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INTRODUCTION 

According to R. Horn, “to be successful at work, you must display excellent team skills”1. 

Although this is a relatively vague statement it seems to be true, for most work environments consist of a 

group of people often with different skills who need to cooperate in order to achieve a common goal. 

The most important factor in teamwork is COMMUNICATION; this is what can make a business succeed 

and without it, it can also cause it to fail. 

How a person can convey a message which another person can subsequently understand is the basic 

principal of communication. 

Yet often there can be many factors that can disturb the original message whether it is down to the way 

the message has been conveyed, the environment the message is in and the understanding of the person 

receiving it. These factors need to be considered within a team to enable effective communication and 

achieve their common goal. 

Hospitality is the perfect example of the importance of TEAMWORK and COMMUNICATION. 

As part of the team, in hospitality, we are collectively working together to achieve the same goal which is 

providing excellent customer service and a positive experience for every single customer to want to return 

to. This not only means communicating effectively together, but also to the guests. 

 

TYPES OF COMMUNICATION 

“The way in which we behave through various media – our words, our facial expressions, tone of voice, and 

so on – will create impression of us in the minds of others”.2 

Communication takes many forms, through written messages, speech, body language and symbols, all of 

which can be categorised into two groups; verbal and non-verbal. 

How they are used can define how effective the communication is. 

All of these forms, both verbal and non-verbal are used every day in hospitality, from telephone 

reservations, placing orders and creating a rapport with the customers. 

 

VERBAL COMMUNICATION 

“Effective communication involves accurate interpretation of other’s verbal messages as meaning is 

cocreated. Otherwise the meanings of the words communicate will not be understood. As a professional, 

you must make effective use of your language skills and improve your abilities to interpret other people 

messages.”3 

Verbal communication is the use of words, through speech or written text, but it is also the tone of voice 

that is used as instrument to regulate your emotions and the hidden meaning of which words are used. 

This is the main form of communication that is used in hospitality. 



We use verbal communication from the moment the customers steps in, welcoming them and straight 

after asking what they like from the menu. (reading and speech) 

It is also used in notifying the kitchen of what to cook (written communication), and finally, we end the 

experience communicating the total price at the end of their visit. (reading, speech and written 

communication). 

  

NON-VERBAL COMMUNICATION 

Non-verbal communication often complements verbal communication whether consciously or sub-

consciously through the way you are presented for instance clothing, facial expression or how close you 

are in proximity to the other person and even gestures. These signals can sometimes share more 

information than verbal communication. 

As described by Peter Morgan, “the more information we get about the communication and the more 

consistent that information is, the more likely we are to interpret a message correctly”.4 

From this we know that non-verbal communication can sometimes conflict with the verbal 

communication, for example; when a customer is asked if they are satisfied with service in general, it is 

easier for them to say yes, but then it can be the case that the face says the opposite. This is something 

which a member of staff should pick up on and see if there is something they can do to improve the 

situation. 

THEORIES OF COMMUNICATION 

Over the centuries several theorists have tried to encapsulate the communication process in models to try 

to explain the reasons why problems can occur in communication and teach others how these problems 

can be reduced and avoided. 

 

SHANNON AND WEAVER MODEL 

As engineers during the time that telephones were becoming popular, Claude Shannon and Warren 

Weaver published ‘The Mathematical Theory of Communications’ in 1949. In this book they created a 

model for communication. 

This model shows an information source sending a message to a receiver through a transmitter, but it also 

includes a noise source where the signal goes from the transmitter to the receiver. The noise source which 

they refer to is based on statics, errors in transmissions and sound distortions which were related to the 

new technologies of this era of telephones, radios and televisions. (Figure 1) 

Their model of communication showed how easily the information from the sender can be distorted or 

misinterpreted before it arrives to the receiver, although the publication was related to mathematical 

formulas and technology the noise source is relevant in everyday communication. 



For example; When in a busy and noisy restaurant it is time to get the order from customers but because 

of the environment the member of staff cannot hear the order correctly so the message itself will easily be 

disturbed from the beginning, even before it goes to the kitchen and bar. 

This in turn, can have an effect on the whole experience of customer service, because it is really simple to 

make mistakes in the middle of a loud noisy and busy place leaving one of the parties with the feeling of 

frustration. 

Therefore, noise and environment can be a major communication barrier. 

 
 
 
 
                                                                                                                                                        
 
 
 
 
 
 
 
 
Figure 1: Shannon & Weaver’s Model of Communication 
 
 
BERLO’S MODEL 

In 1960 the communication theorist David Berlo developed Shannon and Weaver communication model 

further in his own book ‘The Process of Communication’. 

In his model, Berlo breaks the process of communication into four parts Source, Message, Channel and 

Receiver, also known as SMCR. (Figure 2) 

Like Shannon and Weaver‘s model there is a source of the information and the receiver of the information 

as the two main components, but his development is based on a more social and psychological perspective 

rather than technical idea of communication. This is shown by the recognition of the ‘encoding’ and 

‘decoding’ of the message by the source and the receiver respectively. Here he relates each part of the 

SMCR to five factors which can each effect the message: 

• The Source of communication considers the source’s skills and attitude and knowledge as 

important factors of what message needs to be sent and how. 

• Message is the encoding of the information whether it is a language or a gesture, but it relies on 

the Source to form the content and the structure. 

• Channel is based on the five human senses of taste, smell, hearing, seeing and touch as a method of 

sending and understanding the Message  
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• The Receiver as the audience of the information then in turn requires the same factors which the 

Source uses to determine how to decode the information that has been received. 

For Berlo, communication is affected by how the Source perceives how the Message could be received. 

This is based on the Source’s social and cultural experiences, which then informs the Source how to treat 

the Message, alongside deciding which Channel to use. Furthermore, if the Source already is informed that 

the Receiver has an understanding of the social and cultural experiences relevant to the Source, then the 

information should be easier to decode by the Receiver. In spite of these efforts, these factors in which 

Berlo models each part of the SMCR can also create the adverse effect and thereby interrupt 

communication. 

For example; When in a restaurant a waiter receives (encodes) the order from a guest (source) they then 

pass the order (message) to the kitchen (receiver) through the system (channel) for the kitchen staff to 

then interpret (decode). 

Berlo’s model of communication is a good example of how each factor for each part of the communication 

process is involved. Through attitudes of the guest and knowledge of the waiter or chef to understand the 

importance of these requests. Especially when a restaurant faces a special request and the manager is 

involved to make sure that the request will happen correctly without mistakes. For example, food 

intolerances and allergies are something that the restaurant and staff members cannot make any mistake 

in serving food where risking the medical conditions of the guests. This is something which needs to be 

communicated effectively. 

 
 

 
 
 
                                     
                                                   
                                 
 
 
 
 
 
 
 
 
Figure 2: Berlo’s Model of Communication 
 
 
SCHRAMM’S MODEL  

In the year following Berlo’s model, the communications theorist Wilbur Schramm also further developed 

Shannon and Weaver’s model of communication in his book ‘The Process and Effects of Mass 
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Communications’. Again, here the source and the destination are the two main components which this 

time are connected through signal. (Figure 3) 

Like Berlo, Schramm acknowledges a sociological aspect which was missing in Shannon and Weaver’s 

model, where the source and the destination’s field of experience overlap, communication is easier. 

This is a simplified version of Berlo’s model, where Berlo’s ‘Message’ and ‘Channel’ are incorporated into 

one component of ‘Signal’, but the difference in Schramm’s model is that there is a notion that feedback of 

the information received is relevant. 

Feedback is the acknowledgment that the message is been received and understood, usually through a 

gesture like a nod of the head or even a verbal response which proves Schramm’s theory that a relevant 

amount of mutual experiences between the source and the receiver improves the process of 

communication, and creates a full conversation, and even a rapport between people. 

If a restaurant specialises in a certain cuisine which is a new experience for the customer there can be a 

difficulty in communicating the menu, for example; if the name of the dish is in Italian and the customer 

has not experience of Italy and Italian food then it will be difficult to explain it properly. 

 
 
 
 
 
 
 
 
                                              
 
 
Figure 3: Schramm’s Model of Communication 
 
 
CONCLUSION 

In summary, communication is a message prepared and sent by a source which is then received at the 

destination in all of these models of communications. 

We have seen that there are many factors whether it is surrounding noise, social and cultural experiences 

of the source and the receiver, and the form in which the message is sent. These factors, if used properly 

can enable effective communication, or instead distort it. 

It is the responsibility of the source of the message to understand the best way to communicate their 

information, but it is also the responsibility of the receiver to decode the information and understand what 

the source was trying to communicate. 

Within a team we need to be aware of all of these factors explained in these models that can hinder the 

communication process so that we can analyse the situation, plan ahead and resolve any problems that 

could occur. 
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Finally, by doing this we can use communication within our team to achieve our common goal of excellent 

customer service. 
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