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	EFFECTIVE TEAM WORKING AND COMMUNICATION

	BMSK4002

	DR GULNAR ALI

	TOPIC: DISCUSS HOW WELL EMPLOYERS PERFORM AT COMMUNICATING. USING YOUR OWN FINDINGS AND WHAT YOU KNOW FROM THEORY, REACH SOME FIRM CONCLUSION AS TO HOW WORKPLACE COMMUNICATION AND PERFORMANCE OF EMPLOYERS CAN BE IMPROVED.
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INTRODUCTION
Communication is the key to all successful Businesses, studying, workplace and daily life. According to The Weaver (1949) model a lot of times important information is not forwarded in the correct direction due to miscommunication; this could be related to many factors, which I will discuss in my report going forward.   
I have worked in the Retail industry (Sainsburys) for 10 years, initially started off as a colleague and then worked my way up in the career ladder and gained experience in office administration, operations management, HR, and then finally landing on the peak of my career as a Deputy Store manager. Throughout my journey I accepted the importance of effective communication with fellow colleagues, senior management and third-party customers (Charity organisations, maintenance companies etc). 
Having effective teamwork and communication skills ensured all jobs were completed according to deadlines, products were produced of highest quality, team felt engaged and motivated to do the best job. Team spirit and morale was always high, therefore everyone enjoyed working in their roles and productivity was high, this was my role as a manager for the duration I was in store before leaving for my maternity leave.
After I returned from maternity I worked a further 2 years and in these 2 years I lacked in commitment in my management role, as I found communication was extremely poor from senior management, there was no effective team work in updating me with new store legislation etc, at this point I felt extremely low and unwelcomed, I felt like I was a new starter instead of a manager. The lack of commitment caused my performance to drop, which then made my area manager suggest I demote from my position and become a supervisor. I eventually resigned from my position as I started to hate going into work and started feeling really demotivated.

COMMUNICATION IN THE WORKPLACE
When we are working in a busy retail environment a lot of times important information is not passed on at the right time or feedback is not given accordingly and this has an impact on how the store operates legally, having Effective team work and Communication is essential to ensure working environment is being maintained accordingly.
As a manager my main priority at the beginning of my day was to ensure I held a huddle (group meeting) for all my colleagues on that shift and made sure they were updated with all key information related to trading for the day, shift manager would also update me on the plan for the day. After I returned from maternity, I was placed in a store with a trainee Deputy. The store did not have a store manager and was run by another store manager from the store across the road. I felt there was broken communication within the store, as the colleagues were not aware of a lot of basic legal information e.g fire assembly point, list of age restricted products and age for item age restricted products. The store was a trial store and had management coming in for training and then would leave after signing off, therefore the colleagues did not have a stable management in place to go through safe and legal aspects with them. Trainings/ colleague courses were all on the to do list In the store diary, which was just carried forward each term. 
As the store only had Trainee management there was no actual system being maintained. According to Weaver’s (1949), in this case the noise source was the management, as they are the channel through which colleagues are to gain all communication, due to the broken structure, communication was always lost through the channel. 
I started my first week back by going through all colleague files to check and see what was missing in terms of safe and legal documents to trade legally in store. I was surprised to see 80% of colleagues having no legal training which summed up why they were not aware of updated restricted products etc. I then emailed my area manager who just responded back saying ‘sort it’. This non-verbal gesture was disheartening , it was my first week back after 1 year and there was no phone call or verbal communication with my area manager, no face to face huddle to introduce the colleagues to me, or written legal training, which is compulsory for me to do and him to complete. 

EFFECTIVE TEAMWORK IN THE WORKPLACE
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Weaver, (1949)
Colleagues in the store were due to receive fire training prior to me returning from maternity. Colleagues (Information source) were scheduled for training to be completed in the diary (Transmitter) by the Store trainer (Channel), once training was completed Trainee manager (Receiver) would file them in colleague files (Destination). The store trainer was sick during the training week and the shift manager did not update the diary this was where the noise source was held and the information of the store trainer being sick was not communicated to the trainee manager, for which the colleagues training was not completed and this was not chased up by the trainee manager once the store trainer returned, the store trainer also did not chase the matter up as the diary did not have any messages, for which they assumed training was completed without looking through colleague files to check. This error was not highlighted until I investigated all the files and found most training incomplete.
Interactive communication is one of the most inconsistent areas of organisational life. Key to healthy human relationships, crucial to effective management, face to face communication generally is an activity that public managers do the most of yet know the least about. Kikoski, (1993)
I sat with the Store trainer and went through all training, which had to be done and gave her a deadline for when it should be completed. I would then chase up daily to see how far she has reached. This helped me plan my days accordingly as well.
Store was slowly getting into shape, due to effective teamwork with my colleagues and robust huddles; communication was also ongoing which created a stable routine in store and colleagues were aware of what was happening in business. We had a mystery shop visit which we passed by 100% to celebrate both the Area Manager and HR manager emailed me to congratulate me and the team for the hard work. I took this opportunity to email them all the problems within the store and what support I needed from them. I felt they were not listening to me; and they just replied saying ‘we will discuss later’. I felt neglected and was not getting the necessary support, as the store was not a high-risk store therefore senior management did not give the store much attention. I later asked for a transfer from the store and wanted to go to a different area under different senior management, but I was not allowed until the next area structure change which was not due until the following year. I gradually kept building my team but slowly dropped in my own development, as I was not given the correct guidance under the new management rules. 

ADVANTAGES OF EFFECTIVE TEAMWORK AND COMMUNICATION

Advantages of having effective communication and teamwork are the following:
· High level of productivity: if colleagues gain correct training for their role, they will understand the level of their standard therefore will work harder to attain that level. (KNOWLEDGE)
· Trust within colleagues: great communication builds trust within peers (SOCIAL SYSTEM) 
· Increased staff morale: if colleagues feel welcomed, they will be motivated, effective teamwork will help motivate colleagues and increase morale, which will become the culture of the store. (CULTURE)
· High level of determination: huddles and feedbacks ensure team feels determined to strive the best they can. 
· Enthusiastic team: Feedback is a gift, giving the team consistent feedback whether its positive or negative, this builds positive energy within the team and makes them feel enthusiastic about their role. (COMMUNICATION SKILLS)
· Language matters: speak to colleagues with respect and listen to their needs and requirements, active listening will build communication levels efficiently. (ATTITUDE)
Berlo, (1977) acknowledged that S-M-C-R was not intended as a communication model, but it was developed as an audio visual to develop recall of the components of the communication relationships. Narula,. (2006)
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Berlo, (1977)
According to Narula, (2006) Berlo’s SMCR model was structured to improve communication of relationships. This model increases effective Teamwork level and Communication, as the sender and the receiver both share some common grounds in our case the sender being the manager and the receiver being the colleague both share some common communication grounds, i.e knowledge and attitude. 


DISADVANTAGES OF EFFECTIVE TEAMWORK AND COMMUNICATION

Disadvantages of having effective teamwork and communication are the following:
· Lack of productivity: non-communication from management would result in low productivity from colleague, as colleague is not aware of their performance.
· Low staff morale: Poor communication within a team leads to low morale, as no huddles are taking place, no success being celebrated, therefore colleagues are not motivated.
· Lack of commitment: feedback not given to colleagues constantly therefore there is no commitment from their side.
· Poor leadership: lack of communication leads to management losing control of leadership within the team.
· Team conflict: colleagues are not kept informed of regular updates in store therefore conflict will build within the team between management and colleagues.

HOW TO IMPROVE EFFECTIVE TEAMWORK AND COMMUNICATION IN THE WORKPLACE

Effective teamwork and communication lead to huge successes within a team. From my findings of teamwork and communication, I have come to the following conclusion on how to improve these factors within the workplace:
· [bookmark: _GoBack]Build a Team through communication: it doesn’t happen overnight; consistent verbal communication will gradually engage colleagues.
· Feedback is a gift: give colleagues regular update on their performance whether it’s good or bad. 
· Notice boards: non-verbal communication has great effect, as verbal communication, put emails from senior management up on the board to encourage colleagues in gaining more knowledge.
· Cheer on success: motivate the team by promoting them up on the career ladder.
· Rewards: give colleague incentives regularly to boost their confidence and get them to be more productive. i.e: £10 gift voucher for passing mystery shop
· Body language: always lead by an example, if colleagues see managers embed positive professional body language, they will also follow them to be equally professional.
· Active Listening: seek to understand what the colleague wants and do not be judgmental, give 100% attention to them and do not interrupt them by talking over instead use non- verbal gestures to communicate. ‘ They demonstrate how interactive communication at three levels – corporate, marketing and marketing communication – leads to the brand relationships that drive brand value’ Duncan and Moriarty, (1998)
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Hestrin and Schramm, (1954)
According to Schramm, (1954) communication is a 2-way process and it is not complete until the first party (Encoder) does not convey the message accordingly to the 2nd party (Decoder) this process is used in retail operations. To have effective communication within the team it is essential that the manager (Encoder) interprets the correct message over to the colleague (Decoder) for the job to be completed correctly. 
Overall if all the points above are followed to improve great communication, an effective team will be formed.
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Noise: the measure of information not related to the message.





