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1) A team is a group of people who work together to achieve a goal.  A team works together to achieve their goal, but within a business you can have several teams who all have their own team goals but all of these different goals joined together help the business achieve their overall common goal.

2) Some types of teams you find within a business are, natural work groups.  A natural work group is a team of individuals who work in the same building/office every day, they will all work to the same process or procedures.  These types of teams will often be managed by a team leader or a supervisor but they may also have someone within this team as deputy for the team manager.  One such example of a natural team would be a team within a call centre where the teams answer calls & follow set processes to deal with the calls.  These types of team would be managed by a team manager but may have an agent who would cover some of the duties of the team manager in their absence.

Another type of team found in all businesses would be a managerial team.  These types of teams could be split into varying levels of management, such as lower management, middle management & higher management.  Lower management teams are usually team managers/supervisor who manages the day to day workings of the agents or workers.  Middle management would be the management teams who manage the teams leaders, the middle management team may have less people reporting into them compared to a team manager, such as a call centre manager would have all the customer service team leaders reporting into them.  The final type of management would be the higher management or executive management.  This management team could again be split down into varying levels of management/seniority, but generally this type of management level is where the decisions around the business & its objectives would be made & then cascaded down to the middle management.  Higher management roles could be considered as the company director or executive or managing director.

Another type of team is remote workers.  These teams often work independently from each other, such as home workers.  Although they may be working independently they will still be working towards a common goal.  These types of teams could be problematic as they may not see or communicate in person often if at all, communication within these types of teams is crucial to ensure everyone is aware of current positions/problems which may arise.



3) Norms within a team are a set of rules or behaviours to which the team work to, to ensure an effective & efficient team.  Some of these norms could be formal written rules, for example showing respect to other members of the team & not tolerating any form of bullying within the team.  Other norms could be unwritten rules to which the team work to as part of their normal day to day work, for example make sure you arrive in time for the start of your shift & you are ready to work when your shift starts.  Some of the unwritten norms could also have been formed out of habit, or “that’s the way it’s always been” type of culture, such as always sending out overtime emails at 2pm on a Wednesday which the team get used to doing & this just gets passed onto newer members of the team so the norm continues.

Norms help the team manager & also the teams, in a way that everyone understands what is expected of them as an individual & also set the boundaries of what is or isn’t acceptable.  This helps the team manager so they don’t spend their time in managing behaviours of individuals on a regular basis, which in turn frees the team manager up to, focus on the development of the team as a whole or the development of an individual.  For the team norms can help teams be efficient in their work & return could reduce stress for the rest of the team.  



4) The advantages of teams are they will be made up of individuals with various levels of experience, knowledge & skills.  With this multiple skills set & knowledge this in turn helps the rest of the team to develop by learning new skills they didn’t know they had, other team members can also pass on knowledge of the team or business etc they have learned over the years onto the rest of the team which will in turn help develop the individual into other areas of the business, such as into a training role.

Another advantage of teams is when discussing ideas or improvements.  This is because each individual will have their own take or direction on the subject, some people may just see the positives, but some may also see the negative side.  This helps create discussion or debates around a project & helps the team leader see things from another perspective.  For example, although the team manager may manage a customer facing team, they may not understand certain process in as much detail as the agents who deal with these processes day in day out, so it is good to get the team involved in these kinds of decisions as they can discuss if the proposed changes would be a good thing or bad thing & could suggest alternatives before anything is implemented.



5)   Important factors in team development are:

Commitment – This is where team members focus on their task/role & put a side any personal development to prioritise the teams’ goal or workload.

Trust – This is all around the relationship between members of the team.  If you trust decisions made your fellow team members this creates an effective & efficient team, it also makes team members aware of other members strengths & weaknesses.

Purpose – Teams are aware of their goal as a team but they also have an understanding of how their goal or role fits into the bigger picture of the business.  Team members understand how their role fits into the organisation & how they are participating towards the business overall direction.

Communication – Communication within a team are key to efficiency, teams who communicate well save time in stopping errors early in any project, making decisions & discuss any conflict within the team, which helps build a stronger team.

Involvement – Team members need to understand the part they play within the team & how they contribute to the overall success of the team.  Getting involved in discussions around the project or goal to help give their perspective even if the overall outcome may not be what they agree with.

Process orientation – Processes help in achieving the final goal by ensuring regular tasks are completed to the same standard & quality regardless of who is completing the task.



Q2) Open communication within a team is key to ensuring team members trust each other & also the team trust their manager.  Communication helps build a relationship between individuals, in the case of a team manager to an agent relationship, communication between the two can help the team manager highlight any coaching or development needs, the agent can also trust the team manager that they are acting their best interests & has their wellbeing in mind.

Overall communication is a good thing, but it can also have its downside.  Depending on the communication method, when communicating anything to either the team or even to management above, you need to ensure that the receiver understands the final outcome of any points you are trying to get across & understands the final decision.

Written communication can sometimes lead to miscommunication, depending on how this is written due to peoples different personality’s written communication could also be interpreted with the wrong tone, for example an email written by a team manager could be considered by a team member as being rude & abrupt when this wasn’t the intention.

[bookmark: _GoBack]Verbal communication is often the better option as this gives the team manager the opportunity to confirm what is expected & to clear up any confusion which may have been caused by an email.  This also prompts healthy discuss or debate around the content of the communication and for the receiver to ask any questions so they have a clear understanding.

Having follow ups to any communication sent is a good way of also obtaining feedback, for example sending an email to the team but then discussing this in the team meeting to ensure everyone is clear and has the same interpretation.  It will also help the person communicating going forward as if no one understood what was expected this would be a learn for the person sending the communication in the way the word emails etc. 
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