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INTRODUCTION

• Flight Foods makes ready meals for airlines

• Customers are complaining about bad food 
and mistakes

• The main problem is poor communication 
between staff and management

• We will look at what stops communication 
and how to fix it

• Source: Case study provided



BARRIER 1 – ENVIRONMENTAL NOISE

What it is: Loud surroundings that make messages hard to hear

From the case:

• Old, noisy machines make it difficult to hear instructions

Theory: Shannon & Weaver

• Noise gets in the way of the message being sent clearly

Solutions:

• Use clear signs and pictures
• Give written rules as well as speaking
• Do training when machines are off

Source: Shannon and Weaver (1948)



BARRIER 2 – LANGUAGE
What it is:  When people speak different languages or do not 
understand words well

From the case:

• Staff speak 5 different languages; most only know a little 
English
• Gary shouts instead of explaining clearly

Theory: Berlo’s Model
• If people do not understand the language, the message 
fails
Solutions:
• Translate all signs and rules
• Use simple words and pictures
• Teach basic English to staff

Source: Berlo (1960)



BARRIER 3 – AGE DIFFERENCES
What it is: Different views and ways of working between 
younger and older people

From the case:

• Staff are aged 16 to 60
• Gary feels younger workers do not follow instructions well

Theory: Schramm’s Model

• People understand things based on their own life 
experience
Solutions:
• Train everyone the same way
• Let older, experienced staff help younger ones
• Explain why rules are important

Source: Schramm (1954)



BARRIER 4 – CULTURAL DIFFERENCES
What it is: Different ideas about rules, work and behaviour 
from different backgrounds

From the case:

• Staff come from 5 different cultures
• Gary does not follow his own rules (dirty clothes, late)

Theory: Cross-Cultural Communication

• Background changes how people understand what is 
expected

Solutions:
• Treat everyone fairly
• Explain rules clearly to all
• Managers must set a good example

Source: Trompenaars and Hampden-Turner (2012)



BARRIER 5 – EMOTIONAL BARRIERS
What it is: Feelings like tiredness, stress or anger that stop 
people listening From the case:

• Gary was tired and rushed
• He shouted and called staff names
• Staff are afraid to ask questions

Theory: Emotional Intelligence

• Bad feelings stop clear communication

Solutions:

• Speak calmly and politely
• Let staff ask if they are unsure
• Check they understand what to do

Source: Goleman (1998)



RECOMMENDATIONS

•  Reduce noise and use 
pictures/signs

•  Translate all information

•  Train staff properly before they 
start

•  Respect all ages and 
backgrounds

•  Managers follow the rules too

•  Always check instructions are 
understood



CONCLUSION
•  Problems happen mostly because of 
communication issues, not bad staff

• Noise, language, age, culture and 
feelings all cause misunderstandings

•  Using theories helps explain what goes 
wrong

•  Simple changes will make food safer and 
keep customers happy



Thankyou For 
Listening!
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