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Introduction
Communication is an important part of every business because it helps people share information, give instructions, solve problems and work towards the same goals. In a large company such as Morrisons, communication is especially important because there are many employees working in different stores, offices, warehouses and other parts of the business. If information is not communicated properly, it can lead to mistakes, confusion and poor customer service. Communication is not only about sending information but also about making sure that the information is understood by the person receiving it (Shannon and Weaver, 1949).
The purpose of this report is to investigate the role of communication in the business environment, using Morrisons as the organisation being analysed. Morrisons is one of the major supermarket businesses in the UK and has a long history, starting in 1899 (Morrisons, 2026a). The company operates supermarkets and online services and has a large number of employees. Because of its size, Morrisons needs to use different communication methods to make sure that employees and customers receive the right information.
This report will look at different communication methods used in a business environment, some common communication problems and how these problems could be improved at Morrisons. It will also provide recommendations that could help the company communicate more effectively.


Communication and Methods
Communication in a business means sharing information between people so that work can be completed properly. It can happen between managers and employees, between different departments or between a business and its customers. According to Shannon and Weaver (1949), communication involves a sender, a message, a channel and a receiver. Their model also shows that communication can be affected by different types of interference or “noise”. Although businesses today use much more advanced forms of communication, this model is still useful when thinking about why messages can sometimes be misunderstood.
One of the main methods of communication is face-to-face communication. This can include meetings, team briefings and conversations between managers and employees. At Morrisons, this type of communication can be useful in stores because managers can speak directly with employees about daily tasks, customer issues or changes that need to be made. Face-to-face communication also gives employees the opportunity to ask questions straight away if they do not understand something. This is important because communication is more effective when there is an opportunity for feedback rather than simply sending information in one direction (Mumby and Kuhn, 2025).
Another method is written communication. This includes emails, notices, reports, policies and written instructions. Written communication is useful because employees can go back to the information later if they need to check something. For example, if Morrisons introduces a new procedure in one of its stores, written instructions can help employees understand exactly what they need to do. However, written communication can sometimes be ineffective if the message is too long or complicated. Employees who are busy serving customers may not have enough time to read a long message, meaning that important information could be missed.
Digital communication has also become very important in modern businesses. Companies can use emails, online platforms, video meetings and other digital systems to communicate with employees. This is particularly useful for a large company such as Morrisons because employees are spread across many different locations. Digital communication allows information to be shared quickly without managers having to communicate individually with every employee.
Morrisons has used a communication system called TeamTalk, which provides colleagues with regular updates about the business. The company’s annual reporting explains that TeamTalk is used as a weekly video broadcast where information about business performance, strategy, projects and colleague recognition can be shared (Morrisons, 2025). This can be useful because employees in different locations can receive similar information instead of depending only on their individual managers. It can also help employees understand what is happening in other parts of the organisation.
Communication is not only about managers giving information to employees. It is also important for employees to communicate back to managers. This is known as upward communication. Employees who work directly with customers often have useful information because they see problems and customer reactions every day. For example, a Morrisons employee working on a checkout may notice that customers are unhappy with a particular process. If employees can communicate these problems to managers, the business has a better chance of making improvements.
Morrisons has recognised the importance of listening to its colleagues and has used employee surveys and other feedback channels. The company’s strategy also highlights the importance of listening to colleagues and having open and honest communication (Morrisons, 2026b). This shows that communication is connected to the company’s organisational culture and is not only used for giving instructions.
External communication is another important part of business communication. Morrisons needs to communicate with customers, suppliers and other stakeholders. Customers may receive information through the company’s website, advertising, social media, customer service, in-store signs and loyalty programmes. Morrisons has also developed digital communication opportunities that allow brands to communicate with customers through its retail media activities (Morrisons, 2024). This shows how communication can be used not only to provide information but also to support marketing and customer relationships.
Overall, Morrisons uses a mixture of face-to-face, written, digital and two-way communication. Using different methods is important because employees and customers do not all communicate in the same way. A method that works well for one situation may not be suitable for another (Mumby and Kuhn, 2025).


Common Issues
Although communication is very important, there can still be problems within a large organisation such as Morrisons. One common problem is information overload. Employees may receive information through emails, meetings, notices, digital platforms and messages from managers. If too much information is given at the same time, employees may miss something important. This can reduce the effectiveness of communication because receiving a message does not necessarily mean that the message has been understood.
This could be a particular issue in a supermarket because employees are often busy with customers and daily tasks. For example, if an employee receives a long message about several different changes, they may remember only some of the information. This could result in mistakes or different employees following different instructions. Shannon and Weaver (1949) highlight the idea of “noise” in communication, which can be understood in a business context as anything that interferes with the message being correctly understood.
Another problem can be inconsistent communication. Morrisons has many stores and managers, so information from head office may sometimes be explained differently at store level. A manager might understand an instruction one way while another manager understands it differently. This can cause confusion among employees and make it harder for the company to keep the same standards across all stores. Clear and consistent communication is particularly important in large organisations because employees need to understand how their individual work connects with wider organisational objectives (Mumby and Kuhn, 2025).
Cultural and language differences can also create communication problems. Large businesses employ people from different backgrounds, and people may have different ways of communicating. For example, some employees may feel comfortable asking questions or disagreeing with a manager, while others may be less comfortable doing this. The way people understand direct communication can also be different depending on their background. If managers do not consider these differences, misunderstandings can occur.
Another issue is organisational silence. This happens when employees have concerns or ideas but decide not to speak about them. Morrison and Milliken (2000) explain that organisational silence can occur when employees believe that speaking up about problems may have negative consequences. This can be a problem for Morrisons because employees working in stores are often the people who notice problems first.
For example, an employee may notice that a particular process is causing problems for customers or that something is not working properly. If they do not feel comfortable telling their manager, the problem may continue. Morrisons has a whistleblowing policy which aims to provide an open and safe environment for employees to raise concerns (Morrisons, 2026c). However, having a policy is not enough by itself. Employees also need to feel that managers will listen to them and take their concerns seriously. This is important because employees are more likely to communicate openly when they feel that their opinions are respected.
Technology can also create communication problems. Digital communication is very useful because information can be shared quickly, but it does not always provide the same level of understanding as speaking to someone directly. Emails and messages can sometimes be misunderstood because the receiver cannot hear the tone of voice or see the person’s body language. Mumby and Kuhn (2025) suggest that communication in organisations is connected to relationships and the wider organisational environment, meaning that communication should not be viewed simply as the transfer of information.
There can also be differences in digital skills. Some employees may be very comfortable using digital systems, while others may prefer traditional methods of communication. Morrisons therefore needs to make sure that employees can access important information regardless of their level of digital experience.
Communication problems can also affect customers. For example, if information about a promotion, product availability or delivery is not communicated correctly between departments, customers may receive incorrect information. This can lead to frustration and could affect their opinion of Morrisons. Good communication with customers is therefore important for maintaining trust and a positive relationship with the business.


Recommendations
There are several ways Morrisons could improve communication. Firstly, the company could make important messages shorter and easier to understand. Instead of sending employees large amounts of information at once, important instructions could be separated into clear points. This would make it easier for employees to understand what they need to do and would reduce the possibility of information overload.
Secondly, managers should receive communication training. Managers are an important link between senior management and employees, so they need to be able to explain information clearly and listen to employees. Training could include active listening, giving feedback and dealing with different communication styles. This would also support the importance that Morrisons places on listening and open communication (Morrisons, 2026b).
Thirdly, Morrisons should continue encouraging employees to give feedback. Short surveys and regular team discussions could help employees share problems and ideas. However, it is also important that managers show employees that their feedback is being taken seriously. If employees give feedback but never see any changes, they may stop participating. This could contribute to organisational silence, which Morrison and Milliken (2000) identify as a potential barrier to organisational improvement.
Finally, Morrisons should continue using digital communication but should not rely on it completely. Digital communication is useful for regular updates, while face-to-face conversations may be better for complicated or sensitive issues. Using a combination of both methods would allow the company to communicate efficiently while still maintaining good relationships with employees.


Conclusion
In conclusion, communication plays a very important role in the business environment and is particularly important for a large organisation such as Morrisons. The company needs communication to coordinate employees, share information, manage its stores and provide good customer service. Effective communication also supports relationships between employees and managers and can contribute to organisational performance (Mumby and Kuhn, 2025).
Morrisons uses several communication methods, including face-to-face meetings, written communication, digital platforms, TeamTalk and employee feedback. These methods allow information to move between different parts of the organisation. However, there are still possible problems, including information overload, inconsistent messages, cultural differences, organisational silence and misunderstandings through digital communication.
The recommendations in this report show that Morrisons could improve communication by making messages clearer, training managers, encouraging employee feedback and using a balance between digital and face-to-face communication. Good communication is not simply about giving employees more information. It is about making sure that the right information reaches the right people and that employees have the opportunity to respond. For Morrisons, effective communication can help improve employee relationships, business performance and customer satisfaction.
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