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Effective teamwork is key to ensuring the success of every organization. As much as individual talent and ability is crucial in the workplace, it often requires unity to guarantee productivity. Unified effort, however, is impossible without impeccable communication between the various stakeholders in the organization. This case study is characterized by numerous failings that have made it difficult to establish efficient teams and to have a working communication model. The department is comprised of 8 teams, of which 2 are not even based in the main office. Moreover, the department has frail leadership, starting with senior-most Head of Service to team management. Communication is also poor among social workers, and this has extended to new employees who are rarely inducted or trained properly. While the replacement of the resigning Head of Service denotes a new start, it is requisite that the communication failings in this department are researched and exposed in this report. Communication models applicable to this case are then explored before several recommendations are given in an attempt to restore the department to its former successes.
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In every company or organisation communication is very important because its allows the company more productive and effective. The provided case study document is hence the primary source of information. Its purpose is to identify the various communication problems facing the department and its management, then link these issues to various communication models. These problems include a decentralized chain of command, an inadequacy of leaders in the department, and an unavailability of social workers. These issues limit the ability to pass information within the department, discuss findings and develop teamwork among the various workers. To overcome the issues under the new management the Shannon-Weaver Model, Berlo’s Model, Tuckman’s Theory and Belbin’s Theory will be discussed.
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In the case of the Social Services Department, it is apparent that there are various factors impeding effective communication in the department. Mostly, the department is suffering from disconnect and disorganization. This is an example scenario in which various offices or branches within an organization do not communicate with each other effectively (Thompson, 2003). This is the case, which has a workforce of 96 divided into 8 groups of 12 people each. More consequential is the fact that these groups operate in various locations in the county. Six groups are located in one office building, while the other two are in separate office buildings near their areas of operation. Additionally, these groups rarely have a common meeting to discuss progress, meaning that they operate almost as independent units. From this, the problem of remote isolation also arises, as these two groups regularly complain of being left out of the loop and being surprised by the introduction of new procedures.

There is also a problem of imperfect project hierarchy in the Social Services Department. Unclear division of labor and leadership characterizes a lack of hierarchy at the workplace during group exertions (Tausig and Fenwick, 2011). In the subject case, this problem is impairing communication in the department. For example, it is stated that there were teams that did not have a permanent manager. These teams have temporary leaders lacking the authority and power of a permanently anointed manager. Additionally, a great workload within groups meant that newcomers were burdened with big caseloads without proper training and orientation. This denotes a problem with the department’s division of labor. Moreover, McIntyre and Foti (2013, 46-57) highlight the importance of efficient leadership and the dangers of lack of hierarchy during teamwork. For instance, the presence of too many new workers in the office meant that there was inadequate trust in the workplace. Discussions were not made, reports were poorly written and cases left open for too long.

Another instance of managerial failure is also identifiable in the case. The previous Head of Service, the leader of the whole department, had numerous shortcomings. One is that he was a hands-off type of manager. He preferred staying in his office and delegate duties via email. As such, he seldom communicated directly with his employees. His communication failures are also exposed by the fact that he rarely replied to the questions posed. During rare meetings with team managers, communication was one-way. He issued instructions and discouraged any discussions concerning new ideas and performance improvement. It is also noteworthy that he offered no motivation to team managers and employees, who all complained that their efforts went unnoticed. This is an exemplum of one-way communication, which is also emblematic of a dictatorial style of leadership (O'Boyle, Murray and Cummins, 2015). The results were high turnover rates due to job dissatisfaction.
            
Lastly, there is the problem of missed messages in the Social Services Department. This refers to when information does not reach the receiver due to faults with the sender, the mode or the receiver (Simon, 2015). Mostly, the informal and verbal issuing of directions in the department evidences this failure. This results in diluted messages and mistakes from employees. Managers in the department have also been exposed as “too busy” to address various concerns. Team managers, for instance, are always too busy firefighting to clarify messages. The Head of Service, on the other hand, is said to have been always busy emailing managers from his office to discuss new ideas. Therefore, missed messages introduced the problem of mismatched goals and also led to emotional barriers among team managers and social workers.
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[bookmark: _Toc519120291]The Shannon – Weaver Model
This communication model was developed to solve issues experienced during technical communication but has been modified over time to apply to various fields of communication. According to Al-Fedaghi (2012), this model comprises of various concepts: sender, encoder, channel, decoder, receiver and feedback. The sender is the person who initiates communication and selects the channel to use to send the message. The encoder refers to the transmitter and often refers to the machine that changes the message into binary data or signals only accessible by the receiver (Floridi, 2016). The decoder, on the other hand, refers to the means that the signals are translated into the message composed by the sender. There is then the receiver, who is the person the message was intended for. Another concept in this model is noise, which refers to the disturbances such as people or the environment, which interrupts the communication process.

 In this case study, faulty communication can be explained from the faults of each of these concepts. The senders of information, such as the managers, the Head of Service and the employees completely fail to convey the message to each other. The Head of Service, for instance, seldom communicated directly with his employees. Channels chosen for communication are also faulty. Sending instructions via email, for instance, proved unreliable. The Head of Service was unable to get the one-on-one feedback from his subordinates. Groups without team managers also had a problem since they had no channel to communicate their concerns to the senior management. Emotional barriers among new and old employees, attributable to a high turnover rate and ever-forming teams, also jeopardize the channel.

Faults with the receiver are best observable from the previous Head of Service, who ensured that few inquiries and concerns were communicated to him. More significant is the presence of noise in the Social Services Department. An example of this is the issuing of verbal and informal messages that result in mistakes and diluted messages. The constant pressure due to workload also meant that new employees were not communicated to, trained or well inducted. The unfamiliarity between employees also hindered communication, which is another example of noise in the communication process.
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This model divides the communication process into the source, message, channel and receiver (Turaga, 2016). Both the source and receiver components are further explained to be influenced by factors such as communication skills, attitudes, culture, knowledge and social system (Narula, 2006; Turaga, 2016). The message is characterized by its content, coding, structuring, treatment and elements. Narula further states that the channel is made up of the human senses of tasting, hearing, touching, smelling and seeing.

Human failures are also manifested in this case. Factors such as poor communication skills, negative attitude, inadequate knowledge and inhibitive culture are common human causes of communication failure in organizations (DuBrin, 2011). For example, the culture that various teams had to have offices in their respective areas of jurisdiction complicates centralized management and communication. The previous Head of Service also had a bad attitude towards democracy and bureaucracy in the office. He hated being questioned and discouraged questions and airing of concerns. His communication was one-way and he depicted an authoritarian form of leadership. The social system in this department was made up of unfamiliar employees who could hardly communicate with each other or work together. Lastly, the directions issued in this department were informal and verbal, depicting unsound coding, structuring and treatment of the message and its contents.
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This model, introduced by Bruce Tuckman in 1965, is more concerned with team development (Couchman, 2015). Thus, it does not address communication failures directly. Tuckman identified four steps in team building. The first step is forming a team. Herewith, a group is assembled and a task is given to the team. Since the members do not know and trust each other, they tend to act individually. This stage is most representative of the situation at the Social Services Department where the turnover rate is high and new workers keep coming. Next up is the storming stage. The team begins to address the allocated task by suggesting ideas. Individuals start developing and breaking relationships with each other at this stage (Colombini and McBride, 2012). This is crucial for the next stage of norming in which the team starts agreeing harmoniously on practices and ideas. The stage of performing comes next, wherein a united team can tackle a task.

[bookmark: _Toc519120294]Belbin’s Theory

Belbin’s team role design to improve team performances by working together more effectively. Good communication and effective team work is not an easy task. The Belbin’s nine team role is essentials to make an effective team in workplace. While this is the case in the department under study, various groups have varying standards and processes. There is also the absence of group consciousness. The various teams act independently and they rarely meet to discuss common problems in the department. Interaction and interdependence are also absent in the Social Services Department, a scenario contributed to by the unfamiliarity between employees. The last characteristic is definable and definite membership. In this department, absenteeism and turnover rate is high, which implies that the sense of belonging and membership is very low.

Manager can apply Belbin’s role to Identification of team structure, team performance, team roles, individual roles, and individual performance.  Some kind of leader, a Co-ordinator to balance tasks and people, or Shaper to drive projects through to completion. People who communicate and support others: Team Worker, Resource Investigator. Various kinds of 'doers': Implementer, Completer-Finisher, Monitor-Evaluator, an 'ideas person': Plant-Innovator and perhaps an Expert-Specialist to give depth of expertise
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It is evident from the findings above that the Social Services Department is plighted with managerial issues that are impairing the communication process in the organization. Interestingly, communication issues are also hindering the successful management of the department. Communication and leadership, apparently, are reliant on each other. For example, the decentralization of activities into various areas of the county, especially without efficient management at team-level, has impaired communication. The same can also be said of the disconnect and disorganization between employees themselves, between employees and team managers and between all subordinates and senior management. Either way, these communication problems are all solvable via efficient management.

This report also explores various communication models as they apply to the case study. Four models are explored: Shannon-Weaver, Berlo, Tuckman and Belbin’s. The Shannon-Weaver model has been found to have components that include the sender, encoder, channel, decoder, receiver and noise. Berlo’s model has the source, message, channel and receiver. Tuckman explores team development rather than communication issues by exploring the forming, storming, norming and performing stages of team building. Lastly, Belbin’s into the qualities that team member need to have so that the task is completed successfully. All these models and their application to the case study have been explained herewith.
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1. Senior management at the Social Services Department should consider centralizing operations at the main office building. The two teams that are based in two separate buildings should be brought back into the main office.
1. All managerial positions at the team level should be filled to ensure dependable and consistent leadership. Social worker positions should also be filled. This way, motivation at team-level will be increased and problems such as absenteeism solved.
1. Proper training and induction of new workers should be made compulsory before they start working on cases. 
1. Managers should consider revisiting remuneration and ensure that financial compensation is reflective of work done. This is likely to improve motivation.
1. The use of emails by senior management should be discouraged. Instead, face-to-face meetings should be promoted, both in the office and in the field. This eliminates the hands-off style of management.
1. Dialogue in a transformational style of leadership should be promoted to ensure that employees express their concerns and new ideas more conveniently. Involving employees is also likely to increase motivation and job satisfaction.
1. Office get-togethers and parties should also be organized occasionally to ensure that employees interact with each other regularly at a social level.
1. Lastly, directions should not be given verbally and unofficially. Instead, directions should be given through official means to ensure that information is not diluted and messages are understood.
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