
EFFECTIVE TEAMWORK AND COMMUNICATION IN THE ORGANISATION
Taslima Begum 1713205



Executive Summary 


This report is discussing the importance of effective communication to keep the continued success of the organisation. It will also be discussing the two-way model of communication as well as the reasonable implement with Sarah’s employees as keeping in mind their age differences and how to pass on a message to them verbally and non-verbally. Also bringing in Tuckman and Belbin’s theory to Sarah workplace and how they can help Sarah with her organisation. As well as giving Sarah recommendations in how to communicate with employees such as:
Face to face meetings
Notice boards
Emails
Individual letters to employee
Company handbooks
Suggestion box
Work app 
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Introduction
This report we are giving advice to Sarah as business consultant, regarding maintain effective teamwork and communication in the organisation. Sarah Davies is an owner of a large discount store in the middle of Swansea. In total she has 20 employees working for her. She has varying ages of employees working for her at different hours, as in part time, night time and full time. The business has been growing quickly, only a year ago resembled a small convenience shop, employing 3 people. The organisation doesn’t have formal process at the moment that is why as a business consultant we are giving advice regarding maintain effective team work and communication in the organisation. 




























Findings 
1)Why effective communication is important for the continued success of the organisation.

It is important for the organisation to have continued success this is by having effective communication between the employer and employees. Good employee communications and consultations can improve organisational and management performances as well as improve decision making. (ACAS 2018)
In the workplace Sarah should have a suggestion box for her employees to give ideas on how to improve the workplace and other ideas work related, by doing this Sarah will be involving the team as a whole and it is just a simple way of communication with her employees.
Employee communication and consultation enables informed and engaged staff to understand the needs of the workplace, as well as to improve their performance In line with the workplace objectives. By listening to your employees’ managers can build trust and make informed decisions and understanding which will enhance management performance. 

According to Duck, Employees will be able to perform at their best if they know their job role, obligations and rights and have an opportunity to make their views known to managers on issues that affect them. Therefore, having a work hand book is essential which will have all rules and regulations for the workplace, a section on employee rights, which will help employees to react correctly when an issue has accord at the work place and this can help the continued success at the organisation as situations will be handled in the correct way. Consultation involves mangers actively seeking and taking account of the views of employees before making a decision. In an organisation the communication and consultation system are usually taken up by the line managers or supervisors. It would be a great idea for Sarah to have a part time manager and a full-time manager which both can cover day time shifts or even night time shifts giving them a rota to follow. Line managers or supervisors are responsible for passing messages to both sides, regarding the workplace. (Duck,2015)
In the workplace it is also key to have mangers to communicate information to their employees about:
Contract terms and conditions of the job role 
The organisations performance and progress
The job and its performance
And changes to above
There may be at times where employees have concerns and points, they wish to raise about their job role or even the organisation and this should be discussed with the managers who are working that day. The manger then should try to solve the issue or report back to Sarah, and if Sarah gives a solution then the manager will feedback on it to the employee this is a two-way communication.
There are also many other ways of communication depending on how big the organisation is. As Sarah’s workplace is not so big, Sarah can use these methods:
Face to face meeting
Notice boards
Emails
Individual letters to employees
Company handbooks
Suggestion box
To be an effective workplace there needs to be good organisation and the system at the workplace running smoothly. This is best by having a communication and consultation policy. Which Sarah and the managers should take initiative in building up such a policy. It is important that employees are also involved building up the policy as everyone will be aware of how the system works. (ACAS,2018)
In Sarah workplace they should also have the monitoring ad review policy where when an issue has accrued at work with any employee and it does get solved, they should be monitored and review once a month to see how the employee is feeling and if they are happy at the workplace also if the issue, they bought up is resolved. 
2)The importance of two-way communication (using models to illustrate your points), including the importance of consultation and employee voice. 

“The importance of two-way communication in the workplace, is that communication is considered as the most important aspect of any business. It is essential to have a proper work environment so that employees can give their best performance. In case of a business the major stake is a communication.” Reddy/Wise step
“the Osgood Schram model is built on the theory that communication is a two-way street, with a sender and receiver. Osgood popularized the notion that communication was circular rather than linear, meaning that it required two participants taking turns sending and receiving a message. 












Components of Osgood-Schramm
“Most communication models have different components that help to identify the structure of the model. In the Osgood-Schramm model, the components are fairly simple: 
Sender: This is the person who encodes (converts) and sends the message. 
Message: This is the content being shared between the parties. 
Receiver: This is the person who decodes (interprets) the message. 
Semantic barriers: The backgrounds, beliefs, experiences, and values that influence how the sender conveys a message and how the receiver interprets it. 
In the Osgood-Schramm model, messages travel back and forth between the sender and the receiver. In this way, the sender can deliver one message and then become the receiver, getting a message. 
The Osgood-Schramm model has benefits and drawbacks. In the advantage category, it provides a straightforward approach to communicating, with sender and receiver trading roles back and forth in a circular pattern. This allows both parties to contribute equally and share their feedback, which acts as confirmation that the message has been received and decoded. 
It is a Circular Model, so that communication is something circular in nature
Encoder – Who does encode or Sends the message (message originates)
Decoder – Who receives the message
Interpreter – Person trying to understand (analyses, perceive) or interpret


Sarah’s organisation can use Schram’s theory from employers to employees sending and receiving messages. Like it was mentioned earlier in the report how employee will discuss issues with the manager and manger will feed back to Sarah and Sarah will also feedback to manager and manager feedback to employee. 
There is also another model of communication which is, one-way communication. In this model information is transferred in one direction only, from the sender to the receiver. There isn't any opportunity for the receiver to give feedback to the sender. One-way communication is frequently used when the sender wants to give factual information or when they want to persuade or manipulate their audience and gain their cooperation. (Fenner,2013-2018) 
“Communicating effectively and regularly with employees is an important part of a line manager's role and has been shown to lead to enhanced levels of employee engagement. A lack of frequent two-way communication between line managers and their team can cause uncertainty among employees about organisational issues and hamper their ability to carry out their work. This line manager briefing provides guidance on how to communicate effectively with employees.” (Watt,(2018)
 But in a retail organisation a two- way communication method is more ideal and important to improve on the business because it is important to get feedback from employees to solve issues or make the work place a continued success.

Employee voice means by which employees communicate their views to their employer. It’s the main way employees can influence matters that affect them at work. For employers, effective voice contributes toward innovation, productivity and business improvement. For employees, it often results in increased job satisfaction, greater influence and better opportunities for development. 
Employees have the right to say, by directly speaking to their boss or indirectly through managers, in a formal or informal way. Employee voice is used in different ways in the organisations, such as employee involvement/ participating in making decisions. (CIPD,2017)


3)Effective methods of communication, specific to this case study

There are many ways of communicating as manager with your employees. As for surahs organisation these methods will be useful, written communication and verbal communication because she has varying ages and employees with different level of experience working for her. “Written communication includes emails, letters, memos, proposals, letters, training manuals, policies and social media. Verbal communication includes face-to-face communication, both individually and in groups, and multiple channels, the phone and teleconferencing tools.” (Wrobwelski,2018)  
Sarah needs to keep in mind that different ages and backgrounds of people will have different preferences in terms of the way they are communicated with. Having her managers tell the employees in person as well as call a group meeting and lastly have a notice board up at the beginning of the week so every employee can see the message whether they are part time full time or doing night shifts this is also low in cost, and maybe sent out email to the employee on maternity. Sarah can also have a suggestion box for her employees to give feedback on the message given to them or any ideas for the organisation they would like to discuss this can have the employees name on or it can be anonymous. Also, Sarah can create an app for those employees who would prefer technology to receive and give messages.
“Even two communication methods can give you something to think about. In other words, how do you know which method to rely on? It will depend on the situation, but written communication may be more suitable when:
Immediate feedback isn't necessary.
The message is highly detailed or complex (meaning it may be read several times to ensure comprehension). The recipient is temporarily out of reach. A permanent record of the message is desirable.

Verbal communication may be the better choice if:
A message is urgent or timely. Interaction or instant feedback is necessary. The message is simple and straightforward.
No permanent record is desired.” 

Sarah should ensure her employees hear the message from her and the managers only no third party. if the information is confidential, say so. People are known to be trustworthy with sensitive information; in fact, they're often flattered by the extension of trust. Be purposeful. Your employees should never be left to wonder, “What was the point of that?” In fact, you should have a clearly defined purpose before you even plan the content of a written or verbal message.
Be clear. Easier than it sounds. Use simple, precise language and avoiding complex terms. Making sure the message is understood.
 

4)The significance of non-verbal communication when communicating to employees
 

Non- verbal communication describes the process of shared behaviour between people, which goes in face to face speaking. This can include eye contact, frequency of glances, body gestures and facial expressions. 
Non-verbal communication not only indicates a person’s feelings or level of comfort, but also brings out the personality and characteristics as well.
Verbal communication is the things we say and non-verbal is more to do with body language and facial expressions. When Sarah is communicating with her employees verbally and non-verbally Sarah needs to be aware of that they both indicate different things, and therefore Sarah should be aware of her and her employees verbal and non-verbal communication. Sarah should also keep in mind if she is being paralinguistic, this means in what tone of voice Sarah is giving out the message and the speed in her speech when she is talking and the volume in her voice.  In order for her to understand what the issue is on the shop floor Sarah could use the funnel technique:  





This technique will help Sarah ask more exact questions without any problems or misunderstanding in her speech while speaking to her employees. Sarah should always give feedback but needs to be specific by keeping it impersonal and descriptive, ensure it is goal orientated and the feedback is understood by her employees.
Sarah and her managers need to keep in mind that when approaching your employees that their body language will make their team feel comfortable, safe and reassured. For example:
Arms open facing forward
Smiling
Professional appearance
Eye contact
Nodding to show you are listening 
Sarah’s employees should be able to voice opinions without fear and need to meet regularly to discuss issues as well as to be updated on team objectives and Sarah and her managers are able to solve any problems with their employees in a supportive and motivating atmosphere. 
Their will be time when situations can get out of hand, when it becomes difficult to communicate as in:
Aggression
Face to face 
Via the phone
Giving bad news
For all the above Sarah should be straight forward and get to the point, be honest about what is relevant, keep calm, give clear objectives of the meeting, always pause to listen on the other side, if need reassuring make sure you do and lastly explain what you can do, and you cannot do. 


5)How the application of team work theories (Tuckman and Belbin) can improve teamwork in the organisation

Sarah can use Belbin method of theory in her organisation by reading up on Belbin’s nine team roles which explains how a person’s character is. Team leaders and team development practioners often use the Belbin model to help create more balanced teams. 
 Sarah can do this for her employees by using the Belbin’s questionnaire and after having the results giving her employees the job role that suits them best. These are the nine team roles:
Plant
Resource investigator
Co-ordinator
Shaper
Monitor evaluator
Team worker
Implementor 
Completer-finisher
Specialist 

Dr Meredith Belbin studied team work for many years, and he famously observed that people in teams tend to assume different team roles. He defined a team role a tendency to behave, contribute and interrelate with others in a particular way and named the nine team roles above that underline team success. The outcome of this is that, by understanding your role, you can develop your strengths and mange your weakness as a team member, and so improve how you contribute to the team.        

Sarah can also follow up on Bruce Tuckman’s theory which has five stages of development:
Forming: a new team has been found
Storming: team members are getting to know each other gaining trust
Norming: team members are open to one another giving out ideas. Team developing its own identity.
Performing: all members know what is expected of them and getting on with their job roles
Adjourning: team have completed the task. Some team members may leave while others wish to continue to be part of the organisation
Sarah and her team are at the norming stage this is because: After the storming stage of the Tuckman stages of group development, the team starts working in a fulfilling manner. Criticism is not taken personally any more but is considered to be constructive and task-oriented. The team members are open to each other’s ideas. The team cooperates on establishing rules, values, standards and methods. This increases the efficiency of the team. The team is developing its own identity. The team leader can give the team more autonomy so that the team can work independently. 
if the organisation continues to grow and add new employees Sarah will need to adjust her management style by starting if with Tuckman’s forming stage and working her way through all the stages by being on the shop floor more.
Conclusion 
We have come to a conclusion of this report which shows Sarah has been given advice on formal communication as well as recommendations and different methods, models and theories to improve the continued success in her workplace. Therefore, Sarah will have a structured organisation where her and her employees are happy.

















Recommendations
A notice board is important to give out daily messages to everyone
Handbook for all policies and procedures for employees/ employee voice this could also include, terms and contracts, sickness contract and holiday terms and conditions
Meetings to discuss the objectives of the workplace and other issues also have the two -way system as its more ideal in a retail organisation as its good to have feedback from employees if there is an issue or to improve the workplace
Suggestion box for employees giving out their ideas for the workplace
App for the organisation, which will send and receive messages throughout the work pace for everyone to see and always updates on objectives at the workplace. Those that feel more comfortable using technology they can download the app.



Action plan  
The action	Who is responsible 	By when/why	Any cost
Notice board	managers	Beginning of every week needs updating with ne objectives for the workplace	£15
handbook	Sarah and managers	To give to all employees at start of their job role	Printing cost: £20
Face to face meetings	Sarah/managers	One quick one every morning to update employees about anything new happening on the shop floor and once a month for a big meeting with Sarah for all employees to discuss any updates on objectives for the workplace or any other issues	N/A
Suggestion box	Sarah	For employees to give out suggestions or ideas at work it can be anonymous	£3
Mobile phone APP	Sarah	Fore her employees that are more comfortable using technology to keep them selves updated by downloading the app for the workplace. This can be done before employees start working so they get used to the app. 	
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The Funnel Technique

Open Question
“Tell me about...”

Probing Question
“How did you... ?”

Closed Question
“When was this?”

Reflective Question
“Soyou... ?”
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