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[bookmark: _Toc236495932]Introduction
Communication is essential for the success of an organisation because it allows for coordination, decision-making, and the alignment of the organisation's objectives. In business, it is the process of exchanging information, ideas and feedback among people or groups to meet a common purpose (Valiyeva and Thomas, 2022). This report will explore the communication in Pets at Home Group plc, the biggest specialist pet care retailer in the United Kingdom. Building on the analysis of its predominantly divisional structure (with functional support and matrix elements for projects) presented in Component 1, the report explores communication methods, prevalent challenges and practical recommendations. 
In FY2025, Pets at Home Group plc earned £1.96 billion in group consumer revenue from its 459 Pet Care Centres, 448 veterinary practices and 343 Groom Room salons (Pets at Home Group plc, 2025b; Pets at Home Group plc, 2025c). There are hundreds of sites and a combination of retail, clinical and support staff; direct communication makes a difference in operating consistency, pet welfare standards and colleague engagement throughout the Group. Communication is essential to the efficiency and engagement of colleagues because of its size and multi-division model. The aim is to examine the communication aspects in this real-life situation and suggest improvements which will enhance performance. 
[bookmark: _Toc236495933]Communication and Methods
[bookmark: _Toc236495934]2.1 Defining Communication in the Business Context
Business communication is the sharing, receiving and understanding of information to help coordinate activities and develop understanding (Manocha, 2023; Shannon and Weaver, 1949). The Shannon and Weaver Communication Model explains communication as a process in which a sender encodes a message, transmits it through a channel and receives feedback, while recognising that noise can disrupt communication. This model highlights the importance of clear communication and minimising misunderstandings within organisations.
The Shannon and Weaver model is evident at Pets at Home, where corporate messages are communicated through emails, the intranet, town hall meetings and video updates. However, communication noise, such as unclear instructions or inconsistent interpretation across retail, veterinary and grooming divisions, can reduce communication effectiveness, making feedback and message clarity essential (Pets at Home Group plc, 2025a; Daft, 2021; Robbins and Coulter, 2022).

Figure 1. Shannon and Weaver Model: Key Points
Source: (Own Illustration)
[bookmark: _Toc236495935]2.2 Key Methods of Organisational Communication
There are three types of communication: verbal, non-verbal and digital communication, and all have different functions. Face-to-face conversations, team briefings, telephone calls and meetings are all forms of verbal communication, providing staff with instant clarification and feedback (Uchil, 2022). Pets at Home has weekly ‘shoal' briefings and leadership meetings to share operational priorities and organisational updates. Body language, face, gestures and tone are all forms of non-verbal communication, and can support or sometimes undermine verbal communication. Managers in Pet Care Centres can, for instance, show support through attentive body language and tone when talking about employee concerns. Digital communication includes: all forms of video communication and collaboration (eg Microsoft teams), email, intranet updates. Pets at Home communicates with internal staff through their intranet, digital communications and video content throughout their retail, veterinary and grooming services. For effective communication, therefore, the choice of the communication channel has to be determined by the message, the message recipient(s) and the need for feedback.

.
[bookmark: _Toc236495936]2.3 Communication Methods at Pets at Home
Pets at Home uses a variety of techniques appropriate for its structure and frontline staff. The company also has an updated and "re-launched" intranet to update on news and disseminate information. Regular town halls – support office, retail and distribution centre – and weekly 'shoal' briefings provide business updates and strategic messages. The CEO diaries and video materials create leadership visibility, and Board-level visits to stores, practices and distribution centres create two-way communication (Pets at Home Group plc, 2025a). These channels are essentially aligned with the divisional model, where Retail Leadership Team, Vet Leadership Team and Consumer Leadership Team work somewhat independently, but must interface centrally on functional departments like Finance, HR, IT and Marketing.
Table 1. Communication Methods at Pets at Home
	Communication Method
	Purpose
	Pets at Home Example

	Email
	Share policies
	Head office updates

	Meetings
	Decision making
	Leadership meetings

	Microsoft Teams
	Collaboration
	Cross-functional projects

	Reports
	Performance monitoring
	Store performance reports

	Training
	Employee development
	Staff induction and compliance training

	Intranet
	Company announcements
	Internal news and updates



Within this company, horizontal communication is especially critical due to its diverse retail, veterinary and grooming business. Cross-functional working is seen on strategic projects and initiatives, including digital transformation and sustainability projects (Daft, 2021). Informal contacts, such as conversations with colleagues, local team huddles and peer networks, also have an important role in daily work in each Pet Care Centre and veterinary practice. Formal cascade mechanisms combined with interactive channels aid in ensuring that the organisation's workforce of more than 18,000 colleagues are aligned with the purpose of delivering the best pet care products, services and advice (Pets at Home Group plc, 2025c). In general, these approaches are designed to achieve the goals of standardisation (through functional support) and local responsiveness (through divisional autonomy).
[bookmark: _Toc236495937]Common Issues
[bookmark: _Toc236495938]3.1 Prevalent Communication Challenges in Business
Organisations often still face communication issues that can create performance challenges due to structured channels (Bukar et al.,  2025). Miscommunication occurs in a situation where the message is unclear, incomplete, or affected by “noise” (physical, semantic, psychological and organisational barriers (Valiyeva and Thomas, 2022; Shannon and Weaver, 1949). Figure 2 illustrates how communication barriers negatively influence employee work performance, highlighting the importance of effective communication systems within organisations such as Pets at Home. Cultural barriers occur when two or more cultures have different norms, values, or communication styles that contribute to misunderstanding, particularly in diverse workforces. The other common challenges involve information overload, hierarchical filtering, department or division silos, and challenges with getting to frontline employees who are deskless or working shifts (Robbins and Coulter, 2022). 

[image: ]
Figure 2. Communication Barriers & Work Performance
Source: (Michulek and Blažek, 2022).
[bookmark: _Toc236495939]3.2 Challenges Illustrated at Pets at Home
The business structure at Pets at Home is largely division-based, which can lead to silos. The Retail, Veterinary and Consumer divisions have their own leadership teams reporting to the Executive Management Team. This helps ensure customers are at the centre and accountable, but may hinder cross-divisional information sharing and resource allocation (Daft, 2021). Functional departments are central assistance with the potential to create communication problems between departments, as discussed in the previous analysis of specialised structures. For instance, conflicting messages between central policy and local store or practice implementation may occur when there are changes, such as distribution network optimisation or updates to the digital platform.
Veterinary practitioners, Groom Rooms and Frontline staff in Pet Care Centres frequently report that they do not have immediate access to a desk. During shifts, traditional email and intranet communications may therefore have a limited impact, as wider issues of communicating with deskless workforces do (Field, 2021). Cascades can be inefficient if the distance between store-level teams and the support office is hierarchical, which can lead to information being filtered and/or delayed. There may also be cultural or professional differences: veterinary clinicians and retail staff have different professional norms and priorities, which can present barriers to working together on shared projects due to the use of different terminology and/or expectations.
A risk is also information overload. Volume on multiple channels—Intranet, town halls, briefings, emails and local updates—can create more volume than colleagues can consume, and result in disengagement or selective attention (Stanley,  2021). In cases of restructuring and/or operational difficulties – such as in recent operational reviews - communication of change can be unclear or inconsistent, leading to uncertainty and loss of trust. The organisation is aware of the need for engagement, as evidenced by listening sessions and pulse surveys, but there are still risks that are always likely in a multi-site, multi-division retailer such as Pets at Home Group plc, including in respect of reach and consistency, as well as two-way communication (Pets at Home Group plc, 2025a). The above problems show the interaction between the structure and practice of communication.
[bookmark: _Toc236495940]Recommendations
[bookmark: _Toc236495941]4.1 Strengthening Channel Governance and Clarity
Pets at Home must improve channel governance and put more focus on relevance for frontline staff to overcome these challenges. First, establish clear communication protocols that establish primary channels for various kinds of messages (strategic messages via town hall, video; operational messages via manager toolkits, local briefings) and minimise tool proliferation. 
[bookmark: _Toc236495942]4.2 Enhancing Two-Way Feedback and Frontline Reach
Second, improve two-way mechanisms: increase structured feedback channels (anonymous pulse surveys, manager-led listening sessions and digital suggestion boxes), and make feedback more visible and act upon it to gain trust. 
[bookmark: _Toc236495943]4.3 Building Manager Capability and Cross-Divisional Collaboration
Third, optimise reach to deskless employees by utilising mobile-first tools, push notifications and shift-friendly digests that deliver critical information without the need for them to open their email. Fourth, provide manager communication skills training to enable middle managers to accurately pass on messages and understand local concerns. These action steps help address some of the strengths already in place (intranet, town halls, listening sessions) as well as reduce the risk of silos and overload (Daft, 2021; Robbins and Coulter, 2022). 
[bookmark: _Toc236495944]Conclusion
The report explored the communication practices within Pets at Home, looking at both formal and informal communication, oral and digital communication and how these are used to support organisations coordination. Some of the biggest problems are the silos, a lot of information, and limited frontline reach or filtering of information. Clear channels, two-way communication, mobile access and cross-divisional communication can enhance communication, employee engagement and organisational performance.
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