Intro – Slide 1
Introduce module and team.
· HSBC - experience of working for the company for 14 years. 
· Introduce HSBC’s organizational structure,
· Their strengths in how they effectively they communicate. 
· We will discuss theorists Meredith Belbin, Tuckman and Killman-Thomas and how they help 
outline what an effective team should aspire to be.
Thomas Sutherland Slide
Founded in 1865 by Thomas Sutherland, a Scottish man who lived in Hong Kong with the aim of opening a bank that was run locally to deal with the trade coming into the ports of Hong Kong, China and Japan. 
Organisational Structure Slide 
HSBC 
· Operate all over the world
· Employ over 226k people 
· 2002 slogan as the World’s local bank. 
Rule of 8 Slide 
HSBC’s teamwork strength occurred back in 2018. 
· HSBC had a number of manager positions at the line manager, working within teams but under varying job titles.
· It caused conflict, uncertainty and confusion as it was not clear who was in charge. 
· Managers either inadvertently undermined each other or failed to act expecting the other manager to take action. 
HSBC made various roles redundant in order to introduce the ‘Rule of 8’ into the organizational structure for all HSBC entities around the world. It was implemented to improve the levels of communication from CEO down to the Call centre agent. 
The rule of 8 - 8 levels, starting with a call centre agent up through to the CEO. 
The restructure eradicated conflict by having one manager per team who was responsible for the team. This improved teamwork by simplifying roles and relationships were better understood.
Due to the restructure, new teams were formed. Due to the fast pace of call centres, teams are formed indiscriminately and without consideration of an individual’s strengths, weaknesses, experience, or personality.
Tuckman Model Slide
1965, Tuckman model of team development describes the journey a newly formed team would embark on. 
Forming stage: the team comes together; it is formal due to not knowing one another and not knowing the team’s specific aims and direction. 


Belbin Team Roles 
Meredith Belbin’s 1981 model
· 9 team roles that form an effective team. 
· an implied team dynamic for any new team to successfully achieve a specific goal.
· Each new team would consist of a member covering one of the 9 team roles 
· Teams with smaller numbers can have these roles shared and they do not need to all be running simultaneously. 
· HSBC teams consisted of members which had a variety of these roles and team tasks were delegated to those whose strengths best matched the task.
HSBC Communication 
Introduce transactional communication model 

· Transactional means the process of people exchanging information and interacting with one another
· 'Give and take’.
· Buy in from team members to work towards the team’s goals
· requires the sender and receiver to play an active role while interacting.
· Each person reacts differently depending upon factors such as their background, experience, attitudes, cultural beliefs, and self-esteem.

Tuckman Model Storming slide
Tuckman’s model - Team’s aims are outlined, due to the aforementioned factors, people fight for position and can be challenged. In my experience, team conflict arises when a member isn’t pulling their weight. This leads to resentment and a reluctance to interact with this person as they don’t appear to be meeting the team’s aims and therefore not working towards the common goal. Tuckman refers to this as the storming stage.
Thomas and Killman model of conflict resolution slide
Thomas and Killman’s model of conflict handling can be utilised to minimize the impact of conflict on the team. The manager would intervene and discuss the issue with the team member to understand. Depending on the situation, a manager can be diplomatic, utilise the model to counteract the team member and find an agreement to get the team member into the collaborating stage where it’s a win-win for both 
Tuckman Model norming Slide
Once the team member conflicts are resolved, the transactional communication model becomes more efficient and effective as the participants know each other better and are clear on the aims of the team. Teams enter the Norming stage.

Tuckman Model performing Slide
· Team now in harmony
· Working to its potential
· Correct structure in place, 
· Well managed
· Hard work from the team, 
Achieving the team’s goals will be easier.

