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Individual Report: Investigating Communication at ASDA

1. Introduction 

Communication is an important part of business because it allows people to exchange information, instructions, ideas and feedback. In a large organisation, effective communication helps employees understand their responsibilities, work together and provide a consistent service to customers. Poor communication, on the other hand, can cause mistakes, confusion, delays and lower employee performance (Mullins, 2023).

This report investigates communication within ASDA, a major supermarket business in the UK. ASDA has employees working across different areas, including customer service, checkouts, grocery, fresh food, management and stock operations. Therefore, communication is needed to coordinate activities and ensure that customer needs are met. The purpose of this report is to examine the main communication methods used within ASDA and explain their importance to daily operations. It also identifies common communication problems, including unclear information, language barriers and communication between different shifts. Finally, the report provides practical recommendations that could help ASDA improve communication, teamwork and customer service (Daft, 2022).

2. Communication and Methods Used at ASDA 

Communication at ASDA takes place between managers, employees, different departments and customers. Because supermarket employees perform different tasks throughout the day, information needs to reach the correct people at the right time. The communication process can involve a sender, message, communication channel, receiver and feedback. For example, a manager may give an instruction to an employee, while the employee can ask questions or provide feedback to confirm their understanding.

Face-to-face communication

Face-to-face communication is particularly useful when information needs to be explained quickly. Managers and supervisors can speak directly to employees about daily tasks, staffing arrangements, promotions or customer-related issues. Short team meetings or shift briefings can help employees understand what needs to be completed during their working period. Employees can also immediately ask questions, which makes this method useful when instructions are unclear (Daft, 2022).

Written communication

Written communication allows important information to be recorded and checked later. At ASDA, written information may include rotas, policies, health and safety instructions, notices and workplace procedures. Managers can also use written records when reporting incidents or communicating information that needs to be passed between employees. This method can create consistency because employees can refer back to the information instead of relying only on memory (Mullins, 2023).

Digital communication

Digital communication is increasingly important in modern retail businesses. Computerised systems can support the sharing of information about stock, deliveries, employee schedules and business procedures. Employees may also use online systems for training or to access company information. Digital communication can be quicker than traditional methods and allows information to reach several employees or departments efficiently (Bovee and Thill, 2021).

Telephone communication

Telephone communication can be useful when information is urgent. For example, employees or managers may need to contact another department or store about stock availability, deliveries or an operational problem. Speaking directly to another person can save time when an immediate response is required.

Customer communication

Communication with customers is also an essential part of ASDA’s operations. Employees communicate with shoppers when answering questions, helping them find products or dealing with complaints. Verbal communication should be polite and professional, while active listening helps employees understand what customers actually need. Non-verbal communication, such as appropriate eye contact and body language, can also influence the customer’s experience (Huczynski, Buchanan and Huczynski, 2020).

Communication between departments

Different departments need to exchange information to keep the store operating effectively. For instance, customer service may need to communicate with managers about a complaint, while shop-floor employees may need to contact colleagues when stock needs to be replenished. Effective communication between departments reduces delays and supports teamwork (Robbins and Judge, 2023).

Overall, ASDA can use a combination of verbal, written, digital and telephone communication. Using different methods allows information to be shared according to the urgency and nature of the situation.

3. Common Communication Issues at ASDA 

Although communication is essential to ASDA’s operations, several problems can affect how information is understood and shared. These challenges can have an impact on employees, customers and overall store performance.

Misunderstanding of instructions

One possible issue is employees misunderstanding instructions from managers or supervisors. Instructions may sometimes be given quickly, particularly when a store is busy. If an employee does not understand what they are expected to do, tasks may be completed incorrectly. For example, an employee could misunderstand where products should be placed or how a particular promotion should be displayed. Clear language and opportunities to ask questions can reduce this problem (Daft, 2022).

Communication during busy periods

Supermarkets can become particularly busy at certain times of the day, during holidays or when special promotions are running. Employees may be concentrating on serving customers, restocking shelves and completing other responsibilities. As a result, there may be less time for employees to communicate with each other. Important information could be missed, which may create delays or reduce the quality of customer service (Mullins, 2023).

Cultural and language barriers

Employees in large organisations can have different cultural and language backgrounds. Diversity can provide many benefits, but differences in language or communication styles may occasionally create misunderstandings. If an instruction is difficult to understand, an employee may complete a task incorrectly. Managers can reduce this problem by using straightforward language, checking understanding and providing appropriate support (Robbins and Judge, 2023).

Problems with digital systems

Digital technology can improve communication, but technical problems can create difficulties. If an internal computer system is unavailable or information is not updated correctly, employees may not have access to the information they need. This could affect areas such as stock information, deliveries or employee schedules. Technical problems therefore demonstrate that businesses should not depend entirely on one communication channel (Bovee and Thill, 2021).

Poor shift handovers

Another issue can occur when employees work different shifts. Information about unfinished tasks, customer requests or stock problems needs to be passed from one team to another. If this information is not communicated properly, the next team may not know what has already happened or what still needs to be completed. Effective handovers can therefore improve continuity between shifts.

Difficult customer interactions

Customer complaints can also create communication challenges. Customers may become frustrated about queues, prices, unavailable products or other issues. Employees need to remain calm and listen carefully before providing an appropriate response. Poor communication during a complaint could make the situation worse and damage the customer’s opinion of the organisation (Huczynski, Buchanan and Huczynski, 2020).

Therefore, communication problems at ASDA can affect productivity, teamwork and customer satisfaction. Addressing these issues requires managers and employees to communicate clearly and provide regular feedback.

4. Recommendations for Improving Communication 

ASDA could introduce several practical improvements to strengthen communication across its stores. First, managers should use short and regular shift briefings to communicate important information before employees begin their duties. This would give staff an opportunity to ask questions and confirm that they understand their responsibilities.

Second, ASDA could provide additional training in communication, active listening and customer service. This would help employees communicate more confidently with colleagues and customers, particularly when dealing with complaints or difficult situations. Employees should also be encouraged to provide feedback to managers because communication should involve both sending and receiving information (Robbins and Judge, 2023).

Another improvement would be to strengthen shift handover procedures. A simple written or digital handover could record important unfinished tasks, customer issues and operational information. This would help the next team continue the work without losing important information.

ASDA should also maintain its digital communication systems and provide alternative methods when technical problems occur. Finally, managers could recognise employees who demonstrate effective teamwork and communication. This could encourage other employees to develop similar behaviours and create a more positive communication culture.

5. Conclusion 

Effective communication is essential for ASDA because employees need to exchange information regularly in order to complete tasks, support customers and work successfully as a team. This report has shown that communication can take different forms, including face-to-face discussions, written information, digital systems, telephone conversations and direct communication with customers.

However, ASDA may experience communication challenges such as misunderstood instructions, busy working environments, language differences, technical problems, poor shift handovers and difficult customer interactions. If these issues are not addressed, they can affect employee performance, store efficiency and customer satisfaction.

The recommendations suggest that regular briefings, communication training, better shift handovers, reliable digital systems and employee feedback could improve the flow of information within the organisation. Overall, effective communication should be viewed as an important part of ASDA’s daily operations. By encouraging clear information sharing and stronger teamwork, ASDA can improve employee performance and maintain a positive experience for its customers (Mullins, 2023).
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