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Executive Summary



The purpose of this report is to identify communication issues within the Social Services. The New Head of Services and the HRM team are looking at ways to improve communication issues that have been causing problems within the organisation.
By applying proven Models/Theory’s like Tuckman, Adair, Berlos and Shannon & Weaver The new Head of Services can approach new methods in a confident way and begin to create an effective working environment.
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1.0 Terms of Reference

This report has been requested by Lecturer Melanie Squire on the 12th June 2018, with the purpose of identifying the communication issues within the Social Services. This report was compiled by Akbor Ali and will cover the problems that the organisation is experiencing with internal management and staff due to communication issues. To be Submitted on the 13th July 2018.

2.0 Procedure

Preparation for the report includes, external sources of information that has been researched and adopted.
 2.1 Sources of Information

 Case Study, Websites, Books and Journals researched to compile report.
 














Introduction

Effective Communication is an integral part of an organisation, both internal communication as well as the communication skills of employees are fundamental for the development of an organisation. Edu kart (2013), states that effective communication is the building block of an organization. 
This report will focus on the communication issues that the Social Services is facing as well as look at various Models and Theory’s that can help develop team building and promote a balanced approach within the organisation.




















3.0 Findings
 
3.1 Communication Issues within the Social Services

The newly appointed Head of the Social Services in the local Council is facing severe problems left behind after the last Head of Service resigned. Due to a large work force consisting of 96 social workers who are split into teams of 12, that make up a group of 8 teams, each team has a team manager, deputy team manager a consultant and 9 social workers.
Communication issues and the lack of communication skills within this organisation has had a drastic effect on the department, and its workers. A clear need for communication mechanisms and a working structure must be established for change to happen. According to Kinsey (2018), communication skills form an integral part to any team’s success and overall success of an organisation. Communication Issues that are apparent within the Social Services are demonstrated with a list of communication problems that the organisation is facing.

Issues Within the Social Services		
Managers not dealing with poor performance.	High pressure environment.
Lack of trust between team members	Poor relationships between co-workers.
Conflict.	Stress levels high due to workload and miscommunication.
Employee turnover and absences are high.	Directions are not communicated in a proper manner.
Lacking face to face communication	Poor decision making 
Mechanisms not in place to communicate ideas.	Lacking in leadership.
Barriers to communication due to location.	Underperforming staff due to pressure and lack of trust, resulting in poorly written reports.
No feedback from management.	Previous Head of service was very hands off resulting in bad communication issues and one way communicating.
Inconsistency in standards.	Low motivation among management
Employees not having the correct induction	Teams not having a permanent Team manager resulting in confusion and conflict. 
Lack of self-regulation	little sense of purpose & identity.


3.2 Impact on Effective Team Work within the Social Services

The impact that communication issues have had on effective team working within the organisation has drastically reduced the performance of this department. The motivation for the teams to perform its duties have declined due to poor management and minimal communication between the head of social services and its employees, as well as a lack of trust between team members and its team managers. According to Leonard (2018), Effective communication begins from the top of management, and then it trickles down to all other levels of the teams. Various communication issues and its impact on effective team working within the Social Services, is detailed using a cause and effect table.





No feedback from management 		Team Managers feel that achievements going un-noticed resulting in low morale 	
Employee turnover and absences are high	Poor relationships between co-workers new teams constantly forming, and as a result underperforming
Directions are not communicated in a proper manner (Informally and Verbally)	Resulting in diluted messages and mistakes
little sense of purpose & identity		Working as a group and not a team, no clear goal
Previous Head of service very hands off and one way communicating		Questions from staff not being replied to, employees can’t express their ideas to improve performance leading to potential conflict and stress
Lacking in leadership		No clear direction resulting in poor performance, and lack of trust and instability







3.3 Communication and Effective Team work/Models & Theories 

Teamwork is based upon several strategies, procedures and methodologies used by a group of people to achieve certain goals. Team work is an absolute necessity for any organisation to thrive, and for this to happen a functional Human Resource management (HRM) department is required to overlook these matters. Being the most fundamental function area of any organisation, there focuses, and main duty is to provide the knowledge and direction for the work force to be able to communicate effectively within an organisation. According to Heathfield (2017), HRM in today’s organisations are responsible for communication development between the levels and to discover more techniques and ways to enhance how teams work together to get the best performance out of each and other.

There are Models /Theories that can be used to enhance communication within the structure of an organisation. According to Belsan (2014), A teamwork theory is a systematic way of understanding events, behaviours and an organized way of comprehending certain circumstances and procedures. Organisations such as the Social Services can benefit from these renowned Team building theories and Models.


3.3.1 Shannon and Weaver Model of Communication

The Shannon and Weaver Model was created in 1949 by Claude Elwood Shannon and Warren Weaver. Shannon was a mathematician and Electronic engineer while Weaver was a scientist. University of Twente (2017), states that both individuals got together and wrote a book called, The mathematical Theory of Communication’. There goal was to identify the quickest and most efficient way to get a message from one point to another, and how communication messages could be converted into electronic signals efficiently, and how those signals could be transmitted with a minimum of error. This Model was specially developed to enhance effective communication between sender and receiver. According to Hendricks (2018), The Shannon-Weaver Model of communication started out technical but grew to encompass all forms of communication. The Shannon and Weaver Model contains six important Concepts:







The Shannon-Weaver Mathematical Model, (1949)
	





According to Businesstopia (2018), the six concepts are: 
Information source – The person who creates the message, and the medium in which to send the message.
Transmitter –Encoder is the individual who uses a device that converts the message to signals or data.
Channel –Channel is the medium used to send message.
Receiver –The machine that is used to convert signals or data into a message by decoding. or a receiver that translates the message from signals.
Destination –Recipient of the message or the place where the message must reach. The receiver provides feedback according to the message.
Noise –External or physical disruptions like people or the environment, that may not let the message get to the receiver in original form.
Advantage                                           Limitation                  
Simplicity                                 Person to person Communication not group
Generality                               Communication is not a one-way process                     
Quantifiability                         
The Shannon and Weaver Theory is an exceptional model that can be used within the Social Services, Example: Head of Social Service can directly gain feedback from its Team Managers.


3.3.2 Berlo’s Model of Communication

According to Bass (2018), the SMCR model represents the process and phenomenon of communication. The acronym stands for source, message, channel and receiver. In 1960, David Berlo expanded on the Shannon and Weaver Theory of (1949). He described factors affecting the individual components within the communication process, making the communication more efficient. Berlo pointed out the importance of the psychological view in his communication model.
                                                         Berlo’s S-M-C-R Communication Model (1960)


QS Study (2018), describes the elements to Berlos Communication Model:
Source: The first element of Berlo’s communication model is the source. The source might be one individual, a group of people, or an organisation. various things determine how a source will cooperate in the communication process such as:
Communication skills like abilities to think, write, draw and speak.
Attitudes toward the audience, the subject matter etc.
Knowledge of the subject, the audience, and situation.
Social background, education, friends, salary, culture etc.
Message: Message is the information, views or thoughts to be sent by the source. The source must choose the code or language for sending the message
Channel: The channel is the method such as telegraph, newspaper, radio, letter, poster or other media through which the message will be transmitted
Receiver: Receiver is the final element in the communication process. The receiver is the audience for the message.
Very similar to the Shannon and Weaver Theory, but more in-depth and can be applied to the Management side of the Social Services, this will help identify the flaws in communication and confirm an understanding. 
Limitations
No Feedback
Complex Model
A linear Model of Communication

3.3.3 Bruce Tuckman -Stages of Team Development

The Bruce Tuckman theory was created in 1965 and has been applied in many organisations and scenarios. With four main stages which are Forming, Storming, Norming, Performing, and later added a fifth stage which is Adjourning. According to BusinessBalls (2017), this theory is commonly referred to as the origin for successful team development and behaviour. Dr Bruce Tuckman believed that for a group to develop and become effective, they must go through these 5 stages.

Forming - 
Guidance and direction dependant. Unlikely to agree on team aims, confused on Individual role, will test the tolerance of leader and system.
Storming - 
Team members quarrel for position as they attempt to establish themselves, conflict may arise with leadership, who might receive challenges from team members
Norming - 
BusinessBalls (2017), states that, agreement and understanding start to form among the team, Roles and responsibilities are clear and accepted. Big decisions are made by group agreement. Smaller decisions may be delegated to individuals or small teams within group. Commitment and unity is strong. 
Performing - 
The team is more strategically aware and has a shared vision. focus is on achieving goals, team positively, achieving. The team does not need to be instructed or assisted
Adjourning - 
Break-up of the group, its purpose fulfilled. everyone can move on to new things, feeling good about what's been achieved.
Bruce Tuckman Theory can be used within the Social Services to enhance, inter personal communication and also help develop teams and maintain trust levels as they work together to form an effective team.
Advantage – One of the most productive Team Building Theories that an organisation can use.
3.3.4 Adair Team Theory

According to The Team Building Company (2018), John Adair is one of Britain's foremost authorities on leadership in organisations. Adair viewed leadership from a practical and simplistic angle; by describing what leaders must do and the actions they need to take.
His Model is based on three overlapping circles representing – Achieve the task, Build and maintain the team and develop the individual. 


The Three Circles












The overlapping circles show that the three elements can overlap, that elements of managing individuals will overlap with managing the team, that elements of managing the team will overlap with achieving tasks, and that elements of achieving tasks will overlap with managing individuals. Expert Program Management (2018), states that” to be a good manager or leader you must have command of, and make use of, all three aspects of the model”. Adair provides a list of core responsibilities that Managers and Leaders should do with the three elements.
Achieving Tasks
Define Task
Identify the resources
Create a plan
Establish roles and responsibilities within the team
Delegate work to team members
Set the standards the team must meet

Managing the Group
Establish and communicate
Maintain discipline and focus
facilitate resolution of conflicts within the group
Provide training to the group
Identify and develop roles within the group
Engage with the group to give feedback to them and receive feedback from them

Managing Individuals
Be sensitive to personal issues
Give recognition and praise to individuals
Reward individuals
Work with individuals to plan how to develop
According to BusinessBalls (2017), John Adair's action-centred leadership model adapts extremely well for the demands of modern organisations and team management.
John Adair Model can be applied to the Social Services to enhance communication through out the department as well as the Head of Services.









4.0 Conclusion

In conclusion, it has been identified that the Social Services and its apparent issues within this organisation is clearly detrimental to its long-term success. Communication issues such Leadership misguidance, effect the Teams within the Social Services vastly. The head of Social Services and his hands-off approach and one-way communication has caused confusion and misdirection for his team managers, which in return will trickle down through the levels and greatly effect teams that are forming, as well as reduce the potential performance of these teams.
Models such as the Tuckman Theory and Adair should have been utilized to support effective Team work and to build a clear and functioning communication channel in which all departments from Top level to teams and its workers would have benefited.

5.0 Recommendations

Improve management communication methods by utilizing Models and Theory’s like Adair to be able to have a two-way communication system that will help build trust and motivate workers and improve performance.
Develop the management team by promoting face to face communication methods that will enhance team building and promote employees to give feedback.
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