  



ABSTRACT

This report analyses communication at KoruKids Limited and how it can be improved. It also highlights the background of this organisation, the organisation type, the communication within the organisation, the associated problems with the communication channel and how these problems can be addressed. The results will prove that communication skills are integral to the success of every organisation.

INTRODUCTION
Communication in simple terms can be defined as the exchange of information between two or more people through a common system of symbols, signs or behaviour.  Communication is not only transmission, but also reception and response.

In other words, “communication is the act of conveying information for the purpose of creating a shared understanding. It is the activity of conveying information through the exchange of thoughts, messages, or information, as by speech, visuals, signals, writing, or behaviour” (Velentzas and Broni (2014). 
Communication can be written (letters, emails, memos, reports), verbal and/or non-verbal (body language, signs or symbols).

Background of Organisation
(KoruKids, 2020) “KoruKids Limited is a London based childcare service which specialises in providing after school nannies for families. It was founded on the 10th of March 2016 by Rachel Carrell to create better childcare options in London. She set up KoruKids to be all about three things: really great childcare, as affordable as possible, and as convenient as possible”. 

(KoruKids, 2020) “The team behind KoruKids has a background in caring for children (either their own, or other peoples), healthcare and tech start-ups”. KoruKids recruits nannies to work part-time or full time for families who need help with their children. This agency advertises their services and recruits’ staff/employees on the internet. 

KoruKids has an extensive marketing structure on the internet, specifically on social media platforms (Instagram and Facebook). They also have a presence on Google. Job applicants are invited to apply for nanny positions or other staff related vacancies via these platforms.
 When a person applies for a job in KoruKids, the application is reviewed, and that person is sent an email after confirming whether they have been accepted to continue with the job application process. The details of the applicant are processed, and the individual is taken through a series of processes which includes phone interview, online training, background checks, Disclosure and Barring Service (DBS) checks and completing their nanny profile on the website. 

If the applicant is successful, they are invited to download the KoruKids mobile app nanny dashboard onto their mobile devices (i.e. Phones, tablets). They are assigned to a KoruKids employee to aid them in matching them to a suitable family.

Teams at KoruKids are namely; recruiting team, customer service team, matching team and contract team. The recruiting team is in charge of employing capable nannies and taking them through the process of joining KoruKids. The matching team ensures that all KoruKids families find the perfect nanny for them. The contracts team sets up contracts and help to provide ongoing post-match support and the customer service team provides services to the clients of KoruKids (families).

Communication in The Workplace of KoruKids
Organisational Structure
KoruKids runs a line and staff organisational structure. This approach is where goals and directives are set by managers and fed down the line by delegation to be accomplished by employees.
Typically, work is carried out according to specialised functions, and authority is exercised in a hierarchical manner (Archibald, 2020).

Line authority in KoruKids consists of the Chief Executive Officer, Chief Operations Officer, heads of engineering and marketing and team supervisors. Staff authority in KoruKids are the officers, administrators, and nannies. 
According to Knotts (2020), “line authority flows down the chain of command”. It gives a certain amount of power to individuals concerning the performance of an organisational task.

In KoruKids for instance, line authority gives the matching team supervisor the power to instruct a matching officer to match a family with a nanny.
“Staff authority is the right to advise those with the line authority”. For example, in KoruKids, “human resource employees assist all departments by selecting and developing a qualified workforce” (Knotts, 2020).

Recruitment officers help match officers to select responsible nannies, matching officers help contract officers to match a nanny with a family, and contract officers finally set up a contract for both the family and nanny.
In KoruKids, decisions are made by a few executives or managers and flow downward through the organisation. 
 
Decentralisation
In addition, according to Frenz, (2020), KoruKids runs a decentralised communication system where most activities, particularly planning and decision-making, are distributed to supervisors, administrators, and nannies by top management. 

Although KoruKids is a line and staff organisation, it runs a decentralised system. According to Joseph, (2019), decentralisation is when higher-level managers delegate routine operations and administrative duties to middle and lower level managers.

In KoruKids, daily operations and decision-making authority lies in the hands of supervisors, administrators, and nannies to an extent. Sometimes, nannies are confronted with situations where they have to make decisions regarding the families they work for. 

As such, top management has delegated some decision-making responsibilities and daily operations to supervisors, administrators, and nannies. Regarding planning, supervisors in KoruKids have been given that authority. 
These supervisors are responsible for organising workshops, training sessions, conducting Disclosure and Barring Service (DBS) checks and sending emails out to families and nannies.

Downward Communication
Moreover, KoruKids uses the downward communication system. Downward communication is the flow of information from higher stages of a hierarchy to the lower stages in an establishment (Grimsley, 2003-2020). 

The graphical representation of downward communication of an organisation according to Commerce study (2020) is as follows:
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The downward communication structure of KoruKids Limited including job titles of staff is as follows:


	Chief Executive Officer
(Rachel Carrell)



	Chief Operations Officer
(An Nguyen)



	Head of Marketing
(Rebecca Matthews)



	Head of Engineering
(Michael Baird)



	Supervisors for
Contract, Recruitment, Customer Service and Matching Teams



	Officers, Administrators and Nannies




Downward communication may be projected in the form of staff meetings, company newsletters, policy statements, orders or instructions (Business communication, 2019).  
In KoruKids, staff meetings are held for staff workers by the managers to make announcements, share information, give updates, solicit feedback and engage in a team surrounding (McQuerrey, 2019).  
                                                                                                                              KoruKids nannies occasionally hold meetings between themselves where general problems are discussed. Tips are shared which are intended to support and provide solutions aiding more collaborative working with families. 

KoruKids employees have access to electronic company newsletters which regularly update them on current news and events. Nannies also have a KoruKids app on their phones where they are encouraged to input shifts and expenses. An after-school activity timetable for children is also available to them on this app.                   

Communication is a fundamental part of working in a business environment. It is essential for good communication systems to be in place for a business to thrive. “The basic functions of a manager cannot be done if there is no effective communication between them and the employees” (LaMarco, 2018). 

All organisations need efficient and effective business communication to direct their everyday activities. This prevents the rise of misunderstandings and gives the possibility of immediate feedback (LaMarco, 2018). 



Problems and Solutions

There can be problems with the communication channels of any organisation. For KoruKids to thrive, problems within the communication channels need to be identified and solved, at the earliest opportunity. 
I have identified certain problems that need to be addressed to improve the communication channels. These include email overload, low feedback, and barriers of communication.

Email Overload
To begin with, email is one of the most important forms of communication for an organisation. It is not uncommon for KoruKids workers to receive loads of emails each morning. 
“The average office worker receives 120 emails a day” (Campaign monitor, 2019). These many emails combined with phone calls, text messages and social networks causes communication overload.
 This causes important information to be deleted, lost or forgotten. Employees are usually frustrated by overloaded inboxes (Lockley, 2015 to 2020). 

Helping workers to reduce email overload will create a conducive environment for work. KoruKids can combine existing channels into one to cut down on email overload. Some notices or requests sent as emails could be added to employee calendars or sent through a CMS task system. Also, by setting some ground rules with employees on when it is okay to delete emails (Einstein, 2018).
Employees should prioritise important information from less relevant information.

Poor Feedback
Furthermore, poor feedback from nannies to families and from employees to managers need to be addressed. Communication is not only by transmission, also reception and response. Feedback is an extremely important regarding communication. 
It determines how well employees achieve their goals and collaborate with their teams, colleagues, and managers.

Poor feedback within teams in KoruKids hinders good results and slows down work. It also results in bad work ethics and demotivation. On the other hand, positive feedback motivates the workforce and promotes development. It is important for managers of KoruKids to act on feedback once received. 

The aim of collecting feedback is to make a difference within an organisation. Change is constant. A simple platform should be provided for employees to provide feedback, and track outcome. This procedure best applies to employees in various teams (contract, recruiting, matching and others). 

Families trust nannies with their children. The daily routine of nannies is to collect a child from school at closure and safely take the child to their home, assist them with schoolwork and then entertain the child, till the parents arrive home. 
It is the responsibility of the nanny to reply to messages from parents on time and give feedback on what went on during this period of the day.
In a case where a nanny encounters any problems whatsoever, the nanny must communicate it to the family via mobile phone as soon as possible. This way any fears of the family will be alleviated, and family will be at peace knowing what has happened and what is going on.

Barriers of Communication
Finally, how effectively a message is communicated is just as important as the message itself when it comes to understanding. The key to effective communication is choosing the right channel in the first place. A wrong choice of channel to convey a message can affect the message (Sinclair, 2020). 

It is suitable to use written communication (letters, emails, memos) keep record when the communication is relatively formal. But, other communications like feelings of colleagues are better delivered orally (Kumar, 2020). This problem can be addressed by using multiple channels of communication (verbal, written, formal and informal).

Non-verbal communication barriers are caused by negative body language (frowns, crossed arms, raised tone of voice). This can be identified at the work scene and at staff meetings of KoruKids.

“If the tone of voice and body language are negative, the communication will fail, however positive the spoken and written message” (Kumar, 2020).
For instance, at a presentation scene at KoruKids, staff should give eye contact, dress appropriately and avoid giving misinterpreting or conflicting signals.





CONCLUSION
This module as well as this assignment has given me insight in the approaches that I need for effective teamworking at my workplace and university.

In summary, the line and staff organisational structure works quite well at KoruKids. However, line and staff may disagree which in turn affects productivity and efficiency of KoruKids (Griffin, 2020).
Conflicts are common between the line and staff. Disagreements between line and staff are caused by poor human interactions, coinciding responsibility and authority, and exploit of staff personnel.
To decrease organisational disorder and increase effectiveness, supervisory relationships should be clarified (Archibald, 2020).

The downward communication system that KoruKids uses is projected in the form of policies, training, legislation, meeting, emails and telephone calls. 
Problems of downward communication that KoruKids faces are poor feedback and non-involvement of subordinates. 
Ideally KoruKids’ organisational structure should provide for both upward and downward communication flows. 

Lastly, the decentralised structure of KoruKids has reduced workload in the top hierarchy, enabled quick decision-making and faster results. Therefore, the higher-level managers are able to focus their time and energy in managing the overall operations of KoruKids. It has also improved communication between nannies and families, and families and KoruKids. 
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