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Investigating the Role of Communication in the Business Environment: Tesco
[bookmark: _Toc232869127]Executive Summary
Effective communication is an important aspect that is vital for the success of any business by enabling information exchange, collaboration, decision-making, and stakeholder interaction. It plays a major role in boosting productivity of employees and customers, thereby improving performance of the organisation. This report explores the importance of communication in Tesco, which is one of the biggest retail organisations in the UK. The report discusses the importance of communication and ways of communication employed in Tesco, communication issues faced by Tesco, and offers recommendations on how to enhance communication. The report reveals that communication plays an important part in managing Tesco's large staff and maintaining relationships with customers. At the same time, miscommunication, language barriers, too much information, technology barriers, and problems with feedback can adversely impact performance of the organisation.It is stated in the report that effective communication continues to be one of the major aspects for Tesco to be successful and competitive.
[bookmark: _Toc232869128]Introduction
Communication is a means by which information, ideas, opinions, and messages are exchanged between people and groups in order to generate mutual understanding and accomplish organisational goals (Robbins and Judge, 2022). Communication is essential in modern organisations as an instrument for coordination of actions, management of decisions, cooperation, and relationship-building with all parties interested in organisational performance.
In today’s globalised and technologically advanced business world, communication becomes crucial for any organisation since it has to communicate effectively with its employees, customers, suppliers, shareholders, and regulators in order to ensure efficient and effective exchange of information. On the contrary, ineffective communication may lead to conflicts, decreased productivity, employee dissatisfaction, and even tarnished image of the company (Mullins, 2023).
This report will examine the use of communication within Tesco, which is one of the largest retailers in the UK. Tesco runs thousands of stores and employs more than 300,000 employees all over the world, and therefore effective communication becomes an important part of its work. The report will analyze the notion of communication and its importance, communication techniques used by Tesco, common problems associated with communication within the company, and possible recommendations for improving communication processes. This report uses the analysis to show how communication plays an important role in the performance of an organisation and success of business.
[bookmark: _Toc232869129]Communication and Methods
[bookmark: _Toc232869130]3.1 Understanding Communication in Business
Communication is the process of sending information and meaning from one individual or group to the other by means of speaking, body languages, writing or digital media (Bratton et al., 2021). The communication is said to be effective if the receiver gets the message without misunderstanding and gives proper feedback.
The Shannon and Weaver Communication Model is one of the most powerful models of communication. It states that communication is the process which involves sender, message, channel, receiver, feedback and any interference or noise which can distort the message (Shannon & Weaver, 1949). In case of business organisations, communication noise includes language barrier, technological problem, distractions and misunderstanding.
Effective communication is critical in terms of organizational coordination, engaging employees, client satisfaction, and decision-making. As stated by Robbins & Judge (2022), organizations that have an effective communication system usually achieve high productivity levels, employee commitment, and better organizational performance.
[image: ]
Figure 1: Adapted from Shannon and Weaver (1949).
[bookmark: _Toc232869131]3.2 Internal Communication in Tesco
Internal communication refers to the transfer of messages or information between employees within an organisation, between managers and their direct reports, and between departments within the organisation. As a large multinational retailer, Tesco uses effective internal communication to coordinate the activities of all its stores, distribution centres and head office.
[bookmark: _Toc232869132]3.2.1 Face-to-Face Communication
Face-to-face communication is one of the most commonly used communication techniques at Tesco. For example, managers conduct team briefings, performance reviews, and other meetings with their teams every day in order to provide information about the organisation's goals and to keep them up to date with updates to the organisation's operations. Personal communication allows one to receive immediate feedback and also helps build interpersonal relationships between employees and management (Mullins, 2023).
For example, Tesco store managers conduct pre-shift team briefings so all team members understand their sales targets, what is expected of them in terms of customer service, what the health and safety requirements are, and what the organisation's operational priorities are. Team members then know what the organisation's goals are and how their work contributes to these goals.
[bookmark: _Toc232869133]3.2.2 Written Communication
Another type of communication that is commonly employed by Tesco is written communication. Employee manuals, policy letters, reports, notifications, and operational guidelines act as a reliable form of information for all the employees at Tesco. The use of written communication results in a permanent form of information which is available to the employees whenever they need to refer to it (Bovee and Thill, 2021).
Tesco also uses written communication to communicate with employees by providing written documentation of health and safety procedures, written employee policies, and written training materials to ensure compliance with both legal and organisational standards.
[bookmark: _Toc232869134]3.2.3 Digital Communication
With the advancement in the digital era, the communication process at Tesco has undergone a drastic change. Tesco uses emails, communication tools, video communication software, and applications for the employees to ensure effective communication. In the wake of the coronavirus outbreak, there was an increasing demand for the use of technology for business continuity (CIPD, 2024).
Using digital communication tools, the employees can get the organization-related news, training material, schedules, and other updates. This helps in making communication more efficient and ensures that the staff can have access to information from anywhere.
[bookmark: _Toc232869135]3.3 External Communication at Tesco
External communication involves communication between an organization and its external parties such as customers, suppliers, investors, government bodies, and local communities.
[bookmark: _Toc232869136]3.3.1 Communication with Customers
Communication with customers is very significant especially in the retail sector. Tesco utilizes different communication means like advertisements, social media, customer services, websites, and mobile applications to communicate with customers.
The most effective communication strategy adopted by Tesco is the Clubcard loyalty program. Through personalized emails and notifications, Tesco interacts with its customers and builds relationships with them. The Clubcard loyalty program gives Tesco an insight into the preferences of the customers and sends targeted marketing messages to them.
[bookmark: _Toc232869137]3.3.2 Social Media Communication Strategy
Tesco uses social media platforms such as Facebook, Instagram, YouTube, and X to communicate with the customers.. Social media helps Tesco to market their products, answer customers' queries, and handle any complaints.
As per Vercic (2017), organisations use digital communication mediums as they offer direct interaction with their stakeholders. Tesco’s social media platform allows the organisation to develop closer connections with its customers and also to keep up with the changing demands of the customers.
[bookmark: _Toc232869138]3.3.3 Communication with Investors and Suppliers
Moreover, Tesco communicates with its investors and suppliers through the means of annual reports, financial statements, meetings, and corporate communications. Proper communication with stakeholders helps to establish trust and transparency in business relations. Annual reports issued by Tesco include all the information related to the performance and financials of the company.
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Figure 2: Internal and External Communication Channels
[bookmark: _Toc232869139]3.4 Importance of Effective Communication at Tesco
Effective communication brings about many advantages to Tesco.
To begin with, effective communication increases the efficiency of employees since it enables them to comprehend the objectives and requirements of the organisation. This makes it easy for them to accomplish their work without experiencing any difficulties.
Secondly, communication promotes cooperation and coordination. The running of Tesco involves coordination among various departments such as sales, marketing, logistics, finance, and human resources. Communication facilitates the coordination process.
Thirdly, communication enhances customer satisfaction. Tesco will be able to maintain its good reputation through prompt response to customers' queries and complaints.
Furthermore, communication enables organisational change and innovation. With ongoing innovations within Tesco, the role of communication is to enable the employees to cope with changes.
[bookmark: _Toc232869140]Common Problems with Communication
Although the importance of communication within organisations cannot be underestimated, there are still a number of problems faced by organisations, which influence communication efficiency negatively.
[image: ]
Figure 3: Common Communication Barriers Affecting Organisational Performance

[bookmark: _Toc232869141]4.1 Miscommunication
Miscommunication is a situation when the information is misinterpreted by the receiver or is simply not clear enough. This happens due to ineffective design of messages, ambiguous language used, ineffective channels of communication, and lack of feedback.
In Tesco, poor communication occurs when there are changes within the organization but they have not been communicated effectively to the employees. Changes in operational processes and policies within the organisation can lead to miscommunication among employees when they get mixed information from various managers.
Miscommunication will lower the level of productivity of employees, cause errors, and have a negative impact on the morale of employees (Robbins and Judge, 2022).
[bookmark: _Toc232869142]4.2 Information Overload
Information overload refers to a situation where employees are bombarded with a lot of information. Modern organisations communicate via emails, reports, meetings, and various other digital media.
Tesco employees get information through various means at once. Although getting information is good for employees, too much communication can decrease their concentration levels, thereby making them prone to overlooking important information (Mullins, 2023).
Too much information can lower the quality of decisions and lead to stress in the workplace.
[bookmark: _Toc232869143]4.3 Cultural and Language Barriers
Tesco has employees of different cultures and languages. Diversity within the workforce helps bring creativity and innovation but sometimes causes communication problems.
Employees coming from different cultures may have different interpretations of messages depending on their cultural values and language ability. Language barriers may be a cause for misunderstanding and influence workplace relations (Bratton et al., 2021).

For instance, an employee who does not speak English as his/her mother tongue may face difficulties interpreting complicated information from the organisation.
[bookmark: _Toc232869144]4.4 Technological Barriers
Technology enables effective communication; however, technological barriers may pose some hindrances during communication. This may happen due to technical problems, software issues, inadequate internet connection, and lack of digital skills. 
Tesco is making extensive use of technological communications systems for coordinating activities at various sites. In case of technological problems, there might be delay in the transfer of essential information among workers.
Also, some workers may find difficulty in adapting themselves to technological innovations, making communication and performance less effective.
[bookmark: _Toc232869145]4.5 Lack of Feedback
Communication consists of two elements - transmitting messages and receiving feedback. Feedback helps organisations assess performance and solve problems. 
The absence of feedback can lead to dissatisfaction and disengagement amongst employees. Employees who do not get feedback will not know how they are performing and what is expected from them.
On the other hand, if management does not make efforts to get feedback from the employees, it might lose on valuable information.
[bookmark: _Toc232869146]4.6 Communication in Times of Organisational Change
Organisational changes pose many challenges regarding communication. There have been many changes that Tesco has gone through which include digitisation, sustainability issues, and changing customer demands.
If communication is not handled well or management is unable to explain the logic behind organisational decisions to its employees, they might resist the change (Kotter, 2018).
Hence, effective communication becomes a vital component in the success of change management and organisational development.
[bookmark: _Toc232869147]Recommendations
The following recommendations should be undertaken by Tesco to enhance the effectiveness of communication in the company.
Firstly, Tesco should undertake several communication training programmes for its managers and employees. The training should include interpersonal communication, active listening, conflict resolution, cultural sensitivity and digital communication techniques. This will lead to improved communication skills and reduce miscommunication.
Secondly, there is a need for Tesco to create an environment of transparency and clear communication. Managers need to convey information about organizational goals and decisions while engaging employees to give their views.
Thirdly, Tesco should develop ways of giving feedback through the use of employee surveys, performance reviews, and discussions among work teams. Feedback ensures employee engagement and continuous development.
Fourthly, there is a need for Tesco to continue improving communication technologies and training employees to use them. It will facilitate the process of communication and address any communication barriers related to technology.
Lastly, Tesco should encourage diversity and inclusion initiatives aimed at enhancing cross-cultural awareness. The company could initiate cultural awareness programs which would help employees understand each other better.
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Figure 4: Recommended Communication Improvement Strategy for Tesco
[bookmark: _Toc232869148]Conclusion
Communication is one of the key ingredients in the success of an organisation and helps in achieving its objectives. This report shows that Tesco makes use of different modes of communication such as verbal, written, electronic, and external communication for managing its business.
Some of the issues identified by the report related to communication include miscommunication, information overload, cultural barriers, technology issues, lack of feedback, and problems associated with communicating during change in an organisation. These issues can have an impact on the performance of employees, satisfaction of customers, and organisational efficiency if proper action is not taken.
In order to deal with these issues, Tesco should adopt communication training, develop feedback system, practice open communication, and improve digital communication and cultural awareness. By taking such steps, Tesco will be able to improve its communication efficiency, employee motivation, customer relationships and organisational efficiency.
Finally, it can be concluded that effective communication plays a vital role in the success, competitive advantage and sustainability of any organisation.
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Figure 1: Communication Process Model
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Figure 1: Communication Process Model Showing Sender, Message, Channel,
Receiver and Feedback (Adapted from Shannon and Weaver, 1949).

Figure 3: Common Communication Barriers in Tesco
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Figure 3: Common Communication Barriers Affecting Organisational
Performance (Author, 2026).

Figure 2: Tesco’s Internal and External Communication Channels
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Figure 2: Internal and External Communication Channels Used by Tesco
(Author, 2026).
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