop and enhance non-verbal communication skill in order to succeed in interviews and events of the workplace (JDC Group 2016). 

Terrance Thomas, one must say that positive non-verbal communication can help colleagues in a workplace environment as it can construct good business relationships. Negative non-verbal communication in the workplace can cause problems and issues. People can make positive business relationships by consistently delivering positive non-verbal communication to others (Huntington, 2019). 
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The Importance of two-way Communication


Terrace Thomas the concept of two-way communication is when a person is a sender of information to the person who is receiving the information. When the person who is receiving the information obtains the message, the person has to send back a response to ensure the sender that the message was acknowledged. Two-way communication is highly needed in the world of business. To explain, messages are sent and received between customers, employees, employers and other stakeholders through verbal, telephone, voicemail, e-mail, online, letters and media. In the transmission, feedback is most certainly always required as it can assist in making sure that a message was received and is understandable by the receiver (Study.com, 2015).

The model of two-way communication was created by Wilbur Schramm in the year 1954.
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(Study Rotunda 2017)




Using the model as a guide, in the situation of an employee being absent Terrance Thomas could contact the absent employee by telephone, email, formal letter and text. The message is then received by the employee as a result the employee replies back in any form to show acknowledgement of the Terrance Thomas’ message. This shows two-communication is successful as the message is sent, received and interpreted. Terrace Thomas effective feedback, both positive and negative is very useful for a business. Feedback is valuable information that can be used to make important decisions for a business. ‘’Effective feedback has benefits for the giver, the receiver, and the wider organisation’’ (Defranzo 2015).



Bruce Tuckman model

As a business consultant, one must state that Terrance Thomas should adapt the Bruce Tuckman model into the business in order to improve many factors such as when there is a breakdown in communication, small issues becoming big problems and can also to an extent improve team building relationships as there is not any formal teams within the workplace. Using the Bruce Tuckman model, Terrance Thomas is likely to solve the issue of a manager not being able to attend one’s own shift due to training new workers. 

Bruce Tuckman had created the memorable statement, “forming, storming, norming and performing” in his 1965 article, “Developmental sequence in small groups”. Bruce Tuckman utilised his model to show the path in which teams follow on their way to success and good performance (Mind Tool Ltd, 2019).
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Terrace Thomas the business does not have any formal teamwork it is at the forming stage of Bruce Tuckman’s model.

Forming stage



 The team is assembled, and the task is allocated. Team members tend to behave independently and although goodwill may exist, they do not know each other well enough to unconditionally trust one another. Time is spent planning, collecting information and bonding (The teambuilding company 2019).





Storming stage

In the storming stage, a team advances into the phase of storming in which the members of the team begin to push against the boundaries that appeared in the stage of forming. Typically, this is stage is where most teams fail (Mindtool 2019). 


Norming stage

Eventually, a team will reach this stage where they will begin to work harmoniously and incoordination with each other. Additionally, the members of the team will begin to understand each other members’ differences and strengths (The teambuilding company 2019).


Performing stage 

“The team reaches the performing stage, when hard work leads, without friction, to the achievement of the team’s goal” (Mind Tool Ltd, 2019).   
The procedures and methods that one has setup assists this well. As the leader of the team one can delegate much of one’s work, and one can give focus on developing their team members (Mind Tool Ltd, 2019). 













Belbin team roles model



Terrace Thomas should use Belbin team roles questionnaire to identify employees’ behavioural strengths and weaknesses in the workplace. Belbin questionnaire, “can provide the language to ensure that individuals and teams communicate and work together with greater understanding” (Hackett, 2019). Meredith Belbin created Belbin team role in 1981 (IFM Management technology policy 2016). It is made up of 9 team roles Shaper, Implementer, Completer finisher, Co-ordinate, Team worker, Resource investigator, Plant, Monitor evaluator and Specialist (Hackett, 2019). “The 9 team roles are summarised in the table below” (IFM Management technology policy 2016).
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Conclusion

In conclusion, the purpose of the report is to make Terrance Thomas understand where the business has failed, where it needs to improve and how Terrance Thomas can improve with advice from the business consultant. The consultant informed that effective communication is the overall skill that can help resolve the many issues of the business. To extend, the consultant explained effective communication can be used by one to construct a group of employees who have a good healthy relationship that will work to the best of their abilities - surely this is the type of hardworking employees that Terrance Thomas needs for the business to work successfully. Furthermore, the consultant explained that there are two types of communication (verbal and non-verbal) and how Terrance Thomas can use it to one’s advantage as that could help solve minor issues that could come across in the day to day running of the organisation. The importance of two-way communication was identified and explained using Wilbur Schramm’s model of two-way communication. The consultant advised that Terrance Thomas should adopt the Bruce Tuckman model into the business to improve teambuilding relationships also, to use the Belbin team roles questionnaire to identify employees’ skills, abilities and traits in the workplace.
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Recommendations

Terrance Thomas, one must assert that there is a plethora of things that need to be done in
order for the business to run in good working order without any errors or problems.

- Terrance Thomas should create a time management rota as that will assist in getting
things done in order to ensure the business operates smoothly.

- Solve the issue regarding on who will cover an absentee's shift when one is absent.

- Assign an employee that will work in the manager role for the night shift as there are
not any managers on duty during time of the night shift

- Carry out employee and employer meetings in which Terrance Thomas is able to
discuss the business’ current operations and also listen to each employees” thoughts
and feelings and clear any issues that need to be resolved.

- Assign an employee or employees that will cover the shift of another employee who
cannot work in that shift because they are training new staff.

- Communicate with long term off employees by email and or formal letter.

- Have a one to one discussion with all employees regarding any personal issues or
problems
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Action plan for Terrance Thomas’ Grocery Store
&

TASK SUCCESS CRITERIA TIME FRAME

New rota New rota’s for employees Every fortnight
that clearly displays times
for specified tasks

Staff meetings, Discuss problems, thoughts | Once a month
and feelings regarding the
workplace

One to one talk with Discuss any issues. Twice a month

employees

Give and receive feedback | Act upon negative and Twice a month
positive feedback

Monitor employees Find out how well the Every fortnight
employees are doing and
what needs to be done to
make them adapted to the
workplace

Training Training new employees so | Every fortnight if needed
they can be familiar with
their work
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