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The Role of Communication in the Business Environment
Organisation: Jamrock Street Food
                                                      


1. Introduction

Good food alone does not keep a small business running; it is the quality of the communication behind it that makes operations work. From a quickly relayed order to change a public response to a negative review, every exchange in a food business carries consequences. Poor communication wastes time, damages relationships, and in the worst cases creates safety risks (Mullins and McLean, 2019). For a start-up like Jamrock Street Food, where margins are tight and reputation is everything, this is not an abstract concern.
This report investigates the role of communication within Jamrock Street Food, a Caribbean food truck business introduced in Component 1. Operating with a flat structure and a small team, the business depends on clear, effective communication to function daily. The report examines why communication matters, explores the methods employed, critically analyses two key challenges of customer complaint handling and cultural misunderstanding and proposes targeted, practical recommendations.
2. Communication and Methods
2.1 Why Communication Matters in Business
Communication is not simply the passing of information from one person to another. In a business context, it is the process through which organisations coordinate activity, align people with goals, and build relationships to determine performance (Huczynski and Buchanan, 2019). What makes this analytically important is that poor communication does not just cause inconvenience; it creates measurable, often costly, organisational failures. Robbins and Coulter (2021) are direct on this point, managers spend a significant proportion of their working time communicating, and when that communication breaks down, so do decisions, morale, and productivity.
Media richness theory, developed by Daft and Lengel (1986, as cited in Daft and Marcic, 2017) helps explain why some communication failures happen even when everyone is trying to communicate well. The theory argues that different channels carry different levels of informational richness. Face-to-face conversation is the richest channel it conveys tone, body language, and allows immediate feedback. A WhatsApp message or a written note strips most of those cues away. Choosing the wrong channel for the wrong type of message is therefore not just inefficient; it is a predictable source of misunderstanding. For Jamrock Street Food, this has real operational implications: a complex instruction shouted across a noisy market stall, or a sensitive customer complaint handled with a short text reply, are both examples of channel-message mismatch that could easily be avoided.
There is also a cultural dimension to this. Schein (2017) argues that how an organisation communicates both reflects and reinforces what it values. Jamrock Street Food is built on Caribbean warmth and community; the informal, direct way the team communicates is not incidental to that identity it is part of it. Understanding that communication is not neutral, but carries the values of the business, is what distinguishes organisations that communicate strategically from those that simply communicate reactively.
2.2 Communication Methods at Jamrock Street Food
Jamrock Street Food uses a mix of verbal, non-verbal, digital, and written communication. Verbal communication face-to-face conversation is the primary method during service. This makes sense given the pace and informality of street food trading; Huczynski and Buchanan (2019) note that it enables immediate feedback and rapid problem-solving, which is exactly what a busy food stall requires. However, verbal communication also carries risk: messages can be misheard, context can be lost, and there is no record of what was said. In a regulated industry like food service, this matters.
Non-verbal communication eye contact, gestures, facial expressions play a larger role than many businesses acknowledge. Mullins and McLean (2019) highlight that these signals are often instinctive, meaning staff may not consciously register what they are sending or receiving. In a loud trading environment, a look of confusion that goes unnoticed can be the beginning of a service error.
Digital tools WhatsApp and Instagram for both internal coordination and customer engagement. Robbins and Coulter (2021) argue that social media has given small businesses a two-way customer channel that was previously only accessible to larger organisations. This is genuinely valuable, but it introduces challenges around response time and consistency explored in Section 3. Written communication allergen boards, prep lists, Rota schedules are less visible but, as Torrington et al. (2020) make clear, essential for regulatory compliance and accountability.
3. Common Issues in Business Communication
3.1 Communication Barriers
Communication rarely fails in a single, dramatic way. More often it degrades through an accumulation of small barriers that individually seem minor but collectively undermine organisational effectiveness. Mullins and McLean (2019) categories these barriers as physical (noise, distance), perceptual (different assumptions about meaning), cultural (divergent communication norms), and organisational (unclear roles or absent systems). The critical insight is that these categories overlap: a cultural barrier and a physical one can combine in a single conversation to produce a misunderstanding that neither alone would have caused. For a small business like Jamrock Street Food, where there is no formal communication infrastructure to absorb these failures, the risk is concentrated.
3.2 Customer Complaints and Communication Failure
Customer complaints are one of the most revealing tests of how well a business communicates and one of the most consequential when communication goes wrong. Consider a realistic scenario for Jamrock Street Food: a customer receives the wrong order at a busy market, raises it verbally with a staff member during a rush, and the issue is acknowledged but not resolved before the customer leaves. The customer then posts a public complaint on the business's Instagram page. By the time the founder sees the message, two hours have passed. A brief, defensive reply follows. The customer does not respond; the exchange sits publicly on the platform.
This scenario illustrates several intersecting communication failures. The verbal exchange during service failed because there was no system for escalating complaints against a classic organisational barrier identified by Mullins and McLean (2019). The delayed digital response reflects a channel mismatch: Instagram moves faster than a solo founder managing a service can. The Pret a Manger allergen tragedy of 2016 is an extreme but instructive parallel investigations found that allergen management relied on informal verbal communication with no written back-up, with fatal consequences (Food Standards Agency, 2021). The structural vulnerability is the same at any scale: verbal-only communication leaves no safety net when it fails. Cole and Kelly (2020) argue that effective complaint management requires a defined process, not just a willing response to something Jamrock Street Food currently lacks.
3.3 Cultural Misunderstanding
The UK hospitality sector draws on a diverse workforce, and Jamrock Street Food is no exception. Consider a realistic scenario: a new team member from a high-power distance culture where questioning a manager is seen as disrespectful receives unclear instruction during service. Rather than seek clarification, they proceed with their best guess. The result is a preparation error that only surfaces when a customer complains. Hofstede's (2001) research on power distance explains why: in such cultures, employees are socialised to defer to authority rather than question it, and this does not disappear simply because the organisation has a flat structure. Cultural diversity enriches a team; unaddressed cultural differences in communication style can quietly undermine it.
McDonald's has addressed this by investing in standardised, visual operational communication that reduces reliance on verbal instruction and assumed shared understanding (Robbins and Coulter, 2021). Jamrock Street Food cannot replicate that infrastructure, but the principle applies: where cultural differences exist, making critical information explicit in written or visual form is more reliable than assuming a spoken instruction will land the same way for everyone.














4. Recommendations
The communication challenges identified above are real, but none of them require a fundamental restructuring of Jamrock Street Food. What they require is deliberate, targeted improvement in three specific areas.
First, the business needs a minimum written communication standard for safety-critical and operational information. A daily pre-service Google Doc or WhatsApp update confirming allergens, menu changes, and any staffing issues would take minutes to produce but significantly reduce the risk of the kind of verbal communication failure illustrated in the Pret allergen case. Torrington et al. (2020) note that even basic written records create accountability that verbal communication alone cannot provide.
Second, a structured complaint response process should be established. This does not need to be elaborate: a simple decision guide for handling complaints during service (escalate to the founder immediately) and a response time target for social media complaints (within two hours where possible) would address the most common failure points. Robbins and Coulter (2021) highlight that timely, consistent responses to customer feedback are among the most important drivers of small business reputation.
Third, a brief pre-service team briefing five minutes before trading would create a regular moment to share key information, check understanding across the team, and reduce the risk of cultural misunderstandings going unaddressed. Mullins and McLean (2019) emphasise that even informal structured briefings improve team clarity and trust over time.














5. Conclusion
This report has examined the role of communication within Jamrock Street Food, moving from an analytical account of why communication matters to the practical methods the business uses, the specific challenges it faces around customer complaints and cultural misunderstanding, and a set of targeted recommendations. What this analysis makes clear is that communication is not a support function for 
Jamrock Street Food it is central to how the business operates, how its customers experience it, and how its team functions under pressure.
The scenarios explored the unresolved Instagram complaint; the cultural misinterpretations during service are not edge cases. They are the ordinary risks of running a small, diverse, customer-facing business without structured communication practices. As Daft and Marcic (2017) argue, effective communication is not accidental; it is the outcome of deliberate choices. Jamrock Street Food has the culture and the team to make those choices what it needs now is the structure to support them.
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