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Introduction:
Communication is a key function in any organisation as it allows employees, managers and departments to share information effectively. In a business environment, communication supports decision-making, coordination and overall performance. Without clear communication, organisations may face misunderstandings, reduced productivity and poor teamwork.
This report will explore the role of communication within Marks and Spencer (M&S), a leading UK retail company. As identified in the previous assignment, M&S operates with a combination of functional, divisional and matrix structures, which makes communication essential across different departments and business areas.
The report will examine communication methods used in M&S, identify common communication issues within the organisation, and provide recommendations to improve communication effectiveness in a business context.

Communications and Methods
Communication in a business context refers to the process of sharing information, ideas and messages between individuals or groups within an organisation. It plays a crucial role in ensuring that employees understand their roles, responsibilities and organisational goals. Effective communication helps improve coordination, supports decision-making and increases overall efficiency. According to Mullins (2023), communication is essential for organisational success as it links different parts of a business together and ensures that operations run smoothly.
In a large organisation such as Marks and Spencer (M&S), communication is particularly important due to its complex organisational structure. As identified in the previous assignment, M&S operates using a combination of functional, divisional and matrix structures, which means communication must occur across departments such as marketing, finance and human resources, as well as across divisions like food and clothing . This increases the need for clear and effective communication methods to avoid confusion and ensure coordination.
One of the main communication methods used in M&S is face-to-face communication. This includes team meetings, briefings and one-to-one discussions between managers and employees. Face-to-face communication is important because it allows immediate feedback, reduces misunderstandings and helps build strong working relationships. For example, store managers at M&S often hold daily briefings with staff to discuss targets, promotions and tasks for the day. Another key method is written communication, such as emails, reports and internal documents. Emails are widely used in M&S to share information between departments and head office. Written communication is useful because it provides a clear record of information and can be referred to later. However, it may sometimes lead to misunderstandings if the message is not clearly written.
M&S also uses digital communication tools, including internal systems and platforms such as Microsoft Teams. These tools allow employees to communicate quickly, especially between different locations. This is important for a large retailer like M&S, where stores and offices are spread across the UK. Digital communication improves speed and efficiency but may reduce personal interaction compared to face-to-face communication.
In addition, formal communication channels are used within M&S, following the organisational hierarchy. Information typically flows from senior management to employees through structured channels. For example, company strategies and policies are communicated from top management to department managers, who then share them with staff. This ensures consistency but may slow down communication if too many levels are involved.
On the other hand, informal communication also exists within the organisation. This includes casual conversations between employees, often referred to as the “grapevine.” While informal communication can improve relationships and teamwork, it may sometimes lead to rumours or incorrect information.
Overall, M&S uses a range of communication methods to support its operations. Each method has its advantages and limitations, and the effectiveness of communication depends on how well these methods are used together. Effective communication is therefore essential for ensuring coordination across departments and maintaining organisational performance.

Common communication: 
Despite the importance of communication in organisations such as Marks and Spencer (M&S), several communication challenges can arise that may affect performance and efficiency. These issues are common in large organisations, especially those with complex structures and multiple departments.
One major issue is miscommunication, which occurs when information is not clearly delivered or understood. In a large company like M&S, messages often pass through different levels of management before reaching employees. This can lead to information being misunderstood or changed along the way. For example, instructions from senior management may be interpreted differently by department managers, which can result in confusion among employees and mistakes in daily tasks. Miscommunication can reduce productivity and lead to poor decision-making.
Another common issue is communication barriers caused by organisational structure. As identified in the previous assignment, M&S uses a combination of functional, divisional and matrix structures. While this structure helps manage a large business, it can also create communication challenges. For instance, employees working in different departments or divisions may not always share information effectively. This can lead to a lack of coordination between teams, especially when working on joint projects such as marketing campaigns across food and clothing divisions.
Cultural and language barriers can also affect communication within M&S. As a large UK retailer with a diverse workforce, employees may come from different cultural backgrounds and may have different communication styles. Some employees may find it difficult to fully understand instructions or express their ideas clearly. This can create misunderstandings, reduce teamwork and affect overall performance. According to Robbins and Judge (2023), cultural differences can significantly impact how messages are interpreted in organisations.
Another issue is over-reliance on digital communication. While tools such as emails and Microsoft Teams improve speed and efficiency, they can sometimes reduce clarity. Messages sent through digital platforms may lack tone and context, which can lead to misunderstandings. For example, an email from a manager may be interpreted differently by different employees, especially if it is unclear or too brief. In addition, employees may receive a large number of messages, leading to information overload and important information being missed.
There is also the issue of lack of feedback. Effective communication is not only about sending messages but also receiving responses. In some cases, employees at M&S may not feel comfortable giving feedback to managers, especially in a hierarchical structure. This can result in communication becoming one-way, where employees do not fully engage or share their opinions. A lack of feedback can prevent managers from identifying problems and improving communication processes.
Finally, informal communication (grapevine) can create challenges. While informal communication can strengthen relationships between employees, it can also spread rumours or incorrect information. For example, employees may share assumptions about company decisions, which can lead to confusion and uncertainty within the workplace.
Overall, these communication issues can have a negative impact on organisational performance if not managed effectively. It is therefore important for M&S to recognise these challenges and implement strategies to improve communication across the organisation.

Recommendations:
To improve communication within Marks and Spencer (M&S), several practical strategies can be implemented. Firstly, the organisation should invest in communication training for both managers and employees. This can help improve clarity, listening skills and the ability to give effective feedback. Training can also support employees in understanding different communication styles, which is important in a diverse workforce.
Secondly, M&S should aim to improve clarity in digital communication. Managers should ensure that emails and messages are clear, concise and well-structured to reduce misunderstandings. Using simple language and confirming understanding can help avoid confusion, especially when communicating across departments.
Another important recommendation is to encourage two-way communication. Employees should feel comfortable sharing their ideas and feedback with managers. This can be achieved by creating an open communication culture, where regular meetings and feedback sessions are encouraged. According to CIPD (2023), open communication improves employee engagement and organisational performance.
Conclusion
In conclusion, communication plays a vital role in the success of any organisation, particularly in large businesses such as Marks and Spencer (M&S). This report has shown that communication is essential for sharing information, supporting decision-making and ensuring coordination across different departments and divisions. M&S uses a range of communication methods, including face-to-face, written and digital communication, to manage its complex organisational structure.
However, the report also identified several communication challenges, such as miscommunication, cultural barriers, over-reliance on digital communication and lack of feedback. These issues can negatively affect organisational performance if not addressed.
The recommendations provided, including communication training, clearer digital communication and encouraging two-way communication, can help improve communication effectiveness within M&S. Overall, effective communication is essential for improving teamwork, reducing errors and supporting the long-term success of the organisation.
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