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	Practice activity 
Learning activities are the tasks and exercises that assist you in gaining a clear understanding of the content in this workbook.  It is important for you to undertake these activities, as they will enhance your learning.
Activities can be used to prepare you for assessments.  Refer to the assessments before you commence so that you are aware which activities will assist you in completing your assessments.
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	Collaboration 
Whether you discuss your learning in an online forum or in a face-to-face environment discussions allow you to create and consolidate new meaningful knowledge.
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	Self-check
A self-check is an activity that allows you to assess your own learning progress. It is an opportunity to determine the levels of your learning and to identify areas for improvement.
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	Readings (Required and suggested)
The required reading is referred to throughout this Student workbook. You will need the required text for readings and activities. 
The suggested reading is quoted in the Student workbook, however, you do not need a copy of this text to complete the learning. The suggested reading provides supplementary information that may assist you in completing the unit.




Plan2go
[image: ]
The Plan2go website is a companion resource for this unit.
The website plan2go.nctafe.edu.au has been set up as a simulated organisation.
In some activities throughout you will be asked to locate, view, or review documents and forms on this website.
To access the site:
1. Go to the Plan2go website: (http://plan2go.nctafe.edu.au).
2. Log-in to the TAFE log-in tab using your TAFE username and password.
3. Follow the video instructions below to begin exploring Plan2go.
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 Watch the Plan2go introductory video (https://vimeo.com/user9929487/plan2go) 



Topic 1
Lead and manage team effectiveness


[bookmark: _Toc25660321]Topic 1: Lead and manage team effectiveness
At the end of this topic, you will have:
differentiated the roles of leaders and managers in a business context
examined the characteristics of effective work teams
evaluated strategies for building team efficacy.
[bookmark: _Toc25660322]Leadership and teams
Efficient and effective work teams need a team leader who is able to: 
role-model essential workplace conduct
facilitate and lead their team in planning tasks
supervise team performance
develop team cohesion
facilitate communication between all levels of management and team members
recognise and reward team and individual excellence and effort
provide constructive feedback
manage conflict
inspire and motivate others
demonstrate active listening skills
question others effectively
coach and mentor others
negotiate
demonstrate effective problem-solving and decision-making skills
be flexible
show empathy to others
speak in public
demonstrate a charismatic personality.
As a leader, you will need to use group processes to achieve organisational objectives. To ensure the efficient use of resources within the work team, you must understand and effectively manage these group process.
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Discuss as a group the difference between leadership and management.
Notes:


[bookmark: _Toc25660324]Leadership and management
Management
Management is the function of allocating resources, increasing efficiencies and optimising processes (Cole, 2013, p.267). Managers oversee and direct the activities of others as well as undertake other duties not directly related to the team. Managers work with, and through people to get things done efficiently and effectively by planning, leading, organising and controlling.
Managers are usually classified as:
senior–responsible for making decisions about the direction of the organisation
middle–managing the activities of other managers
front-line/supervisory –responsible for directing non-managerial employees.
As a manager, your activities may include:
allocating resources
budgeting
process improvement
determining job roles
monitoring results.


Leadership
Leadership is different from management. Leadership is the process of leading a group and influencing that group to achieve its goals. A leader is someone who stimulates, influences and inspires others to achieve outcomes.
As a leader, you will work with your team to establish and achieve goals by providing vision and values. You will empower team members to support and embrace change, by developing their individual potential.
Although all teams need leaders, informal leaders may arise in some situations, for example, when team members have the majority of the skill, knowledge or experience.
An effective leader, you will influence the attitudes and behaviours of team members and motivate team members to work together cooperatively.
The role of a team leader
Effective team leadership keeps a team together and operating effectively. Team leaders act as a point of reference for team members, and as a point of contact for people outside the team and organisation. 
Your role as a team leader is to assist your followers in attaining their goals and providing direction and support to ensure an individual's goals are compatible with the team and organisational goals. As an effective team leader, you will achieve success by:
clarifying goals
leading by example
increasing the self-confidence of team members
helping team members achieve their full potential
encouraging team member participation
using open and honest communication.
The processes of coaching and mentoring are important aspects of leadership which are in contrast to the traditional manager role that is based on formal legitimate authority. For many managers, overcoming the traditional dictatorial authority approach is a significant barrier.
For an effective team to exist, you must create an environment that motivates your team members to develop and contribute their skills and knowledge, while also supporting the goals of the team and individual team members.
Leaders and managers, therefore, focus on both team formation and the tasks to be achieved as well as the people in their team.
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	Practice activity


Activity 1.1: Features of effective leaders
 Review TIME Magazines article on Leadership Lessons from Mark Zuckerberg and other Top CEOs: (http://time.com/4217749/5-leadership-lessons/). What are the five factors that emerge about the most effective leaders?.
	Five factors
	Notes

	1. 
	

	2. 
	

	3. 
	

	4. 
	

	5. 
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	Practice activity


Activity 1.2: Multiple choice
Read the question and each answer carefully. Put an in the table next to your answer choice below.
1. According to the top CEOs in this article, five things great leaders should be are:
	Answer choices
	Put  next to your answer

	a) Micro-managers
	

	b) Creative
	

	c) Accountable
	

	d) On top of everything
	

	e) Open to the ideas of others
	

	f) Risk takers
	

	g) Innovative
	



[bookmark: _Toc25660325]What is a team?
A work team can be defined as a group of two or more people who work together and have direct input into the achievement of common work goals. However, just because people are grouped together doesn't make them a team.
For example, five people in a running race are a group of individuals; they may train together, but they come and go randomly and have different goals.
Five people in a relay race are a team; they have a common goal to win the race and will work together to achieve their common goal.
Types of teams
Teams can be classified according to their objectives. Some of the different types of teams you are likely to find in an organisation are set out below.

	Type of team
	Characteristics and responsibilities

	EXECUTIVE TEAM
Is a cross-functional team managed by a Chief Executive Officer (CEO). Members are selected accordingly to their role, e.g. heads of departments.
	Manages the organisation on a day-to-day basis. 
Conducts regular meetings with agendas and minutes.
Exchanges information from lower-level team members to the executive and vice versa. 
Motivates and inspires all team members to achieve goals.

	BUSINESS TEAM
A team in charge of the long-term running of a project or department within the organisation.
	Leads a department and improves its results.
Motivates and inspires all team members to achieve goals.

	CROSS-FUNCTIONAL TEAM
Cross-Functional teams are groups made up of people from different functional areas within a company, e.g. marketing, engineering, sales, and human resources.
	Eliminates any potential obstacles to exchange information and ideas, e.g. Advertisements of new products.
Team members have specialised skills in different areas of expertise that help resolve problems or achieve tasks.
Improves coordination, integration and span organisational boundaries.
Reduces the production cycle time in new product development. 

	PROBLEM-SOLVING TEAM
A group of individuals assembled to work on a project that involves resolving one or more issues that have already arisen or to deal effectively with issues as they arise.
	In a business context, a problem-solving team will typically be formed for a limited time frame incorporating staff from different organisational levels with various relevant skill sets.
Bringing people together from different disciplines can improve problem-solving and lead to more thorough decision making.
The team fosters a spirit of cooperation that can make it easier to achieve their common goals at the same time.

	CHANGE TEAM
A group of specialists selected to identify and effectively achieve change within the organisation.
	Influences the organisation cultures to achieve valuable improvements in results by applying new methods.
Team members are strong believers in change and are dedicated to achieving the organisation's vision.

	PROJECT TEAM
A group of individuals assembled to perform activities that contribute towards achieving a common task related goal.
	Many business operators will put together a project team consisting of skilled workers from the same or different function areas to work on an important project.
Needs a range of dedicated members and detailed planning.
Members and work practices need to be well organised.

	VIRTUAL TEAM
Is a geographically dispersed team, distributed team, or remote team of individuals. Members of a virtual team may be within the same building or across continents.
	The team works across time, space and organisational boundaries with links strengthened by webs of communication technology
 such as adobe connect, videoconference, teleconferencing 
Virtual teams are increasingly used in today’s business environment.

	SELF-MANAGED TEAM
A self-organised, semiautonomous small group of employees whose members determine, plan, and manage their day-to-day activities and duties under reduced or no supervision.
	Share work tasks and managerial task.
Because they are responsible for their outcomes and in control of their decision-making process, members of the self-managing team may be more motivated and productive than traditional teams.
Self-managing teams are different from self-directed teams. Self-managing teams work toward goals that are set for them by outside leadership, whereas self-directed teams work toward a common goal that they define.

	COMMITTEE
Individual or a group, appointed by an agency, authority, or larger assembly, to whom a matter is referred. 
	Committed for attention, investigation, analysis, or resolution.
A committee has no power per se, except the power(s) assigned to it by its appointer.
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Discuss three advantages and three disadvantages of working in a team.
	Advantages
	Disadvantages

	
	

	
	

	
	



Characteristics of effective teams
Once teams are set up they do not automatically become high performing. As a leader or manager, you can apply techniques and strategies to facilitate team cohesion and work outcomes. The building blocks to an effective team include:
strong leadership
building of relationships and creating an inclusive environment
having a clear purpose and common goals
encouraging diversity within the team and empowering others (also an enabler for innovation)
having clear communication channels
encouraging cooperation and collaboration between team members
understanding the life cycle of your team.
An effective team member will:
be respectful of other team members
be open to new ideas and learning from others
trust other team members
take responsibility
acknowledge their own strengths and weaknesses within the team
support team protocols and values
work with, and not against, other team members to achieve the team's goals.


Benefits of teams
Effective teams offer many benefits to organisations, including the ability to:
use the potential of multiple employees, improving productivity
offer new solutions to customers
respond to the changing environment and plan for problems
foster innovation and continuous improvement
capitalise on workplace diversity and encourage self-management
develop higher quality products, reducing operational costs
take on large scale projects. (Cole, 2013, p.369)
Group/team dynamics
Group dynamics are the quality of relationships within a team or the interactions between people and their relationships with each other. Group dynamics have the ability to both hinder and support team performance.
When an effective team works together towards a common goal it is called team cohesion. Where there is team cohesion, there is a feeling of harmony and cooperation within the team, team members identify with the other members and feel accepted. 
The most effective teams develop a group identity and as a team leader, it is your role to foster that group identity.
Productivity will be highest when individual team member goals align with team goals, and team goals align with organisational goals.
Groupthink
The disadvantage of high cohesiveness is a concept called groupthink. Because individual team members desire acceptance by the team they belong to, they are susceptible to conformity pressures. Participative leadership discourages groupthink by considering alternatives, actively seeking a variety of opinions and inviting other people in the organisation to share their point of view with the team.


Communication patterns
Another element of group dynamics is the group's communication patterns which may refer to:
formal versus informal style
tone of voice
body language
listening
the channels of communication.
As a leader or manager, you can adapt your communication style to build positive working relationships and positive team dynamics by showing respect for the opinions, values and communication needs of others.
Managers and team communications
Managers have many communication roles related to the team (Cole, 2013, p. 393), these include: 
monitor role–collecting information from the team to monitor and evaluate the performance
disseminator role–distributing information from internal and external sources to the team and from the team
informational role –helping the team make sense of the sometimes complex information related to team functions
spokesperson role–representing the team and their activities to senior management and external stakeholders.
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	Practice activity


Activity 1.3: Evaluating group dynamics
 Watch this short video on 'Understanding group dynamics'. Note the ten questions to ask when evaluating group dynamics. (https://youtu.be/gl_0bGD5Jv8) 
Note: This video contains no spoken audio.
1.

2.

3.

4.

5.

6.

7.

8.

9.

10.



	[image: E:\TAFE Digital\Projects\Accessibility Project - 03.04.2018\Template - SkillsPoint\Template - Icons\Activity LAVENDER.png]
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Activity 1.4: Leading a group
 Review and respond to each question. Put an  in the table next to your answer choice.
1. When observing group dynamics, the person most people are looking at is known as the?
	Answer choices
	Put  next to your answer

	a) Power member
	

	b) Disrupter
	

	c) Leader
	


2. Why is it important to observe how a group leader facilitates a group?
	Answer choices
	Put  next to your answer

	a) it identifies conflicts or sanctions within the group
	

	b) it provides insight into the group rules and operating styles
	

	c) it allows you to measure your own performance
	





[bookmark: _Toc25660327]Building team effectiveness
Teams can be functional, however, true success comes from an effective team. This can come in many forms. The building blocks to an effective team can include:
strong leadership
building of relationships and creating an inclusive environment
having a clear purpose and common goals
encouraging diversity within the team and empowering others (also an enabler for innovation)
having clear communication channels
encouraging cooperation and collaboration between team members
understanding the life cycle of your team.



Topic 2
Establish a team performance plan


[bookmark: _Toc25660328]Topic 2: Establish a team performance plan
Establishing an effective team performance plan that has a clear purpose, direction and sufficient resources is the key to any organisation’s success.
At the end of this topic, you will have:
examined the elements of a team performance plan
produced a set of team goals and key performance indicators (KPIs) for a work team
prepared a team performance plan.
[bookmark: _Toc25660329]Elements of a team performance plan
People working together as a team have a greater output or productivity than the same number of people working independently. This can be said about groups of people as well but the main difference between a group and a team is that within a team there will be common or agreed upon goals and roles that foster a degree of independence between each member.
Therefore, members of a team have shared or agreed goals and have a formal plan or process for working together. The key to establishing shared goals, besides understanding how teams operate, is effective consultation.
A team performance plan is a detailed plan used to:
identify the desired performance levels of the team 
identify how these performance levels will be achieved
provide guidance and direction to the team
measure progress towards the desired performance levels.
Content of a team performance plan
A team performance plan will normally contain:
organisational objectives, a mission statement and a vision
the team purpose
goals and key performance indicators (KPIs)
team and individual plans
expected outcomes and outputs
actions/support required to achieve goals
an indication of how long goals will take to achieve
team building goals.

[bookmark: _Toc25660330]Organisational goals, plans, objectives and vision
Many organisations have mission statements, vision statements, corporate, department and individual goals and objectives to ensure that everyone in the organisation is moving in the same direction.
If the goals are not compatible, groups or individuals in the organisation start pulling in different directions and the overall progress of the company is affected.
Therefore, every team needs a clear purpose and vision so that the team has direction toward achieving its goal.
Benefits of goal setting include:
commitment 
clear direction 
high performance 
increased productivity 
enthusiasm 
teamwork 
goal attainment 
increased profit 
attainment of the organisational vision.
In order to achieve an organisation's vision and mission, senior managers make strategic or business plans that outline the general strategies to be followed. These plans typically look ahead three to five years, and chart the course of the organisation's future, providing direction and focus for the energies of the organisation and its employees. Teams are then consulted to establish their purpose, roles, responsibilities and accountabilities in accordance with and consistent with the organisation's goals and vision.
All teams need to align their goals and activities to the organisation's business plan. As a leader or manager, it is your responsibility to ensure that your team or section fulfils its role, achieves its tasks, and contributes to the overall goals of the organisation, as identified in the strategic plan.
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Activity 2.1: Forum: Organisational vision
Visit the ‘Organisational vision’ Moodle forum to post your feedback to the below.
 Research the Plan2go strategic plan and summarise the organisation’s vision in your own words. (http://share.tafensw.edu.au/share/items/2e6f3d62-2554-4c8c-a05f-67a180a8afbb/0/?attachment.uuid=ff15b015-6330-41cb-b71a-8b3b3f12398e) 

Notes:






[bookmark: _Toc25660331]Team purpose, roles and responsibilities
All teams need to align their goals and activities to the organisation’s business plan. It is a major responsibility of the manager to ensure that their team or section fulfils its role, achieves its tasks, and contributes to the overall goals of the organisation, as identified in the strategic plan.
Team purpose
Your team needs a short, clear statement of intent so that everyone clearly understands what the team as a whole is working towards. A team purpose statement defines the team by describing why it exists. The statement keeps everyone moving in the same direction and shows team members how their individual efforts are worthwhile. A clear team purpose acts as a team vision, serving as a touchstone for decision making and day-to-day behaviour (Cole, 2018, p.373).
The team purpose needs to be defined prior to the development of a team performance plan. 


Strategies to reinforce the team purpose include:
involving the team in writing the team purpose statement
acknowledging and rewarding team members who support the team purpose 
assessing your own performance in light of the vision and team purpose 
referring to the vision and team purpose in reaching decisions 
setting goals with your team that support the organisation’s vision and your team purpose.
Team roles
Every team consists of different roles with specific requirements. Individual team members will fulfil their role according to the following aspects:
Role perception - a personally held set of concepts that define for us how we should behave in a particular situation.
Role expectations - the expectations of others in the workplace concerning the particular role.
Role clarification - a process used to ensure each member of a team is clear about what is expected of them in their job role.
Role model - a person who displays the expected behaviours in a particular situation or role and on whom we model our perception of the role.
Teams are comprised of many different personalities. In an organisation you may find yourself on a number of different teams playing a variety of different roles. For example, you might lead your immediate work team, but also report to someone else and work with other managers of similar teams to yours.
Every member of a team will have a part to play in achieving team and organisational goals depending on their role, technical skills, knowledge and personality.
Each team member will have a personal position description which states the following:
Position purpose-What the team member is expected to achieve.
Responsibilities-Regular activities and tasks.
Key result areas-Main areas of accountability.


In addition, team members may assume different team roles, including:
task roles-achieving specific work objectives with and for the team.
maintenance roles-activities directed to keeping the team functioning as a team.
disruptive roles-hindering performance or disrupting team activities.
It is possible that your role will change depending on your team and that you will have more than one role regardless of which team you are in. Successful teams are both task and maintenance focused. Of course, as a team leader, you should be aware of and take action to eliminate disruptive roles.
Gaining consensus
Consensus is when the team reach an agreement on an acceptable resolution that can be supported by the team member.
Strategies for gaining consensus include:
understanding the principles of consensus decision-making
gathering as much information as possible
understanding the term 'give consent'
have a clear understanding of what needs to be decided
integrate ideas to arrive at a decision that everyone can support
acknowledge the benefits of using a consensus process.
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Reflection Activity 2.2: Team member roles
Have a look through the table below and reflect on your own behaviours and those of your team members.
	Role
	Function

	A. Task-Focus Initiator
	Setting objectives and initiating actions

	Expert
	Provides specialist advice

	Evaluator
	Assesses processes; analyses problems

	Implementer
	Implementation of details, timing and methods

	Procedural technician
	Emphasise the importance of rules, procedures and precedents

	Representative
	Spokesperson/liaison/negotiation for the group

	B. Maintenance Focus Exemplar
	Exemplifies the group's ideals in personality attitudes and behaviour

	Encourager
	Praises, supports, empathises

	Confronter
	Brings conflict out into the open

	Harmoniser
	Mediates, conciliates

	Tension reliever
	Reduces formality, introduces humour

	C. Disruptive Dominator
	Seeks to dominate discussion and impose own views/objectives

	Absentee
	Withdrawn, uninvolved

	Aggressor
	Attacks others, ridicules, hostile, sarcastic

	
Smotherer
	Compulsively nice, stifles attention to conflict

	Recognition-seeker
	Boastful, highlights own achievements

	Confessor
	Reveals personal fears, failings, uses group as a therapy session


Cole, K 2018, Leadership and management theory and practice, 7th edn, Cengage Learning Australia, South Melbourne, Australia.
Notes:





Team responsibilities/accountabilities
If a team is to work effectively and be responsible for meeting agreed outcomes, it is necessary for team members to clarify and agree upon the responsibilities of each team member. In a team environment, there is individual and joint responsibility for roles. Each individual is responsible to other team members for their actions and is also jointly responsible with other team members for the outputs of the team. To understand team member responsibilities, it is essential that each individual be aware of:
what they need to achieve (goals or targets)
who is dependent upon them
who is responsible for them
how their job impacts the jobs of other team members
how will they be held accountable for their actions, or lack of action
how they impact other teams if they do not accept their individual responsibilities.
[bookmark: _Toc25660332]Team goals and Key Performance Indicators
Setting clear team goals is the first step in reaching the performance expectations set out by an organisation. Planning team goals and objectives provides you with a way to track performance and assess achievements.
A goal-focused team will have initiative, be innovative and responsive to change, whereas a task-focused team will perform the allocated activities without thinking about why they are necessary or whether they can be improved.
Your team will need to have a clear and agreed vision and mission. It will also need to have a clear set of goals and objectives that link the vision and mission to a set of tangible activities and actions for each team member to follow.
Team goals need to be SMART (SMART goals are also known as SMAART or SMARTT goals–if you search leadership texts and the internet you will find a number of different variants). From SMART goals, your team will develop a team performance plan.
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Activity 2.3: Writing SMART goals
Visit the ‘Writing SMART goals’ Moodle forum to post your SMART goal. 
Look up what SMART stands for and write a SMART goal for your studies at TAFE.
Notes:





Key Performance Indicators (KPIs)
KPIs tools are used to measure performance levels across multiple disciplines within an organisation. KPIs are based on a set of agreed objectives, goals or desired outcomes which are monitored and evaluated over a set period of time.
Setting KPIs
When setting your KPIs, it is vital that they are set in conjunction with the work team. KPIs focus the team on essential aspects of performance and outcomes and can be used in a number of ways, including:
to assess current performance levels of the organisation
to underpin performance standards
to gather information that is consistent and reliable
to help define the purpose or direction within the organisation
as criteria for evaluation
for process improvement
for planning at all levels
for remuneration and performance reviews
to increase productivity
to develop measurable targets that can drive performance
to encourage teams to be ambitious but achievable
to relate team goals to the overall goals of the organisation
to develop time frames.
KPIs should be:
developed using SMART criteria
be specific and concise
be trackable or easily monitored.
Sample: Outbound call-centre operator for a large automotive company
The following table shows how an outbound call centre team for a large automotive company may set out KPIs in a team performance plan.
	Job responsibilities
	KPI
	Evaluation of performance

	Proactively contacting customers when their vehicles are due for service.
	Make 50 outbound calls per day, with an average of 10 bookings per day.
	Team Leader to monitor at least 10 outbound sales calls made by each operator.

	Driving service sales through proactive contact with customers.
	Maintain current and accurate customer information.
	Minimum sales (booking) achievement of 20% of all outbound sales calls made by each operator.

	Administrative support including data administration & management.
	80% customer satisfaction rating.
	Team leader to check records weekly for accuracy.
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[bookmark: _Toc518635974]Activity 2.4: Forum: Writing KPIs
Visit the ‘Writing KPIs’ Moodle forum to post your response. Refer to the position description for the Customer Contact Officer at Plan2go and write three KPIs using SMART criteria.
Notes:









[bookmark: _Toc25660333]Team and individual plans
Leaders and managers use performance planning to provide individuals and teams with a systematic approach to achieving desired performance outcomes.
When working with teams and individuals to create performance plans, you need to discuss and agree on clear and concise levels of expected performance. If new skills are required, then the plan should aid in the identification of any skills gaps and opportunities for development. This plan then provides an ongoing platform for continuous improvement, review and performance evaluation.
Team performance plans can be individual or team-based and should be aligned to the organisation's objectives. This can be done by:
matching the performance plans with the operational plan
aligning the team purpose to the operational plan
align the team purpose to the strategic plan.
There are two stages at which a performance plan should be developed:
Stage 1
Initially – upon employment or new job role.
These plans come in many formats. They usually include:
KPIs
standards of expected performance
individual and team building goals
output
actions to achieve goals which are time-framed
conduct and behaviour
knowledge and skills
performance measures.
These plans are used to identify desired performance levels and how they will be achieved. They provide guidance and direction that can measure the progress towards the performance goals.


Stage 2
Upon the need for improvement.
When a team or employee performs poorly or inadequately, a performance improvement plan should be developed.
Underperforming individuals or teams can negatively impact team productivity, cooperation and cohesion. This type of performance needs to be addressed quickly to eliminate the potential risk of escalation that could affect the whole organisation.
Summary
Poor performance can be handled by:
collecting information regarding the performance issue
team meetings with team members or meeting with the individual team member
open and honest discussion on the facts and root cause of the issue. For example, it could be as simple as the team has unrealistic KPIs and does not have sufficient resources
developing a performance improvement plan together
following up, gaining feedback, and monitoring performance.
A team performance improvement plan should include:
a clear and concise explanation of the area of performance that needs improvement or development
the action(s) to be taken to address the issues and the team members that need to be involved
the personnel (for example, a mentor or buddy) required to assist in the achievement of the set actions
the expected time frame for achieving each action
how performance improvement will be reviewed
when performance improvement will be evaluated
the expected outcomes and outputs
the actions required to achieve goals
team building goals.
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The following information will support you in writing and setting out your Team Improvement Plan.
 Fair Work Ombudsman’s Guide to Managing Underperformance (https://www.fairwork.gov.au/how-we-will-help/templates-and-guides/best-practice-guides/managing-underperformance) 
 NSW Public Service Commission Performance Development Framework  (http://share.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=a377a712-158a-4222-897a-7a0f4bbaf964)
 Business Victoria Review Staff Performance (http://share.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=da4dc177-ae25-4e82-a088-f064c0b7fc6e)

[bookmark: _Toc25660334]Support team to meet performance outcomes
Team members will thrive in an environment where they are supported in a variety of ways. This could be done through resources such as:
equipment
time
training
funds
coaching
rewards and recognition.
Formal and informal learning opportunities
There will be times when individuals or teams will need to participate in learning opportunities. These may be required because of:
gaps in individual knowledge and or skills
changes to job roles
succession planning
job development opportunities
continuous improvement practices.

It is important that, as a team leader, you recognise the benefits of developing your team members. Talk to your team and find out in which areas they need or desire training. This can be done during regular performance appraisals, or informally during team or one-on-one discussions.
Of course, there are considerations that impact on the type and availability of training. These considerations include (but are not limited to):
budgets and funding
complexity of skills and knowledge required
timelines
capacity
resources
motivation and engagement.
Informal training options
Informal training is probably the most common form of training within workplaces. Generally, there is no formal process involved: no teacher, no curriculum and no certificate at the end.
Informal training can happen during conversations with team members or learning through on-the-job experience.
Formal training options
Formal training options vary across organisations. Simply put, formal training is planned, focused on outcomes and involves some sort of evaluation. It could be registration in a formal learning program with an RTO such as TAFE or a planned staff development organised to meet a specific workplace requirement. 
Two common types of formal learning used in teams to improve performance and to develop capabilities and skills are:
Coaching
Coaching is a means of maximising the learning that staff can gain from their day-to-day experiences at work. It is a two-way communication process that provides staff with the tools to enable them to reach their full potential.
Coaching staff performance brings benefits to both the individual and the organisation. Successful coaching helps a person to realise their natural ability to learn, achieve and perform, and aids the organisation to achieve their goals.

There are six key behaviours that a supervisor needs to use when coaching a team member. They include:
liaison
resource provider
counsellor
teacher
challenger.
Mentoring
Mentoring is different from coaching. It is a process where a more senior or experienced person takes an interest in someone’s career and provides positive help, support, advice and encouragement. Key characteristics of a mentor include:
integrity
respect
professional success
empathy
sensitivity
innovation.
Workplace coaches and mentors are now an accepted and essential part of team operations. Team leaders and managers will call on these people when support in training or behaviour modification is required.
Good coaches may assist team members with specific skill improvement and mentors will support team members in a variety of ways. Coaches and mentors may be a permanent part of the team, or they may be utilised from outside the team environment. 
They can empower and give team members confidence in completing the tasks at hand.
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Activity 2.5: Performance plan
You are a member of a team of five people. You have been asked to organise a farewell morning tea in seven days time for Veronica who is retiring from the company after 30 years of service. You expect 50 people to attend and you have a budget of $500 (including a gift).
Write a simple team performance plan. Download and complete the Team performance plan from the Moodle. (http://.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=b6c0a39a-ade1-42d9-820c-d3e52175f418)
Keep a copy to discuss with your teacher.
Notes:









Topic 3
Develop and facilitate team cohesion


[bookmark: _Toc25660335]Topic 3: Develop and facilitate team cohesion
This topic looks at developing and facilitating team cohesion. You will examine the involvement of the team in planning and decision making, the advantages of participation and the strategies you can use to encourage team members to participate. 
At the end of this topic, you will have:
investigated the advantages of team cohesion
prepared policies to facilitate a productive team culture
examined strategies for rewarding team performance.
[bookmark: _Toc25660336]Team cohesion
Team cohesion is a critical factor in building effective teams. Cohesiveness is the degree to which the group members are attracted to each other and are motivated to stay in the group.
The more cooperative and cohesive a team becomes, the more effective that team is, as the members are working toward a common or shared goal. The more the members are respectful and supportive of each other, and the more closely the group's goals align with their individual goals, the greater the team's cohesiveness.
Cohesiveness will only come over time as the team matures and evolves. Cohesive teams display an understanding of each member's strengths and weaknesses, and they are able to discuss issues in an open, mature and non-threatening environment. Members support each other and the team leader.
Well defined systems, procedures and protocols will assist you in developing a cohesive team. Strategies include:
hiring team players
improving teamwork through coaching and training
empowering your team to make decisions
rewarding and providing incentives for effective teamwork.
High functioning teams are very often cohesive teams. Their results can be measured by the KPIs that have been set against their goals. Although individuals may need to make sacrifices for the sake of the team, the team's overall achievements will outweigh these.
To build an effective and cohesive work team, you will need to understand how a team develops, agree on a purpose, make decisions and motivate team members, as demonstrated in this diagram.

[image: ]© TAFE NSW 2019 Highly cohesive team
High-performing teams contribute to organisational success, whether their purpose is to create an innovative product or service or to design a new process or system.
The most productive teams combine individual talents and skills into one super-performing whole with capabilities that surpass those of even its most talented member (Molnau, n.d.).
[bookmark: _Toc25660337]Facilitate team input
The people you work with are your most important resource. Their skills, knowledge and experience are the most important thing when developing an effective team.
People performing a role consistently will have invaluable knowledge that can be used to assist you in achieving work goals. They are familiar with what can go wrong and what needs to be done. Team members who are involved and who participate in decision-making and improvement processes are most committed to making the changes work. 
Creating positive relationships with team members will assist you in developing effective working relationships.
Use the following four attributes of relationships to ensure a great team environment:
Openness - providing information in a timely and effective manner is vital to teams. Being open and honest means providing ALL the information needed to get the job done.
Honesty - honesty is essential to teamwork. Without honesty people will not trust you, so make sure you give answers and information honestly and sincerely.
Productivity - achieving results and increasing productivity can enhance a working relationship. It is important that you become accountable and cooperate in order to achieve the team's aims and objectives.
Cooperation - this is crucial to a team environment. Without cooperation, there is no team. Each person must know their role and perform their part in order to achieve goals and objectives.


Strategies for facilitating team input
There are a number of different strategies you can use as a team leader to encourage team input. These are explored below:
Treat team members as individuals
Each person brings skills and abilities and contributes in their own way. It is important not to let a dominating or loud person overshadow other members. In this type of situation, the team leader may seek to find common ground for two different points of view.
Involve teams in decision making
Decisions made by the team will be more readily accepted than those imposed by the leader without consultation. Not every member of the team will consider every decision as correct, but at least the team members have been able to have their say.
Use effective communication skills
Allow all members to contribute to the team and make sure their view is understood by all. Make sure your message is clear and try to avoid using jargon that alienates others.
Rephrasing what you have heard from another team member makes it clear what information is being expressed.
Be aware of non-verbal language which may inhibit proper communication, and avoid sarcasm as it is often hurtful if the person believes they are being put down.
Encourage working together
Working in a team implies working together to achieve common goals by planning work tasks and encouraging team and individual input.
Run effective meetings
Ineffective meetings decrease motivation and buy-in. When meetings are organised properly and facilitated in an efficient and meaningful way, they can be an effective method of communication between team members and management.
Use meeting time efficiently by beginning and finishing on time, and having an agenda. The chairperson should keep the meeting on track and only allow one person to speak at a time.
Taking minutes of the meeting and recording decisions promote sharing information and prompts team members to complete their allocated tasks.


Address conflict
As teams are made up of diverse members, there will be diverse opinions. When dealing with conflict, positivity is vital.
Conflict can bring a situation to the team and allow it to be discussed and resolved. Conflict over the ways things are done can result in improvements. When dealing with conflict, you must show empathy to both sides in a disagreement and use your negotiation skills to reach a resolution.
Create a safe space
Encourage collaboration and the sharing of ideas by creating an environment in which team members feel safe.
Plan collaboratively
Collaborative planning is essential to a team outcome. Team planning gets all members of the team involved from the beginning and builds the team's knowledge about their objectives.
Collaborative planning also allows group members to share their expertise and resources and to jointly delegate roles.
Establish team ground rules
These rules may be informal or formal, but each team may develop a different set of rules that suit their situation. These rules may also be useful when cases of conflict or differing opinions arise. Negotiation is an important team skill as consensus may not always be reached.
Encourage individual and team efforts
Each of us appreciates receiving encouragement and praise for tasks well done. This applies both to individuals in teams and the team as a whole. The team situation allows individuals to encourage each other, the leader to praise the team and management to provide positive feedback. The friendliness, support and availability of the team leader will provide a positive framework for the team’s efforts.
Address issues and problems
Attending to issues or problems that may arise in the team as soon as possible creates a feeling of supportiveness and group strength. Team relationships may be strained by any number of issues but an important one to identify is stress.


If the team is not working together in a conducive environment, this may cause stress to the individuals. Are individuals under stress outside of work that is impacting the team? Are two people just not able to work together? Stress can escalate, so any resolution that can be achieved facilitates the team continuing its work.
[bookmark: _Toc25660338]Policies and procedures for team accountability
In the ideal world, team members will know what to do and will have the desire and motivation to perform for personal job satisfaction and fulfilment. However, managing a team or group of people is difficult and takes time. As a team leader or manager, you will need to promote a culture that encourages cohesion and responsibility.
Creating an effective team means working together and relying on one another to achieve common goals. Team members need to be aware of their responsibilities in relation to their individual role and how they affect team operations. All managers should be involved in the creation, implementation and review of policies and procedures as they relate to team leaders and team members.
Simply put, a policy is a workplace rule. A procedure guides employees on how to meet the rule.
The NSW Department of Industrial Relations (2018) tell us a policy is ‘a statement which underpins how human resource management issues will be dealt within an organisation. It communicates an organisation’s values and the organisation’s expectations of employee behaviours and performance'.
You must establish an environment that supports your team and ensure there are sufficient policies and procedures in place to enable them to take responsibility for their own work and to assist others.
There are many policies and procedures written specifically for team members, including:
organisational guidelines and systems that govern operational functions
procedures that detail the activities that must be carried out for the completion of actions and task
standard operating procedures.
Making sure that your workplace has policies and procedures that outline how team members can take responsibility for their own work and how they can assist others with their workload will mean employees know what to do and how they must do it.
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 If you would like more information on how to write a policy, visit the NSW Department of Industrial Relations Workplace policies and procedures checklist to find out more on how to write a policy. (http://share.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=b31d05fd-8d0d-4854-aab1-4e39ec9957a9)

The expectations, roles and responsibilities of an employee are generally provided to them through a series of documents and processes. Included among these are the position description, induction program and initial training for their specific job. These procedures will also identify where assistance from team members is required. 
Policies and procedures need to be documented and made available to employees to become an integral aspect of your organisation's communication process. Often, such policies and procedures exist but staff are unaware of them. It is important that these become useful working documents which support team members' responsibilities.
With such a framework in place, there is less likelihood of staff digressing from responsibilities because they are unaware of what is required. All too often it is uncertainty that slows down processes. When we have a 'map' of what is required, we are able to step a path through our work.
[bookmark: _Toc25660339]Position descriptions
A position description document will specify the duties, tasks and activities to be performed by the employee and the standard to which it is to be done. It generally lists the internal and external relationships, responsibilities and accountabilities and any other information that is relevant to the job.
In a team, everyone must understand their own position and how everyone else contributes to the team purpose. Position descriptions assist the team to allocate activities to reduce duplication and ensure team members are not overstretched or under-employed. 
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Activity 3.1: Position descriptions
 Research position descriptions at I work for NSW, NSW Government (http://iworkfor.nsw.gov.au). The position descriptions clearly outline the purpose of the role and the key accountabilities, challenges, relationships and capabilities.
Make a comment about how, or if, each of the position descriptions provides a clear and defined description of the roles giving the individual employed to carry out the role clear parameters in relation to their responsibilities within the organisation and the team.
Notes:



Induction processes
Induction is more than just introducing a new employee to their job and workmates. It is an entire process of helping them fit into their new job, new work team and new organisation as smoothly as possible. 
Induction can be split into two parts:
Part 1: Induction to the organisation.
Part 2: Induction to the department and work team.
It is during the induction process that an employee can be introduced to the policies and processes which will help them identify their responsibilities and how they can meet them.
[bookmark: _Toc25660340]Encourage, value and reward team efforts and contributions
Recognition is a communications tool that reinforces and rewards the most important outcomes. When you recognise people effectively, you reinforce the actions and behaviours you most want to see them repeat. A system of recognition should be simple, immediate and allow for positive reinforcement.
When you consider employee recognition, you need to develop recognition processes that are equally powerful for both the organisation and the team member. As a leader or manager, there are a number of ways you can be a positive influence on your team and create a stable environment.
When people feel valued and recognise their skills are being used and extended, they are more likely to consider long-term employment with an organisation.
You can influence individuals and teams in a positive manner by:
making people feel valued
recognising positive contributions
rewarding strengths
developing skills to overcome weaknesses
building trust and relationships
inspiring others
increasing motivation
increasing the sense of achievement.
One of the best ways to motivate your team members and keep them focused on their goals is to reward and recognise their performance in a way which means something to them. 
Rewards may be in the form of:
praise, which can be personal or public, formal or informal
material rewards, such as money, gifts, vouchers, chocolates, organisation logo items 
psychological rewards, for example, an extra half hour for lunch, or best car parking space for a week.
To determine the most appropriate way to motivate and reward your team, you will need to use effective interpersonal skills and emotional intelligence.
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 Watch the LinkedIn Learning video Recognising and rewarding team performance (share.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=f9119dac-6a9d-4d9c-bd57-53e359f983a2). You will need to log in with your TAFE ID to watch the full video.
Notes:





Topic 4
Facilitate teamwork problem solving


[bookmark: _Toc25660341]Topic 4: Facilitate teamwork problem solving
At the end of this topic, you will have:
developed strategies for identifying team conflict
investigated conflict resolution procedures for work teams. 
[bookmark: _Toc25660342]Facilitating teamwork
Team members feel motivated and perform best when they have a sense of ownership in the team goal. They need to feel like their work is valued and see that the team leader contributes and leads by example. 
Leadership techniques and strategies to facilitate teamwork include:
planning roles to be filled and selecting appropriate individuals
leading the team in meetings, starting with a discussion of team objectives and values
making sure that targets are met and that values–above all, the value of working collaboratively–are observed by the team
analysing and correcting failures swiftly and surely, while always remembering to celebrate successes just as enthusiastically
carrying the responsibility of representing the team loyally to others, both inside and outside the organisation
acknowledging ideas and rewarding good work.
[bookmark: _Toc25660343]Ensure your own contributions to the team serve as a role model across the organisation
As a leader, you must lead by example. This can include how you speak with others, what you expect from customers or clients and even your attitudes and thoughts about work and the organisation. Examples of how you can contribute to enhancing the organisation's image for all stakeholders are:
having your team's successes communicated across the organisation to show the value of contributions made by individuals and teams
positively engaging with customers, suppliers and other external stakeholders to communicate the strengths of the organisation and its people.


There are many skills you can use to ensure you contribute effectively as a role model such as:
presenting a positive attitude
developing, earning and building trust
exhibiting integrity
leading and inspiring the best in others
making time for your employees/team members
offering support and encouragement.
All of the above skills combined are what makes a role model manager that employees can look up to. Working for such a manager leads employees to strive to do better themselves and better affects the company as a whole.
[bookmark: _Toc25660344]Support team to identify and resolve work performance problems
Team members often have issues which remain unresolved. Those issues need to be documented and systems put into place so that the team leader and team members can continue to work toward a resolution. Unresolved issues must be addressed so that team motivation and high morale continue.
In many cases, unresolved issues will be recorded in team meeting minutes or team member records, such as coaching files or performance reviews. Accurate records ensure issues are not forgotten or overlooked. 
Interpersonal conflict is natural in teams as team members jostle with differences of opinion on what’s the best option, ways to do jobs and how to relate to each other.
Evidence of interpersonal conflict in teams is seen when team members:
are aggressive, overbearing and put down different points of view
do not listen or look for common ground
withdraw from putting up ideas and discussions.
Using conflict to achieve positive outcomes
Conflict gets a bit of a bad rap. When we think about conflict it’s usually in a negative way. Conflict, when handled correctly, can bring around changes and benefits for teams. Teams that communicate well, respect and trust one another and work well together will be able to resolve conflict successfully. 

Examples of how you can use conflict to achieve positive outcomes include:
when teams use conflict as an opportunity to explore new ideas and improved ways of doing something
when teams with different views and ideas discover solutions which meet everyone's needs and get better outcomes
when teams establish and follow ground rules for handling and resolving conflict.
As an emotionally intelligent leader, you will be able to recognise signs of discord within your team, or within individuals in your team, and deal with it quickly and purposefully, prior to it becoming a full-scale conflict.
Take a look at the graphic below representing positive and negative paths to conflict resolution. It clearly demonstrates the outcomes of ignoring conflict.

[image: C:\Users\ccallander.AD\Downloads\BSBWOR502_ConflictPaths.jpg]
© TAFE NSW 2019 Negative and positive paths to dealing with conflict
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[bookmark: _Toc518635972]Activity 4.1: Managing conflict in teams
 Watch this video by Lindred Greer of the Stanford Graduate School of Business (http://youtu.be/YVWpipM-Rnw). Write down the tips she gives for managing conflicts. Left unchecked, conflicts can go viral, hurt productivity, and create employee turnover.
Notes:







[bookmark: _Toc25660345]Evaluate issues and take corrective actions
Unresolved issues often form the basis for conflict within teams and organisations. As a leader, it is your responsibility to address unresolved issues by negotiating in a spirit of cooperation and under the company's code of ethics or code of conduct.
All employees are required to meet certain standards and behave to these standards in the workplace. 
Corrective action
Corrective action is another word for correcting behaviour that is unacceptable in the workplace. The goal of the corrective action is to guide the employee to behave in a manner that is acceptable in the workplace, not to punish the employee.
No matter what the corrective action is, it is a serious step and must be considered and planned in-line with organisational policies and procedures.
Organisational policies and procedures are there to protect the workplace, the manager and the employee. They should ensure that the corrective action is fair and also legal.


No corrective action should be taken without consultation with supervisors and others involved.
There are two steps to consider when taking corrective action.
Step 1: Issuing an oral warning
As the manager, you should: 
follow approved workplace policies and procedures and seek advice if needed
set a time and place to ensure privacy
make notes about what you want to say in advance
remember that the employee has a right to choose representation
state clearly that you are issuing an oral warning
be specific in describing the unacceptable performance or behaviour (focus on task-related issues – not personality)
remind the employee of the acceptable standards or rules, such as the relevant workplace policy or their position description, and provide a copy of these at the meeting
state the consequences of failure to demonstrate immediate and sustained improvement, for example, further disciplinary action may be the result
note the oral warning in your diary, on your calendar and make notes about the exchange as they may be required in the future.
Step 2: Issuing a written warning
If the employee has been given an oral warning and the problem behaviour continues, a written warning may be the next step. A written warning should be issued after seeking advice and include: 
advising the employee that the letter is a written warning
describing the performance problem in detail
outlining the previous steps taken to acquaint the employee with the issue
the reasons why the behaviour is not acceptable
taking into account the response from the employee
explaining the expectations regarding behaviour and/or performance


clarifying that if the employee doesn't demonstrate immediate and sustained improvement, the consequence may be further disciplinary action, up to and including dismissal
advising the employee of their rights
delivering the letter and filing a copy.
There are further much more severe consequences for ongoing behavioural issues, and these will be described in detail in your policies and procedures. Suffice to say the basics of these include:
suspension without pay
reduction of pay within a class
demotion to a lower classification
dismissal.
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Further information and advice can be found on the Fair Work Ombudsman’s website for addressing issues and resolving performance problems 
 Managing underperformance (share.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=f7d2ebc4-1bd2-4cee-9b71-2b6defc72180)
 Effective dispute resolution (share.tafensw.edu.au/share/items/c634d55f-8098-4236-a476-9e3661e1190d/0/?attachment.uuid=5358f8b1-c540-491d-af2d-64af684d8118)



Topic 5
Team communication


[bookmark: _Toc25660346]Topic 5: Team communication
At the end of this topic, you will have:
categorised strategies for communicating with stakeholders at all levels of the organisation.
[bookmark: _Toc25660347]Open communication processes
Establishing open communication channels
It has been said that communication is the lifeblood of organisations. Nothing really happens without communication of some kind.
Good communication should happen on all levels of an organisation. The best communication will flow upwards from team members to management, while at the same time downwards from management to team members. When communication only flows one way, the potential for problems exist.
There are many models of communication. Wood et al. (2016, pp. 494-5) identify the main elements of communication as:
the message
encoding
channel
receiver
decoding
feedback.


The communication process
[image: ]
© TAFE NSW 2019 The communication process
To achieve effectiveness as a leader, communication must be frequent, clear, accurate and involve a two-way sharing of information.
Cole (2018, p. 157) suggests a simple six-point checklist for successful communication. She proposes asking the following questions to reflect on the success or failure of interactions.
Is the interaction:
clear -easy to read and understand, which is achieved through selecting the appropriate words, using good sentence structure and avoiding unnecessary words
complete -expresses a whole thought and uses sentences to answer the who, what, when, where, why and how
concise -saying what needs to be said briefly and courteously, eliminating unnecessary words and using action verbs
concrete -conveying a message precisely, without generalisations and with expressions that cannot be misinterpreted
correct -including accurate details. You can proofread your written work and use word processing editing tools to check spelling and grammar
courteous -showing goodwill towards the receiver by using strategies that suit their needs such as adapting language the receivers age, experience or cultural background and using non-gendered words.


Effective interpersonal communication processes are essential to the establishment and maintenance of effective teams. As a leader, you need to be able to communicate information effectively to a variety of people within and outside an organisation.
Communication methods
You will need to ensure your communication is clear and concise and is passed on in a timely manner. Team members need information on time so they can perform their roles as expected by management.
Communication methods can include team meetings, emails, notices, announcements, any other form of communication your organisation uses.
Communication flow
As a leader or manager, you act as a link between management and your team. You will liaise with a variety of internal and external stakeholders, communicating information from your team to others, and from others to your team.
The below diagram represents the flow of communication through the line manager, representing networks of knowledge sharing and collaboration.
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Communication needs to be upwards and downwards. Effective communication with management needs to be in context, accurate, timely and presented in a manner that is clearly and easily understood and in accordance with the organisation's communication protocols.
You should always be aware of the importance of communicating information to your team. With open honest communication and two-way communication, you create a culture of openness, trust and confidence.
Knowing how information flows is important: communication can flow vertically or laterally. Vertical can be further divided into downwards and upwards, as explored below.
Downward communication
Downward communication flows from one level of an organisation to a lower level. It can be used to assign goals, provide instructions, inform on policies and procedures, point out problems and seek feedback.
Upward communication
Upward communication flows to a higher level in the organisation. It can be used to provide feedback to senior employees. It keeps them informed on progress towards organisational goals. It can also provide information on continuous improvement to management.
Lateral communication
 Lateral communication takes place among members of the same workgroup, or among members of several workgroups at the same level. It can save time and facilitate communication.
As a leader or manager, you have many communication requirements. Predominantly you are responsible for:
explaining complex information clearly, putting it in context and in practical terms
communicating at different levels up and down the management structure
providing constructive feedback
consulting team members
resolving issues, concerns and problems
leading change, not passing the buck to more senior management
accepting accountability for the communication process
coaching employees

'selling' ideas and changes, and acting as a catalyst
managing performance, identifying and closing performance gaps and developing capabilities, which means being able to both understand the need and see the process through.
[bookmark: _Toc25660348]Communicating downwards
You can promote communication within teams by ensuring a positive communication climate exists.
Positive communication can be achieved through:
promoting an open and receptive communication climate that encourages a culture where people feel secure, worthwhile and valued
the expression of personal feelings and emotions (within the constraints of what is acceptable in a work environment), which increases self-esteem, motivation and morale in the team
the involvement and participation of all team members in decision-making, which increases the commitment of all staff.
An open communication climate in an organisation ensures the full exchange of ideas and information throughout the entire organisation, and with external suppliers and customers.
All teams need effective communication processes so that the information required for the work is available, able to be understood and acted upon.
As a leader or manager, you must promote a positive climate to encourage your team members to share ideas, information and knowledge. By promoting a positive climate, you will ensure that all team members feel confident and comfortable in helping others develop in their job. 
In communicating information to your team, you must consider:
the communication needs of individuals
describing behaviours, rather than interpreting them
focusing on controllable behaviours, not personality
being specific to be precisely understood
being non-judgmental, that is, don't be seen to be giving a personal attack
giving feedback immediately, so that it is fresh
expressing your feelings directly.

Factors which enhance the sharing of knowledge within teams include:
promoting a culture which encourages and rewards the sharing of knowledge and skills
management that is supportive of the sharing of knowledge and skills
having a systematic approach to recording and disseminating knowledge for development of skills.
[bookmark: _Toc25660349]Communicating upwards
Communication in relation to issues and problems is vital if you are to provide your team with effective leadership. This means there will be times when you need to communicate with line managers and management to effect a solution for identified issues.
There are many skills you need to have to effectively communicate with anyone in your organisation. These skills are called interpersonal skills. You use interpersonal skills to develop shared meaning when you communicate with other people on a one-to-one or group basis. The skills you use will vary according to people's needs and the context.
There are various reasons you may need to communicate with your own manager for assistance, for example, when:
making decisions
gathering information
discussing issues and problems
making presentations
supervising staff
role ambiguity
missed milestones
resource issues
goal uncertainty and external blockers.
You will need to acknowledge the issues raised and address them in a timely manner, communicating them to your team where appropriate.


[bookmark: _Toc25660350]Communicating with stakeholders
Whatever level of management you work in, you need to understand both your daily duties and responsibilities and your wider responsibilities to external stakeholders.
Try to establish a work environment that allows you to freely communicate with team members and stakeholders regularly. Stakeholders may refer to:
board members
business or government contacts
funding bodies
union/employee groups and representatives 
upper level management
work teams.
When you solicit feedback from stakeholders, you can learn about issues and resolve problems before things escalate. Some of your stakeholders may have good ideas that can improve workplace efficiency, but you may never hear about these ideas if you don't establish open communication.
You can use several different media to communicate with your stakeholders, but before the dialogue can begin you must first establish some ground rules.
When communicating with stakeholders remember to be:
focused –information should be relevant to the specific stakeholder such as informing them of progress, variations and decisions
factual –information should be factual
frequent –information must be given and received in a timely manner.
[bookmark: _Toc25660351]Communicating any unresolved issues, concerns or problems
There will be times when issues arise that cannot be dealt with within the team context. In these situations, issues are most often forwarded to the line manager/management. Appropriate lines of communication must be open and available to ensure that any unresolved issues are addressed with all relevant stakeholders.


Communication happens through:
face to face meetings
team and stakeholder meetings
documentation, for example, email
internet communication tools like Skype
intranet
formal reports
performance management process
training, coaching and mentoring.
[bookmark: _Toc25660352]Evaluating and taking action on unresolved issues, concerns and problems
Corrective action for workplace issues will occur after issues have been discussed and investigated within the team and or with management. Action must be taken in a timely manner to complete the process. This will apply to both internal and external issues. Evaluation may include:
determining ownership or responsibility for managing certain tasks with all stakeholder relationships
scheduling a date for the issue to be resolved
performing a review on work activities
deciding and agreeing on a process to monitor work activities or issues.
Action may include:
performance management
external consultation and/or advice
mediation
review of organisational documentation such as policies and procedures.
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