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[bookmark: _Toc214117946]Introduction  
Communication is one of the key aspects of organisational performance, which determines how the staff members arrange the work, exchange information and address the needs of the organisation. Effective communication systems are necessary in the retail industry, where decisions have to be made and implemented promptly and in various locations. This report reviews the communication practice of Marks and Spencer (M&S) as one of the most established retailers in the UK in order to assess how various communication practices work in practice and what the areas of challenge are. Through the analysis of verbal, written, and digital channels of communication, the report reveals which strategies are useful to facilitate the functioning of the store and where restrictions still exist. Another important aspect of communication covered by the report is miscommunication, the overload of information and cultural barriers, and the author connects the mentioned problems to the organisational structure and working conditions of M&S. Lastly, the report gives some practical recommendations to improve communication effectiveness, increase the understanding of employees and boost the overall organisational performance.
[bookmark: _Toc214117947]Communication and Methods 
Business communication is a process whereby individuals, teams and departments communicate so as to exchange information to accomplish the organisational goals. Kaul (2025) claims that organisational communication implies both conveying and receiving meaning, which is why effectiveness is an important component in making sure that messages are received properly. The communication process improves coordination and eliminates errors, motivates employees, and reinforces leadership. In the case of a big retail organisation as Marks and Spencer (M&S), where there are several stores and departments, communication will be needed to uphold the quality of services, to make sure that the organisation operates efficiently, and to ensure the employees are aligned with strategic objectives.
Organisations use different communication methods depending on the message, audience, and level of complexity. Verbal communication, which involves face-to-face interviews, meetings and telephone calls, is one of the most common ways (Manocha, 2023). In M&S, store managers have daily briefing sessions with operational staff to go through the sales targets, promotions and the stock levels. Such verbal communications make sure that the employees are updated in good time and can clarify in real time. Verbal communication is especially useful in relation building and strengthening the organisational culture because it is tonal, expressive, and provides instant feedback.
Written communication is the other common way that is used, and it encompasses emails, reports, memos and policy documents. M&S uses the emails and electronic notices to send corporate updates and changes of policies and instructions on how to operate in their stores to its employees. Written communication offers a lasting information source and is applicable in exchanging elaborate or complicated directions (Holley, 2023). In particular, M&S publishes written instructions on staffing arrangements, merchandising, and customer service expectations, among others, during seasonal celebrations like Christmas. This will provide uniformity within the organisation and minimise role confusion among employees.
In recent years, digital communication has become increasingly important.  All geographically dispersed team members can be quickly communicated with via Microsoft Teams, intranet sites, and internal employee applications.  M&S has set up digital communication technologies to encourage cooperation between the head office, supply chain teams, and the stores (Yashan, 2024).  Employees can access performance data, company announcements, and training materials through the company's internet portal.  In order to improve response and reduce delays, managers can also send important communications instantly through digital channels.
Non-verbal communication has also been instrumental in employee behaviour and customer experience. Gestures, facial expressions and body language play a very important role in customer-facing departments. In M&S, training is offered to the employees to look straight into the eyes, make positive facial expressions, and have attentive body language towards the customers. This kind of non-verbal communication helps to achieve customer satisfaction and indicate the quality of service of the organisation (Islam, 2022).
M&S also uses external methods of communication like social media, press releases and corporate reports to communicate with customers, suppliers and investors. These media enhance brand recognition, maintain promotional activities and foster trust among the stakeholders, so that M&S would have a coherent and reputable image among all customers.
[bookmark: _Toc214117948]Common Issues  
Although communication is crucial in organisations, many challenges normally affect the flow of information, lower efficiency, and affect performance. Miscommunication, cultural problems, directions, information overload, technology limitations, and communication breakdowns across hierarchical levels are examples of common communication problems in the business world. It is possible to note these challenges in Marks and Spencer (M&S), which has faced communicational pressures due to the size, structure, and dynamic retail landscape in stores and departments.
Miscommunication is one of the most widespread problems, which arises when messages are not properly understood or interpreted the way they are supposed to be. Miscommunication may occur in a high-level retailer such as M&S, where the instructions may go through various management levels (Kreuz, 2023). An example is that, during promotional events, the guidelines regarding pricing or place of products can be relayed head office to regional managers, and hence to the store supervisors. In case of uncertainty or uneven delivery of any part of the message, the stores can adopt changes differently to confuse the customers or make an error at the point of checkout. Miscommunication may also arise among employees working on the busy shop floors, where time constraints and multitasking would increase the chances of making mistakes.
An additional huge obstacle is information overload, where employees have more information than they can utilise. M&S has been very dependent on emails, online platforms, and internal bulletins to relay updates among its stores. Employees can also be updated regularly on the merchandising standards, stock levels and staffing directions during busy trading times, e.g. Christmas or seasonal sales.
Language and cultural limitations are another issue that makes communication difficult, especially when working with a diverse staff. The majority of M&S stores employ people from a variety of cultural backgrounds. Misunderstandings or a reluctance to provide clarification may arise from the disparity in communication styles, accents, and English language proficiency. For instance, due to language problems, an employee may accept a task without fully understanding the instructions, and an error may occur during customer service or stock restocking (Salih, 2024). Cultural differences may also have an impact on employees' willingness to offer feedback or challenge choices, which can hinder open communication in teams.
There are also technological barriers that influence the efficiency of communication. Though digital tools like Teams and internal communication platforms are adopted in M&S, not every employee is as well acquainted with the technology. Employees who are not very digital or of an older age might not access or interpret online updates. When sharing urgent messages electronically, employees who are not technologically literate risk being left behind in important information, resulting in a lack of uniformity in the execution of duties by departments (El-Bash, 2020).
The second problem that is widely experienced is a failure in vertical communication- communication between top management and frontline employees. M&S, like most large organisations, is hierarchical such that the decisions made at the top levels of the organisation need to be relayed down the hierarchy. At some point, junior employees might develop a perception that communication is downward with little feedback. 
[bookmark: _Toc214117949]Recommendations 
· Introduce Standardised Communication Procedures: M&S is to implement a standardised approach towards the operational updates by implementing standardised templates of the operational updates in all stores. Miscommunication would be minimised by using standardised formats for instructions, visual directions and daily briefings, where all employees would get identical information despite their location or shift schedules and management variations.
· Enhance Employee Education on Communication Solutions: M&S can offer regular employee training on digital communication channels like Teams and the in-house staff application to break free of technological restrictions. This would assist the staff, most of whom are not so digitally literate, to utilise these tools with greater confidence, which would enhance the speed and accuracy of the internal communication within departments (Hammond, 2024).
· Support Inclusive and Cross-Cultural Communication Pattern: These misunderstandings in the diverse workforce of M&S can be minimised by introducing culture awareness and inclusive communication workshops. The promotion of employees to ask questions, use understandable terminology, and serve multi-national staff members promotes the integration of the team. 
· Improve Top-To-Bottom Communication: M&S ought to make the feedback channels stronger through frequent staff surveys, a suggestion box, and brief listening sessions. This would provide the frontline employees with a greater opportunity to express themselves, report difficulties in communication, and provide input. 



[bookmark: _Toc214117950]Conclusion 
Communication is a key aspect of organisational success, especially in such a big and dynamic retail company as Marks and Spencer (M&S). This report has discussed the role of communication in coordinating, decision making and engaging employees and the different communication channels that are employed within the organisation, such as verbal, written, digital and non-verbal communications. Nonetheless, the discussion has also identified some of the challenges that are often experienced in business settings, like miscommunication, overload of information, cultural and language barriers, technological problems, and vertical communication gaps. These problems can interfere with the efficiency of operations and affect customer service and staff morale adversely. The recommendations given, namely: standardised communication processes, better digital training, inclusive communication practices, and better upward communication, provide real-life suggestions on how communication in the whole organisation can be made stronger. 
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