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1. Introduction
Teamwork can be defined as a collaborative process where individuals work interdependently towards shared goals, using their collective strengths to achieve effective outcomes (Salas, Sims and Burke, 2015). In customer-facing environments such as the Wales Millennium Centre, teamwork is essential for maintaining service quality, dealing with large visitor volumes and responding quickly to changing situations.
My Belbin Team Role questionnaire results identified my strongest roles as Team worker and Coordinator, with my lowest roles being Plant and Specialist (Belbin, 2010). Additionally, the Thomas–Kilmann Conflict Mode Instrument showed that my strongest style is Collaborating, with Avoiding being the weakest (Thomas and Kilmann, 2008). These results offer insight into how I naturally behave in teams and how I communicate and resolve conflict.
This reflective report explores how theoretical models from the module have shaped my understanding of teamwork and communication, using my experience as a Customer Assistant at the Wales Millennium Centre as the main example.

2. Findings
2.1 Team Development (Tuckman)
Tuckman (1965) proposed four stages of team development, forming, storming, norming, performing, and later added a fifth stage, adjourning (Tuckman and Jensen, 1977).
When I first joined the Wales Millennium Centre team, we were in the forming stage, with staff behaving politely, asking questions, and waiting for direction. During busy theatre nights, we entered the storming stage, where disagreements arose for example, over queue management or seating priorities. As a natural Team worker, I supported colleagues by calming tension and explaining the reasoning behind instructions.
We moved into the norming stage when routines became clear, such as assigning staff to doors, latecomer management or customer enquiries. Trust increased, and communication improved. At busy times, we entered the performing stage, working efficiently with minimal supervision.
We experienced the adjourning stage at the end of long-running shows, when temporary teams were reassigned. This often involved reflecting on what worked well and what needed improvement.
In line with West’s (2012) research, teams perform more effectively when goals are shared, and members understand how their contributions support the wider objective. This was evident once the team reached the performing stage, where shared understanding increased mutual support and efficiency.
Understanding all five stages helped me recognise that conflict and eventual disbanding are natural parts of team development, not signs of dysfunction.

2.2 Communication (Shannon–Weaver & Adair)
Effective communication is crucial in a busy venue. The Shannon–Weaver model (1949) highlights how messages can be disrupted by “noise.” At the Wales Millennium Centre, noise came from loud crowds, backstage announcements, and pre-show music, which sometimes caused misunderstandings about seating or interval timings.
To reduce communication breakdowns, the team used clearer instructions, shorter messages, hand signals during noisy periods and confirmation checks to ensure understanding. These strategies reduced errors significantly.
Adair’s (1973) Action-Centred Leadership model also influenced how I approached communication. Observing supervisors balance task, team, and individual needs helped me replicate this behaviour by supporting colleagues while maintaining focus on customer service tasks.
Wheelan (2005) argues that communication becomes more efficient as teams progress through developmental stages. This matched my experience, once our team reached the performing stage, communication became faster, smoother and more intuitive.

2.3 Belbin Team Roles (My Results Applied)
The Belbin Team Role questionnaire increased my self-awareness of how I contribute to teams (Belbin, 2010).
Highest roles:
· Team worker – cooperative, supportive, relationship-focused
· Coordinator – organised, calm, able to clarify goals and delegate effectively
These roles were evident in my duties. For example, when new staff struggled with ticket scanning, I supported them without taking over, ensuring they felt confident. As a Coordinator, I often helped colleagues understand their positions during changes in customer flow.
Lowest roles:
· Plant – creativity and generating new ideas
· Specialist – deep technical knowledge
This means I prefer clear structures and procedures, which sometimes caused hesitation in unexpected situations. Recognising this has helped me identify areas for development, such as becoming more adaptable and confident in improvising solutions.

2.4 Conflict and The Thomas–Kilmann Model
The Thomas-Kilmann model helped me understand my approach to conflict. My highest score was Collaborating, meaning I aim for solutions that satisfy everyone’s needs, while my lowest score was Avoiding, meaning I rarely withdraw from conflict (Thomas and Kilmann, 2008).
A clear example of this occurred when two colleagues disagreed about queue directions during a sold-out performance. Instead of ignoring the conflict, I encouraged both to explain their reasoning. Together, we created a two-line system that improved customer flow. This outcome showed how collaboration can lead to effective problem-solving.
However, my low Avoiding score also made me realise I sometimes step into conflicts that supervisors should manage. This helped me understand the importance of setting boundaries.

2.5 Self-Awareness and Relationships
Self-awareness is vital for team effectiveness. Argyris (1991) states that reflective practitioners better understand their impact on others, leading to stronger relationships.
As a Team worker, I naturally build relationships and trust with colleagues, which supports Lencioni’s (2002) argument that trust is the foundation of strong teams. Colleagues often approached me for help or clarification during busy shifts.
However, my low Plant score means I rely more on structure than creativity, which limited my ability to suggest innovative solutions in unexpected situations. Understanding this encourages me to improve my adaptability and confidence.

3. Conclusion
This reflective report has shown that teamwork and communication are essential in customer service environments. Theories from Tuckman, Belbin, Shannon–Weaver, Adair, the Thomas-kilmann and others have helped me understand how I behave in teams, how conflict emerges and how communication affects performance.
My strengths include cooperation, relationship building, coordination and constructive conflict resolution. To develop further, I will:
· Strengthen creative problem-solving
· Practise structured communication tools such as, situation, background, assessment, recommendations (SBAR).
· Develop confidence in taking initiative during busy periods
· Learn when to step back from conflict
· Reflect regularly using models such as Gibbs to improve self-awareness
These actions will help me become a more rounded and effective team member in future professional settings.
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