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[bookmark: _Toc234687452]Introduction
[bookmark: _Toc234687453]Any successful organization must communicate well with its employees, managers, clients, and vendors. Effective communication improves teamwork, productivity, understanding, and customer relationships, helping the company achieve its goals. Today's competitive retail industry relies on both analog and digital communication channels to run effectively and give exceptional customer service. This study examines communication at Marks & Spencer (M&S), a major British business. The company's brick-and-mortar and online companies serve millions of people daily from thousands of locations. Effective communication is essential to maintaining the company's reputation, managing staff, providing outstanding customer service, and conducting operations successfully. The article examines the company's communication strategies, identifies common communication challenges, and offers practical advice for improving corporate communication (Koep, 2017).
[bookmark: _Toc234687454]Approaches and Discussion
[bookmark: _Toc234687455]In "communication," people share and receive information, thoughts, opinions, and guidance to achieve mutual goals. Managers must communicate clearly with their personnel so that everyone knows their responsibilities, consumers receive up-to-date information, and stakeholders are informed about the organization's activities. Clear communication improves teamwork, customer satisfaction, organizational performance, and decision-making. A major retail company like Marks & Spencer needs good communication with thousands of employees in various departments and stores. Employees should understand company goals, customer service standards, operational procedures, and rules. Poor communication can cause company disorganization, poorer efficiency, and unhappy consumers (Jones, Comfort, & Hillier, 2016).
[bookmark: _Toc234687456]Verbal expression
[bookmark: _Toc234687457]Speaking is one of Marks & Spencer's main communication methods. Managers organize team meetings, briefings, performance reviews, and training to instruct and motivate employees. Face-to-face meetings make answering questions and involving everyone easier for managers and staff. Retailers profit because it regularly updates employees on sales, inventory, and customer service (Wilson, 2015).
[bookmark: _Toc234687458]Writing to convey ideas
The organization also values written communication. Employees receive policies, staff manuals, operating instructions, emails, reports, notifications, and training materials. Written communication ensures departmental standardisation and preserves vital information. Clear instructions help people follow organisational procedures.
[bookmark: _Toc234687459]Online chatter
Marks & Spencer understands digital communication. Email, video conferencing, collaboration platforms, and internal communication enable distant workers stay connected. Online training, faster workplace information exchange, and remote meetings are all available with digital communication. Executives can simply share company-wide announcements, operational updates, and performance data. Communication with customers is crucial to the business. Marks & Spencer communicates with customers in many ways. Websites, mobile apps, social media, email newsletters, and customer service are examples. These platforms provide consumers with product specifications, sales, tracking, and customer service (Morgan, 2022). Effective customer communication builds trust and loyalty.
[bookmark: _Toc234687460]Nonverbal expressions
Business success also benefits from nonverbal communication. Workers' appearance, emotions, and body language demonstrate professionalism. Friendly and pleasant service creates welcoming shopping experiences. Managers use nonverbal clues to build worker trust and collaboration.
[bookmark: _Toc234687461]Visual expression
Finally, visual communication helps clients and staff. Store signage, advertising displays, labels, safety notices, digital screens, and visual merchandising help shoppers find and comprehend products. Training materials, info graphics, and instructional displays that visually simplify complex information help employees. Marks & Spencer integrates visual, textual, digital, non-verbal, and spoken communication to improve daily operations, staff performance, customer satisfaction, and long-term success (Nyame-Asiamah, & Ghulam, 2020).

[bookmark: _Toc234687462]Challenges 
Due to its size, numerous locations, and diversified staff, Marks & Spencer still faces a number of communication issues despite having developed communication infrastructure. Finding these issues is crucial since poor communication can have an impact on customer happiness, staff productivity, and business effectiveness (Tran, et al., 2015).
[bookmark: _Toc234687463]Miscommunication
Miscommunication is one prevalent problem. If supervisors don't give clear directions or if staff members interpret information differently, messages could be misinterpreted. For instance, inconsistent execution among locations may result from unclear guidelines for pricing adjustments, stock management, or promotional promotions. Additionally, various staff may provide customers conflicting information, which could erode their trust in the company (Gupta, & Gentry, 2018).
[bookmark: _Toc234687464]Overload of information
Another prevalent communication issue is information overload. Numerous emails, policy changes, operational notices, and training materials are sent to staff members. Employees may miss crucial instructions or find it difficult to prioritize work when too much information is presented in a short amount of time. This could lower productivity and raise the risk of operational errors (Schleper, Gold, Trautrims, & Baldock, 2021).
[bookmark: _Toc234687465]Delays in communication
Delays in communication could also occur within the organization. Before reaching frontline staff, crucial information occasionally travels via multiple levels of management. Customer service and operational performance may suffer if changes to product availability, pricing, advertising campaigns, or corporate policy are not communicated promptly. Because consumer expectations are constantly changing, retail businesses need to communicate quickly.
[bookmark: _Toc234687466]Reliance on technology
Dependency on technology is another problem. Digital communication systems are becoming more and more important to Marks & Spencer. Communication between stores and head office may be disrupted by software issues, internet outages, or technical malfunctions. New communication platforms may also be challenging for workers with poor digital skills to use efficiently (Moussa, Kotb, & Helfaya, 2022).
[bookmark: _Toc234687467]Mechanisms for feedback
Inadequate feedback systems could lead to more communication obstacles. Workers occasionally believe that management does not properly take into account their recommendations or concerns. Important suggestions for enhancing customer service, operational effectiveness, or employee health could be unnoticed in the absence of frequent two-way communication. Workers who don't feel heard could lose motivation and engagement (Helfaya, Whittington, & Alawattage, 2019).
[bookmark: _Toc234687468]Organizational transformation
Organizational transformation may also present communication issues. New technologies, operational methods, sustainability efforts, or business strategies are frequently introduced by retail companies. Employees may become unsure or resistive if management fail to provide a clear explanation for these adjustments. This uncertainty might lead to lower output and more stress at work. These communication problems show that communication procedures need to be continuously improved, even for a successful business like Marks & Spencer. Resolving these issues improves customer happiness, operational effectiveness, staff engagement, and long-term organizational performance (Burchell, Kennedy, & Murray, 2015).
[bookmark: _Toc234687469]Recommendations 
Frequently training staff and managers on communication methods should help Marks & Spencer improve communication. Training should highlight active listening, clear communication, client engagement, cultural sensitivity, and dispute resolution. Better communication leads to better teamwork and fewer misunderstandings.
Give employees more chances to voice their ideas, make comments, and discuss work concerns to encourage two-way communication. Team meetings, anonymous worker polls, and suggestion systems improve staff participation and organisational decision-making (Sulkowski, Edwards, Freeman, 2018).
Management should prioritise and communicate important information to reduce information overload. Important updates should be clear to help personnel understand vital actions.
Marks & Spencer should invest in reliable digital communication tools while training staff on new technology. Tech support should be available to reduce communication disruptions.
Finally, fostering an inclusive corporate culture improves cross-cultural communication. Collaboration, polite communication, and diversity training improve understanding, reduce cultural barriers, and strengthen staff-management relationships. These proposals will improve organisational performance and communication (Toms, & Zhang, 2016).
[bookmark: _Toc234687470] Conclusion 
Communications are crucial to every company's success because they enable collaboration, decision-making, employee engagement, and customer pleasure. Marks & Spencer uses effective communication to manage its large workforce, provide exceptional customer service, and achieve its goals. The company uses written, oral, digital, visual, and non-verbal communication to ensure information is shared throughout the organization. Despite these benefits, miscommunication, cultural differences, information overload, technology dependence, delayed communication, and insufficient feedback can hurt business performance. Digital technologies, employee input, information sharing, communication training, and an inclusive workplace culture may help Marks & Spencer solve these challenges. Effective communication will improve teamwork, customer experiences, organisational growth, and the company's retail competitiveness.
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