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Your task is to produce a 2000 word report on communication within the workplace, applying relevant theory to the case study below. 

Case Study 
Sarah Davis is the owner of a large discount store in Birmingham. She employs a total of 20 people of varying ages and experience. Four employees work in the stockroom, accepting deliveries and filling the shelves, two are cleaners, twelve are sales assistants and the final two are managers. Most employees are part-time, working varying hours, some doing night shifts only. One sales assistant is on maternity leave. 
The business has grown rapidly and only a year ago resembled a small convenience shop, employing only 3 people. This rapid expansion has driven the need for more formal processes to ensure the business runs smoothly. As a result, Sarah has asked you, as a business consultant, for advice regarding maintaining effective teamwork and communication in the organisation. 

Please produce a report that covers the following points: 
1. Why effective communication is important for the continued success of the organisation. 
2. The importance of two-way communication (using models to illustrate your points), including the importance of consultation and employee voice. 
3. Effective methods of communication, specific to this case study. 
4. The significance of non-verbal communication when communicating to employees. 

Please include a list of recommendations to ensure effective communication at the store. Also include an action plan, detailing the action, who is responsible, by when and any costs associated with each action.
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Executive Summary
The purpose of this report is to investigate ways in which Sarah Davis’ Discount Store can maintain effective teamwork and communication within the workplace. It is being produced as a result of issues that have been noted from the employer. These issues have arisen since the business has expanded from a small group of three employees to twenty employees. This report shows the importance of effective communication by analysing theoretical communication models. It finds that introducing formal communication processes will aid in maintaining and building effective team work and will help to eradicate any ambiguity and miscommunication. These formal processes involve consulting the workforce, through emails, letters or text messages about any changes or by addressing any concerns by way of feedback forms and having regular meetings between managers and employees. Finally, the above recommendations with the help of an action plan detailing the changes, will show that changes are cost effective when applied and will help facilitate the smooth running and rapid expansion of the business. 
 
Introduction
This report will discuss all four of the key areas outlined in the report brief. Firstly, it will look at the communication cycle and the importance of effective communication in the work place by referring to theoretical models. Formal processes will be discussed, why they are needed and how they can help to build team work in the workplace and ultimately be a party to the smooth running of Sarah Davis’ business. Secondly it will look at the importance of feedback and employee voice by discussing two-way communication.  Thirdly, the most effective methods of communication, specific to this case study will be outlined and the report will discuss why these methods of communication have been decided on.  Fourthly the report will look at the significance of non-verbal communication when communicating to employees.  Finally, after these four points are dealt with, the report will give recommendations that the business owner can put into place in order to improve communication and therefore improve employee morale and productivity.  Also, an action plan will be provided summarising the changes and any costs will be noted.
 
Why effective communication is important for the continued success of the organisation. 
In its simplest form communication is a process where a message (being the source) is transmitted through a channel (some means) to a receiver who responds back to the sender and gives feedback (Figure 1). Communication is necessary for human interaction, so it is essential they be able to transmit messages and understand each other when working as part of a team. As Morgan (2016, p. 211) explains that teamwork is a gradual process, that ‘needs time to form and learn how to work together, and a team leader needs to ensure that this happens.’


[image: Image result for communication model]Figure 1: (OpenLearn 2019)



The communication cycle expresses how the system of conveying and understanding messages operates. Without effective communication employees cannot work together to the best of their abilities and the knock-on effect would be reduced profits and bad staff morale.  Communication is made up of the following elements.
 
· SENDER: The sender decides what their message is, how it will be expressed and sent, and who the receiver is.  The message should be checked for accuracy.
· MESSAGE: The message that the sender wishes to send.
· ENCODING: Many elements affect the encoding of a message. Language barriers, cultural differences and lack of audience knowledge. 
· CHANNEL: This is the medium the message is transmitted via for e.g. telephone or email. 
· RECEIVER: the person or entity to whom the message is sent.
· DECODING: Decoding involves filtering out distractions and adds to the time taken to digest the entire message. It is important not to make assumptions or jump to conclusions, but to rely solely on the information included. Errors in decoding often occur simply when the receiver is not sure they understand something but does not want to make the effort to ask for clarification or are too timid to ask.
· FEEDBACK: the receiver's response to the message.

It is a very crucial element in all aspects of our normal lives, so in a business context, it is not only a vital tool, but a continuous delivery of information between the employers and employees, other businesses or even the general public. Effective communication is so important for the continued success of any organisation because it: 
1. Helps build relationships with your workforce. This enables good relations and makes your employees more positive and productive. Good communication can build confidence and importance in the workforce.
1. Encourages innovation by enabling people to engage and explore new topics, learn new ideas and express opinions thus, solving problems and sharing ideas.
2. Creates good team work by using open communication for all. Moving away from the traditional idea of top down communication. this also builds employee morale and allows everyone’s’ voices to be heard.

The importance of two-way communication (using models to illustrate your points), including the importance of consultation and employee voice. 
All models of communication can be used to describe communication as they all show a sender and receiver.  “Shannon and Weaver's "transmission" model of the communication process has long been recognized as inadequate for describing the complex process of human communication” (Bowman, J.P. and Targowski, A.S., 1987) and later models grew from the linear Shannon and Weaver model this such as Schramm’s model of communication showed that  feedback was an integral process which determined the overall outcome of the information received, i.e. if at a business meeting the employees may not understand the full context of the meeting as external factors such as the air conditioning being too loud or the manager having an accent that cannot be understood.  Schramm classed these as noise or interference in the encoding and decoding part of communication. This type of model would be better to use in this case study as the ages and experience levels differ in the employees. These small differences could hinder the way communication is sent and received and all these have to be considered. It is possible due to age that some employees may not have good computer skills compared to their counterparts and so training via only computers would not be desirable and a different approach may be needed.  In the case study being used there are:
· 4 stockroom employees
· 2 cleaners
· 12 sales assistants
· 2 managers
There is also a hierarchy within Sarah’s business and so this adds to the complexity of any communications. So now there is vertical communication between all staff members and the managers and horizontal communications between the managers and horizontal communiication between all other staff members. Upward vertical communication “gives the employees the opportunity to speak out and provide critical feed- back that could be important in the decision-making process.” (Bergman et al C., 2016) There is no diagonal communication as both managers are responsible for all staff members on the hierachy level below them. If the managers had responsibility for just particular groups of employees, for example if there was a manager for just sales assistants, if a sales assistant communicated with the manager of another department then that would be diagonal communciation. 

Two-way communication is where you have immediate feedback, such as in a telephone call or a face-to-face communication.  This is the only way of ensuring that the message being passed is received by the receiver.  Although it is still possible that there has been some misunderstanding during a phone call as there are few non-verbal cues which can be added to the message, it does still guarantee that the receiver has received the message. Compare this to an email which although is likely to be received, it is possible that it might be filtered into a folder which the receiver doesn’t check or the receiver sees it, then forgets to read it.  Or the receiver reads the e-mail then doesn’t respond.  Or even if the receiver receives the email, reads it and then responds, it is possible that they misunderstand what the message said and so there reply is not appropriate and so the whole process of messages needs to be started again.





Effective methods of communication, specific to this case study. 
There are many different methods of communication such as email, letters, phone calls, texts, social media, face-to-face meetings.  These can all be either formal or informal depending on whether they are being used by staff to talk about casual day to day issues or more formal businesses issues which need to be discussed more formally and recorded in case they need to be referred to again.  Over a year ago when Sarah’s business was much smaller the main methods of communication would mainly have been either face to face conversation or phone calls.  There were also no formal processes used as part of the communication process as there were only 3 staff and miscommunication and ambiguity would be unlikely as all members of staff would be able to talk directly to one another. “It also allows for the management responds fast to the complaints or issues of the employee.” (WiseStep, 2016)

As the business has grown significantly it is not possible to continue with this informal ad-hoc method of information transfer between staff members.  It is now essential to adopt a more formal approach in order to combat any miscommunication and so be able to introduce greater clarity into all communications between staff members.  The introduction of formal processes will ensure the business runs smoothly and continues to grow, but just as importantly it will result in greater staff morale which is essential for the successful runny of the business.
For Sarah’s organisation a more formal approach would benefit the business, due to its expanding nature. The employees would know exactly where to go if they need help or have concerns. The managers could put a structure in place where other managers could motivate and assist employees. The business would become more organised. This would save time and money allowing Sarah to focus on goals specific to growing the business.  It is suggested that the primary method of communication for vertical contact is email.  This is primarily because a written record of conversations will exist and can be used to refer back to when necessary.  It also adds a level of formality which is necessary in businesses which have more than just a few employees and also have a hierarchy of staff.  It is also suggested that for management to employee communication, there are regular, scheduled meetings in order to ensure any information that needs to be passed can be done so in a two-way conversation which ensures that both employees and staff have the opportunity to express their opinions.  It is also important to allow private discussions to be scheduled between managers and employees so that any feedback can be given regarding performance and in a confidential space and also so that any recommendations or concerns that employees have can be passed to management.

The significance of non-verbal communication when communicating to employees. 
Effective communication is integral to effective team work and these work alongside each other. One cannot function without the other. Communication is defined as the exchange of information between two or more people not only written or verbal, but even facial expressions, tone of voice and body language are ways of communication. This is called non-verbal communication.  Email is heavily used for workplace communication and is usually “driven by several organizational factors such as speed and low cost” (Mohammad, 2015) however, non-verbal communication is completely bypassed when the method of communication used doesn’t involved face-to-face contact.  This is a key reason why there must always be regular face-to-face communications within a business or organisation as non-verbal communication can avoid confusion in the transfer of a message.  When face-to-face verbal communication is taking place, subconsciously, there are non-verbal cues happening, Maud et al (2017, p.49) describes it as ‘non-verbal cues from a speaker such as smiling, eye contact, or fidgetiness helps listeners interpret the meaning behind the words’.  So even using facetime for communication would allow a message to be transmitted using both verbal and non-verbal cues.

List of recommendations and Action Plan.
Based on our detailed analysis of the case study provided we have come up with the following recommendations and produced an action plan which can be used as a starting point in ensuring that communication remains a key factor within the business and moving forward can be improved.

	Action Plan


	Action
	Employee
	Costs 

	Prepare a communication process document
	Manager 1 and 2
	Time taken by managers

	Training session to go through communication document
	Manager 1 and 2 for delivery
All staff for attending 
	Time taken by managers
Overtime for staff to attend the training sessions

	Email training 
	All staff
	External trainer

	Purchase email software suitable for small business
	Owner
	Initial purchase cost plus license fees.



Conclusion
To summarise, this report has looked at how communication methods can be improved for the business outlined in the case study in order to improve the effectiveness of communication between employees.  The report looked at various different models of communication in order to determine which communication methods would be most appropriate.
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