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[bookmark: _Toc519192219]Introduction 
This report is based on analysing the case study regarding social workers in the local authority, to identify communication issues within an organisation looking closely into what adverse effects poor communication issues can have on a team. I will be looking at different types of issues, such as verbal and nonverbal communication. Elements of communication, different communication styles, such as Vocal, Visual and verbal and the importance of effective communication in management. This report will also outline the impact negative communication can have on a team, and if issues are not captured and rectified by seniors the powerless influence it can have on an organisation, I will be researching different learning models that can help reduce these errors from occurring and how these learning models can have a positive impact on the team that would lead to less conflict but better performance within an organisation.

[bookmark: _Toc519192220] Communication Issues

Regarding Social Services, Andrea Jones new head of the Local council has an enormous job ahead of her to transform the sector, she oversees a department of 96 social workers, in a large working environment conflict and communication issues is inevitable (Forbes.com, 2008). Staff members will always find it difficult to exchange current information and sudden changes if there are not extensive and proper communication methods in place (Free-Management- ebooks.com, 2018).
There are 8 teams within the department and two of them are based in a separate building, this was more accessible for the staff as their client base was more close by which involved less travelling, however staff members stated that they felt “out of the loop” and complained about not being updated on new procedures, this can highly impact negatively on a team due to having a large client base information needs to be sent out clearly and precisely and make sure that all information is up to date (Armstrong, 2012).
Department performance was low, due to employee absences, this led to new team members being added to the team, Absenteeism can affect individual productivity (Anon, 2018). Employers should consider root causes of these absences, which include disengagement, burnout, personal issues (Forbes.com, 2018, Anon, 2018) Companies should try to address these issues as quickly and efficiently as possible, this can be done by weekly checks such as a one to one verbal meeting. Verbal communication is utmost important, it can give an insight to the employer what is going on below the surface, such as motives, feelings and thoughts of the employee, from this they can plan of action on how to rectify the situation, make it easier or accessible for the employee (Javaid, 2014, Lasater & Stiles, 2010).

Team managers in social care play and highly effective role (Socialworkers. Org 2018) case managers will conduct assessments and advice on the appropriate needs and help required for their client, it is the under the managers discretion, he/ she will arrange, coordinate and monitors multiple services from different providers to serve this client needs (socialworkers. Org 2018, Prezie.com 2018). If, however team manager is not always present in workplace it can affect decisions that are being made for these families or ones that are not. A team manager is someone who technically holds and guides the team in the right direction without one a team is destined for failure (Armstrong, 2012). A good team manager will arrange to meet with all old and new staff to listen and understand ongoing issues, undertake any issues that are being brought up and provide a positive solution to any problems or issues that is impacting team performance.

[bookmark: _Toc519192221]Working Relationships

Due to the nature of the job role, social workers spent a lot of time with designated families which meant less time in the workplace with colleagues (Prezi.com, 2018). Social workers work long hours, gathering client information and sometimes can become emotionally involved when interacting with families and children closely (Prezi.com, 2018). So, upon return to the workplace and being welcomed by new faces can have an adverse effect on an individual, they might feel they cannot let out any built-up stress or ask for guidance on a situation from their colleagues, one might even feel alone.  
To overcome this barrier with the team it is viable from managers to engage in daily team meetings, so if everyone’s shifts starts at 8am, meeting to be held at 8.15am. This way all staff members will be able to familiarise themselves with one another and gain some quick knowledge on each other’s background (Brent and Dent, 2014. Lasater & Stiles, 2010). A very simple approach but effective is updating information via a white board in staff room, any new updates can be displayed clearly so all staff members can engage in this information and feedback to one another.
It was also stated that the head of service was very “hands off”, he stayed in his office and communicated with employees via email. This reflects badly on the organisation as poor management skills carry long lasting effects that may harm the entire organisation, employees would not feel engaged and suffer from the “can’t be bothered” motive, whereas a strong leader who uses excellent strong management skills can positively impact an organisation in various ways like improving morale and empowering employees to be more productive (McIntosh, Luecke and Davis, 2008, Lavoie, 2018). 
Head of service Or Director of an organisation has many forms of communication with their employees, new technologies have the power to enhance or hinder our communication style (Lavoie, 2018). Emails are time efficient but not always the most appropriate form of communications, sensitive messages can be misunderstood and not convey the appropriate tone or emotion that one is trying to display, so sometimes it is easier just to pick up the phone and make a phone call (Lasater & Stiles, 2010). Even when making a phone call to an employee or anyone for that matter it is important to ensure when speaking to remain focused on the person on the other end, they will know if you are engaged in any other activity such as checking emails or multitasking while talking, a person’s distraction can be heard in their voice, it is important to devote your time and attention to the individual (Lavoie, 2018, Prezi.com, 2018).

[bookmark: _Toc519192222]Teamwork

Teamwork is a crucial part of any organisation, it is often a group of people with different strengths and weaknesses working together to achieve a certain goal. Individuals will work closely together providing ideas, constructive feedback, despite any personal conflict between the individuals (The Happy Manager, 2018, Belbin.com, 2018).  Communication is utmost important. Verbal and nonverbal communication is used daily. Each person’s communication style is a unique combination of their own innate skills and those learnt both formally and through experience (Belbin.com,2018). Within the local council, social workers need clear, precise communication to deal with their daily tasks, if there is any misunderstanding or uncertainty, this needs to be dealt with immediately as the results can be catastrophic (Prezi.com, 2018). This can be highlighted by work within the department not being completed efficiently, poorly written reports and cases being open longer than necessary. This underpins the need to address the issue surrounding teamwork

1: One method to help address issues revolving teamwork and group cohesion is the influence of team managers or team leaders and how they impact their team. Team leaders require the skill to delegate, working alone will not achieve the desired results as a team would. Team workers have a variety of skills at different levels that if used correctly can result in major team achievements, Tuckman (1965) developed a four stage of team formation, it is described as a path that teams use to achieve high performance. The four stages are forming, Norming, storming and performing (Mindtools.com, 2018), a good leader will recognise the strengths and weakness of their team and be able to implement them into tasks that they feel they will be able to complete as best they can, also be aware of any barriers that is preventing team workers from achieving success, these can vary from something as little as an environmental barrier, such as transport to arrive at work to something major such as linguistic barriers, not being able to understand the task or other members can lead to failure and tasks not being completed an active team leader will be able to communicate verbally to their employees and listen to their needs, install confidence and uplift them, even offer incentives for goals that are met (Armstrong, 2012). Individuals work well, when they feel they have a sense of friendship, create a bond within the team, security, trust, these all result in better team development and goals being met. (Mindtools, 2018)

[bookmark: _Toc519192223]Communication methods

There are various communication methods that can be used to improve communication, that can lead to better performance.
1: Argyles stages of the communication cycle. This consists of 6 stages:
: Idea first occurs – When you have thought of something and covey to another person
: Message coded – when you place your thought into a form of communication
: Message sent – When you convey your message to another person
: Message received – when your message has been received by another person
: Message decoded – when your message is being made sense of by another person
: Message understood – when your message is fully understood by the person you have intended.

This model of communication shows that nonverbal signs could be more important than verbal communication to transmit individual’s feelings and attitudes.
[bookmark: _GoBack]
2: Egan’s SOLER framework
: Squarely- how to position yourself in relation to another individual
 : Open – how to maintain an open posture i.e uncrossed arms, legs
: Lean – The effects that leaning towards the other person can have.
: Eye contact – How to maintain eye contact
: Relax- the effects being relaxed can have on the other person

The model of learning is very useful as it describes many key techniques that are essential for active listening in communication.

[bookmark: _Toc519192224]Recommendations

It would be in the best interest of the department to include the following to help improve its performance:
· Conduct one to one personal development plan (PDP) with individuals to discuss their goals, aspirations and performance. This could help improve organisational performance as the departments strategic objectives align with employee goals.
· Improve management communications by applying Argyles six stages of communication styles and the SOLER framework. Argyles communication helps build a deeper understanding when conveying a message and Soler’s framework sheds light on subtle nuances in communication i.e. body language, eye contact, facials cues and kinesics. An individual can have a negative/positive impact upon communication with another based on these measures e.g. Arms crossed in conversation can be deemed as closed off and unfriendly which can make the other party think you are disengaged. Whereas an open posture is more inviting which can help facilitate effective communication
· Offering incentives to employees such as performance related bonuses can help foster a healthy competitive environment where employees work at a higher level.
· Improve employee engagement by hosting formal and informal team meetings to allow them to address their concerns.
[bookmark: _Toc519192225]
Conclusion
 Overall there are many issues within the social work department, the current communication issues are inflicting detrimental team work issues and performance concern, cases not being completed on time and employees not discussing workload issues this has led to backlog, which will impact on employees working hours and general health, this may have resulted in a lot of absences. Team managers need to be vigilante and active with employee engagement, conducting out of work team building activities can be educational but also let individuals learn about each other, how each person thinks, solves problems and has fun. Using the discussed models of communication can help Managers be more compassionate and understanding towards their employees when discussing quality control or personal goals, when employee feels wanted and as part of a team, their desire to succeed will be heightened and personal ambitions triumph.
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