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Executive Summary




This report is written in order to demonstrate the importance of effective communication within the workplace.

Applying relevant theories in parallel with Toy Store Case Study, this report must cover certain points:
Explain why effective communication (verbal and non-verbal) is important for continued success of the organisation.
The importance of two-way communication (using models to illustrate the points)
Effective methods of communication, specific to this case study.
How the application of teamwork theories (Tuckman and Belbin) can improve teamwork in the organisation.

Based on the findings a conclusion should be written emphasising the importance of an effective communication at the store.

As an addition this report will include a list of recommendations to ensure effective teamwork and communication at the store. There will also be included an action plan, detailing the action, who is responsible, by when and any costs associated with each action, to prevent small issues becoming big problems.
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1.0 Introduction

The importance of effective communication in the workplace and teams

Communication is a natural thing which happens by reflex; just like breathing. As the definition says: communication is ‘a process by which information is exchanged between individuals through a common system of symbols, signs, or behaviour’. (www.merriam-wester.com)

But for effective communication, people need to prove their finesse, emotional intelligence.

It may seem easy but you need to know how to choose your words, knowing to listen, pay attention to your colleagues’ gestures to catch the non-verbal messages, to send the right message to those you want to forward it.
All these are the skills you need to work efficiently in an organisation or to join a team.

The importance of effective communication in the workplace creates work satisfaction and increases productivity being an important factor in the organisation.

The ability to work in a team requires essential skills in all areas, because teamwork is a social activity and involves a lot of interaction and the exchange of ideas and actions. Teamwork helps change the way of thinking from a personal to interpersonal way of thinking (communicating with others).

By definition, teamwork represents ‘the process of working collaboratively with a group of people in order to achieve a goal’.(www.businessdictionary.com)

The ability to work in a team strengthens the social and emotional abilities of the individual and contributes to the development of communication skills and to improve self-confidence.
 














2.0 Findings


Communication is the vital flow that makes the performance of an organisation possible.

Any organisation is made up of employees, leadership, equipment, materials, funds, resulting in the need of exchange information between individuals, organisation and the socio-economic environment. 

Communication plays an essential role in any organisation; the leadership communicates to employees their decisions and the decisions taken are based on how that information was passed.

Communication is achieved both interpersonal and intra-organisational (inside the organisation), but also extra-organisational (suppliers, customers, social media).

The information can be transmitted in certain departments or people through different communication methods, which can be both transmitter and receiver.[image: ]
















Methods of organisational communication


Organisational communication can be formal and informal.

formal communication can be written or verbal, and is directly related to that activity
Informal communication - parallel to formal communication is initiated between participants to exchange information that is not directly related to that activity.




Organisational communication can be written and verbal.

Depending on the nature, purpose and content of the messages, the presentation form can be written or verbal.

Verbal communication is faster and produces increased satisfaction, but for instructions, regulations, reports is more appropriate a written communication.
Written communication within a organisation is also used when the messages have to be kept for a long time, or be used as a reminder.



Interpersonal and organisational communication

The work performance can be on an individual level, group or organisational level. Besides the individual variables that influence its work performance (skills, motivation, health condition) and other organisational variable ( equipment, management, workplace) interpersonal and organisational communication is seen as an important factor.

Research shows that feedback - knowing the immediate results - has a positive influence no matter where the source come from (organisation, leaders, colleagues).

A good feedback only brings benefits, motivates employees to work better and to feel more valuable to the company. The feedback can be communicated verbally or non-verbally (writing).

Excessive feedback can damage work performance, while the deficit can lead to a random and inefficient behaviour.

To avoid damage on the organisational level, some companies have designed special programs of quick familiarisation by providing essential information about rules, regulations, channels of communication.

An experiment studied on several types of groups demonstrated that - groups with high levels of interpersonal trust and more opened are more effective in solving problems and the communication is much easier and undistorted.

Organisational communication differs according to the size of the organisation, the type of uncertainty for that activity; in small organisation verbal communication is more frequent, achieved through direct contact, all participants having equal access to information, written communication being used to establish contact outside the company.
In a large organisation the written communication is frequent, the information circulates more slowly, not all participants need the same information in the work process, and verbal communication is limited only to people who directly interact in that activity.


 (
CASE STUDY EXAMPLE
‘Michelle Sullivan is the owner of a medium sized toy store in Swansea. She employs a total of 27 people of varying ages and experience.'
)


In this case study; the toy store being a small organisation with a limited number of employees, it will meet verbal communication more frequently. Due to the variety of age and employees experience, communication must be effective and productive ensuring that; the communication is clear and well-explained, a professional communication is transmitted, accurate and on the subject, without assumptions, encouraging two-way communication. Through this an effective communication is formed that underpins the success of an organisation.


The importance of two-way communication

This two-way communication method plays an important role in the organisation, because it offers the opportunity for both employees and managers to share their ideas, thoughts, opinions; and will in particular help to improve the relationship between employee - employer.

This tow-way communication also helps in solving problems better and find solutions easier.  The employees will feel listened to by their leaders and this makes them more productive, creating a healthy environment.


Management communication

The manager, as the person who manage the financial and human resources of the organisation, assumes specific functions such as: planning, organisation of activities, command, coordination and control.
The performing of these functions involves communication with other members of the organisation and with people, social groups and institutions outside the organisation.

Communication - Power the manager exists as a real power in the organisation and fulfils his functions by the way he communicates.
                                                                             (
CASE STUDY EXAMPLE
‘There are currently no formal teams within the workforce, only ad hoc ones based on who may be working a particular shift, which can lead to a breakdown in communications and information not being shared effectively’.
)
The lack of communication between employees creates crises and conflicts which leads in waste of resources and decreases productivity. An open communication in turn prevents conflicts and helps in solving them more quickly.
In this case study the communication is inefficient, and if the manager does not create an effective communication will lead to conflict between employees, or even the resignation of the employees.

‘Ad hoc’; when a company has between one-twenty employees then it is fair to ask for them to help in areas they are not normally focused on. This happens most with start-up companies. This is a test to see if your staff has a sense of urgency and the willingness to jump in and help.  

[image: ]






















Barriers of communication

There are several elements that prevent communication at work, and among them are; the different personality of each participant in communication, channel barriers (telephones, mails, faxes, body language, status and hierarchy) and implicitly language barriers, in which it  leads to conflict.[image: ]





















Covey’s Circle of Influence
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Stephen Covey (1989, Seven Habits of Highly Effective People) demonstrates in his book through this model based on two circles of live, the difference between proactive and reactive people.

Teamwork and communication

Meredith Belbin said people are not perfect, but a team can be.

A group represents people involved in organisations that perform tasks in order to achieve the organisational objectives they are part of.

The researcher Meredith Belbin, during his study of successful teamwork, has noticed that people have different behaviours, having each member different role in the team. Thus, in 1970, Belbin identifies a set of nine roles that within a team provide the balance and increase changes of success.[image: ]
















There are several ways to develop a team, but the conditions to make a team and evaluate its activity are greatly favoured by how the team communicates.

Building a team is not just an activity that takes place at the start of a new program or once a year; it is a continuous process.

When a team is created, the goal is to help a group become a characterised unit by cohesion, whose members not only share the same high standards of achievement of group tasks but also trust, respect and support each other, and other’s individual features that characterise them as individuals.

The process of group unification to become an efficient team involves five stages of development. 

Bruce Tuckman’s Forming Storming Norming Performing Adjourning models describes these stages and by using the model will help the new team become effective more quickly.(www.mindtools.com)
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Teamwork is the ability to work together to achieve a common idea, the ability to direct individual achievements to organisational goals.
 (
CASE STUDY EXAMPLE
‘there are currently no formal teams within the workforce..’
)

                            
       
In this case study, there is a no formal team, including different people of 
varying ages and experience, which can lead to a breakdown in communication and the information not being shared effectively. In these situations it is usually reached to that; the objectives are not clearly understood, the work environment will became tense, the lack of communication will create conflict which will decrease employees efficiency and implicitly which will lower the organisational success.

So all companies now use team training models, because by following all the stages of team forming (Tuckman and Belbin model) will be established: team efficiency, the role of each member of the team, to comply with the rules set by the company, a clear understanding of objectives, efficient communication helping to avoid conflict or solve it more easily, trust, respect; thereby ensuring the success of company.







Conflict

In any organisation when a group of people who work day by day together, conflict is inevitable. Conflict in a workplace can occur between employees, teams or between leaders. Solving a conflict is possible, even if the problem may seem quite difficult.

The research work of Kenneth Thomas and Ralph Kilmann in the 1970s, led to the identification of five conflict styles and the development of a self-evaluation on a large scale named Thomas KIlmann Conflict Model Instrument.
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3.0 Conclusion

Communication has a great influence on personality, because today the individual is defined according to the others, and behaviour is part of a person interacting with others.

Interaction attracts communication, being the key to society and its integration.

Lack of communication leads to an imminent detachment from the group, team or society.

If it is to discuss the group term, it will be noticed that the society that people are part of is a group, which means rules, reputation, goals, teamwork; in other words communication.

The art of communication is not a natural process or skill with you are born, you learn to communicate, so you need to study what is being learned, so that words can be used more effectively.

Any communication involves creation and exchange of knowledge.




























4.0 Recommendations

The key to success is to learn how to effectively delegate, both to take the responsibility for fulfilling the required tasks as well as the authority needed to do things.

Set goals - each employee needs goals to aspire to. So you must sets specific and measurable goals, and then regularly monitor the progress of employees towards achieving them, but without going into the extreme of micromanagement.

Communicate - you must make every effort to provide your employees with all the necessary information, if you want them to perform the tasks quickly and efficiently.

Make sure you have good managers. A good manager is like a good teacher - employees will always be keen to follow them.

You have to create the feeling that the organisation is like a family.

Have to encourage feedback regularly, recognise their merits, provide professional guidance - be available for staff members and express your interest in developing their career within the company; employees will appreciate your involvement in their progress.

















5.0 Action plan


[image: ]

An action plan is a planning tool determined over a certain period of time (6-12 months) which identifies the problems that need to be solved and how to solve them.
Once the work-plan has been set-up, point attention on a few goals that you want to be achieved. Goals should be SMART - specific, measurable, agreed upon, realistic and time-based.
[image: ]
The SMART plan helps in both business and personal life.
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Communication as Management Skill

* Important because
— Managers need to give direction
— Managers must motivate people

— Managers must be able to convince customers
they should do business with them

— Managers must be able to absorb ideas of others
— Managers must be able to persuade others




image3.tiff
Organizational Barriers:

Other Barriers:

Information overload
Faulty expression

Status or power difference
Negative attitude to chance
Noise

Frtrr





image4.tiff
Circle of Circle of

1)

Circle of

- Circle of
Influence

Influence

Concern CORCern

Proactive Focus Reactive Focus
Positive energy enlarges Circle of Influence Negative energy reduces Circle of Influence




image5.tiff
Tplementer Shaper Completer Finisher
Doing/
Action
Plant Wontor Evaluator ‘Specialist
Thinking @
Coordinator “Toam Worker Resourcs vestgator
People/
Feeling

®





image6.tiff
eLittleagreement Agreement and «Task completion

“ 5 Consensus o
roindance S eincreased clarity of = purpose
Direction Responsibility «Recogition

purpose eFocuson goal
«Power Struggles achievement
«Coaching «Delegation

eFacilitation




image7.tiff
COLLABORATION
(WIN-WIN)

COMPROMISE
(SOMETIMES | WIN.
SOMETIMES | LOSE)

AVOIDANCE ACCOMMODATION
(I DON'T CARE) (YOU WIN, | LOSE)

COOPERATIVENESS

ASSERTIVENESS





image8.tiff
Monitor and Refresh
Where are we now?
Monitor progress
Identify further improvements

Refresh the culture change
programme

Embed the change
What existing practices
can reinforce or hinder

the change?

Align systems and
structures
Reinforce new behaviours
Make the change
sustainable

Establish the need
What are we trying to change?
Create a sense of urgency
Advocate what, why and why now

Communicate

Keep everyone
appropriately informed

‘Maintain momentum
Sell the change

Make change happen
Keep everyone on side
Handle resistance and conflict
Support the team
Implement the plan

Build Stakeholder Engagement
Who needs to be involved?
Who can advocate
this for me?

Gt those who
matter on board

Develop the Vision and Plan
How will it look and feel once
the project/change has
happened?

Give everyone a clear picture
of “What's in it for me?”
Clarify current, transition and
future states

What must we do to deliver
this vision?
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