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1.0 Executive summary

It is a case study about the importance of effective communication within the workplace. 
Michelle Sullivan is an owner of a medium sized toy store in Swansea. She has employed 27 employees now. The business has overgrown, so she asks a business consultant to advise on possible team structures to facilitate and qualify active channels of communication amongst the quickly expanding labor force.
After the introduction, in the first stage, the current conditions of this shop, including the staffs, managers, and communication between them, were thoroughly reviewed. Then the current situation was compared with management theories, and on this basis, some recommendations are made to facilitate and effective ways of communication and solving problems. Finally, the action plan advised to ensure that these recommendations used correctly.



















2.o Introduction

 What is effective communication?  why that is important for the continued success of the organisation and how can management theories effect in improving communication and implement in a toyshop. 
The toyshop is a medium store that has a high rate of progress. This expansion is a perfect sign, but the owner's concerns about communication between staffs and its impact on the profitability of are understandable.
[bookmark: _GoBack]The remarkable factor, in this case, is the speed of business progress which has overgrown. So, if a business wants to survive in this market, it must move at the same rate of growth and development. The only way to remain in this market is by using effective team working and communication by using developing communication management skills.
 


















3.0 Main finding

The toyshop that is independently owned and operated and not dominant in its field of operation. There are variations across industries for competitiveness, entry and exit costs, distribution by size, growth rates, and technological change.
Which is the era of modernity and technology which brings much progress? This store runs smoothly now but, because of an increase in the number of employees, more than five times in a year, the most significant barriers that may arise is inaccurate communication between employees. 
There are 27 people as employees in this toyshop.
Three people are managers.
Six employees work in the stockroom; their duty is accepting deliveries and filling the shelves.
Two people are cleaner.
Two people are security guards.
Fourteen people are sales assistants.
        Store opening hours between 8.00am – 10.00p 

3.1 Current status
After doing some researches about this toyshop, some pros, and cons stated. Using this point can prevent small issues which becoming big problems.

3.1.1 pros
-    Three managers in this collection would be PowerPoint if their ability used correctly.
-    The employees are at varying ages and experience. 
-    Stockroom staffs used to work in night shifts.
-    New staffs are trained on the job by the manager on duty at the time.
-    one sales assistant is off on long term sickness.






3.1.2 Cons
-    there are not formal teams within the workplace.
-    hoc ones based on who may be working a shift. 
-    useful information not being shared effectively.
-    when some stockroom staffs do night shifts, there are not any manager on duty.

3.2 Communication
Communication is the replacement of understanding, knowledge, or views that occur in shared agreement within two or more people. It starts with a purpose or idea in the remembrance of the sender. The way needs at least one sender one receiver and one message that forwarded within a communication part. She or he encodes the opinion into significant figures in the order of messages, view, or gestures. The sender then chooses a standard to convey those signs so that the receiver can access them through one or more senses. The medium can be a face-to-face conversation, a piece of artwork hanging in an art gallery, a text message, or any growing number of electronic transmission media. When the receiver gets the message. Then, she or he needs to decode the symbols to understand the message and realize the purpose of the sender.

3.3 Effective communication
Effective communication is about more than just swapping information. It is about understanding the feeling and purposes behindhand the evidence. As well as being able to take a message, that needs to also listen in a method that improvements the complete denotation of what is said and types the other person sense understood and hear.
While these are learned skills, communication is more effective when it becomes spontaneous rather than formulaic. A speech that read, for example, rarely has the same impact as a speech that delivered (or appears to be delivered) spontaneously. It takes time and determination to grow these assistances. The more effort and practice put in, the more intuitive and useful the communication skills will become.







What makes communication effective
Communication requires conditions to become active. On the other hand, the communication is said to be effective when all components (sender, message and receiver) in the communication, allocate comparable meanings to the message and listen wisely to make the sender feel overheard and understood.
The effective communication contains not just the way to speak but also covers several other skills like, non-verbal communication, ability to understand own emotions as well as of the other person with whom are communicating, engaged listening, ability to speak assertively.
Effective communication combines some skills:
1.    Active listening
2.    Verbal communication
3.    Nonverbal communication
4.    Two-way communication

3.3.1 Active listening
Active listening is one of the communication ways, that used in communicating and resolving conflicts. It needs that the listener entirely concentrates, understand, answer and at that time remember what she or he is said. It is conflicting to reflective listening somewhere the listener repeats back to the speaker what they have just heard to confirm understanding. Active listening is about giving people a channel for their reactions before being able to be troubled more open, that is sharing experiences and being able to take new opinions on the issue.

3.3.2 verbal communication
A para-linguistic cue is any behavior that enhances meaning to the words of a message. As a manager must make effective use of languages skills and improve abilities to decode another people message.






3.3.3 Non-verbal communication
Non-verbal communication is any form of behavior which has a message without using speech. Non-verbal communication includes body language, such as gestures, facial expressions, eye contact, and posture. Touch is a non-verbal communication that not only indicates a person's feelings or level of comfort but illustrates personality characteristics as well.

3.3.4 Two – way communication
When is a message sending to others, either face-to-face or through some other means, how to know that information was received and understood?  Many businesses rely on two-way communication systems to stay in touch with their employees on site and the field — some of the most common. Two-way communication is essential for success in the business world. Messages re-communicated between employers, employees, customers, and other stakeholders, and feedback requires to convince that the memorandum was understood.

Why make the effective teams?
The employees of this store have worked together as a group, so far. According to management theories such as; Team, working can give a team member a sense of identity, support, and friendship. (Bowler & Brass,2006) So at the first stage, making the team instead of a group, is necessary. The advantages of a team working outweigh the group working. Therefore, it is advisable for the group to divide into two teams.
A team worker must respect to differences and maintenance of individual self-esteem. The topic of trust and support in the team is essential and evaluating effectiveness, interaction and involvement always done in a team. Moreover, a common goal, open communication, constructive conflict resolution makes by effective leadership.


3.4 How creates teams
 Two teams can create in this toyshop.





The first team that can be called the sales team includes a sales manager and 14 sales assistants. After reviewing the characteristics of these individuals, one of them, who has more influence on the rest, is selected as the senior assistant. Senior assistant as a coach plays the role of communication between the sealers and manager. Besides, she or he has a primary role in solving the staff's conflict and helps on becoming a group to the team.
In this team, the primary task manager is to find new ways to attract a customer. The manager must predict popular favorite gadgets and toys related to a cartoon or kids' series that has been viral like Frozen and Star wards.
 Also, at special events, like Christmas, Easter or summer time, the manager must prospect favorite toys which the demand for them will be high.
Besides, the manager should control the sales team via senior sales assistant by using Tuckman and Belbin theories. (this process is typical for two teams so that I will describe it at once)

The second team store team includes a manager, two security staffs, two cleaners, and six stockroom staffs.
The team duty is accepting deliveries and filling the shelves, shop security and cleanliness. Manager in this team works as a coach, and she or he determines the role of individuals. Moreover, like the first team, using of Tuckman and Belbin theories is the best way.
The third manager does coordinate between teams and owner.

3.5 Using Tuckman theory to realize team life cycle 
Tuckman theory is a helpful comment of the team develops maturity and ability, relationships established, and the leader changes leadership style.
Forming: In this stage, members are confident, polite and some of them are anxious. The team performance as persons and there is a lack of clearness about the resolution of the team and individual situation. In this level, trust is unknown, and knowledge is hidden. Leader Provides team-chart and explains clearly about a goal for members.




Storming: In this stage, there are a wide variety of challenges in management, so maybe the manager feel weakness, but it passes. The members are competing for power and position in the group, and they do opposition in accepting their tasks. They feel distrust with each other.
Norming: In this stage, members know each other, and good communication will continue forming. The members share knowledge and cooperate and respectability as a manager. 
Performing: In this stage, useful work and synergies created, and the team can achieve the goal. The group has a clear strategy and a shared vision. It can operate autonomously and resolve issues positively as a manager must focus on the member's progress.
Adjourning: In this stage, the process will complete. In this case, the manager must Prevent this step.

3.6 Use Belbin theory to determine the team role 
Belbin's "team roles" are based on detected behavior and interactive styles. There are nine roles which need to occupy within any team. These are Shaper, Coordinator, Plant, Resource Investigator, Monitor Evaluator, Specialist, Team worker, Implementer, Completer Finisher. Belbin's research produced several personality tests that enabled experts to determine if an individual will be in the right place.
-The ideas a person is good in the plant.
- Resource investigator goes outside the group and brings back information and idea.
- Coordinator presides over the team and coordinates efforts to meet the target.
- The shaper is a real leader in the team, where the coordinator is a social leader.
- Monitor/Evaluator; measured, dispassionate, the analysis is his or her forte.
-Team worker, most active internal communicator.
- The implementer is the practical organizer, concerned with feasible.
- Completer checks everyday detail.
- Specialist relates to people who are a source of technical knowledge and expertise 
 






4. Conclusion
There are many drawbacks in this shop which using advantages, can correct these issues. Firstly, an organizational chart will be specified. Then, by using effective communication ways, employees of the shop divide into two effective teams. One team as marketing and sales, and the other, the team dedicated to doing inside the shop with specifying and control shifts for accepting deliveries timely orders and filling the shelves with perfect design and high level of security and cleanliness which can attract customers.
It should be necessary for effective communication between employees, so training new staffs are essential.
Due to the expansion of online sales, this item will launch at the store.
The third manager will supervise the stewardship in both teams.





















5.Recommendations


Make two formal teams, sales team, and store team.
The third manager will consider as a coordinator, evaluator between two teams and owner.
Make a monthly plane for the working shift.
Attend a manager on duty in all shifts even night shift.
Form an effective information system.
Two IT specialists will be hired to launch online shopping for this toyshop.
The flow of information in the shop improved. 
Care more ineffective communication between employees.
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