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Unit 229 Develop Working Relationships with Colleagues 
 
Effective Teamwork 

Delivering customer service requires many different skills and a 
range of tasks which cannot be done by one person alone. As a 
member of a team it is important to build strong professional 
relationships so that you can work together to give the best possible 
service to your customers.  

 
The benefits of effective team working include: 
 

• Effective delivery of service to every customer 
 Effectiveness is the capability of producing a desired result. When something is 
deemed  effective, it means it has an intended or expected outcome, or produces a 
positive  impression. In customer service this means that a customer is satisfied 
with, and hopefully  impressed with, the service delivered. 

• Increased efficiency 
 Efficiency is the (often measurable) ability to avoid wasting materials, energy, 
efforts,  money, and time in doing something or in producing a desired result. In a 
more general  sense, it is the ability to do things well, successfully, and without 
waste. In customer service,  this means you achieve a result without wasting time, 
money and effort, which would not be  good for the business. 
• Flexibility within the team 
 A team is filled with individuals with different levels of knowledge, skills and 
ideas. With this  mix, staff can swap roles so that service can always continue 
effectively, provide support  and advice on a range of issues and share ideas. In 
customer service terms, ‘multi- tasking’  is often an asset to a team because 
there are so many processes involved in providing a  service. 
• High morale 

 Morale is the capacity of a group's members to maintain belief in an organisation 
and its  goals, particularly in the face of opposition or hardship. A team helps to 
share  responsibilities so that no one person becomes overloaded with work and 
provides the  opportunity to provide support and advice, particularly if there is a 
customer service problem  to resolve. 

• Improving service delivery 
 Teams generally are comprised of individuals with the same goals but with 
different views as  to how to achieve those goals. The team wants success and all 
members must contribute  ideas and method in order for the best combination to meet 
the customers’ needs.  Depending on the goal, there has to be flexibility of thought 
and approach in order to find the  most appropriate, creative, cost effective/profit 
generating and workable solution. 
 
Giving Feedback 

In order to ensure staff are performing to the standards expected, 
individuals and teams need to receive information, advice and guidance 
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on how they are doing in their job. This can help to identify good practice as well as 
areas requiring training and development. 
Managers often use methods such as appraisals to discuss performance with team 
members. In addition to these formal methods, staff will provide colleagues with 
feedback in a more informal way whilst on the job. This helps individuals to correct 
errors or carry out a task in a more effective way. 
 
Giving feedback requires skills and careful thought, since done badly it can upset 
individuals and affect the morale of the team. 
 
In order to give feedback in a constructive way: 
 

• State the constructive purpose of your feedback. 
 First, briefly state your purpose by indicating what you'd like to cover and why it's 
important.  If you are initiating feedback, this focus gives the other person a clear 
indication about how  the conversation will go. If the other person has requested 
feedback, a focusing statement  will make sure that you direct your feedback toward 
what the person needs.  
 

• Describe specifically what you have observed. 
 Have a certain event or action in mind and be able to say when and where it 
happened, who  was involved, and what the results were. Stick to what you 
personally observed and don't try  to speak for others. Avoid talking vaguely about what 
the person "always" or "usually"  does.   
 

• Describe your reactions. 
 Explain the consequences of the other person's behaviour and how you feel 
about it. Then  give examples of how you and others are affected. Describing 
reactions or consequences  allows the other person to see and understand the 
impact their actions are having on others,  the team and the organisation. 
 

• Give the other person an opportunity to respond. 
 Feedback is a two-way, therefore don’t forget to listen to what the other person 
has to say.  Remain silent and meet the other person’s eye, indicating that you are 
waiting for  answer. If the person hesitates to respond, ask an open ended question. 
 

• Offer specific suggestions. 
 Whenever possible make your suggestions helpful by including practical, feasible 
examples.  Offering suggestions shows that you have thought past your evaluations 
and moved to how  to improve the situation.  
 

• Summarise and express your support 
 At the end of the conversation, it’s always important to review the major points 
you  discussed. Summarise the action items, not the negative points of the other 
person's  behaviour. For corrective feedback, stress the main things you've 
discussed that the person  could do differently and develop their skills. It’s important to 
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always end on a positive note  by expressing confidence in the person's ability to 
improve the situation. 
 
Conflict Management 
Conflict situations are an important aspect of the workplace. A conflict is a situation 

when the interests, needs, goals or values of involved parties 
interfere with one another. Conflict is common in the 
workplace - different people may have different priorities or 
ideas and differences of opinion can arise between team 
members, departments, projects, organisation and client, 
manager and subordinate, organisation needs vs. personal 
needs. It can have a negative effect on teams but can also 

present opportunities for improvement. Either way, conflict must be managed 
effectively.  
 
Managing conflict is important in order to: 

• Maintain morale and ‘team spirit’ 
• Maintain performance standards 
• Minimise absenteeism 
• Promote a safe working environment 

 
Conflict Management Techniques 

Using conflict resolution strategies in the workplace will help 
maintain a healthy work environment. Conflict resolution requires 
specific leadership skills, problem solving abilities and decision 
making skills. It is important to select the right technique to match 
the situation. 
There are several techniques that can be used to help resolve team 

conflicts. 
 
Examples include: 
 

• Win-win (collaborating) 
  Attempting to identify the underlying concerns in order to find an 
alternative that suits   everyone. An example of this would be where 
department heads meet to discuss   changes to policies which are not 
currently effective, such as the distribution of tips or   bonus payments between 
different departments. 
 

• Compromise 
  Working to mutually acceptable solutions that partially satisfy everyone. 
For example,   no-one can agree where the Christmas staff party should be 
held so various options   are explored and a choice is made which partially 
meets everyone’s expectations. 
 

• Forcing 
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  Using formal authority or coercion to get one’s own way - an individual 
firmly pursues  h is or her own concerns despite the resistance of the other 
person. This may involve   pushing one  viewpoint at the expense of another or 
maintaining firm resistance to   another person’s actions. For example, two 
members of staff don’t get on and are   constantly clashing. The manager steps 
in and decides to move one person to    another department. 
 

• Avoiding 
  This is when you simply avoid the issue.  You aren’t helping the other 
party reach   their  goals, and you aren’t assertively pursuing your own.  This 
works when the    issue is trivial or when you have no chance of winning 
– you hope that the issue    will resolve itself. For example, in a very busy 
service a colleague says     something which annoys you but you 
choose to ignore it and hope that it will not    affect the long-term 
relationship. 
 

• Accommodating 
  This is when you cooperate to a high-degree, and it may be at your own 
expense,   and actually work against your own goals, objectives, and desired 
outcomes. This   approach is effective when the other party is the expert or 
has a better solution.  For   example, you think  that you are ready for a 
promotion, but accept the decision of a   senior manager that you must attend a 
training programme first. 
 
Discussing Work Progress 
   Giving feedback to your colleagues and employees provides them 
with an     observer's insight into how their performance is 
progressing, as well as advice    to solve any problems. Giving and 
receiving feedback can be a delicate     process, but there's no 
doubting its value in helping to identify issues and     solve them. 
Business owners should manage feedback in a positive way so    that it 
can do what it's intended to do – create an effective team and achieve   
 business success. 
 
Providing the opportunity to discuss work progress and work issues is valuable 
because they: 

• Chart progress on meeting targets /standards 
• Identify any problems which need addressing  
• Identify support required/training needs 
• Help to build relationships 
• Help to motivate individuals e.g. praise and reward 

 
Problems and Changes 
  In the customer service environment there are many challenges to face, 
dealing with   problems within the team or with customers and reacting to 
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changes. It is important   that everyone involved in the delivery of service 
receives prompt and helpful    information so everyone is fully 
prepared. 
 
Informing colleagues of problems and changes is important because it: 

• Helps individuals and teams to resolve issues before they become 
insurmountable 

• Provides opportunity to put plans into place to be ready for any changes 
• Allows individuals and teams to share ideas to best face any problems or 

changes 
• Ensures that all team members are fully informed and that no-one is left ‘in the 

dark’ 
• Creates a positive attitude and confidence within the team because they are 

ready to face challenges 
• Reduces the risk of mistakes and negative reaction such as panic 
• Provides the best opportunity for business success and retaining a competitive 

edge 
 
 


