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EXECUTIVE SUMMARY
			
The purposes of this report is to advice the toy store management on possible team structures and discuss the importance of effective communication within the workplace. 

The procedures adopted in preparing this report are based on methods used in Tuckman and Belbin’s theories, questionnaires, followed by techniques in decision making using Edward De Bono hat principles, Shannon and Weaver Model of Communication, Delegation and Abdication models also research from books, websites, and videos from amazing experts.
These sources will be utilised within the report providing relevant theories and methods supporting the case study.
The report was requested on the 6th March 2019 by the owner of the toy store Michelle Sullivan and is required for submission on 5th April 2019.

The report has been completed by the business consultant Laura Bucurean.
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1.0 INTRODUCTION


A medium size toy store located in Swansea is facing lack of communication and work motivation due to the fact that there are no formal teams within the workplace, only ad hoc ones which often leads to a breakdown in communication and information not being shared effectively.
The owner of the store Michelle Sullivan has asked the business consultant to advice on possible team structure to facilitate and enable effective channels of communication among the rapidly expanding workforce to prevent small issues becoming big problems.
The total of 27 employees working in the store, with varying ages and experiences are divided in different sectors working different hours and shifts. Most of the employees are working part time due to lack of motivation. Employees feel stress when they cannot cope with pressures and other issues. The lack of communication in the workplace is one of the biggest reasons why employees want to work only part time or leave their jobs.
"Employees know the root cause is most often a bad manager or action/inaction of the management. (https://getlighthouse.com/blog/why-employees-leave-managers-not-companies/ Accessed 22 March 2019; 17:20)

One of the sales assistant being off on long term sickness can course conflicts, because of the stressful work environment which can contribute to health problems.
Based on the employees who may be working a particular shift can lead to a breakdown in communication and information not being shared effectively. Poor communication and often facing sicknesses, leaving work without completing task working in stressful conditions are the signs of negative conflicts within workplace.
“Employees rate bad communication as one of the key reasons they feel disengaged with employers “(A. Filev 22 Jun 2017 https://www.personneltoday.com/hr/three-ways-prevent-communication-breakdown-teams/ Accessed 23 March 2019, 15:20)

Michel‘s organisation has no consistency. She expects some workers to work night shifts only, but there is no manager on duty to guide them and to report to. 
Based on Shannon Weaver model one way communication is used because of the absence of feedback.

Communication is not a one way process. If it’s behaved like that it will lose its strength. (W Shannon https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/ Accessed 31 March 2019, 13:00)
There are no formal teams within the workplace; as at any time there is a maximum of eight workers working in the store. For the new recruiters the training is given on the job buy the manager on duty at the time. 
Delegation check list could be carried out at this particular moment, explaining the job, clarifying the result expected, nominating a person who is delegating and define authority checking and obtaining feedback. Firth D. (2001); 

The advice on possible team structures needed for the business smoothly run involves a numbers of things determined by roles and responsibilities, ownership and opinions and most important two-way communication. The structure should point out the strengths, shore up the weakness, and support the motivation of the team members.
First of all, the structure of the organisation it should start from the top; from the management. The organisational structure should capture not only the ones responsible for the task but also the reporting and communications lines that tie everything together.
It is the time for “wearing the Green hat” letting all members of the organisation get involved with their creativities, new ideas and possibilities to work towards completing the job efficiently in a team.
The manager role is to get all employees involved in the organisation making them to work as a team and adapt to new colleagues and new manager every time they take a task on.
The management has to be all-rounder controlling the management functional structure that serves the leaders in the project based structure.
(Pearson S. https://tallyfy.com/organizational-structure-examples/ Accessed 29 March 2019, 21:00)

Once the business becomes profitable the goal is to see it grow. The business has grown rapidly which could run into unexpected problems. The cost of running the business can be difficult to manage and pressure to hire more people that may not be skilled. The organisation is facing lack of consistency and management structure to train the new recruiters as they receive the same training by the manager on duty.

Good technique for looking at the effect of a decision in this case is using Edward de Bono method “very wildly used worldwide”-helping Michel in solving the organisation problems and decision making  by finding new strategic approach, ideas and  effective way of thinking .The white hat is the most appropriate hat and represent objective information and facts that should be solved within the organisation. Each team member can open up, explore and cooperatively help achieving the tasks. (Edward De Bono https://www.youtube.com/watch?v=o3ew6h5nHcc Accessed 28 March 2019, 15:40)
From this point, the message plays a very important role, because what the sender transmits must be the same as what the receiver understands.
Nowadays consumers are on their mobile phone and to reach them it is necessary to integrate this channel into the company's strategy. (https://www.instasent.com/en/blog/what-are-the-most-effective-communication-channels    02 April 2019, 19:00)
2.0 FINDINGS

2.1 Importance of Effective Communication (Verbal and Non –Verbal) for The Continued Success of The Organization
“Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people.”(Andrew M .2017 Skills for the Workplace p.66)

Employees in Michel’s toy store are suffering from communication skills and work motivation. 
For effective communication amongst the rapidly growing workplace the consultant advice is to implement channels of communication most effective for the toy store business. Using personal channel of communication will enable sells assistants to communicate directly with the employees from stockroom.
In the words of Meredith Belbin “when people work in effective combinations they achieve much more than when they're working alone”, and it needs a great communication with each other.

Work shift should be rotated between employees, so they can communicate with each other, working efficiently on the tasks and becoming a team. As Tuckman highlighted “a team will not be fully effective unless it reaches the stage of performing”. (Bruce Tuckman’s Team Development Model, 1965, Leadership Foundation for Higher Education 2013).

Where is Non-Verbal communication like in the toy store between day and night shift employees, they have to be highly motivated to show best performance. Usually people's verbal communication signals their mood. Communication can either be seen as passive or aggressive depending on both verbal and nonverbal clues.









2. The Importance of Two –Way Communication

In an organisation the two way communication is the base for the employees to share their thoughts, ideas and opinions. The most important aspect of verbal communication is the tone and volume used by the speaker. The words should be clear and the meaning properly defined.
Looking at the toy store communication each member of the organisation only takes instructions from and communicates with the manager. There is no collaboration going on. As the saying goes “one hand doesn’t know what the other is doing “; the “big boss “has to coordinate everything.
Communication is intended to be two way street. The managers should listen to employees needs and opinions, encouraging them to open up and build confidence communicating with them.
The two way communications becomes more effective and complete when both the receiver and sender understand and share the message properly and that too in the right meaning.
The Business Communication https://thebusinesscommunication.com/two-way-communication-and-importance/ (Accessed 25 March 2019, 12:10)















3.0 Effective Methods of communication 

The key point of effective communication depends on how much team members communicates with each other. This method is very important because it increases productivity and efficiency.
[bookmark: _GoBack]Michelle should communicate with employees face to face, so everybody not only hear but can see the message better maintaining eye contact.
Communicating certain messages through training using appropriate tone and smiley face, leaving room for feedback is the best way to communicate effectively with the employees of organisation. 
Having weekly meetings with all staff keeping everyone up to date avoiding confusion ensure a good and effective communication within the workplace.


















4. Tuckman and Belbin teamwork 

“ Tuckman and Belbin go hand in hand”.

The employees are in the early stages of group development. Part time employees together with the new recruiters and night shift ones haven’t been working together enough to provide team role feedback.
They are sharing the same purpose but falling back to forming stage because they do not have clear goals and objectives for the whole team and for each individual. By following Belbin’s roles employees need to get to know each other and go through all stages in other to become a strong team.

To find out about the team members within the workplace, The organisation suggest all employees to carry out Belbin’s questionnaire in order to help everyone understand their strengths which lead to more effective communication between all employees  and managers.
Great teams can be put together, existing teams can be understood and improved, and everyone can feel that they are making a difference in the workplace.

In Tuckman’s terms, the employees in the organisation are not fully effective unless they reach the performing stage. To get to this stage they have to be motivated, communicate with each other and understand the common goal and the fact that the disagreement and issues that might occur during the work process can be positively resolved without the manager on duty. 











3.0 CONCLUSION 


Through extensive research, the consultant concluded that communication skills and team work are foundational for individual and organisation success. The combination of both verbal and nonverbal communication is the key to effectively communicating with each other within the workplace.
In the toy store the communication and performance is weak because the team is virtual as not all employees know each other.
It is important for the organisation to use Belbin team role in order to identify the strengths and weaknesses in the workplace and Tuckman developing model to help the organisation to identify its team’s life cycle.
Gathering all employees’ together, answer all their questions, making sure everyone understands the thought process and let everyone know that they are able to make decisions within the team is the result of an excellent communication and the key to maintaining a successful business.
Setting up Stewardship delegation, employees understand their responsibility to work together and communicated with each other to achieve the work required is the key for the organisation successful performance.
























4.0 RECOMMENDATIONS 


Based on the report the most frequently problems met in the findings include lack of communication skills and team structure.
The night shifts workers can easily be distracted by using phones, listening to loud music and not complete properly the job required. Due to transmission error or noise, the noise affects the communication flow between them. 
Creating and implementing a plan in order to make night shift work more efficient, Michel should use Abdication method which involves allocating duties and responsibilities to the employees creating teamwork.
Michel should provide a happy work environment by keeping regular meetings with all employees which able to communicate with each other in an open communication platform.
The management function requires communication or the work will not be done. Finding ways of communicating with employees by having regular face to face meetings, listening to questions and opinions which facilitates two-way communication, giving and receiving feedback ensures that employee suggestions are received and implemented. 
The method use has abdicated the manager‘s duty to measure and manage the results of delegation which can result in consequences. Problems between workers, or concerns about working conditions, can occur at any time. Employees might try to sort out the issues themselves which sometimes can be difficult and is not always possible to achieve a good outcome and issue should be reported straight away. The consultant recommends that managers should be allocated to each working shifts.
Delegation is very important and the recommendation is:      
“Trust but verify.  Remember it when delegating. You have to do both.”
(Derek Silvers https://www.annealbc.com/articlesarchive/2018/1/2/delegation-versus-abdication Accessed 29 March 2019, 21:30)











6.0 ACTION PLAN 

The key to achieve an effective communication within teamwork is identifying, eliminating the root causing the problem and implementing techniques to improve human performance within work place.
The plan is to look into expansion of the store as the level of productivity and number of employees is greater. As the business grows will pay attention to the workplace culture and discus quality of life issues during staff meetings.
The manager will provide training and support which can help to reduce pressure and bring stress levels down.
The organisation will monitor feedback system regularly, keep an eye on the business and having a plan for handling positive and negative feedback.
For the rapidly growing workplace the organisation invest in a Mobile marketing Chanel. This option enables immediate and direct communication between workers which is proved to be very effective.
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