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Communication is considered the heart of every organisation's success, and the exchange of information between individuals, teams and stakeholders from the bottom to the top of an enterprise needs to be effective. With diversity of people and change of structures, a contemporary business environment is marked with digital transformation, thus understanding and managing communication is more important than ever. This report discusses the idea of communication in the context of the business world and how organisations communicate, what they face when communicating, how they overcome those obstacles and the strategies used. For purposes of this analysis, the organisation to be dissect is Marks & Spencer (M&S) which is one of the most well known grocery, clothing and home retail store conglomerates in the United Kingdom having employed more than 64,000 people by the end of 2024 (Marks and Spencer Group plc, 2024). M&S were also studied within the context of this module in Component 1, so offer a joined thread that can be used to understand meaningful communication dynamics.



[bookmark: _Toc237469952]Communication and Methods
Defining Business Communication
As per Hamkar, Bashar and Hikmat (2024), communication in the business environment is the conscious process of sharing of information, ideas, and intentions among the people or groups to attain assignments, activities, and decision-making. Business communication isn't just about sending a message: it's about making sure that message is understood and acted upon in ways that reflect the desired goals of the business. In the digital age, according to Yashan et al. (2024), effective communication is the ‘cornerstone of organisational success’ and it is not just about what is said but also how, when, and to whom. The multi-dimensionality of communication can be seen in Berlo's (1960) Sender-Message-Channel-Receiver (SMCR) model which is still used in the organisational communication literature. The model recognises four elements – those of sender, encoded message, transmission channel, and receiver – and importantly highlights that communicating effectively requires the use of discovered jobs and job knowledge skills, attitudes and cultural frames to be compatible between sender and receiver (Kamal Bahrain et al., 2023).

Communication Methods
There are a variety of ways in which communication takes place in business, under general heading formal and informal communication as well as verbal and non-verbal communication. Authoritative information is conveyed through formal channels, such as written reports, e-mail, policy documents and formal meetings, for accountability and a permanent record. Informal communication includes platforms such as team messaging, face-to-face interactions, and others on the social intranet, which enable relationship development and the quick dissemination of operational knowledge (Yashan et al., 2024).


M&S communication is a complex multi-channel affair, representing the breadth of the company, and its digital aspirations. Internally the organisation engage in continuous coordination of their workforce of over 64,000 through two platforms like ‘Microsoft Teams’ and a Proprietary platform named ‘the M&S Intranet’. In 2023, the company spent a total of USD 337.9 million on ICT, out of which internal development and maintenance is the highest expenditure item -- indicative of sustained institutional investment across a strong communication foundation (ResearchAndMarkets, 2024). On the outside, M&S communicate to its customers via the loyalty app, Sparks ( which contains more than 17 million users in 2025 ), social media and focused digital marketing initiatives. Marks and Spencer Group plc in 2024 launched a structured upward communication called 'Voice of the Partner' survey to allow franchise partners to give direct feedback to the senior management.
Non-verbal communication is also important within the M&S retail context; store layout, visual merchandising and signage convey a message and encourage customer action as well as uphold the brand values. In consumer scenarios, as Hall and Horgan (2018) put it, non-verbal cues may be more persuasive than verbal messages, and M&S's aesthetic inputs to its stores place a strong emphasis on delivering a quality experience for its shoppers.
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Obstacles to Effective Communication
Even with the existence of highly developed communication facilities, there are numerous structural and personal impediments that affect business communicative activities. Perhaps most common challenges include the following, as identified by Kamal Bahrain et al. (2023): information overload, semantic misunderstanding, hierarchical filtering, and cross-cultural communication barriers. The barriers interrupt the 'signal-to-noise' ratio that Shannon-Weaver (1949) describes as the extent to which the informational 'noise' (distortions, distractions, or distortions in meaning) reduce the clarity of the message being communicated. According to the State of Business Communication report from Grammarly for 2024, miscommunication results in the loss of USD 1.2 trillion for U.S. businesses each year, highlighting how impactful and expensive communication gaps are at times.

Cultural Barriers
Cultural diversity is a strategic strength, but also brings communication complexity into large retail organisations. M&S has a geographically diverse workforce, with about 81% of its employees working in the UK, but a significant number working worldwide across the other countries of franchise and India and Ireland (Revelio Labs, 2024). With Hofstede's Cultural Dimensions Theory (1980, updated), the power distance, uncertainty avoidance and individualism of these national cultures may create a high level of miscommunication in hierarchical directives what managers expect and in the norms of giving feedback. For example, staff from high power-distance cultures may be very disinclined to challenge management decisions or to raise concerns by using the employee listening mechanisms provided by M&S, which may call into question the effectiveness of the company's efforts with the 'Your Say' programme.
Mushaathoni (2025) published a study in the Journal of Intercultural Communication that proposed that a structured Intercultural Communication Management Framework (ICMF) on the grounds of cultural dimension analysis is important for organisations operating within multicultural contexts to buffier against cross-cultural misunderstandings and increase inclusive cultures within the workplace. These are the challenges that M&S's workforce, who are multi-national and of mixed nationalities, encounter, especially when mapping out standardised retail processes in different culturally unique franchise partner locations.

Digital and Hierarchical Barriers
Another issue is 'information overload' due to the 'massive' digital communications infrastructure of M&S. With the various platforms of communication (email, teams, intranet and operational apps), you can get something lost in the mix, or the important information may be missed or demoted. The findings of Nguyen, Chen and Li (2022) reveal that overuse of digital communication channels, when there's no clear governance, decreases overall organisational effectiveness. Under the hood, there is technological complexity at the very core of M&S, with its legacy systems and the recent incorporation of AI-powered tools, such as SymphonyAI's Store Intelligence platform, covering more than 500 stores in 2023, potentially creating a rift in digital knowledge among employees with varying competencies (ResearchAndMarkets, 2024).
There is also paralleling challenge for hierarchical filtering. In a large multi-level organisation – such as M&S – with a corporate head office, regional management, store management, and front-line retail staff – messages can get diluted or distorted as they trickle down through the layers of the organisation. This is aligned with classic literature in organisational communication theory which hold that top-down versions of communication can involve front-line staff reading partial or partial messages from strategic directives (Keyton, 2019).
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Based on the communication issues mentioned above three targeted recommendations can be given to M&S:
In the first place, Intercultural Communication Training: M&S should include a compulsory intercultural communication module in the onboarding programme as well as in annual development programmes. Using Hofstede's dimensional approach, this training should help managers and team leaders apply effective strategies to overcome cultural communication hurdles and foster a more comfortable and safe feedback environment for their teams, which helps minimize misunderstandings and boost psychological safety in communication.
Second, Communication Channel Governance: M&S should create an explicit Communication Channel Governance approach to address information overload – here are several examples: Purpose of communication, type of communication and channel. Nguyen et al. (2022) shows that increased message receipt rates and employee wellbeing achieved from reduced channel ambiguity is tremendous.
Third, Improving Upward Communication: M&S should also include any employee in their employee or partner feedback mechanism and strengthen it up at the store level and make it a regular process so that the frontline workers can share their concerns about the process up the chain without the filter. Include anonymous digital suggestion tools, pulse surveys and incentivised 'listening forums' at regional levels to complement existing structures and increase responsiveness of senior leadership to issues that emerge from the ground up (Keyton, 2019)
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Communication as the central factor of the effectiveness of an organisation has been discussed in this report, focusing on the Marks & Spencer case study. The report examines how M&S has a complex multi-channel communication process in place with its big and no less than varied mix of employees by applying knowledge of existing communication models, such as the Berlo's SMCR framework and the Shannon-Weaver model. Despite these traits, the organizational still has material problems such as: cultural barriers created through diversity in messages, overload of digital information, distortion of messages in hierarchy. Three workable suggestions -- intercultural training, channel governance and better upward communication -- point to a way ahead in solving these issues. 
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