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[bookmark: _Toc56861272]Introduction: 
The report is based on complex business issue at workplaces that impact the overall performance of an organisation. The purpose of this report is to analyse the communication problems or issues facing by marks and Spencer at workplace. The report will provide the suitable scope and the impact of communication problem on workplace of M&S along with the information required to improve decision making and developing alternative solutions for addressing the issue. The report will also provide the implementation and stakeholder communication plan with suitable techniques of monitoring and reviewing the process of successful execution of best solution within M&S.
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The complex problem at workplace: 
The M&S is one of the recognised retailing organisation of UK in which the flow of business information and data management is crucial. The organisation is facing the complex business issue of communication challenges at workplace that is creating decline in market share and also contributing in losing customers that is required to resolve at priority. The major reason of decreasing brand value and business losses at M&S is improper business culture to foster communication at workplace (Taylor et. al. 2019). The communication issue within workplace is negatively impacting the internal business structure and operations of company which requires effective communication in order to improve the organisation internally and increasing business efficiency at external level. 
The reasons of communication problems and interaction failure at workplace is happening at M&S due to highly overloaded information from different outlets of organisation, communication and society and unethical practices, minimal feedback and disinterest it is increasing the insufficient information and message distortion at workplace. The communication problems is a complex issue at workplace for M&S because it is negatively impacting the problem solving procedure of organisation and impacting the efficiency & effectiveness of decision making (al Habibi 2019). The organisation is required to improve communication practices at workplace for ensuring the long-lasting relationship with internal and external stakeholders to achieve sustainable productivity and positive brand reputation. 
[bookmark: _Toc56861274]The scope and impacts of problem within workplace: 
The communication problem is a complex issue for organisation and its scope comprises several aspects such as email overloading due to customer queries and problems as well as an analysis of their demands. Scope of communication problem also include making poor assumptions and improper efficiency of written and verbal communication within leaders and managers of M&S. The business organisational culture is also contributing in communication issue at organisation that includes the scope of incomplete answers and mixing of personal and workplace communication between individuals (Abdilahi et. al. 2020). The scope of communication problem can also define as the stressful and negative working environment that creates lack of internal efficiency to achieve external outcomes. 
The impacts of communication issues within workplace of M&S are negative at both internal and external premises. the negative impacts of communication issues within the work place of organisation includes the demotivated working environment, frustration and lack of morale among employees, distrust between managers and team members and lack of collaboration and productivity (Invernizzi et. al. 2018). Furthermore the negative impacts of poor communication also impacting the efficiency of staff to deliver appropriate services among clients and customers that is negatively impacting the brand reputation and leading huge losses. 
[bookmark: _Toc56861275]The relevant information regarding the problem to support decision-making procedure: 
For resolving the communication issue within M&S it is essential to have appropriate information regarding the different aspect of different causes for increasing the effectiveness of decision-making processes and improving the impact of solution in betterment of business. In regards with making appropriate decisions for improving the communication process at M&S it is essential to identify the major cause of problem and its level of influence (Le Pira et. al. 2017). To support the decision making procedure the organisation is required to identify the cause of communication issue which include the process of relying on too many assumptions and the negative impact of single way communication process at M&S. The reason of communication problem within organisation also include the burden of information at direct and digital level and process of undefined responsibilities in communication process. 
The cognitive psychology will support the organisation to improve decision making procedure for eliminating the improper communication within organisation as the impact of poor communication is drastically and it is impacting organisational sustainability negatively (Elwyn et. al. 2017). The cognitive psychology will provide the appropriate information regarding the course of action by effectively maintaining perception, attention as well as memory of managers to increase communication effectiveness. 
[bookmark: _Toc56861276]The range of different or alternative solutions regarding the problem: 
Social intranet: The social intranet is a simple to use technology that has the potential to improve communication within workplace by incorporating social technology that allows powerful searching, sharing capability is within organisation and creating healthy and collaborative working environment. M&S may implement social internet to increase the efficiency of individuals of accessing the required information at workplace and get the appropriate and required support from managers and leaders for increasing the quality of their performance outcomes (Merzanti et. al. 2020). The social intranet can we implement in organisation to improve the employee engagement however it requires a successful launch plan and assurance of objective’s clarity.  
Setting Communication standards: M&S can develop communication standards for solving the complex issue of poor communication at workplace that is impacting the organisation at both internal and external level. The company deals at global level and utilizes digital communication within workplace to interact with global employees at quick and effective. The organisation is required to define the appropriate standards of regular communication for increasing the efficiency of managers and employees to interact with each other in regards with improving business productivity by creating more productive working environment to base on trust and coordination. 
Driving accountability and commitment: It is essential for organisation to develop effective accountability and demonstration of commitment towards change at workplace because it will support the organisation to be aware of commitment and its measurement to support change and increase business progress. Development of accountability of staff or employees to word organisation will support the communication process and increase the efficiency of communication efforts that will lead the proper track and effective connection to increase employee engagement. The increase in employee engagement and accountability will improve their efficiency to serve customers that will directly facilitate the development of positive brand reputation and increased profit.
[bookmark: _Toc56861277]The decision making technique for evaluating the best alternative solution: 
M&S can utilise PMI techniques for the estimation of activity duration, collection requirements, validation scope, and estimation of cost of communication issues within workspace by using decision-making techniques such as a majority, point’s allocation, and unanimity, etc. The organisation may utilise majority as one of the effective PMI technique of decision making in which the organisation is required to develop shared consensus by making each stakeholder vote among particular solutions such as implementation of social intranet, communication standards, driving accountability and commitment (Hasanah et. al. 2019). According to majority technique of PMI decision making process it is essential for organisation to get the appropriate consent to of different stakeholders by conducting polling process. The majority technique develops decision on the basis of solution based on votes given by relevant participants. The organisation will get the benefit of identifying most appropriate and recognised solution by the employee survey or poling process that will lead the appropriate selection of solution.
The social intranet will support the organisation to improve internal communication by providing remote working and flexible arts among employees that will support the efficiency and interaction between teams and managers. Similarly the process of developing communication standards will support the organisation to minimise the negative impacts of communication rigidity at workplace as it will improve the organisational structure of M&S that will facilitate the effective communication (De la Torre et. al. 2016). Whereas in the process of driving accountability is a longer process and it also required to improve working conditions and interaction to lead better accountability of individual towards business. 
According to majority techniques of decision making it can be illustrated that is the majority of benefits from overall range of solution is the implementation of social intranet. The organisation should utilise social internet as a best alternative or solution to resolve the communication problems within workplace is it will support the improvement in individual interaction more effectively. 
[bookmark: _Toc56861278]The implementation plan: 
	Actions or activities 
	Strategy  
	Responsibility
	Timeline (2021)

	Developing awareness of Intranet software
	M&S should provide ICT training among employees for improving the understanding of people regarding software and its usage (Butt et. al. 2016)
	IT Department  
	1 Jan 

	Establishing potential within organization through Buy-in management
	The company should conduct the threat assessment at different level of business for improving the employee buy-in procedure and increasing positivity 
	Operational department 
	10  Feb

	Integrating the on-boarding process 
	The company should ensure effective balance of business bottom line to secure the financial stability of business with software costs 
	IT & operations department 
	20 March 

	Empowering the usage at each level
	The company should delegate the power and set boundaries 
	HR department 
	05 April

	Measuring the value 
	The company should evaluate the end results through running special projects (al Habibi 2019)
	IT department 
	15 May

	Rewarding the usage and interactions 
	The company should develop strategies and standards to reward the usage of intranet by employees in good way 
	HR department 
	20 June

	Reviewing and update regularly 
	The company should develop effective roadmap with contingency actions to review the impacts of software on addressing communication issues as well as making efficient corrective actions and required updates. 
	HR and operations department 
	30 July 


[bookmark: _Toc56861279]Communication plan for the stakeholders: 
	Stakeholders
	Method of communication
	Responsibility 
	Content 
	Frequency 

	Board or directors 
	Direct communication 
	To manage the proper implementation of social intranet at workplace of M&S
	The process of implementing social intranet, roles & responsibilities of each stakeholders and review process 
	Weekly 

	Investors
	Meetings 
	To provide the sufficient funds for managing the cost of social intranet and maintenance expenses (Amafabia et. al. 2018)
	The information regarding required resources and funds as well as the possibilities of solution’s success at M&S workspaces 
	Monthly 

	Managers & leaders
	Meetings 
	To ensure the appropriate development of awareness among employees or staff at M&S
	The proper understanding of Social intranet to make it easy to use among people and departments at M&S
	Daily 

	Employees 
	Training sessions 
	To learn the process of using social intranet and increasing the efficiency of communication at workplace 
	The process and protocols of using social intranet ethically and learning is frequent utilization 
	Daily 


[bookmark: _Toc56861280]The suitable monitoring & review techniques for ensuring the proper implementation of identified solution:  
Tracking resources availability: M&S should track the availability of resources regarding the suitable execution of social intranet at workplace for removing communication complexity (Mohanraj et. al. 2020). By tracking the resources availability organisation can ensure the appropriate implementation of social internet without negative impacts of lack of resources.
Tracking implementation plan: For monitoring and reviewing the implementation of social intranet in an appropriate way the organisation is required to analyse and track the progress of implementation plan in an appropriate. Implementation plan will support the organisation to review each step.
Improvement at workplace: The Company can monitor the implementation of social intranet successfully by identifying the level of improvement at workplace communication in M&S. The positive development in workplace communication will reflect the success of implemented solution and vice versa.
Internal survey & audit: The organisation can performer internal audit tool to monitor the implementation and impacts of social internet on resolving the communication issues at workplace of M&S. The internal audit will support the organisation to review each level of implementing solution and it will increase the efficiency of solution (Invernizzi et. al. 2018).
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Conclusion: 
It is identified that M&S zoo facing complex workplace issue 'communication problem' which is impacting the coordination and commitment at international level and reducing the brand reputation and creating business losses externally. The evaluation of solution by utilising PMI technics it is concluding that the social internet is most appropriate solution for the organisation to resolve communication issue. It is also concluding that the organisation should utilise implementation plan as road map of executing social internet and communication plant to facilitate appropriate change. It is concluding that the organisation should utilise monitoring and review techniques to ensure the effective implementation of social intranet resolving complex communication issues at workplace.
[bookmark: _Toc56861282]
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