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Executive Summary

This report for Communication skills in the workplace will cover problematic issues that have developed in the case study. Using various types of models and theorist that have found solutions to overcome the communication barriers within the establishment, to maintain and create an effective team. This report will cover the impact of the issues on employees, managers and the organisation. 
Furthermore, the conclusion will highlight the important points that will help the reader to understand and consider how the models help to improve communication in a working environment that is stated all in the main findings. 
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Introduction
The central theme of this report will be based on the communication skills that is needed to maintain an effective team in the working environment. Communication skills in a working environment is an aspect, where two or more individuals share ideas and information to break things down to understand each other’s viewpoints (Heathfield,2017). It is vital to have an effective communication in the workplace as it helps to build relations with the employees and builds trust within the organisation itself, also increasing the productivity of the employees as they know what their roles are in  the organisation (Optum,2015).
The researcher will further investigate a case study regarding a local Social service organisation that has many issues and problems that will need to be addressed using the models from theorist to help improve the teams communication with each other. 















Findings

In addition to this the researcher further analysed a recent case study regarding a local Social Service organisation, that consists of a few communication issues that the researcher identified to be a threat for the establishment. The first issue identified was:

Barriers to Communication 

Firstly, the location of the teams was identified to be a problem as some of the staff were placed in separate buildings, because the main building that the staff did work in was too far from the Social services client base.  This would suggest that the staff would have to travel a lot more if the staff was based in the main building. Essentially, the staff were impacted from this due to having new procedures being implemented without the staff acknowledgement, causing confusion and stress within the organisation as there was a lack of communication from the team that were situated away from the main building. Within an organisation it is critical to have the teams communicate well with each other, as an effective team outline the purpose and share common goals to improve and develop the establishment  to have a better performance level (Know How Non-Profit, 2017). The researcher identified that the organisation needs to use the model of the  Argyle Communication Cycle to improve the communication within the team. The communication cycle is a system that helps direct the individual to understand the thought process of the sender to the receiver, via the aid of other communication tools such as emails or telephone encouraging both parties to interact with each other (Millraney,2017). Refer to the appendices (figure 1.1) to see the layout of  the communication cycle.

Lack of Communication 
Another problem that the researcher identified to be an issue to the organisation for not communicating effectively well enough with each other was the lack of communication within the teams. They would not hold  regular meetings to convey any problems or talk about the performance of the employees or the organisation itself. This is a sign of a dysfunctional working environment having the staff less motivated, feeling as if there is no sense of purpose or identity in the organisation (The University of Sheffield, 2018). As the manager is supposed to direct the employees to an overall goal or aim, help to strengthen the team relationships, ensures that there are no surprises by reviewing the performance level at the end of the year, lastly it helps the staff to know where the individual should be travelling to when to meet a client. More importantly it helps the manager to explain any concerns or any quires that the staff may have, in some cases it helps to empower the employees to understand the individuals position in the organisation.  (The University of Sheffield, 2018). The researcher realised that the head of service of the organisation would express the individuals views and opinions to the persons own manager, even though the individual would communicate with the staff but would fail to respond to emails effectively enough this would lead to a less face to face communication with the staff and the head of service. Having a face to face interaction helps to share ideas and is a much easier way to communicate rather than waiting for a response via email or letter, a face to face interaction helps to distinguish the individuals body language, emotion, the tone of the persons voice, in some circumstances using an email or any form of technology can misinterpret the communication or can draw away the attention from the work (Australian Institute of Business, 2016). Whilst the head of service will fail to communicate effectively enough with the staff it will leave the employees feeling excluded, unaware, unvalued it is also a sign of unfair treatment (Krasny, 2014). The researcher realised a model or theory will need to be introduced within the organisation to overcome the problem is the Shannon- Weaver Mathematical Model, 1949, this was created to develop any communication with the sender and receiver (Communication Theory, 2018). It follows the same principals as the  Argyle communication cycle, however there is one aspect of the model that makes it unique is the stage commonly known as the ‘Noise’, this is where the information from the sender is given to the receiver and then processed through the channel, at this point the message given can be effected by some factors such as physical noises, like outside noises from vehicles, or noises from the office of staff, computers or even the phone ringing (Communication Theory, 2018). This then leads to misinterpreting the message or will slow down the message given from the sender. Therefore, it is critical to have all noise or  any form of distraction to be eliminated when having a face to face interaction in a meeting (Australian Institute of Business, 2016).  As effective listening is necessary when trying to understand or communicate with the other person (Morgan,2017). Refer to figure 1.2 of the appendices, for the representation of the model.

An Increase in Turnover rate 
Furthermore, the researcher noticed that there was an increase in the turnover rate of employees, this means that staff were leaving the organisation which leads to managers having to spend more in replacing the employees that left in the first place (Criteria Corp, 2018). Regarding the case study the staff would voluntarily leave the organisation as they were dissatisfied with the position or the poor management of  the establishment (Criteria Corp, 2018). Whilst new staff would be introduced the teams would have to constantly stay in the forming stage rather than performing effectively enough to get the job done, leaving the staff with more workload, feeling under pressure and stressed. Bruce Tuckman (Team Building,2018) stated that the team will go through certain stages that will help develop the teams performance level, however the team seems to just stay in the forming stage rather then going onto the next stage. Additionally, staff were constantly battling with one another concerning  the decision making of the service users.  Regularly causing stress on staff as one employee would see that a service user is at risk, another staff would overrule that decision and would overturn it. Leaving the staff being unvalued and un-appreciated, this is because there was no form of a leadership role as most teams would have no permanent manager directing or making the final decision. It is important to have good leadership in a team as it helps the staff to be motivated and shapes the team, by constantly thinking on how to improve the services of the organisation and helps with making the final decision making until communicated well with the staff (Elevation Networks,2018).  On another note, the researcher noticed that the new employees that did come had no induction to the company leaving the new staff feeling under pressured and unsupported with big caseloads to deal with. Having employees go through the induction stage is important as it helps to welcome the staff into the organisation properly, familiarising with the companies policies and what standards the organisation follows, and addressing the health and safety rules (Acas,2018). Another factor that the organisation failed to comply with was the team managers were not recognised for their achievements . As Heathfield (2018) stated that workers will feel more motivated and will have an increase of productivity in the workplace due to feeling appreciated. This may be the reason why there was always staff vacancies at team manager level. Another issue that the company failed to comply with was that there was no form of communication with the staff and senior management, regarding ideas on ways to improve the performance of the establishment itself. A team builds effectively with having good communication and having ideas being shared around to improve and develop in the working sector, if this is not valued then the organisation will fall apart (Heathfield,2018. To have an effective team the employees and managers need to follow the Schramm’s model of Communication 1954, the model also follows the same methods as the Shannon weaver model. However, the Schramm’s  model takes consideration of feelings given from the sender to the receiver therefore feedback is the main objective on the model, presenting how the situation can be changed (Praccrediation,2018). Refer to appendices for figure 1.3 on the Schramm’s model

Lack of productivity from managers
Another essential point is that the researcher noticed  managers were not handling the poor performance of the staff effectively enough, as most of the social workers would prefer to stay socially isolated by ensuring that the job is done as quickly possible and leave the office without having to communicate with other staff members. This would lead to poor communication and more workload for the individual writing up a report after seeing a client. It is important that social workers communicate well with the team to provide more help and share ideas on improving the service users life and well-being, for instance giving and providing extra support for family members that require it(Martin, Charlesworth & Henderson,2010). Furthermore, trust in an organisation is important as managers are solely responsible in creating an environment where employees feel confident in asking for help when coming to writing up reports or dealing with other work-related matters (The University of Sheffiled,2018). As there is no  trust in the organisation, some staff members will fail in writing up a detailed report of the client , not just impacting the staff but reducing the chances of the service user even having any form of support from the service itself. It is crucial that consistent standards are made when creating and managing a report as it ensures that new plans are kept up to date of the care given, also keeps track of progression of the care, helps to create up to date with other health care profession that have been introduced therefore the managers are well informed (Total assist, 2014). As the organisations communication and team work issues have been identified the Berlo’s model of communication is an effective source to use when trying to improve the communication of the managers with the staff. Berlo’s model of communication uses the SMCR (Source, Message, Channel and Receiver) model, the only difference with this model is that it does not follow any specific communication cycle, the model works when the receiver is at the same level as  the source, only then the communication between the two will be successful (Communication Theory,2018). Regarding this the manager and staff should be on the same level with the same objective and aim, as their aim is to provide care and support for service users (Martin, Charlesworth & Henderson,2010). Refer to figure 1.4 in the appendices for the Berlo’s model of communication. 





Conclusion 

To conclude the researcher identified that the establishment had many issues that effected the communication with the staff and the management. The researcher noticed that having separate buildings will affect the communication with the staff causing a lot of confusion with new procedures being introduced, therefore the Argyle communication cycle is an effective method to use to increase the communication within the team (Millraney,2017).
Furthermore, the researcher stated in the main body that the Shannon- Weaver Mathematical model will help reduce noise and any deterrents that will affect the understanding of what has been stated from the sender to the receiver, such as physical sounds coming from outside the building or from inside, therefore less confusion (Communication Theory,2018).
Also, Schramm’s model of communication will help the staff to share ideas to the senior managers by taking consideration of feelings and being able to improve the establishment with the model , ensuring that the staff have an increase of motivation (Praccrediation,2018).
In addition, the researcher specified that Berlo’s model of communication can improve the lack of productivity of the managers that will help the staff and managers have similar objectives by staying on the similar level when communicating (Communication Theory,2018), allowing the staff to feel more confident in approaching the senior manager for help and to build trust.


Recommendations

Reward System 
Having reward systems in the workplace is a great idea to boost performance level from staff, increase recognition, and encourages everyone to take part and engage in the work (McNamra, 2018):
Gift Certificates for great work
Recognition such as appraisal from the manager for doing well 
Team Work Session During Meetings 
This is an essential point by allowing everyone to build a relationship within the organisation, and helps the employees and managers have more trust with one another (McNamra)
Have Group Chat to Communicate 
Currently everything in this era is technology based, as people are on the go the use of phones is very prominent. Therefore ,having apps such to stay in contact is very beneficial as its much easier to communicate rather than waiting for an email to come through (Optum,2015)
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Appendices





Figure 1.1 Communication Cycle











Figure 1.2 The Shannon- Weaver Mathematical Model, 1949













 Figure 1.3 Schramm’s Model of Communication, 1954
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Figure 1.4 Berlo’s Model of Communication
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