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[bookmark: _Toc231594903]1. Introduction
Communication is widely recognised as one of the most important functions within modern organisations because it facilitates the exchange of information, supports decision-making and contributes significantly to organisational effectiveness. Effective communication enables managers and employees to coordinate activities, solve problems, share knowledge and achieve organisational objectives (Robbins and Coulter, 2022). Communication is fundamental to organisational success because it directly influences employee performance, teamwork, productivity and customer satisfaction.
The importance of communication has increased significantly in recent years due to globalisation, technological advancement and workforce diversity. As a result, communication is no longer viewed merely as the transmission of information but as a strategic resource that contributes to organisational competitiveness and long-term success (Mullins and Christy, 2024).
[bookmark: _Toc231594904]2. Communication and Methods
Communication can be defined as the process through which information, ideas, opinions and meanings are exchanged between individuals or groups to achieve mutual understanding and organisational objectives (Mullins and Christy, 2024). Within organisations, communication serves several important functions, including informing employees, coordinating activities, motivating individuals and facilitating decision-making. (Daft, 2021) 
One of the most influential theories explaining communication processes is Shannon and Weaver’s Communication Model (1949). The model describes communication as a process involving a sender, message, channel, receiver and feedback mechanism. 
Although Shannon and Weaver’s model provides a useful framework for understanding communication processes, critics argue that it oversimplifies communication by presenting it as a linear process and failing to account adequately for emotional and social influences (Bovee and Thill, 2021). 
[bookmark: _Toc231594905]2.1 Internal Communication
Internal communication refers to communication that occurs within an organisation between managers, employees and departments. Effective internal communication ensures that employees understand organisational goals, workplace expectations and operational procedures (Robbins and Coulter, 2022). Strong internal communication contributes to employee engagement, teamwork and organisational performance.
A notable strength of Samsung’s communication strategy is its emphasis on employee engagement and organisational culture. The company promotes open communication between management and employees and encourages the sharing of ideas and feedback. 
Samsung invests in employee training to improve knowledge, reinforce organisational values and support organisational learning (Senge , 2006).
[bookmark: _Toc231594906]2.2 External Communication
External communication refers to interactions between an organisation and external stakeholders, including customers, investors, suppliers, governments and local communities. Effective external communication helps organisations build trust, enhance reputation and strengthen stakeholder relationships.
	Communication Method
	Purpose
	Samsung Example

	Internal Meetings
	Share organisational information
	Project coordination meetings

	Digital Communication Platforms
	Facilitate global collaboration
	Samsung intranet and virtual meetings

	Social Media
	Customer engagement
	Galaxy product launches

	Sustainability Reports
	Stakeholder communication
	ESG and sustainability reporting

	Employee Training
	Knowledge sharing
	Leadership development programmes




Samsung Electronics uses multiple communication channels to engage external stakeholders. These include advertising campaigns, social media platforms, investor relations activities, sustainability reports, corporate websites and customer service systems ( Kotler and Keller, 2022). 
Freeman’s Stakeholder Theory (1984) argues that organisations should consider the interests of all stakeholder groups rather than focusing exclusively on shareholders. Samsung actively engages with stakeholders through sustainability reporting, stakeholder consultations and corporate responsibility initiatives. The company’s sustainability reports demonstrate how communication is used to address environmental, social and governance (ESG) issues while maintaining stakeholder trust.
[bookmark: _Toc231594907]3. Common Communication Issues
Despite the significant benefits of communication, organisations frequently encounter communication challenges that can negatively affect organisational performance. In multinational organisations such as Samsung Electronics, communication difficulties are often more complex due to cultural diversity, global operations and the rapid pace of technological change ( Robbins and Coulter, 2022). Communication failures can lead to misunderstandings, reduced productivity, employee dissatisfaction and reputational damage. 
[bookmark: _Toc231594908]3.1 Miscommunication
One of the most common communication challenges within organisations is miscommunication. Miscommunication occurs when information is misunderstood, incomplete or interpreted differently from the sender’s original intention.
Within Samsung Electronics, miscommunication may occur between departments, international subsidiaries or project teams involved in product development. 
Critically, while technological communication tools improve connectivity, they do not eliminate the risk of miscommunication. In some cases, excessive reliance on digital communication may reduce opportunities for clarification and feedback, increasing the likelihood of misunderstandings. 
[bookmark: _Toc231594909]3.2 Cultural Barriers
Cultural diversity represents another major communication challenge for Samsung Electronics. As a South Korean multinational organisation operating across numerous international markets, Samsung employs individuals from a wide variety of cultural backgrounds.
According ( Hofstede and Minkov, 2011), national cultures influence communication styles, attitudes towards authority, decision-making processes and workplace expectations. These cultural differences can affect how employees interpret messages and interact with colleagues.
[bookmark: _Toc231594910]3.3 Information Overload
The increasing use of digital technologies has transformed organisational communication by enabling rapid information sharing across global networks. However, technological advancement has also created the challenge of information overload.
Information overload occurs when individuals receive more information than they can effectively process (Daft, 2021). Employees within Samsung may receive information through emails, instant messaging platforms, virtual meetings, internal communication systems and project management tools. While these technologies improve accessibility and communication speed, they can also overwhelm employees.
[bookmark: _Toc231594911]3.4 Crisis Communication: The Galaxy Note 7 Case
One of the most significant communication challenges faced by Samsung was the Galaxy Note 7 battery crisis in 2016. Reports of battery defects and device fires resulted in product recalls, financial losses and reputational damage (Coombs, 2022). Effective crisis communication requires organisations to provide timely, transparent and accurate information to stakeholders. During the Note 7 crisis, Samsung faced criticism regarding the speed and clarity of its communication during the early stages of the recall process. However, the company later implemented a comprehensive communication strategy that included public apologies, detailed technical explanations and enhanced quality assurance procedures.
[bookmark: _Toc231594912]3.5 Critical Evaluation
The communication challenges discussed above demonstrate that communication within multinational organisations is far more complex than simply transmitting information. Miscommunication, cultural barriers, information overload and crisis situations interact to create significant organisational risks.
Although Samsung has invested heavily in communication systems and stakeholder engagement, the organisation continues to operate in an environment characterised by technological complexity and cultural diversity. Consequently, managers must adopt a strategic approach to communication that emphasises clarity, cultural awareness, stakeholder engagement and continuous improvement.
[bookmark: _Toc231594913]4. Recommendations
Based on the analysis of Samsung Electronics, several recommendations can be proposed to improve communication effectiveness and support organisational performance.
Firstly, Samsung should continue strengthening two-way communication systems across all organisational levels. While the company already promotes employee engagement, greater emphasis should be placed on upward communication, allowing employees to provide feedback, share innovative ideas and express concerns without fear of negative consequences. Research suggests that participative communication increases employee commitment, motivation and organisational performance (Mullins and Christy, 2024).
Secondly, Samsung should expand its cross-cultural communication training programmes. Given the organisation’s global presence, managers and employees must develop cultural intelligence and communication skills that enable effective collaboration across diverse cultural environments (Hofstede et al., 2011), cultural awareness can significantly reduce misunderstandings and improve workplace relationships. 
Thirdly, Samsung should continue investing in advanced digital communication technologies while simultaneously addressing the risk of information overload. Managers should ensure that information is prioritised according to relevance and urgency. 
Furthermore, leadership communication should be strengthened through the adoption of transformational leadership principles. Northouse (2022) argues that transformational leaders inspire employees through vision, motivation and open communication. 
Finally, Samsung should regularly evaluate communication effectiveness through employee surveys, stakeholder feedback mechanisms and communication audits. 




[bookmark: _Toc231594914]5. Conclusion
Communication is a fundamental element of organisational success and plays a critical role in achieving business objectives. Effective communication enables organisations to coordinate activities, support decision-making, facilitate innovation and strengthen stakeholder relationships. 
The analysis of Samsung Electronics demonstrates the importance of communication within a multinational organisation operating across diverse cultural and geographical contexts. Internal communication supports employee engagement, organisational learning and operational consistency, while external communication strengthens customer relationships, stakeholder trust and corporate reputation. 
The recommendations proposed in this report, including enhanced employee participation, cross-cultural communication training, improved digital communication management and transformational leadership practices, provide practical strategies for strengthening communication effectiveness. 
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