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Investigating the Role of Communication in the Business Environment: Sainsbury’s

[bookmark: _Toc1997536123]1. Introduction
[bookmark: _Int_BbkZw7Ib]Communication is a critical skill and process that helps us to build a strong relationship in personal life and in a business environment. Small or large organisations run effectively by sharing information and understanding goals and changes clearly. Better communication can improve productivity, reduce stress and help to achieve company goals. On the other hand, poor communication means that businesses can face several problems such as misunderstandings, delays and poor delivery of services.
This report aims to define communication within the business concept, emphasising its effectiveness and importance. This focuses on communication methods and problems that can occur in business setting, such as miscommunication and cultural barriers. These challenges are analysed through the organisation of Sainsbury’s, a largely successful retail enterprise. Finally, this report proposes practical strategies, recommendations and best practices to address and overcome these communication issues.
[bookmark: _Toc1384002222]2. Communication and Methods
Communication in business does not only mean sharing information and ideas between the owners or employees, also making sure the information delivered correctly. On a basic level, the communication process can be described through the sender-message-receiver model, with seven elements in total including encoding, channel, decoding, and feedback (Robbins and Coulter, 2021, p. 394). 
For example: a sender has a message, which is the idea or information, changes this into words through speaking or writing so that it can be clearer for others. If the receivers understand the message, then they give feedback to show that the message was understood correctly. Communication can also be affected by noise such as distraction, lack of language skills, or information barriers, making it harder to understand the message. Good communication is important because it helps employees understand what they need to do and reduces misunderstanding. When communication is clear, businesses can work more efficiently and achieve their goals.
In a business context, this communication process can be seen in Sainsbury's where clear communication between managers and staff is important to make sure work is done properly and customers receive good service. Communication occurs in different ways: internal communication between employee and manager, external communication with customers, suppliers and other groups. For example, when some organisational changes are planned, employees at the lower levels of the organisation receive messages hierarchically, or via ‘downward communication’ (Robbins and Coulter, 2021, p. 400) which flows from managers.
There are many communication methods that Sainsbury's follow such as verbal, written and non-verbal communication. Verbal communication can be conversations between managers and employees, arranging meetings or team briefings. It is quick and allows people to ask questions and get feedback. At Sainsbury’s, managers speak to staff at the start of a shift to explain tasks and priorities. 
Written communication includes emails, reports, and notices. This is useful because the information can be saved and read again later. At Sainsbury’s, written communication is used to share company policies, updates, and important information with employee. Non-verbal communication is very important in customer service: facial expressions, body language, and tone of voice demonstrate positive messaging to make customers feel welcome.
Effective communication is important to run any business. Communication helps to build a positive work environment by helping employees understand roles, policies, reduces mistakes and improves teamwork. An important factor to consider is that ‘effective writing is not just about writing less – it's about making reading easier’ (Rogers and Dorison, 2025). This also applies to written and non-verbal communication, meaning that being able to communicate effectively is about delivering clear and understandable messages and not just making them shorter or briefer.
The importance of effective communication is obvious when organisational change occurs. In these cases, efficient communication helps to reduce resistance to change by improving readiness, inform employees and let them know what to expect, and build a community of trust and identification with the organisational culture (Elving, 2005, pp. 131–132). 
In Sainsbury's, clear communication between managers, employees, and customers helps run the business smoothly. This involves downward, internal, and external communication. Sainsbury’s look to understand the needs of customers, as shown by 2.9 million responses across their feedback programmes in 2024-25, while also staying aware of colleague satisfaction through internal channels and sending frequent updates (J Sainsbury plc, 2025, pp. 25–26).
[bookmark: _Toc1819788925]3. Common Issues
Effective communication is important to success, but it can also be difficult to achieve. There are many barriers to communication that can occur such as inefficient communication channels and miscommunication, leading to noise in the communication process. These can occur on many levels and can be affected by organisational structures.
One of the main challenges for businesses is miscommunication as it leads to inefficiencies and impacts productivity and satisfaction across the organisation. A common issue seen more often today is the cultural barrier as businesses are more global and connected, leading to issues of language or misunderstanding in the workplace. In these cases, the sender-receiver process can become confused due to noise, and the meaning of the message becomes difficult to decode without clear or understandable communication.
Organisational structure can also play a part in miscommunication when it becomes difficult to manage or leads to many different layers of communication. This means that choosing the right organisational structure and managing it well is important to deliver a good communication process.
For example, in a matrix organisation structure there is a lateral flow of communication as there are two chains of command, leading to challenges with division of authority and divided loyalties (Cole and Kelly, 2020, p. 270). This makes communication more complex as it can happen simultaneously or across levels. Compared to a downward flow, lateral communication has a higher chance of conflict when employees have differing opinions, so this is another factor that must be carefully managed.
In Sainsbury’s, there is an element of a matrix structure as the business is so large that it makes it easier to manage business functions across different areas, process large amounts of information, and share resources (Mullins, 2019, p. 466). A matrix structure reflects Sainsbury’s large enterprise and makes it so that communication can happen on different levels across the organisation, from managers to teams to employees to different stores and geographical areas.
While there is a higher chance of conflict, matrix structures also avoid key disadvantages of downward communication such as information overload and filtering (Robbins and Coulter, 2021, p. 395–396). These are when employees receive more information than they can process, and when messages are filtered and encoded so many times as they travel through the chain of command that the sender’s intention is lost. Noise plays a part in filtering as well as inefficient communication channels, but this happens less in lateral communication where employees are on the same level.
[bookmark: _Toc625254897]4. Recommendations
There are many ways to help manage communication issues in businesses that help to deliver clear and effective communication. A simple recommendation is trying to make sure that communication is concise, easy to understand or decode, and accounts for cultural barriers or differences in information. It is also important that the intention of the message is obvious and not lost by any noise in the decoding process through filtering, this can be done through tighter communication with the right channels.
Another recommendation is to focus on driving employee engagement and satisfaction, building trust and identity with the organisation. In times of organisational change, managers should ask employees about their worries, communicating empathetically rather than ‘alienating your employees, who may already feel nervous or skeptical’ (Harvard Business Review, 2026). This can also apply to customer communication, meaning closely listening, responding to show understanding, being fully transparent and aware of needs, and fulfilling the final feedback part of the communication model. 
Finally, businesses can collaborate externally by finding opportunities to partner with organisations that help meet their goals. For example, Sainsbury’s has worked with Blue Goose, an internal communications agency that specialises in areas like employee engagement. By working together, Blue Goose helped the organisation by focusing on the Employee Value Proposition (EVP), simplifying brand guidelines, driving change campaigns, and even developing an employee mantra of LOVE or “Living Our Values Everyday” (Blue Goose, 2020). 
Businesses can also choose to focus on employee initiatives and build their EVP themselves. These strategies help to deliver employee satisfaction, which builds trust and communication. Otherwise, organisations can look to communications agencies to help them tailor their communication and make sure that they deliver an authentic message reflecting their brand. Agencies can also help with customer communication, another important part of success for a retail enterprise like Sainsbury’s.
[bookmark: _Toc1745555974]5. Conclusion
This report has identified and explained the importance of communication in a business context, especially using Sainsbury’s as an example. Good communication is a key part of success as it allows businesses to be able to make changes, manage feedback, and focus on the needs of their employees and stakeholders. For Sainsbury’s, clear verbal, written, and non-verbal communication is used to deliver customer and employee satisfaction, allowing them to grow, develop new policies and expand their stores.
Communication also has many barriers such as miscommunication, conflict, and noise in the process. To manage these barriers, businesses should look to keep their messages concise and understandable and drive employee and customer engagement through feedback channels and close communication. They should also focus on their EVP to build trust and consider partnering with communication agencies to improve their communication strategies.
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