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Assignment: Briefly analyse communication in your own workplace.
Using your findings from published literature, suggest how it can be improved.
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Executive Summary:
The purpose of this essay is to analyse the communication strategy at my workplace – Mary Kay UK, in order to identify problems with the communication strategy in use and suggest solutions.
Mary Kay UK is part of a global cosmetics company Mary Kay Inc., an American privately owned multi – level marketing company with headquarters in Texas, United States. According to Direct Selling news, Mary Kay was the sixth largest network marketing company in the world in 2018, with a wholesale volume of US$3.25billion and 3.2 million Independent Beauty Consultants worldwide. (Mary Kay 2019)
Founded in 1963 by Mary Kay Ash, the company’s vision is to empower women to look and feel their best whilst also using their talents and abilities to earn an income by selling the products and building a team of Independent Beauty Consultants. The company offers a wide range of beauty products from skin care, to make up and fragrances. Mary Kay sell their products through Independent Beauty Consultants using their websites, social media platforms, face to face meetings and special pamper parties. (Mary Kay 2019)
The structure of the organisation at the global level is the chief executive director at the top who operates from the headquarters in Texas, USA. Next is the regional director for each region – Europe, North America, Asia Pacific and Latin America. Then the National sales directors, who take charge in each country have different grades of directors who manage their team of Independent Beauty Consultants. 
At the global level, decision making is centralised, whereas at the national level, decision making is decentralised. Centralisation refers to the hierarchical level within an organisation that has authority to make decisions. When decision making is kept at the top level, the organisation is centralised; when it is delegated to lower organisational levels, it is decentralised (Daft. 2010)

Introduction:
One of the original glass ceiling breakers, Mary Kay Ash founded her beauty company more than 55 years ago with three goals: offer rewarding opportunities for women, provide irresistible products and make the world a better place. That dream has blossomed into a multibillion-dollar company with millions of independent beauty consultants in nearly 40 countries. Mary Kay is dedicated to researching the science behind beauty and to manufacturing cutting-edge skin care, colour cosmetics, and fragrances. (Businesswire.com). 
In this report, I will be analysing the communication strategy at my place of work, Mary Kay UK, and suggest solutions where there are challenges. As a multi-level marketing company, the decision making at the global level is centralised and the decision making for day to day sales is decentralised as each beauty consultant run their businesses as it suits them.

Communication: definitions and methods
Communication can be defined as the activity or process of expressing ideas and feelings or of giving people information according to the Oxford Learner’s Dictionary. Communication can also be defined as the process of transmitting information and common understanding from one person to another (Keyton, 2011). Another definition states that communication is the activity or process of expressing ideas and feelings or of giving people information. The definition underscores the fact that unless a common understanding results from the exchange of information, there is no communication. (Lunenberg, 2010)
According to Shannon and Weaver [1949], for every communication exchange, there is a sender and a receiver. The sender initiates the communication. In an organisation, the sender is a person who has a need or desire to convey an idea or concept to others. The receiver is the individual to whom the message is sent. The sender encodes the idea by selecting words, symbols, or gestures with which to compose a message. The message is the outcome of the encoding, which takes the form of verbal, nonverbal, or written language. The message is sent through a medium or channel, which is the carrier of the communication. The medium can be a face-to-face conversation, telephone call, e-mail, or written report. The receiver decodes the received message into meaningful information. Noise is anything that distorts the message. Different perceptions of the message, language barriers, interruptions, emotions, and attitudes are examples of noise. Finally, feedback occurs when the receiver responds to the sender's message and returns the message to the sender. Feedback allows the sender to determine whether the message has been received and understood. (Cheney, 2011). The elements in the communication process determine the quality of communication. A problem in any one of these elements can reduce communication effectiveness. The elements in the communication process determine the quality of communication. A problem in any one of these elements can reduce communication effectiveness (Keyton, 2011). For example, information must be encoded into a message that can be understood as the sender intended. (Lunenberg, 2010).
Communication can be categorized into verbal and non-verbal communication; depending on the chosen medium of communication. Selection of the particular medium for transmitting the message can be critical, because there are many choices. For written media, an organisation member may choose from memos, letters, reports, bulletin boards, handbooks, newsletters, and such like. For verbal media, choices include face-to-face conversations, telephone, computer, public address systems, closed-circuit television, tape-recorded messages, slide shows, e-mail, and so on. Nonverbal gestures can be facial expressions, body posture, and even the way one is dressed can transmit messages. People decode information selectively. Individuals are more likely to perceive information favourably when it conforms to their own beliefs, values, and needs. When feedback does not occur, the communication process is referred to as one-way communication. Two-way communication occurs with feedback and is more desirable. (Keyton, 2010)
Mary Kay is a direct sales company and so I will be dwelling on sales communication strategy to direct sales consultants. Sales communication is the process and messaging that keep sales teams informed, engaged, and productive while encouraging their feedback. In some companies, sales communication is a centralized function that acts as editor-in-chief and publisher for all messaging that goes to the sales team. (Highspot, 2020)

Communication strategy at Mary Kay UK
The Mary Kay UK has direct sales at the core of their operations. The structure of the organisation at the global level is centralised, with the chief executive director at the top who operates from the headquarters in Texas, USA. Next is the regional director for each region – Europe, North America, Asia Pacific and Latin America. Then at the national level, a decentralised structure exists to enable the national sales directors, who take charge in each country, manage different grades of directors who in turn manage their own team of Independent Beauty Consultants. The communication is direct from the national executive who delegates daily operations and decision-making responsibilities to the unit directors who manage their Independent Beauty Consultants through emails, phone calls, and face to face meetings. 
As a direct sales company, at the team level, the communication strategy at Mary Kay UK is decentralised, where the team leader uses phone calls, text and emails to communicate with their team members on a daily basis. All team members also get periodic communications from the national executives and the global executive team which comprises of the chief executive and the regional executives. For the team leaders and as independent consultants, the responsibility of developing a communication plan for the team rests on them. Part of their job as a team leader is to be able to develop a network and system that can be used to connect with their team.

Problems with the direct sales communication strategy at Mary Kay UK and suggested solutions
The temptation for many team leaders is to rely on one method of communication that happens to be their personal favourite, such as, an email or text. The truth is that a comprehensive communication network is made up of several parts. Effective direct sales training relies on the team leaders being able to understand the limitations and requirements of each member on their team. Developing an effective communication network also requires a comprehensive understanding of their team and the way it operates. (Bixter, D. 2015)
Coaching cannot be done by text or email either. A phone call is necessary to hear what the emotions are behind the statements.  A team leader who coaches their team to success, calls them by phone. Whether it is a cellular phone number or a landline, they need to have one phone number for each team member. The team leader should ensure that the phone number they get is one that the team member uses or can get messages from them on a regular basis. Personal communication is essential in any team network. (Bixter, D. 2015)
The chances are very likely that most of the team members are on one of the popular social networking platforms. The team leader should gather them into a group and use that as a mode of communication. However, not every person that uses the Internet is comfortable with social networking. To remedy that, the team leader can create a personal message board or group just for their team that will be the place where they post messages and communicate with team members. If they make the board exclusive only to team members, then their associates will feel more comfortable signing up for the board and they are more likely to use it. (Bixter, D. 2015)
In direct sales business, it can be challenging to get the entire team together on a regular basis for training meetings. However, when the team leader can assemble a dedicated team of people that they can rely on, they can then create a regular meeting schedule that will also act as a method of communication. A meeting that is scheduled for monthly or every other week would be something that most people can fit into their schedule. These meetings can be used for direct sales training and as ways to interact with their team members. (Bixter, D. 2015)
One of the mistakes that a direct sales team leader can make is assuming that everyone uses the same mode of communication. A team leader should consider numerous forms of communication to reach out to their consultants as an effective communication strategy. When they use all the different forms of communication with their team, they have a better chance of connecting. Examples of different platforms for communication are postcards, email, text, electronic Evites, phone calls, phone broadcasts, and social groups. The team leader may find great sales associates that do not have email addresses or even cellular phones. As long as they set up a comprehensive communication network for their team using multiple methods of communication, then they will be able to maintain their team in the long term. (Bixter, D. 2015)
The national conferences organised by the national executive directors serve as training meetings and also team leaders can deliver information one-on-one or as part of regularly scheduled sales meetings and can facilitate dialogue or gather feedback from team members. Team leaders can call on team members during sales meetings to provide a summary of key messages and test for comprehension and compliance. (Bixter, D. 2015)

Conclusion
The communication strategy in Mary Kay is unique because the organisational structure is at two levels – centralised at the global level and decentralised at the national level. This is because the vision of the business is based on the sales of their products through independent beauty consultants. For instance, the global team make decisions about which products to produce and compensation schemes, and the national teams make decisions about day to day sales decisions, team leaders make decisions about how team members are trained, and team members being independent beauty consultants.
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