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Question 1:
[bookmark: _Hlk4929326]Describe Vodafone’s non-verbal communication strategy and discuss how this could be improved.


















Introduction



Vodafone is a British multinational telecommunication company, with 19.5 million of customers in the United Kingdom. It was established in 1984. Vodafone is today one of the world’s leading mobile communication providers. The company is still located in Newbury and it employs more than 13,000 people in the United Kingdom and its operations covered 26 countries globally, with continuous partnership with other networks across the globe. (https://www.vodafone.co.uk/about-us/company-history/)
There are two main types of communication: verbal communication and non-verbal communication. The non-verbal communication strategy practiced by Vodafone in its own business capacity to date, has allowed Vodafone to achieve the organizational objectives quite fine. In many cases, Vodafone’s main principles of being open and transparent has helped the company to speak to their customers, audiences and stakeholders in a very effective manner.
Vodafone uses the non-verbal communication channels to foster customer loyalty.
















Vodafone’s non-verbal communication strategy 



Vodafone’s non-verbal communication strategy considers the customers as a very crucial part of the business’s success. To this end, Vodafone focuses in strengthening the relationship between Vodafone and its different customers. Non-verbal communication includes facial expressions, the tone and pitch of the voice, gestures displayed through body language (kinesics) and the physical distance between the communicators (proxemics). These non-verbal signals can give clues and additional information and meaning over and above spoken (verbal) communication. Vodafone is directed by one of its ten principles which declares that the business entity will always communicate openly and transparently with its different stakeholders inside the limits of commercial confidentiality. Vodafone considers it as paramount in their communication with the customers.

The non-verbal communication strategy for Vodafone involves a wide range of methods. This could be visual and written materials. Non-verbal communication is the complement of verbal communication such as face-to-face, as it is represented by the body language element. The non-verbal communication on is usually one way and involves little or no feedback. To effectively promote the brand, and to ensure the brand positioning, Vodafone strives to eliminate the different “noises”. There are also visual variables such as Vodafone logo, adverts in newspapers, TV and other media, along with the company’s image. Moreover, there are other forms of non-verbal communication such as sales and information literature that people found in Vodafone’s shops across the country. Vodafone – as a telecommunication company – communicates directly with its clients via short messages services (SMS), or texts to contact some customers; calls without using other party or consult databases to find contact information.
All this strategy aims to keeping customers loyal to Vodafone by connecting ‘openly and transparently’ to them. Furthermore, other forms of communication include promotion and sales material, awareness and information, explanation and guidance. Thus, the 








How this could be improved



Other than the customers, other stakeholders are important to Vodafone and it applies the principle of openness and transparency in communication. Many studies have revealed that non-verbal communication is important in customer service because it represents more than 50% of the message that the organisation or its delegate is trying to convey when speaking with its customers. The non-verbal communication is not solely about having smile on the face when dealing with the customers. It is more than that and it can be much more subtle too.

Vodafone non-verbal communication could be improved by making it honest, open and two-way procedure. Studies revealed that there are huge difference between doing communication and doing right communication. Vodafone will thus have to be strategic and communicate the best message through the right channels in order to achieve its organizational and communication specific goals. To this end, the company will have to have a message that is clear and easy to understand. This will have genuine impact on its audience’s choice making too. Vodafone should maintain and enhance its openness and transparency principle in sharing information about its products and services too. This involves remaining very clear and simple in explaining its new products and services to its customers.

Finally, the visual elements of the communication such advertisements in newspapers, television etc…should be clear and convincing. This implies the company’s commitment to providing clear details for customers about new developments in research for instance. Every non-verbal communication activity should aim at establishing credibility amongst Vodafone’s audience. The company will need to consult with main stakeholders and promote continuous dialogue with proper feedback from its focus groups. In addition, Vodafone should state its socially responsible image behind the government’s legislation to promote the responsible use of mobile phone in cars.
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