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[bookmark: _Toc236566820]1 Introduction 
[bookmark: _Toc236566821]Communication is an essential function of the business environment since it offers a channel for individuals and organisations to share information, ideas and feedback. It enables decision-making, cooperation, staff engagement and fulfilment of organisational objectives. Good communication helps to ensure that messages are transmitted accurately and understood correctly by everyone involved, thereby reducing the likelihood of errors and misunderstandings (Tourish and Hargie, 2018; Verma, 2020).
This paper focuses on the leading British multinational retailer Marks & Spencer (M&S), which operates in the clothing, home, and food sectors. Communication is a vital component in coordinating M&S's operations, managing its thousands of employees, interacting with millions of customers, and achieving its strategic business objectives (Marks & Spencer Group plc, 2024). Consequently, M&S provides an excellent case study for examining communication strategies within a modern business environment (Marks & Spencer Group plc, 2024; Robbins and Judge, 2023).
2. Communication and Methods
Communication is an essential function of the business environment since it offers a channel for individuals and organisations to share information, ideas and feedback. It enables decision-making, cooperation, staff engagement and fulfilment of organisational objectives. Good communication helps to ensure that messages are transmitted accurately and understood correctly by everyone involved, thereby reducing the likelihood of errors and misunderstandings (Tourish and Hargie, 2018; Verma, 2020).
This paper focuses on the leading British multinational retailer Marks & Spencer (M&S), which operates in the clothing, home, and food sectors. Communication is a vital component in coordinating M&S's operations, managing its thousands of employees, interacting with millions of customers, and achieving its strategic business objectives (Marks & Spencer Group plc, 2024). Consequently, M&S provides an excellent case study for examining communication strategies within a modern business environment (Marks & Spencer Group plc, 2024; Robbins and Judge, 2023).

[bookmark: _Toc236566822]Written Communication
Written communication comprises emails, reports, memoranda, letters, policies and company newsletters. This method provides consistency in communication and creates a permanent record of information for future reference (Verma, 2020). M&S relies on written communication to distribute company policies, employee guidelines and operational procedures throughout the organisation. Annual reports also serve as a formal communication tool with external stakeholders such as investors and shareholders (Marks & Spencer Group plc, 2024). Written communication is particularly important because it promotes accountability, accuracy and clarity in organisational communication (Tourish and Hargie, 2018).

[bookmark: _Toc236566823]Digital Communication
Technological advancements have transformed communication within modern organisations. Digital communication includes emails, intranet systems, instant messaging applications, videoconferencing platforms and social media channels used to exchange information electronically (Verma, 2020; Robbins and Judge, 2023). Marks & Spencer increasingly relies on digital communication to connect employees across multiple locations and support collaboration throughout the organisation. Platforms such as Microsoft Teams facilitate real-time communication between head office staff, regional managers and store employees (Marks & Spencer Group plc, 2024). Digital communication improves organisational efficiency by enabling rapid information sharing, enhancing collaboration and supporting communication regardless of geographical location (Robbins and Judge, 2023; Verma, 2020).

[bookmark: _Toc236566824]Non-Verbal Communication
Non-verbal communication includes body language, facial expressions, posture, gestures and tone of voice. These elements influence how messages are received and interpreted and can either strengthen or weaken verbal communication (Robbins and Judge, 2023; Tourish and Hargie, 2018). For example, a manager who demonstrates confident body language and positive facial expressions during staff meetings can motivate employees and build trust within the workplace. In contrast, negative non-verbal signals may create uncertainty, reduce employee confidence and negatively affect workplace relationships (Robbins and Judge, 2023).

[bookmark: _Toc236566825]Formal and Informal Communication
Organisations also communicate through formal and informal methods. Formal communication is in accordance with the official lines of organisation and includes reports, policies and directions from management (Tourish and Hargie, 2018). Colleagues communicate informally and casually, but this informal communication is important for creating relationships and sharing knowledge (Robbins and Judge, 2023). Formal communication is used in M&S to guarantee that organisational messages are consistent. Informal communication at M&S helps to build teamwork and collaboration (Marks & Spencer Group plc, 2024). Both are important components in creating an efficient working atmosphere (Tourish and Hargie, 2018). In conclusion, the variety of verbal, written, digital and non-verbal, formal and informal communication techniques helps organisations such as Marks & Spencer to function successfully and accomplish their business objectives (Bratton and Gold, 2022; Tourish and Hargie, 2018).





[bookmark: _Toc236566826]3. Common Issues:
While communication is an important aspect of success, many organisations suffer communication problems which can negatively affect organisational performance (Tourish and Hargie, 2018). These problems can diminish employee productivity, damage relationships and cause operational inefficiency (Bratton and Gold, 2022).

[bookmark: _Toc236566827]Miscommunication
Miscommunication is when the information has not been sent properly or the receiver misunderstands the information (Verma, 2020). This is one of the most typical challenges with communication within businesses (Tourish and Hargie, 2018). In a big company like Marks & Spencer, information typically has to go through many levels of management before it reaches employees. Messages can get garbled, incomplete or misunderstood in the process (Marks & Spencer Group plc, 2024). For example, incorrect instructions on how to operate or changes in the workplace may confuse staff and undermine the quality of service. Other factors that cause miscommunication are poor listening skills, confusing language, or assumptions made by managers and staff (Robbins and Judge, 2023). Such misunderstandings can lead to blunders, conflict at work and lower productivity (Bratton and Gold, 2022).

[bookmark: _Toc236566828]Cultural and Language Barriers
The workforce of today’s businesses is culturally and ethnically diverse. Diversity adds to creativity and innovation, but may lead to communication problems (Robbins and Judge,2023).Different cultures interpret messages, behaviours and forms of communication differently. Employees may have varied views on authority, teamwork and decision-making, which might impact how they behave at work Marks & Spencer has a diversified staff in a number of places. This means that managers have a responsibility to ensure communication is inclusive and understandable to all employees (Marks & Spencer Group plc, 2024). When cultural differences are not recognised, misunderstandings, reduced collaboration and poorer employee engagement can occur (Bratton and Gold, 2022; Robbins and Judge, 2023).

[bookmark: _Toc236566829]Information Overload
Language differences may also be a barrier to communication .Employees whose first language is not English may have difficulty in understanding complex instructions, technical terms or organisational policies (Robbins and Judge, 2023). In global retail businesses such as M&S, language challenges can impede communication between personnel, suppliers and customers (Marks & Spencer Group plc, 2024). Misinterpretation of critical information may negatively affect operational efficiency and the quality of customer service .

[bookmark: _Toc236566830]Lack of Feedback
Communication is a two-way process (Shannon and Weaver, 1949). However, some businesses concentrate on passing information down, with little opportunity for employee feedback . Employees who believe that their thoughts are not respected may become disengaged and less motivated to contribute . For example, in the case of M&S’s organisational reforms, employees may become hesitant or resistant if management does not actively strive to address their comments (Marks & Spencer Group plc, 2024; Tourish and Hargie, 2018).

[bookmark: _Toc236566831]Technological Challenges
Technology can help organisations communicate faster and more easily, but it can also create challenges . Technical problems, software issues, inadequate training and varying levels of digital literacy may limit effective communication (Verma, 2020). Employees need to adapt to new communication systems and technologies as M&S continues to invest in digital transformation and technological innovation (Marks & Spencer Group plc, 2024). Communication gaps and reduced efficiency can result from inadequate training or technical support .These problems underline the need for effective communication strategies to reduce misunderstandings and improve organisational effectiveness (Tourish and Hargie, 2018; Robbins and Judge, 2023).


[bookmark: _Toc236566832]4. Recommendations:
There are a number of practical ways in which Marks & Spencer might increase the efficiency of its communication . Firstly, management should promote clear and succinct communication, utilising basic language and eliminating superfluous jargon. Standardised communication protocols can provide consistency across departments and locations . Second, the organisation should improve the ways it gathers feedback from its employees. Personnel surveys, suggestion systems and team meetings would give personnel the opportunity to express opinions, exchange ideas and report issues. It would lead to better two-way communication and increased staff engagement (Bratton and Gold, 2022; Tourish and Hargie, 2018).
Third, M&S should offer cultural awareness and diversity training. Such programs can encourage greater understanding among individuals from diverse backgrounds and eliminate cultural communication hurdles (Robbins and Judge, 2023). Fourthly, the business should combat information overload by creating communication rules targeted at key communications and cutting down on needless emails .Managers have to make sure that employees get the information through the right channels. Finally, personnel should be provided with continual digital communication training to build confidence in using communication tools. Training can help reduce user errors, enhance teamwork and ensure personnel adjust well to new technologiesAdopting these tips would enable Marks & Spencer to create better communication methods, boost employee happiness and help the organisation to perform better (Bratton and Gold, 2022; Marks & Spencer Group plc, 2024).

[bookmark: _Toc236566833]5. Conclusion:
Communication is vital to the success of any organisation . It enables employees, managers, consumers and stakeholders to share information efficiently, enhance decision-making and achieve corporate goals (Shannon and Weaver, 1949; Tourish and Hargie, 2018). Effective communication leads to higher productivity, higher employee engagement and better corporate performance .
It examined the main forms of communication such as verbal, written, digital and non-verbal communication and emphasised their importance in organisational operations (Verma, 2020; Robbins and Judge, 2023). The study also highlighted frequent communication problems such as miscommunication, cultural differences, language disparities, information overload, lack of feedback and technology limitations .
The findings suggest that, if not addressed effectively, communication challenges might have a profound effect on organisational effectiveness .Therefore, organisations need to use proactive communication strategies, stimulate employee participation and use appropriate communication technology (Tourish and Hargie, 2018; Robbins and Judge, 2023). The importance of excellent communication for organisational success and sustainable business growth in today’s business environment cannot be overemphasised .
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