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Abstract:
 
This is a report where I will be investigating about the means of communication at Harrod’s store. I will explore the communication difficulties between employees and provide a solution about how this can be fixed.
 
Introduction:
This report will examine the communication process at designer flagship store Harrods. It will discuss how their staffs communicate between each other, highlighting some of the problems with the communication methods, and suggest solutions on how this could be improved. This report will also suggest the most suitable model of communication that can be used between the employees within the workplace.
 
Two Models of Communication:
Shannon and Weaver Model of Communication.
Schramm’s Model of Communication.
 
Shannon and Weaver Model of Communication;
The Shannon and Weaver model of communication explains how sending and receiving messages through communication can be confused and misunderstood.
 (Al-Fadaghi,2012) “The Shannon and Weaver model of communication” An understanding of communication system directly impacts all facets of life including human and technology interaction.                                
 
Focus Concepts:
· Sender
· Encoder
· Channel
· Noise
· Decoder
· Receiver
 
 Schramm’s Model of Communication:
According to Adisa (2020) “Schramm believed that communication is actually a two-way process between the first party and the second party”. Moreover, Schramm’s Model of Communication is more transparent because it decodes the message and exchange feedback, so you immediately know whether your communicator has received your message. It enables both party to share feedback which gives immediate confirmation that the message has been read and understood. Basically, this model is seen as a process that takes place between a sender and a receiver.
 
Focus Concepts:
· Sender
· Encoder
· Signal
· Decoder
· Receiver
· Noise
· Feedback
 
Communication:
According to Arufandikah (2017) “communication can be defined as the process of exchanging messages between a sender and a receiver it can be verbal, nonverbal or it can even be an interpersonal communication or an intrapersonal communication”. Communication is a two-way activity. There is a communicator and the receiver of communication.
                                               
 
                                                     Harrods Store:
Harrods (2020) departmental store is a high-end retailer, luxurious store with a rich background, heritage and history. The store is situated in Brampton road, Knightsbridge West London. The products sold by the retailer are luxurious and of very high quality which attracts the well to do and rich stake holders for its strong brand awareness in the United Kingdom. It also attracts the rich and famous from across the world.
 
The store is very successful and famously known as there is only one operating huge store in Knightsbridge which occupies about 4.5 acres. The retail store is recognized for its internal retail icon and only operates in London, owned by the Quarter group authority. The founder of Harrods is Charles Henry Harrod, who was a businessman dealing with tea in the early 19th century. When he first opened the shop, his only employees were two assistants, a messenger boy, and his own son. This was the time when Harrods dealt with tea and groceries mostly, before being built up to be one of London’s most prominent shops. 
 
Afterwards, the store moved to Knightsbridge. It was one of the most critical factors in turning it into a high-profile shopping area and has become one of world's most prestigious departmental stores to date. The successful departmental store has multiple employees and very good turnover.

Harrods has a customer reward points card system whereby points are given to customers in return for every purchase they make. They have an online records file with customers records such as names, addresses and purchase history are stored on the online system. This creates more close contact and is a better communication method for the customer and Harrods department store. Accumulated points can be used to purchase goods either online or in store. This is another way to encourage customers to purchase more items.
 
Most department stores and large retailers have very huge and vast shops. Harrods has up to six massive shop floors with escalators connecting to the various shop floors that can transport customers from the top to the lower level floors, however they are still connected to one another. Harrods sells various products with each floor having items that varies but are products being sold on a particular floor.  Harrods has thousands of employees over 3 shop floors. Various lifts and escalators are in different sectors of the department store for easy access to each floor with employees working together in unity. Harrods employees also have an internal social networking system which enables the employees to exchange information, ideas and socialize.

According to Nagle (2015) They found that the use of an internal social network was an essential system they would need to better inform all employees about the strategies of the company and to create a network where employees and employers could communicate their ideas”. As a result of the stores gigantic structure, the employees use wireless retail headsets for effective communication in order to be in touch with each other, especially those in the stock room, and fellow colleagues in general. These wireless headsets enable employees to communicate wherever they are in the premises of workplace. 
“According to concep. (2019)   “Harrods have 10,000 employees including deskless or 'remote' workers 'they needed a flexible B2E solution to communicate with all their employees effectively. With Concept's email marketing solution for professional services Harrods Internal Communications have digitally transformed employee engagement”

Information, enquires and messages are passed to one another via their internal communication systems i.e. if a customer on the shop floor has asked for a certain product, the sales assistant will be able to contact his or her colleagues who are located in the stock room to enquire about a product that is not available on the shop floor which might be in the stock room. The colleague can then assist the sales assistant on the shop floor to make the product available to the customer immediately, rather than the sales assistant going all the way to the stock room to search for that product themselves. This process would be more time consuming and could make the customer feel disinterested in purchasing that product. However, this way of reaching out to other colleagues gives them a sense of working together and is also very successful method for efficiency and productivity.

Although this system has worked well, it has also created a lot of conflicts between employees in Harrods. The reason for this is the way it is designed to just send the message. It is more designed to communicate such as the Shannon and Weaver models, which means there is no feedback or response. Messages are sent but not decoded. In such cases the sender would assume that the message has been received by the receiver whilst most times the message does not even go through at all. The system is therefore flawed and can cause conflicts in the workplace because it is not designed to send feedback. In a communication process it is essential that the sender and receiver operate effectively together and understand one another.
Various conflicts have occurred in the workplace using these headsets because they have not been as effective as expected.



Conflict:
A staff asked his colleague through the headset who was in the stockroom to get a correct shoe size from the stock room. A miscommunication arises due to internal audio noises, and distance issues affecting the transmission. Background noise had prevented the message sent from being head correctly by the sales assistant in the stock room. This situation caused delays for the customer as the sales assistant was on the shop floor waiting for the shoe to be brought downstairs. However, as the message was not clearly delivered to the employee in the stock room, he was expecting another message to be sent out to him clearly. 
Due to this, the shoe was not brought to the shop floor, meaning the sales assistant on the shop floor waited for a very long time for the delivery of the right shoe size. This angered the staff on the shop floor as he was getting insults from the customer and being yelled at continuously. The staff tried numerous times to reach out to the other staff based in the stock room, but he was unsuccessful in doing so.
This incident caused the two employees to have a huge argument as the staff on the shop floor was very upset and blamed the staff based in the stock room for what had happened. This escalated to him verbally insulting him.
He felt that he was not taken seriously and was ignored by his colleague intentionally, whilst it was evident that the colleague was not to be blame. The problems were to do with the headsets systems and its poor connectivity and effectiveness. The manager of the  store had to attend to the customer after being yelled at by the customer with abusive words, customers are always right in situations like these so all the manager did was to calm the customer down, and sent another employee to the stock room to bring the right shoe for the customer in order to resolve the issue with the angry customer. 


More questions were carried out between the other two staffs by their manager as they were interrogated on the entire issue which led to a customer being so offended. There have been other previous issues with other staff trying to communicate also with the headsets without anyone figuring out that the main issue was to do with the headsets that were being used , which had led to more conflicts between the workers as this all had led to low work productivity within the organisation. The managers had concluded to resolve this conflict by planning to change the headset systems, carrying out a further research on better communications systems used in various workplaces.
The board of management had to conduct a meeting regarding these conflicts that had occurred, in order to maintain good work ethics within their work place, which had led to a temporary dismissal of the sales attendant on the shop floor, whom was temporarily suspended for being rude and aggressive and using abusive words on his colleague which was prohibited in the organization, all he had to do was check with him and research why his message was not being delivered clearly with good work ethics and professionally. 

 

                                                                      

                                                                       Solution:


It is clear in this report that the reason for the conflict in the workplace is because the employee sending the message was unable to get feedback from the receiver, his colleague. The solution to this problem is for the organization to carry out further research on better headset communication system to prevent such problems from reoccurring again.

I believe the best way this problem can be solved is to have a communication system that gives feedback like the Schramm model of communication system which implies that communication is more effective when you go and collect the feedback and respond to it. It is important that Harrods have better communication system set up in order to have effective teamwork and improve communication between employees in the Harrods store.
 
 
Conclusion
 
This report looked at the effects of poor communication process at one of the world’s finest luxury brand store Harrods. It highlighted the way in which the method of communication used caused difficulties between employees and the customer, and how a message that is not clear or properly understood can cause conflict to the smooth running of the company. 
 
Although the aim of using headsets was to improve the efficiency between the time it takes for staff on the shop floor to check products in the stock room. The conflict which occurred as a result of this, highlights the importance of organisations ensuring that they choose the best communication tool to use within their business. It is important that communication devices add value to the productive running of an organisation rather than causing more communication problems for employees and customers.
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