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Introduction  

Business communication can be referred to as a process of exchanging opinions, ideas, and 

information outside and within the business environment to achieve business goals. “Albert 

Bandura’s (1986) social cognitive theory” and the trans-theoretical model posit that 

communication acts as a crucial and strategic element of a business process that can lead to 

organisational behavioural change towards achieving business goals (Markovic, 2023). The 

central concept or purpose of this report is to investigate the role of communication in a 

business environment. The exploration of the report even includes the depth understanding of 

various communication methods, recognition of prevalent challenges, and formulation of 

effective recommendations and strategies to overcome the issues. The task mainly focuses 

on enhancing the understanding regarding communication dynamics in the practical level of a 

business context by analysing the communication process at Morrisons. The firm is known as 

the fourth-largest retail brand or supermarket chain in the UK in the food and groceries 

segment (Morrisons, 2024). Therefore, the brand has been selected here to analyse the ways 

communication processes influence its ability to achieve a competitive position.   
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Communication and Methods  

Definition of communication within a business context and its effectiveness and 

importance  

Organisational communication can refer to all networks, patterns, and systems of 

communication within an organisation. As defined by Xu, Yang and Tian (2023), business 

communication can be considered as a process of receiving and sending messages through 

nonverbal or verbal, written and graphical presentation. It can be considered a key element of 

achieving success in business, as it involves the creation and exchange of meanings and 

thoughts (Cole, Kelly and Cole, 2020). The main functions of organisational communication 

involve motivation, control, information, and emotional expression (Clips, 2018). Furthermore, 

business communication can be essential to transfer meaning from one individual to another 

using seven key elements. The key elements include message, sender, channel, decoding, 

encoding, feedback, and receiver.  

 

Figure 1: Communication process  

(Source: Robbins and Coulter, 2021)  

Apart from this, effective verbal communication can be considered as the foundation for 

achieving business success. Robbins and Coulter (2021) have highlighted that business 

communication is important in shaping the ways stakeholders resolve conflicts, exchange 

information, and influence one another. The practices regarding business communication can 

include verbal communication, internal reports, emails, social media posts, meeting notes, and 

others that influence the achievement of business outcomes. Morrisons mainly employs more 

than 96,000 people (Morrisons PLC, 2024). The statistics indicate that it might follow an 

effective communication method that helps them to make a diversified and inclusive workplace 

to build a larger employee base.  
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Several communication methods  

Communication methods in a business can include message, encoding, decoding, channels, 

feedback, and noise. A message is a way of communication where people convey information. 

The encoding method involves converting a message into a symbol where the decoding 

method involves retranslating a message from sensors. Communication over channels 

indicates communication through a medium, where the feedback process highlights the 

response to the message, which can be understood and be received successfully. However, 

the noise method involves any disturbance that can interfere with the receipt, transmission, or 

feedback of a message. Apart from this, the modes of communication include written 

communication, oral communication, as well as non-verbal communication. For instance, 

Morrisons’ management follows both the message and feedback method in terms of 

communicating with employees, where channels are used to communicate with another 

stakeholder, customers. The supportive managers at Morrisons help each of the employees 

and guide their career path and performance through honest and open communication by 

applying feedback and message methods (Morrisons, 2023). However, by applying modes 

like verbal and written communication, the managers at the firm are listening actively to the 

opinions of the employees while responding to them quickly wherever possible. The 

application of these methods can help them to achieve more than 96,000 employee base over 

the world.  

 

Figure 2: Way of communication between customers and Morrisons  

(Source: Morrisons, 2026)  
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On the other hand, Morrisons uses several media or channels to communicate with customers. 

For example, customers at the firm can get in touch with the firm's “customer service team” by 

dialling their customer service number, which is available on their website. Furthermore, by 

using social media channels, like comment sections on Facebook, YouTube, and Instagram, 

customers can communicate with the Morrisons team. The effective communication process 

can help them to deliver their services to over 9 million customers (Morrisons PLC, 2026). The 

larger customer and employee base can help them to achieve the fourth-largest position in 

the retail market in the UK.  

Common Issues  

Prevalent communication challenges  

Prevalent communication challenges, which can be encountered by firms, can include cultural 

barriers and miscommunication. Some other barriers can include filtering, information 

overload, emotional barriers, language, as well as silence. Silence is the worst communication 

barrier, which is considered the absence of information. The silence barrier during 

communication can lead to unwillingness to communicate, while showing feelings of 

unfairness, negative feelings, non-interest, and even information overload, resulting in 

miscommunication (Yue, Thelen and Verghese, 2022). On the other hand, information 

overload can include information that can exceed processing capacity. Filtering channels can 

include deliberate manipulation of information to make it more favourable to the receiver.  

Illustration of the challenges in relation to Morrisons  

Morrisons encounters several communication challenges, which can include 

miscommunication and cultural barrier-related issues. Petropoulos et al. (2025) have stated 

that the supply chain process can be affected in a firm due to the lack of collaboration between 

the stakeholders and even miscommunication. For instance, employees at Morrisons are 

sometimes unable to understand the messages of the customers, which creates 

miscommunication, resulting in overstock and higher waste (Morrisons, 2023). Therefore, in 

recent days, the employees are focusing on enabling improved communication to understand 

the demand of the customers to reduce stock loss and wasted effort. Apart from the 

communication barrier with the customers, the managers have encountered rapid 

communication challenges like language and cultural barriers when communicating with the 

diverse group of employees. The communication language barrier and cultural barriers 

sometimes lead to conflict or misunderstanding among the diversified team members. 

However, another communication barrier, such as cultural barriers, has been seen mainly in 

the case of women's empowerment (The Grocer, 2026). Therefore, the firm aims to focus on 

fostering gender diversity and removing unconscious biases to overcome the communication 

barrier and to build a diversified workforce.  
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On the other hand, based on the reviews of Glassdoor and some other sites, it can be identified 

that at Morrisons, in some departments like the supply chain department, little or no 

communication has been seen among employees and managers, causing misinterpretation 

and misunderstanding (Glassdoor, 2026). Moreover, a significant number of customers 

reported issues with communication, mainly regarding delays and even order cancellations 

(Leonards, 2025). Therefore, it can be identified that Morrisons is going through significant 

communication barriers like language, cultural differences, misunderstandings, and filtering, 

which affect the supply chain process and reduce employee satisfaction. Therefore, the 

business needs to focus on developing some practical strategies to address the overcome 

communication issues to ensure business performance.  

Recommendations  

Practical strategies, recommendations, and best practices to address and overcome 

the identified communication issues 

Based on the communication barriers identified, it can be recommended that Morrisons needs 

to focus on engaging in using feedback, constraining emotions, and listening actively. Best 

practices and even practical strategies to leverage these recommendations are detailed 

below.  

Active listening  

An active listening process mainly leads to respect and trust while empowering the foundation 

of effective business relationships. For that reason, managers at Morrisons need to consider 

listening actively to the employees while maintaining respect and trust. Active listening with 

trust and respect can help them to build positive relationships with the employees to foster 

workplace performance while overcoming the cultural barrier.  

Further improvement in the feedback process  

Feedback can be considered as two-way communication for ensuring both sides are on the 

same page and can help prevent confusion or misunderstandings. Continuous feedback can 

be defined as a regular process of communicating between employees and managers where 

information about work outcome, behaviour, and performance (Pulakos et al., 2024). 

Morrisons need to focus on using feedback while communicating with employees and even 

customers. The two-way process can help them to drive a higher level of efficiency, 

satisfaction, and even success to enhance service quality.  

Reducing cultural barrier  

The cultural barrier can be overcome by using simplified language while communicating with 

diverse groups of employees and customers. Furthermore, empowering women to work in the 

organisation can even help them to overcome cultural barriers.  



8 

Conclusion 

The findings of the assessment indicate that business communication is essential to ensure 

control and emotional expression, while motivating employees and engaging in information 

sharing. It is also summarised that communication methods can include encoding, decoding, 

message, feedback, and even channel. However, the communication barrier, which can be 

concluded from the report, include information overload, misunderstanding, and cultural 

barriers. Morrison has faced misunderstandings and cultural barriers that affect their supply 

chain process, employees, and customer satisfaction. However, the firm mainly focuses on 

feedback and messaging methods to enhance communication with employees. Overall, based 

on the entire evaluation, it can be reinforced that effective business communication can be 

essential to streamline decision-making, minimise misunderstanding, boosting productivity 

while enhancing customer relationships.  
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