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Introduction


In this assignment I will be going through the theory of management communication. Effective communication is essential to the success of any organisation, regardless of size or industry. In a business context, communication is more than just passing on information it involves engaging, influencing, and aligning people towards shared goals. It is a continuous, dynamic process that enables managers to build strong relationships, set clear expectations, resolve conflicts, and motivate others. Excellent communication underpins every business function, from operations and customer service to leadership and strategic planning. As Robbins and Judge (2019) argue, managers spend most of their time communicating whether giving instructions, leading meetings, providing feedback, or negotiating solutions.

As businesses face rapid technological change, remote work, and growing employee expectations, the ability to communicate effectively has become even more critical. It is not only about what is communicated, but also how, when, and through which channels. Moreover, the link between communication, trust, and influence plays a key role in shaping organisational culture and employee performance. This is particularly relevant for small service-based businesses such as Arched, where communication with both staff and clients directly affects the brand’s reputation and success. This essay explores how communication is managed within businesses, how it contributes to trust and influence, and the key advantages and disadvantages of communication strategies used by managers today.


 Managing Communication in Business

Communication in management refers to the process by which managers exchange information, ideas, and feedback with employees, clients, and stakeholders. It includes verbal, non-verbal, and written forms and can be formal (meetings, reports) or informal (conversations, instant messaging). Effective managers use communication to set expectations, solve problems, resolve conflicts, and motivate staff (Robbins and Judge, 2019).

In recent years, communication tools such as email, Zoom, Microsoft Teams, and WhatsApp have become essential, especially with the rise of remote and hybrid working. However, managing communication goes beyond the tools—it involves selecting the right channel for the message, ensuring clarity, and encouraging feedback. According to Daft and Lengel’s (1986) Media Richness Theory, some messages (like performance feedback) require richer communication channels (like face-to-face meetings), while others (like scheduling) can be handled via text or email.

In small businesses, effective communication with both staff and clients is vital. Staff need to clearly understand their schedules, roles, and expectations, while clients value clear updates about appointments, policies, and services. Poor communication in either area can lead to misunderstandings, missed bookings, or reduced customer satisfaction.

 Communication, Trust, and Influence

Trust and influence are two major outcomes of strong managerial communication. When managers communicate openly, honestly, and consistently, employees are more likely to feel respected and valued. These builds trust a key ingredient for team collaboration, motivation, and retention (Tourish, 2020).

Communication also plays a vital role in influencing others. Managers need to persuade, inspire, and sometimes challenge employees to improve performance or embrace change. This can only be achieved through thoughtful, respectful, and emotionally intelligent communication. Goleman (1995) emphasised that emotional intelligence particularly self-awareness and empathy strengthens a leader’s ability to influence and build strong relationships.

Trust is especially important in small teams or service-based businesses. Clients must trust that staff are professional, hygienic, and skilled, while employees must trust that management communicates fairly and supports their wellbeing. Poor communication can break this trust, leading to tension, low morale, or customer complaints.

 


Pros and Cons of Management Communication


Pros
· Better teamwork and collaboration Clear communication helps everyone understand their roles, reducing confusion (Guffey and Loewy, 2020).
· Higher employee morale Open dialogue makes staff feel heard and valued.
· Stronger customer relationships Regular updates and clarity build client trust and loyalty.
· Faster decision-making When communication flows well, problems are solved more efficiently.


Cons
· Miscommunication risks Poorly worded messages, tone misunderstandings, or unclear expectations can lead to mistakes or conflict.
· Over-reliance on digital tools Emails and messages can become overwhelming or misunderstood without context.
· Time-consuming Managing communication well requires regular effort, especially when giving individual feedback.
· Information overload Too many messages or channels can cause essential information to be missed (Clampitt, 2016).


Summary

In summary, effective communication is a fundamental skill for business managers. It helps to coordinate tasks, influence others, build trust, and improve performance. Excellent communication creates a healthier work culture and stronger relationships with customers. However, it must be carefully managed to avoid confusion, overload, or breakdowns in trust. In businesses like Arched, where service and people are at the heart of the brand, communication is a vital tool for both growth and reputation. Managers must remain aware of the pros and cons of their communication strategies and adapt based on team needs and technological change.

Personal Reflection
 Communication in My Business (Arched)

As the owner and sole staff member of Arched, my lash and brow business, communication plays a key role in how I manage both my client relationships and my business reputation. Although I currently work independently, I understand that the way I communicate through booking systems, social media, text messages, and in-person consultations directly affects client satisfaction and loyalty. Clear, respectful, and professional communication helps me manage expectations, avoid misunderstandings, and make my clients feel valued and comfortable.

Looking ahead, I plan to grow Arched by eventually hiring staff and opening a salon. As I prepare for this next phase, I know that communication will become even more important. I will need to set up systems to manage appointments, share responsibilities, and provide feedback all while supporting the high-quality experience my clients expect. I also recognise the need to develop leadership communication skills such as active listening, conflict resolution, and giving constructive feedback.

By learning about communication strategies now, I feel better prepared to build a strong, collaborative team in the future. Managing communication well will help me create a positive working environment, keep consistency in client service, and protect the brand I have worked hard to build. For small businesses like mine, communication is not just a soft skill — it is a vital tool for long-term success and professional growth.
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