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Executive Summary

Effective team work and communication is essential but challenging for any business. More team work, more effective team work bring fruitful result to meet the target within the organisation. The purpose of this report is to converse, examine and evaluate effective team work and communication from the given case study of social services in a local council.  The report has identified and highlights different issues and problems within the social service department regarding team work and communication includes high rate of employment, lack of appropriate leadership, motivation and reward process. The report also discuss and investigate different methods such as Shannon –weaver mathmetical model, Berlo’s model of communication and theories such as Tucksman theory of team work and Adair theory. And make recommendation how to resolve the issues identified into the case study.
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Terms of Reference

This Management Report about Effective Team Working and Communication requested by the tutor Mrs. M. squire under the Certificate of Higher Education Skills for the Workplace program by UWTSD on 7th of May, 2018. This management report deals according to the given case study with the problems of effective communication and team work issues and it feasible solving with the support of different models and theories. The submission date of this management report is 13th of July, 2018 carried out by the researcher with the support of tutor and research from books and google engine, articles, you tube and journals.














Procedure

Secondary research method has been used to complete this management report. Published books, class lectures, UWTSD moodle resources, different web pages and journals from google search engine are used for information and research.
















Introduction

Communication is the exchanging or imparting of thought or information by speaking, writing, or using some other medium. Communication is the skill and the process where information and views has been sent and received. Effective communication is the core area of any organisation having high impact. To maintain effective team communication skills is highly required. It is very essential to working in a team to solve problem to achieve collective organisational goal. Communication effects team work. It is important to learn how to communicate effectively to work effectively. So in order to identify and discuss more about effective team work the case study of social services in the local council has investigated. In given case study researcher identifies different communication issues, problems and conditions which impact on effective team work within organisation. These issues also the barrier for team success. Different models and theories then be discussed to solve the identified problems and benefits of effective team. The importance of the communication cycle, management communication methods types of communication been discussed to ensure effective team work.








Findings:

Identify communication issues 

According to the case study of local council, social service department the researcher observed and identify various issues regarding effective communications in team work. Healthy communication are absent and following problems and facts are identified:

The employee turnover rate is found very high.
Employee absent rate at work is also found high. 
Shortage of staff in regular basis.
No particular policy or procedures are followed and has been maintained.
       Well defined decision making process missing.
No trust, no confidence or support or no work relationship among colleagues. 
Work Load and pressure due to lack of team work result in incomplete/delayed work. 
There is no effective team work.
Lack of motivation. 
Unsupported staffs, no supervision.
No rewords, waste of talent. 
No induction or training for new team members.
No effective leadership. 
Lack of effective communication among employees, no open communication.
No Direct or effective communication between managers and employees.
Lack of organisational structure or environment.





The impact of above communication issues:
High turnover of employee and absent rate: According to Markovich, M. (2018) high turnover rates can negatively effect on employees and organisation itself. Hiring new staff consistently and train them regularly divert the mission and vision of the business. High turnover also impact on company revenue and profitability. It creates low workplace morale and deteriorating service and product quality.

Employee absent rate at work or Shortage of staff in regular basis: Absenteeism at workplace having a negative impact. Work cannot be done promptly and required extra working hour and cost to complete the task. Shortage of staff provides more pressure and stress so work cannot be done effectively. As team are consistently forming, task remains undone or incompleted. 

No particular policy or procedures are followed and has been maintained: For extra pressure and stress, high turnover rate and lack of trust social worker makes different decision result in a child life fall at risk as another social worker may overturn that decision. As the social worker follows no consistent policies or maintain any standard there is also risk of defers decision making and incompetency.
No trust, no confidence or support or no work relationship among colleagues: Trust, confidence and support among colleagues are very essential for teamwork and effective communication within organisation. As Lisa McQuerrey, L. (2018) argues “For a workplace team to be productive, cohesive and ultimately successful, trust in one another is essential.” When team members are known to each other, their contributions are valued with respect and high confidence can create a suitable environment and high morale, upswing the productivity and work becomes exceptional in its quality. Support within team members is also required for gaining trust. But unfortunately in the given case study there is no trust or confidence or support amongst colleagues as there is high workload, pressure, high turnover rate and lack of work relationship.

No effective team work: Team work is not been observed though it is very essential to gain organisational performance. It increase employee involvement so improves quality of product or services. Askar Gabzhalilov (2016) describe how team work is the most effective way of human resource management leading to better organisational performance.  By teamwork efficient decision making can be made by “team thinking”, where everyone share their own idea, opinion, suggestions and possible problems, information result in better view of the situation so possibly better decisions making.
Lack of motivation, no reword and waste of talent: As there is high turnover rate so new employees are found unsupportive and unsupervised. No induction or training has been provided to new employees so they are in confusion and not connective.  There is no open communication. Employee view was not heard by the management despite they have talent. If any achievement gained the managers taken the credit so there is no reward system. As per DE Matteo, Eby and Sundstrom (1998) described reward system are the newest and fastest growing strategies to ensure team based environment and motivating employees. Thornburg (1992) also define how reward systems effect on performance and how well performance and leverage skills impact on high productivity or services for the organisation.
No effective leadership:  While observing the case study the researcher found no effective leadership role to guide this organisation to achieve its target. There is no effective communication neither between managers nor open communication between employees. There is no specific direction or feedback or reflection of work. 
Sanjay, k. (2018) urges in order to gain organisational excellence leadership is one of the most important parts which provides guidance with responsibilities, stability to any individual and organization for the future benefits by motivating and engaging employees and maintain relationship. Leader should have presenting himself and give the direction so that they have clear understanding of pre-defined agenda. Leader often go for reviewing performance by reflection and feedback to ensure to get actual result. 




Models, theories, communicational cycles and management communication method for effective team work:
For effective team work and communication the below stated models and theories are ideal and these provide researcher and reader many ideas and materials to find out what sort of problems the case study has regarding communication and effective team work and how it can be overcome.

The Shannon-Weaver Mathematical Model, 1949: 
Shannon Weaver communication model of was considered as mother of all models. The concept of Shannon weaver model is: there is a sender, encoder, channel, decoder, receiver and noise. Sender is the information source makes the message through channel and sends the message by machine, such as transmitter means encoder which convert message into signal. Then decoder is the machine doing opposite converting signals or binary data into message so that the receiver gets the message. The receiver delivers feedback accordingly. Noise is the troubles disallow the message get to the receiver properly.

 Fig: The Shannon-Weaver Mathematical Model. 
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Berlo’s Model of Communication
 Berlo’s model of communication operates on the SMCR model having emotional aspect.

Fig: Berlo’s model of communication

In the SMCR model, S means source in other words who transfers the information to the receiver after placing thoughts into words with the consideration of communication skills, knowledge, attitude, culture and social system. M means message. Message has sent to receiver through encoding process with the elements of content, element, treatment, structure and code. Content should be specific and accurate and elements having different postures, gestures, body movements and facial expressions. C means channel refers to the medium how the information collected by receiver from sender with using sense such as hearing, testing, seeing, even touching and finally R means receiver also called decoding. Information should be received by right attitude and proper understanding even considering heritage and culture. 



In given case study there is no indication that the organisation using Shannon and Weaver or Berlo’s models of communication. Despite Shannon weaver mathematical model has taken less important in comparison to the messages sent by the sender regarding feedback and less effective in mass communication but it is the two way communication and the concept of noise aids in creating the communication effective by eradicating the noise or problem initiating noise.  Though Berlo’s model of communication having limitation that the speaker and the listener must be on a common ground for smooth conversion which is sometimes not practical in the real scenario. But still the social service in local council may use Shannon and weaver mathematical theory and Barlo’s model of communication ensuring induction and proper training to new employees, engage and involve them in team work with specific direction. Their voice or opinion should be consider motivating them with reward system. There should be specific plan, review, reflection and feedback under great leadership. Thus improve communication and effective team work can be ensured.
Beside Berlo’s model of communication and Shannon weaver mathematical model the social service also consider Michael Argyle’s communication cycle model to be implemented for more effective team work and communications.




Fig: Argyle’s communication cycle


Tuckman’s Teamwork Theory
Tuckman identified that groups evolved into teams via four common stages. Forming, storming, norming and performing.
Forming: It is the initial stage of team development where individuals yet to formed together. Everyone busy to find place in the team. Individuals going to find out team building techniques and team work tips.
Storming: In this stage people found themselves as a part of a team. It is challenging as conflict among team members begins so some damage of performance or focus on the task.
Norming: third phase of team work theory is norming where developing process started. Team members is establishing ground rules, clarifying role among them. Team building concept come to a practise.
Performing: Final stage where team members act responsibly as they know their duties and they also maintain relationship so work efficiently together.
Tuckman’s teamwork theory on a graph below clearly shows the link between tasks focus (the vertical axis) and group relationships (the horizontal axis). Performing stage has grasped when relationships and task focus are high levels. And when there is less relationship and less focus on task due to conflict reaches the lowest stage called storming.
 

                       Graph: The 4 Phases of Tuckman’s Teamwork Theory

In given case study of social service there no indication or practise of Tuckman theory for team development. Though Tuckman theory appears too linear and sequential but still in social service in local authority implement this theory as it is a useful analytical tool for team development as it involve individuals to achieve the organisational target. 

Adair theory
John Adair theory about leadership where he indicated leadership can mobilise the group using own charismatic personal power. His model was literally based on three corresponding circles signifying achieve the task, build and maintain the team and develop the individual also indicated that leadership is a transferable skill and it can be trained. There is  eight leadership functions required to achieve success include defining the task such as  planning, briefing, controlling, evaluating, motivating, organising and setting an example. John Adair also showed eight rules can motivate others convincingly listed below: 
Be motivated own self.
Choice motivated people
Treat each person as an individual
Established genuine but challenging targets
Recognise that growth itself motivates.
Build a motivating environment
Provide rewards, and
Recognise success.
Adair (1986) also advocates that a work group is an assortment of individuals who share a number of facts such as a sense of shared purpose and interaction.
In given case there is no indication of practising Adair’s theory in study social service department. They should implement and practise the knowledge from Adair theory so that individual employee will share the facts within group, having interactions, motivate own self and contributing to achieve effective team work and communication.



Conclusion 

Effective team work and communication are the key factor to meet the target. In order to achieve the organisational goal. Plan needs to set up first and strategies has been taken to gain the target promptly in time.  In this case study social service department in local authority has different communicational and team work issues such as no specific target or direction  set or there is no strategies to control effective team work and communication so that high turnover rate of employment has seen in this department. No indication of motivation and reward found. Leadership especially in the field of communication also found very poor. In order to improve or resolve the issues of effective team work and communication in the social service department, Shannon-Weaver mathematical model and Berlo’s model of communication and its knowledge can be implemented and practise. Tuckman teamwork theory to ensure the high performance of the team work and Adair theory of leadership to motivation and engage the team member would have played a significant role to resolve those issued discussed in this management report.











Recommendation

Based on this case study and extended research the recommendation is to prioritise and emphasise team work during pressure or at the time of shortage staff. Improve management communication methods by arranging group or face to face meeting to discuss and probable solutions. Listen and engage team worker to communicate openly and leadership will have mission and vision and guide or direct the department through the process and the strategy of motivation and reward system for development. Staff training need to provided and update them regularly. There should have a written policy and common ground rules or guidance for maintaining the standard. Reflection and feedback need to be ensure during the process of communication. The review process should be there to become up to date with the time. 
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