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Demonstrate effective communication
in work teams.
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Explain the types of work teams, their
advantages, disadvantages, and
characteristics.

I 55 Jaall 3,8 g1 o1 s
Gl paibiadldl y o gall

Understand team roles, the stages of
team development, and steps for
resolving team conflicts.
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Explain virtual teams.
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Understanding business etiquette.
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Collaboration—working together to meet

complex challenges—is a prime skill expected
in a wide range of professions. No matter what
career path you pursue, it’s a virtual guarantee
that you will need to collaborate in at least
some of your work activities, and your
communication skills will pay off handsomely in

these interactions.
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A team is a unit of two or more people who

work toward a shared goal and, unlike other
work groups, depend on one another to

achieve that goal.

Teams are often at the core of participative
management, the effort to involve employees

in the company’s decision-making.
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Problem-solving
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A permanent team established to address recurring issues, such as
corporate governance or workplace safety.
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Team assembled to analyze a problem or issue, recommend a solution
and, in some cases, implement the solution; sometimes referred to as a
task force.
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Team assembled to complete a specific project, such as a new product

launch or installation of a new computer system.
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Similar to project teams but used in fields such as advertising and web

design; combines the efforts of various creative professionals and may

work on a series of projects together.
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Characteristics

Cross-functional Pulls together people from across multiple departments or functional

@il ll aeia areas; the best way to tackle companywide issues or opportunities but can
be challenging to manage.
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Teams can provide businesses and individuals with a
variety of benefits:

= More information and knowledge. By pooling the
experience of multiple individuals, a team has
access to more information and experience.

= Learning opportunities. Teams that bring together
people with various work specialties give members
the chance to learn from each other.

= Boldness. People who might hesitate to take
calculated risks on their own can be more willing
to make bold moves as part of the team.
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built-in sense of accountability to others. LAY ala e Lisally Malia
= Trust building. Working closely in teams helps G &l =8 G-l doanll 2ol A8 Ly
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Buy-in for solutions the team creates. Those who
participate in making a decision are more likely to
support it and encourage others to accept it.

Improved performance. Effective teams can be
better than top-performing individuals at solving
complex problems.

A sense of community in good times and bad.
Being on a team helps individuals share in the
celebration of successes and provides emotional
support during challenging periods.
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Although teamwork has many advantages, teams need to

be aware of and work to counter the following potential

disadvantages:

Groupthink. Like other social structures, business teams
can generate tremendous pressure to conform.
Groupthink occurs when peer pressure causes
individual team members to withhold contrary opinions
and to go along with decisions they don’t really believe
in. The consequences of groupthink can range from

bland, unimaginative work to outright disasters.
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Hidden agendas. Some team members may have

a hidden agenda—private, counterproductive
motives, such as a desire to take control of the
group, to undermine someone else on the team,
or to pursue an incompatible goal.

Cost. Aligning schedules, arranging meetings, and
coordinating individual parts of a project can eat
up a lot of time and money.

Overload. Some companies have embraced
collaborative work approaches to such an extent
that they are overloading employees with team
assignments.
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A wide variety of factors can account for team Gl plad B agud Bagas Jal go Aia
success:
= A shared sense of purpose and compatible A8l glaar 8oy (el B Ga jee & om
values.
= Aclear and challenging goal. Tsbhymalgan =
= A belief in the value of the team’s efforts. oAl D sen Aty Gl
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goal.
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= An environment of psychological safety,
encouraging people to share information,
propose unproven ideas, and express
vulnerability without fear of repercussion

= A willingness to put the team’s needs ahead
of individual needs

= Open and honest communication

Notice how all these traits rely on communication,
both in the information that is shared and in the

way people interact with one another.
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L The interactions and processes that take place

among the members of a team are called group
dynamics.

O Productive teams tend to develop clear norms,
informal standards of conduct that members share

and that guide member behavior.

O Group dynamics and norms are influenced by the

roles team members assume and how the team

evolves as it gets up to speed.
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O members of a team can play a variety of (= ic sikede gana sl 3o il cliaeY S0 O

helpful roles to ensure harmonious, .zEiihsatliie e Jlamalsielwdll oY)
productive work.

0 Team-maintenance roles focus on the “4adill ailmll o Gosillacy Hisl 350
interpersonal and social aspects of being on a  _ulas (3uad Jie (3 8l (eia Jaall dpclaiaVl
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participation, compromising, and mediating

disputes.
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O They can include providing technical expertise,  ¢d—dll 3 il mn & ) ¥ o2 Joiii o Sy (O
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exploring options, and keeping the team on schedule. Gedl Jleel Jsaa e Llaall g el sl
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Teams typically evolve through several phases on their

way to becoming productive:

 Forming. The group comes together, and various
members begin to establish themselves in specific
roles. In some cases, one person is given the formal
role of team leader, but in others an informal leader
may emerge as the members establish their roles. If
the group’s goal hasn’t already been defined, the team
leader or the team members themselves will establish

it.
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 Storming. As team members begin to discuss their positions and

become more assertive in establishing their roles, disagreements
and uncertainties may arise. Much of the conflict may be
constructive as team members share ideas for meeting the
team’s goals. However, if conflict threatens to get destructive,
active conflict resolution might be necessary. Everyone has
responsibility for helping the team get through this turbulent
phase as quickly as possible. Positive steps include appreciating
the benefit of having diverse viewpoints, assuming that people
are there to do good work, and giving everyone the opportunity

to be heard.
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(J Norming. As conflicts are resolved, the team begins to
take on a cohesive personality with clear behavioral
norms, such as expectations of civil behavior and

mutual dependability.

(J Performing. With a cohesive, distinct personality and
norms to guide behavior, the group is ready to perform
its task. As the work progresses, new questions and
conflicts may emerge, requiring the team to spend

some time storming and re-norming again.
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accomplish their goal, the fifth and final step Jda sl daali & 5 a¥) 5 Ll 5 slasll
is to adjourn, or disband, the team. This = Lal Sldas dls jall 038 ¥ 383y yall
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When you encounter conflict in a team setting, follow

these five steps to resolve it in a positive and

constructive way:

* Decide if the conflict is worth addressing. Resolving
conflict takes time and energy and can temporarily
disrupt activities and relationships. If the conflict is
minor or will disappear on its own (such as when a
temporary team disbands), it might make more sense

to live with it.
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 Examine your own beliefs and behaviors. If

you are involved in a conflict that you want to
resolve, examine your own stance before
taking any action. You might be contributing

to the conflict in ways you hadn’t considered.
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Identify where the conflict truly originates. As you

have probably experienced in your personal life,
conflicts aren’t always about what they appear to be
about; the real difference may lie below the surface.
For example, two team members might be arguing
about work methods when their real conflict is
deeper. They could have different cultural priorities,
for instance, such as the importance of group

harmony versus individual career success.
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Establish common ground. Figure out what

everyone does agree on, and then use that
foundation to build a solution. For example, if
people disagree about the team’s goals, dig
deeper and find out if they agree about the
company’s overall goals and strategies. If they
agree at that level, you can use that to launch a
discussion about how to shape team goals that

support the company’s goals.
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* Choose a strategy for resolving the differences. You have

four basic choices here:

v" You can avoid the circumstances that create conflict, such as
not assigning people who don’t get along to the same tasks.
Avoidance doesn’t solve the underlying conflict, of course,

but it can be the most efficient solution in some cases.

v" One side can choose to accommodate or sacrifice for the
good of the organization or to maintain harmony in a

relationship.
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v’ The two sides can choose to compromise, with

both sides giving up something.

v Both sides can choose to collaborate on a new
solution that satisfies everyone’s needs and
expectations—a win-win strategy. Collaboration in
this sense can be a rewarding experience because
it makes conditions better for everyone and gives
a team or group the satisfaction of a shared

accomplishment.
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O A virtual team is one in which members work in

at least two different locations and rely on
technology to communicate and collaborate.
Professionals in a wide variety of situations work
in virtual teams, including telecommuting
(working from home or other off-site locations),
collaborating with colleagues in other offices,
and working as independent contractors from

remote locations.
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Virtual teams can also yield some surprising benefits.  _¢ki Adade a3 g8 (3aad ) Wl Gl 58V (5,8l (S
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v’ Interpersonal communication is a constant challenge

in virtual environments. Teams play an important
social role in many cases, for instance, and long-
distance team members can develop a sense of
emotional isolation and the feeling of being “out of the

loop.”

v’ Distance and separation can foster an “us versus
them” mentality between geographic factions in a

team.
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v" Virtual teams often miss out on the random

interactions that co-located teams experience,
such as members running into one another
while getting coffee or otherwise crossing

paths in the office.
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To overcome the inherent limitations of virtual

collaboration, follow these tips:

O

Keep teams as small as possible. Even more so than
with co-located teams, virtual teams can run into
trouble if their size grows larger than 10 people or
so.

Use the best collaboration technology available.
The tools can range from something as simple as text

messaging up to elaborate collaboration platforms.

() Y ¢y glal) b Aalsl) 3 gl e il
bl XYY &)

e STLOSY) 8 gEN aaa jia e Bl o

) 4al 55 33 el s (lSa 3 Jand ) )

Vo e L gana a3 13 JSU_5ie 4y ool s8]

Y C}\Jﬁ .Z.Au.d\ Crotadd) Culaas da'aé\ ?Aﬁu‘ O
Loail) JEl IS Bay iy ol ol ey ol Y|

B shie (slad laia g

\




/‘

Lecture

Tips for Success in Virtual Team Environments
2 58 slaad) Jand) clin B Zladll milia

MIDOCEA|

UNIVERSITYl

02

Clarify the purpose of each tool. Make sure that each kind

of communication, such as schedule updates, task
assignments, and urgent messages, is conveyed via one
designated channel.

Take special care with isolated members. If most of the
team is co-located and a few members are remote, assign
responsibility to someone in the local team for keeping
remote members in the loop.

Don’t rely solely on written communication. Pick up the
phone or initiate video chats to maintain a more personal

connection.
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The first step in preparing for a meeting is to make

sure the meeting is truly necessary. Meetings can
consume hundreds or thousands of dollars of
productive time while taking people away from other
work, so don’t hold a meeting if some other form of
communication (such as a blog post) can serve the
purpose as effectively. If a meeting is indeed

necessary, proceed with these four planning tasks:
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v' Define the Meeting’s Purpose. Meetings can

focus on exchanging information, reaching
decisions, or collaborating to solve problems or
identify opportunities.

Select Participants for the Meeting.
Choose the Venue and the Time.

Set the Agenda. A productive agenda answers
three questions: (1) What do we need to do in
this meeting to accomplish our goals? (2) What
issues will be of greatest importance to all
participants? (3) What information must be
available to discuss these issues?
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The following guidelines will help leaders and daaludl Jde (S Ll salall A_ALJ\ Calald Y aeludu
participants contribute to more effective meetings: Aallad S Glelda¥) Jaas A
v" Keep the discussion on track. onall el e 4580 e Lils v
v" Follow agreed-on rules. Lede Gaial ac) @l axil v/
v Encourage and moderate participation. e Jlxie Y) 5 48 jLiall mands v
v' Participate actively. PARTIR T NN Ve
v' Don't interrupt speakers. Ol ablE Y v
v Use mobile devices respectfully. Al ials A sanall 3 jeal) axiiul v
v Conclude the meeting effectively. Jad J0 g ladal) A v y

y
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v Make sure the meeting has a well-defined .1 saaiasdagedal glaiaV¥l ol e asli v
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task.
v' Provide prestudy materials as needed, in ialall ws 48y wall 4wl jall ol g W)l ybe 5 v
addition to the agenda. Jlae ¥ Jsan ) Al

v' For large meetings, assigh people to specific (alai¥l (paxiy a8 ¢ Sl lelaadl 4wy v/
roles. Badsa ) g2V

v Make sure everyone has up-to-date versions <l jlaal cuaal agal Cpeddival) aes o) e S v
of whatever software tools you plan to use. Lealaatinl (o688 Sl il oY) zal 5

v' If all the participants don’t know each other, «(ardl agiazy (6 2y (€ Ll aran (Sl 1YV
the facilitator should perform introductions or (s Gl sl (s agdy 23 Aulall alaia e Cand
ask people in turn to introduce themselves. 05 Al 2y ) & jLie S
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v If the system doesn’t offer a way for people to e (xS Ll (Sai 3] aldaill jasyalld) v
virtually “raise their hands” to ask a question, the s Alily) 7 bl Ll yidl "agay) ad )"
facilitator should explain how to pose questions. ALY kb S 53 dulal) aliie e
v Log in on time. Al gl Jsaall Jas v
v’ Be present, mentally and emotionally. Lible Wi | poala oS v
v' Mute your audio input if you need to cough or €13 igsall AL Gipn i a8 v
otherwise make noise. A elia goa Galaa) o Jledd) ) dalay
v’ If you type to take notes, make sure noise from Ol (e aSUE ccldandla oy gatl S cui€ 1Y) v
your keyboard won’t distract others. il o peiliall Aa ol (e 3 jaliall lia gl
\ oAV
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v’ As you work through each agenda item, a8 «Jlacl) Jsan 35t oty JS 4S8 2ie v/
summarize what has been discussed and ask if &) Jssasll Jlal a3 caidblic 2 Ll Gadle dlacly
anyone has questions or comments. laadle sl dlind g ageal OIS
v’ As the facilitator, periodically check in with J=< g d—al sill Jola dudall odai o i oay v
each person, if feasible. For instance, if «JUiall Jaw Ao oSal o) (o0 JSi & i
someone hasn’t spoken in a while, you might LSy« gl (e 3 il (S Hliiall aal duaaty ol 1)
address a person by name and ask, “Does that 122 Ja" :Jlsully 3 ) Sl 4] LIS 4 n g
work for you?” or “Do you have anything to "$Adla) gl clal Ja" ol Sl
\ add?” y
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Professionals pay attention to their effect on

other people in five areas: in the workplace, in
social settings in which they are representing their
firms, while online, while using the telephone,
and while using mobile devices.
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Be punctual for work and meetings.

Don't interrupt others while they are speaking.
Avoid using profanity in the workplace.
Maintain personal cleanliness and avoid strong scents.

Avoid eating at your desk, especially smelly foods.

Keep noise to a minimum (voices, meetings, music).

Respect personal space; knock before entering.

Avoid gossiping.
Do not come to work if you are sick.

Avoid discussing sensitive topics like religion or

politics.
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and Act Appropriately: Ensure your
appearance and behavior are always suitable for
the business occasion when representing your
company.

Respect Cultural Norms: Learn and use the correct
greeting customs of other cultures, such as a
handshake in North America or a bow in Japan.
Always stand when shaking hands if you are able.

Make Proper Introductions: When introducing
yourself, state your full name and role. When
introducing others, state their full names and add a
point of common interest to start a conversation.
Generally, introduce the younger or lower-ranking
person to the older or higher-ranking one.
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Master Dining Etiquette: Learn basic dining
etiquette for business meals. Use online resources
like videos for guidance.

Keep Conversation Professional: During business
meals, avoid sensitive topics like politics, religion,
and personal complaints. Use humor carefully to
avoid offending anyone.

Network Gracefully at Receptions: Use receptions
to meet people, but avoid aggressively handing out
business cards or pitching your company to
everyone.

Be Inclusive: If you see someone alone near a
group, pause your conversation and introduce
yourself to make them feel included.
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Stay focused on the original topic.

Follow basic expectations of spelling,

punctuation, and capitalization.
Use virus protection and keep it up to date.

Watch vyour language and keep your

emotions under control.

Avoid multitasking while using messaging or
other tools.

Don’t waste others’ time with
confusing, or incomplete messages.

sloppy,

Never assume you have privacy.

Respect boundaries of time and virtual space.
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Slow down when conversing with people whose
native language isn’t the same as yours.

Be courteous when you call someone. Identify
yourself and your organization, briefly describe
why you’re calling, and ask if you’ve called at a
good time.

Convey a positive, professional attitude when
you answer the phone.

End calls with courtesy and clarity. Close in a
friendly, positive manner and double-check all
vital information, such as meeting times and
dates.
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v' Use your own voicemail features to help callers. 3l by dalall S giall 2y 5l &l jos aadinl v
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v’ Be considerate when leaving voicemail . se¥) amislel e oy Adiga Al djivie v

messages. Unless voicemail is the only choice, a3l JLAl &g gall Jila H aladinl (K5 o1 )
consider leaving a message through other il Jilu )l Jie Jual sill (5 Al Jilu s araiuls
means, such as text messaging or email. If you & ) &yl 13) Ll 58Sy a5l
do leave a voicemail message, make it as brief as  _S3 g (e 38 L Slag) (e 2SUE (A g Al
possible. Leave your name, number, reason for — ld ¥ s Juai¥) (e (ol 5 cliila a5 ol
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Like every other aspect of communication, your

mobile device habits say a lot about how much
respect you have for the people around you.

Avoid these disrespectful choices
v Using obnoxious or inappropriate ringtones.

v’ Failing to mute your phone during meetings or

other situations where it will interrupt people.
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v' Talking loudly in open offices or public places.

v Talking on your phone right next to someone else.
v" Making or taking personal calls at work.

v Invading privacy by using your phone’s camera
without permission.

v' Taking or making calls in restrooms and other
inappropriate places.

v' Texting during meals or while someone is talking to
you.

v" Allowing incoming calls to interrupt meetings or
discussions.
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