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[bookmark: _Toc212456120]Introduction 
Communication is a core function in every business organisation. It enables the sharing of information, development of understanding and coordination of activities between individuals and groups. In a business context, communication refers not only to the transmission of messages but also to the creation of shared meaning to support organisational objectives (Robbins and Judge, 2018). Effective communication contributes to positive organisational performance through improved coordination, employee motivation and stakeholder relationships (Mullins and Christy, 2016). In contrast, poor communication can create uncertainty, conflict and operational failure. 
This report analyses the role of communication in the business environment using Greggs plc as the focus. Greggs is a well-known UK food retail business with a large workforce across bakery stores. The report will examine communication methods used within business organisations, identify common challenges that impede effective communication, and propose practical recommendations. The aim is to highlight how strong communication supports operational success and a positive organisational culture. 
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Scholars agree that communication is a process involving a sender, a message, a channel and a receiver who interprets the information (Alder and Elmhorst, 2019). In organisational settings, this process supports employee direction, teamwork, leadership and customer interaction. Mullins and Christy (2016) emphasise that communication is essential for creating mutual understanding, ensuring tasks are carried out correctly and supporting decision-making. For a business such as Greggs, which depends on fast-paced service and consistent product quality, information needs to be transferred quickly and clearly to avoid confusion and maintain customer satisfaction. 
Organisations typically communicate through verbal, non-verbal, written and technological methods. 
Verbal communication involves spoken language through conversations, briefing and meetings. It is particularly valuable for building relationships and enabling feedback (Hargie, 2011). In a Greggs store, verbal communication is integral to coordinating daily work, such as staff briefing on product availability. Its advantage is the immediate clarification when employees ask questions. However, verbal messages can be forgotten or misunderstood if not reinforced. 
Non-verbal communication refers to the use of body movements, facial expressions, vocal tone and gestures to convey messages without words. According to Argyle (2013), non-verbal signals often communicate emotions and attitudes more powerfully than words. Greggs relies heavily on positive non-verbal communication in customer service, such as friendly smiles and polite behaviour, which influence customer perceptions of the brand. A mismatch between verbal and non-verbal messages can lead to confusion; for example, if a member of staff says they are willing to help but appear uninterested, customers may interpret the interaction negatively. 
Written communication refers to physical or digital documentation such as notices, policies, staff manuals, emails and promotional materials. Written channels allow for detailed information and serve as a permanent record (Adler and Elmhorst, 2019). Greggs uses written communication to ensure consistency across its many locations, such as written instructions for food preparation. A weakness is the delayed feedback compared to spoken communication, meaning misunderstandings may go uncorrected initially. 
Technological communication has grown significantly as digital systems increasingly support business operations. Communication technology includes internal platforms, scheduling systems, point-of-sale systems and digital messaging. As Daft and Marcic (2017) note, technology increases communication speed and connects dispersed teams. Greggs uses electronic systems to manage stock levels and coordinate deliveries, ensuring stores remain well supplied. However, technology can cause challenges if employees are not trained adequately, or if information overload results from excessive messaging. Communication can also be categorised as upward, downward or horizontal. Downward communication flows from management to employees, such as instructions or corporate announcements (Robbins and Judge, 2018). Greggs uses this to communicate national campaigns and operational standards. Upward communication allows employee to provide feedback, report issues or suggest improvements. For example, shop employees may inform managers of customer preferences in their local area. Horizontal communication occurs between colleagues at similar levels to support teamwork and information sharing. 
Effective communication depends on selecting the appropriate channel for the situation. Daft and Marcic (2017) suggest that richer media, like face-to-face communication, are better suited for complex messages, while written channels are suitable for straightforward or formal information. A company like Greggs must balance efficiency with clarity, using a blend of methods so that messages are understood consistently across different stores.
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Despite its importance, communication does not always occur effectively. A major challenge is miscommunication, where the message received differs from what the sender intended. Hargie (2011) notes that misinterpretation often arises from assumptions, unclear language or noise in the communication channel. In a busy Greggs store, for example, speed of service may cause incomplete instructions or misunderstanding between employees. If a product runs out but the message is not clearly communicated, operational problems can occur, such as customers requesting unavailable items. 
Information overload is another issue. When employees receive too much information in a short time, they may struggle to identify priorities (Daft and Marcic, 2017). In a multi-site organisation such as Greggs, the head office must communicate updates frequently regarding stock, promotions and procedures. If these communications are too frequent or detailed, employees may experience confusion or miss essential points. 
Cultural barriers also affect communication. Modern workplaces are diverse, and differences in background, language and communication preferences can create misunderstanding (Mullins and Christy, 2016). Greggs employs individuals from many cultural backgrounds, so managers must ensure that communication is inclusive and avoids jargon. Misunderstanding could occur if an instruction relies on language unfamiliar to some employees, leading to mistakes in service or product preparation.
Technological barriers can also occur. While communication technology improves speed, it also creates dependency. Technical failures or poor digital literacy reduce communication effectiveness (Daft and Marcic, 2017). If a store communication system fails, staff must rely on alternative methods, which may be slower. Similarly, when new technologies are introduced, employees may feel anxious or resistant if not trained sufficiently. This can create gaps in communication and reduce morale. 
Another challenge lies in hierarchical barriers. In tall organisational structures, messages may become distorted as they pass through multiple layers of management (Robbins and Judge, 2018). Employees may also feel reluctant to provide upward feedback if they perceive managers as unapproachable. At Greggs, a frontline employee may hesitate to report issues directly to higher management, which means valuable insights may not reach decision-makers.
Noise is another factor that disrupts communication. Noise may be physical, such as a busy store environment preventing employees from hearing instructions, or psychological, such as stress reducing concentration (Hargie, 2011). These factors increase the likelihood of errors. In a fast-paced retail environment like Greggs, both forms of noise are common and can hinder communication quality.
The consequences of poor communication can be significant. Mistakes in food preparation, supply delays or confusion during peak times may lead to lower customer satisfaction. Internally, communication failure can create conflict, lower morale and reduce productivity. Mullins and Christy (2016) argue that unclear communication can contribute to stress and job dissatisfaction. Therefore, managing communication barriers is essential for maintaining efficiency and a positive organisational culture. 

[bookmark: _Toc212456123]Recommendations 
To improve communication effectiveness, several actions can be taken:
Firstly, managers should ensure clarity and simplicity by avoiding ambiguous language. Key information should be summarised and repeated through more than one channel when important to operational success. Providing opportunities for clarification can reduce misunderstanding. 
Secondly, Greggs should continue encouraging feedback systems, allowing employees to voice concerns and suggestions. This can be supported by regular team meetings and open-door practices that reduce hierarchical barriers. 
Training programmes should also support communication skills, especially for supervisors who play a central role in passing messages to staff. Training in both verbal and non-verbal communication can enhance customer service and teamwork. 
To address technology-related barriers, employees should receive thorough training before new systems are introduced. Printed back-up resources should remain available in case digital channels fail. Finally, communication should reflect cultural awareness. Using plain language, visual support materials and supportive team culture can help staff with different language abilities. Promoting an inclusive environment ensures everyone feels confident to communicate. 
By implementing these practices, Greggs can strengthen communication flows, reduce operational errors and continue developing a strong organisational culture. 
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Conclusion 
Communication is essential to business success, enabling coordination, teamwork and customer service. This report has shown that organisations like Greggs depend on a combination of verbal, non-verbal, written and technological communication to function efficiently. However, communication is prone to issues such as misinterpretation, cultural differences, technological challenges and hierarchical barriers. These can negatively affect productivity and employee morale if not addressed.
The recommendations suggest that by improving message clarity, strengthening feedback channels, training employees and maintaining an inclusive environment, communication challenges can be reduced. For a large retail organisation such as Greggs, effective communication supports high-quality service and operational consistency across many sites. Ultimately, good communication enhances organisational performance and creates a workplace where employees understand what is expected of them and feel confident to contribute. Therefore, communication remains a vital element of both internal operations and external customer relationships.
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