2



                                                  [image: University of Wales Trinity Saint David, South East Asia]

Module: LCBB4009 Understanding Organisational Structure and Culture

Investigating the Role of Communication in the Business Environment

	Student’s Name:
	Vasile Macarie

	Student Number:
	2416323

	Lecturer’s Name: 
	Mubashir Qureshi

	Submission Date: 
	17.08.2026




Table of Contents
1. Introduction	3
2. Communication and Methods	3
2.1 Business Communication Process and the Roles of Communication.	3
2.2 Communication in the Workplace at Tesco	4
Internal Communication	4
External Communication	4
Formal and informal communication in Tesco.	5
3. Common Communication Issues	5
3.1 Intercultural Communication Barriers	5
3.2 Information Flow and Organisational Structure Challenges	6
3.3 Customer Communication Challenges	6
3.4 Sustainability and Corporate Communication Issues	6
4. Recommendations	7
5. Conclusion	7
References	9



[bookmark: _Toc237869910]1. Introduction 
	Communication is an essential part of effective organisation as it helps to share information, aid decision making and impact employee, management and external relationships. In today's business settings, communication has been shown to be a significant factor of organisational performance by enhancing collaboration, improving innovation and fostering a positive work culture (Verma et al., 2022). This report examines the importance of communication in Tesco PLC, one of the largest retail organisations in the United Kingdom. Tesco has a complex organisation structure with employees, suppliers, customers and wider communities and effective communication is crucial to ensuring that the organisation is running effectively and maintaining stakeholder relationship. This report aims to explore Tesco's communication techniques, analyse the main challenges to communication and provide recommendations to make communication more effective. The influence of communication on organisational culture, leadership and performance is also discussed.
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Figure 1: Tesco 
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[bookmark: _Toc237869912]2.1 Business Communication Process and the Roles of Communication.
	Business communication is the process in which business organizations communicate with each other to fulfill their strategic goals within and outside the organization. Communication is not just about transferring information; it's about getting the message right across to different stakeholders. Verma et al. (2022) stated that communication is a necessary factor for business development as it helps to coordinate, enhance relationship between employees and help to strengthen decision making process. Communication is especially critical for large companies like Tesco, as it involves thousands of staff members in stores, distribution centres, online and management departments. Communication plays an important role in the organisation's performance by helping to ensure that the goals of the organisation are communicated to its employees and that they know what they are expected to do. Rahimnia & Molavi (2021) believe that good communication is essential to being good at innovation performance, (due to sharing information, faster time to make strategic decisions etc.). 
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[bookmark: _Toc237869914]Internal Communication
	Internal communication allows Tesco managers and employees to share information on what is going on in the business, policies and objectives. Formal communication is through management meetings, employee updates, training, managers' internal digital platforms. They are significant as Tesco has a hierarchical organisation and information has to be transmitted between those at the top and those at the bottom. The importance of digital communication has grown over time in Tesco, as staff need to have immediate access to information in various locations. The organisation has internal communication systems that provide updates to the business and promote employee engagement. Using colleague communication platforms and engagement surveys, Tesco's annual reporting underlines the ways in which employee feedback has been used to influence organisational decisions. Informal communication also plays its role in the Tesco's organisation culture. 
[bookmark: _Toc237869915]External Communication
	External communication enables Tesco to 'communicate with customers, suppliers, shareholders and communities'. The communication with customers is done through the website, mobile application, social media, ads and loyalty programs. Tesco's digital retail services are highlighted to be important, in particular, the Click and Collect service as Nguyen (2017) states that good communication between the organisation and the customer has an impact on customer satisfaction and intention to purchase again. Tesco also reaches out to the outside world by means of its sustainability reports and corporate announcements, as well as through stakeholder engagement activities. Corporate communication is crucial as it can shape the stakeholders' view of the organisation's values and responsibilities. Organisations should ensure that messages on sustainability are clear and backed by actions, as environmental communication has an impact on the trust of stakeholders, (Torelli, Balluchi and Lazzini, 2020). 
[bookmark: _Toc237869916]Formal and informal communication in Tesco.
	Formal communication at Tesco is in line with the organisational structure and management can communicate strategies, policies and operational requirements. This helps to maintain uniformity in various departments and areas. But too rigid a communication system could sometimes limit flexibility due to the numerous management levels required to pass the information. Through informal communication, employees are able to share experiences and build better relationships at work. This contributes to Tesco's organisational culture by facilitating team working and involvement of employees. 
[bookmark: _Toc237869917]3. Common Communication Issues 
	Tesco has implemented several communication systems for their working but there are some communication problems which affect the effectiveness of the organisation. Communication is complex for Tesco, which is a large multi-location retailer with employees from a variety of cultural backgrounds, not only among employees and managers but between customers and suppliers. 
[bookmark: _Toc237869918]3.1 Intercultural Communication Barriers
	Intercultural communication is a major communication issue for Tesco as they have a diverse workforce. Employees may have different expectations of communication styles, feedback and workplace relationships, depending on their cultural background, as these often differ from those of international organisations. Intercultural communication barriers are important challenges in the field of international businesses, especially when difficulties with the language, cultural values and communication styles may arise and result in misunderstandings (Szcześniak, 2025). Cultural diversity offers benefits to Tesco in the following ways: supporting inclusiveness and being a source of distinct customer communities. But there can be challenges for staff and management due to communication preferences. For instance, there are workers that might prefer direct communication and others who could see it as direct feedback in a different way because of cultural expectations. Failure by managers to take account of these differences can lead to diminished effectiveness of communication and teamwork. 
[bookmark: _Toc237869919]3.2 Information Flow and Organisational Structure Challenges
	Tesco has a large hierarchical structure, encompassing the senior management team, regional teams, store managers and frontline workers. This is good for clear accountability and control, but may lead to a delay in communication as information filters through many levels of the organisation. A highly structured communication system can lead to the employees getting the information much later than necessary, or at different levels, understanding the information differently. This may cause inefficiency in the process, especially in retail stores where response to customers' needs is of utmost importance. Rahimnia and Molavi (2021) draw attention to the role of communication in boosting the speed of strategic decision making to enhance innovation performance. 
[bookmark: _Toc237869920]3.3 Customer Communication Challenges
	Another aspect of communication that Tesco has to be effective in is customer communication. Digital communication channels such as websites, mobile apps, online shopping services are increasingly a key part of retail organisations. Nguyen (2017) points out that Tesco's Click and Collect service plays an important role in shaping consumer behaviour and customer repurchasing intention. This shows how well the digital services communicate directly influences the experiences of their customers. But with digital communication, there can be problems if there is unclear information about product availability, delivery time or service changes. As customers increasingly demand to be communicated with in a timely and accurate fashion, inaccuracies in digital systems can have a negative effect on satisfaction and customer loyalty. 
[bookmark: _Toc237869921]3.4 Sustainability and Corporate Communication Issues
	Modern organisations need to be able to effectively communicate their environmental and social responsibilities as well. Tesco's sustainability efforts are conveyed via corporate reporting and stakeholder engagement initiatives. Sustainability communication, however, can pose a challenge, as stakeholders have come to expect that organizations take action as well as just communicate positive messages. If environmental communication is not effective, as described by Torelli, Balluchi and Lazzini (2020), then it can create a perception of “greenwashing” in which stakeholders think that organisations overestimate their environmental impact. Consequently, it is crucial that Tesco's communication of sustainability is transparent, evidence-based and consistent with their actual business operations. 
[bookmark: _Toc237869922]4. Recommendations 
In order to be more effective in communicating, Tesco should take a number of actions.
	The first suggestion for Tesco is that they should improve the intercultural communication training for managers and staff.The first suggestion for Tesco is to improve the intercultural communication training for managers and staff. Training sessions on cultural awareness, active listening and communication with everyone would be beneficial to prevent misunderstandings and teamwork due to cultural differences that affect communication in the workplace. This would facilitate an organisation's culture to be more inclusive. Secondly, Tesco needs to improve communication between management and frontline staff, as it is a two-way street. Formal communication channels are good for consistency, but employees should be encouraged to give more feedback over digital platforms, employee forums and regular feedback with managers. This will enhance decision making because their frontline employees have first-hand knowledge of their customers' needs. Thirdly, Tesco should further enhance digital communication systems both to its customers and employees. Tesco should ensure that online platforms have clear, consistent and timely information, as services like Click and Collect rely on the information exchange to be accurate. Better communication can improve customer satisfaction and customer loyalty (Nguyen, 2017).
[bookmark: _Toc237869923]5. Conclusion 
	This report has explored the significance of communication in the context of the organisation and Tesco and how communication can help support the organisation in relation to their structure, culture and performance. Tesco has several forms of communication, such as internal communication systems, digital platforms and customer services and sustainability reporting, that help it co-ordinate activities and maintain stakeholder relationships. But there are obstacles, such as communication barriers between cultures, intricate information flows, digital communication issues, and the need for sustainability communication transparency. Tesco's need for effective communication is important as it helps with employee engagement, quicker decision making, customer satisfaction and organisational reputation. Tesco have been advised to address communication issues by implementing intercultural training, a better feedback mechanism for employees, better digital communication and a transparent sustainability reporting. Finally, the communication process must be seen as more than just information; it is a key organisational capability that directly impacts on Tesco's long term business performance and its relationship with its stakeholders.
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