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Functions of communication

Communication on Nando`s 

restaurant

Information
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And smart

Layout
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Choosing menu 
Food and drinks

Ideas
Easier and fast 
menu to 
service
Take order on 
till and offer.

Emotions
Touch
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Eyes contact

Pyramid of communication

Society

Institutional

Groups
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intrapersonal
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restaurants
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Keller, K. L., (2009).



Functions of communication

Nando`s restaurant

Best Service

Control
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Interpersonal communication

Response

Confirm the 
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of food
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electronic 

Griffith and Dunham, (2015), pg. 93.Robbins and Coulter, (2017).



Model of Shannon and Weaver

Message

sending

Information

Source

Thought

Signal

Sounds 
or line 

Transmitter

Saying or report Receiv
ed 

Signal

Channel

Media or 
phone 

Message

receptor

Receiver or 
box

Staff on till 

Final 
delivered

Take the 
food to 

the 
guest.

Destination

Chef 

Noise

When to many 

people talking 

or electronic 

staff
The Shannon & Weaver Mathematic theory, (1949).



The Interactive Model of Schramm and 

Generic Communication Process Model

Message

Decoder

Interpreter

Encoder

Message

Encoder

Interpreter

Decoder

Wilbur Schramm’s, (1954).

Two ways sender 

and receiver 

Chapter 1 of Rayudu, (2009).



Berlo's Communication Model and Components

 Improve the model of communication

Shannon and Weaver by:

 4 elements individual (SMCR)

 The result is more efficient

Berlo’s Model of Communication,(1960) 



The Lendle-Daft Channel Richness Hierarchy model

Face to face

Costumer with 
staff 

Video 
conferencing

Online video 
call meeting

Telephone

Contact 
number to took 

order

2-ways radio

Media

Manager to 
staff

Written 
address 

documents

Ticket by order 

Delivering food

Unaddressed

Documents

No connect by 
poor line or 

signal

Posters

Bulk mail

More effective communication Less effective communication

Richness mediums Learner mediums

Adapted from Boddy, (2017), p517.

(Adapted from Boddy, 2017, 

p517).



Formal Channel of communication

Written 
communicati

on in 
business

Accuracy

Brevity

Clarity

Emphasis

Source: Taylor. S (1996)
Morgan, (2017)



Barriers to communication 
effectively

Barriers of 
communication

Language

Not clear 
message

Emotion

Interpreted

Judgement

Overload  
information too 

many order on the 
same time

Defensive

Anxiety

Stress

Filtering

Understand or 
get the target.

National

Culture

Background

Open mind
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Wahl(2017)



Overcome the barriers

 Misconceptions and inaccuracies;

 Observe nonverbal cues;

 Listen actively:

Be aware

 Feedback:

Verbal

Non-verbal

➢ Solve the problem: 

➢ Simplify language

➢ Controlled emotion and customised the 
wording

Source logo: Online research by Bing image toll

VERBAL 
CUES

VOCAL 
CUES NON 

VERBAL 

CUES

7%

38%

55%

Source: Mehrabian's work, (1981).



Impact of communication

Structures of organisations
S

• Square;

• Face to face.

O

• Open;

• Open posture;

• Without crossed arms or legs.

L

• Learn;

• Show interest;

• Trainee the staff.

E

• Eye contact;

• Be aware;

• Be honest.

R

• Relax;

• Be yourself;

• Be positive.

Acronym SOLER

Griffiths & Dunham, (2015).Sources: Boddy, (2016)

Unethical communication are not able to make 

informed.

❑ Plagiarism

❑ Omitting

❑ Failing to respect



Analise thinking

Posture

• Standing or 
sitting up 
straight;

• Avoid sloppy 
postures.

Be 
audible

• Voice audio 
is clear,

• Sound 
quality is 
good.

Choice 
of 

words

• Appropriate 
words;

• Jargon 
avoided.

Eye

Contact

Listen

• Discover true meaning;

• Do  not keep all the time.

• Maintain constant eye

contact;

• Try not to look down;

• Try not to watch.

Sources:(Adopted from Rayudu, 2009).

Good 

listener

Listening

Thinking

Saying

Action

Adopted from Hoppe, 2007



The significance of efficient 

communication in organisations

q

Vertical Communication Horizontal Communicatio

n

Diagonal Communicatio

n

Downward to 

supervisor

upward to 

subordinate

CEO Managing Director

Sales Manager Production 

Manager

Production 

Manager

Sales Manager Operation 

Director

HRM Director

Sales officer (A, 

B)

Production 

Supervisor (A, B)

Production 

Supervisor (A, 

B)

Sales officer (A, 

B)

Production 

Supervisor 

Personnel

Manager

Salespersons Production 

worker

Production 

Team
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Sources: Weinrich, Koontz, (1993 and Tourish and 

Hargie,(2009), 



GDPR Legislation Data Protection Act2018

and Ethical Communication

People right 

ID protection

Respect 

Refer

Report

If not:

Contact legal services

Source :GOV.UK., (2020). And 

Dwyer, J. and Hopwood, N.,(2019).



Conclusion

Familiarize oneself with the company's internal privacy 
rules, protocols, and procedures.

Share only the personal information you need.

Prepare a reaction strategy in the event of data loss.

Personal data can be accessed on a need-to-know 
basis.

Avoid plagiarism and omitting, always saying the 
thrust.

Be honest and ethical.



The end
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