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Slide 2: Introduction and Company
Background

Flight Foods Ltd is a medium sized company producing and distributing ready meals to the
airline. The primary responsibility of the company is to ensure safe and quality food products to
the airline customers. But the company has seen a slowdown in their trade of late since a number
of airlines have complained about poor food standards.

Complaints comprised under cooked food, inadequate packaging and where meat was detected in
vegetarian dishes. These issues have hurt the company's reputation and given customers a lack of
trust in the company.

A consultancy firm was engaged to go into the matter and investigate the cause of these
problems. One of the major findings of the investigation has been the breakdown in
communication between management and employees which is a major contributing factor to
poor standards.

Flight Foods Ltd has around 40 employees working in the factory. The workforce is diverse in
terms of their cultural backgrounds as they have 5 different ones and different ages (16 to 60
years old). While diversity can have lots of benefits, it can also present communication
challenges when the organisation lacks effective communication processes.

Gary is the manager of the factory where he is in charge of employing staff and the hygiene of
the food. But he has a lot of challenges as employees are not given suitable training prior to the
job. Management expects the staff to work as soon as possible and Gary needs to teach them
food safety procedures as well as operate day-to-day. This generates pressure and
communication is difficult.

Slide 3: Environmental Noise as a
Communication Barrier

Environmental noise is the first barrier that is found in the case study above. The factory has an
adequate lighting, ventilation system, but some old machines are present in the factory, creating
a noisy working environment.

Gary said that he frequently has to roam around the factory in order to explain instructions as
machines start up. Due to the noise he might not be heard clearly by employees or fail to
understand the complete message.

This is a serious issue as there are strict procedures that need to be followed in the food

manufacturing industry. Instructions regarding hygiene, food storage, cleaning procedures and
safety guidelines need to be completely understood. These instructions can lead to improper
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employee understanding, ultimately leading to poor product quality, contaminating vulnerable
foods, and customer complaints.

Also the noisy environment limits the opportunity for effective feedback. Communication can
become difficult for employees and they may be hesitant to ask questions. This means that errors
can persist and go uncorrected.

Slide 4: Shannon and Weaver
Communication Model

The Shannon and Weaver Communication Model can be used to understand the influence that
noise has on communication in Flight Foods Ltd.

This model has a sender, message, channel, receiver and feedback. Gary has to give instructions
to employees, so in this case, he is the sender. The message contains valuable information
relating to food hygiene and work practices. The channel is verbal communication since Gary
primarily communicates verbally. The employees are the receivers who should read and follow
these instructions.

But the communication is disturbed by noise from the factory machines. In this model, noise is
defined as any factor that makes it difficult to successfully communicate the message.
Employees are misled or fail to hear important information because of the sound of the
machinery.

Thus while Gary is giving the right directions, he may not always be able to get the right
information to employees.

Slide 5: Solutions for Environmental Noise

Flight Foods Ltd need to enhance the communication environment within the workplace to
minimise environmental noise. The company needs to think about replacing old machines with
newer machines which are noiseless.

Employees cannot concentrate well in a noisy environment and therefore important training
should not be undertaken on the factory floor. Rather, training should be conducted in a quiet
space that allows employees to carefully listen to instructions.

The company should also employ visual communication techniques like posters, diagrams and
practical demonstrations. Different methods of communication will enhance employee

understanding of information in a workplace where verbal communication is challenging.

Feedback sessions should also be added to the process regularly to ensure that employees have
grasped the instructions correctly.
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Slide 6: Language and Communication
Barrier

The second larger communication barrier is that of language difficulty. Flight Foods Ltd has
employees from various countries and a large proportion of staff have limited English language
skills.

Gary reported that the majority of the workers speak in their native language and have only a few
words in English. This is a problem as Gary primarily communicates in English.

If employees aren't completely familiar with the words being used by management, they may
misinterpret instructions. This can have potentially serious ramifications in a food production

setting as workers need to be aware of hygiene protocols and safety guidelines.

If, for instance, an employee doesn't understand how to store and clean food items, it can result
in unsafe food products being sent to the customers of the airline.

The problem is the method of communication is not the one required by a multi-cultural
workforce.

Slide 7: Berlo’s SMCR Communication
Model

Berlo's Communication Model SMCR is an explanation of the language barrier experienced by
Flight Foods Ltd.

Communication involves four important elements: Sender, Message, Channel and Receiver,
Berlo said.

In this case, Gary is the sender. The message is the food hygiene instructions. It is delivered by
the medium of spoken English.

Since there is a gap in communication between Gary and the employees, there is a problem.
While Gary gives the correct information, employees may not read the message correctly due to

language barrier.

This leaves a communication gap between management and workers, and makes the likelihood
of error greater.

Slide 8: Solutions for Language Problems
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Flight Foods Ltd needs to find a better way to communicate to overcome language barriers.
The company should offer food hygiene training in an easy to understand manner and translated
where needed. It is important to include pictures and symbols with important instructions as

visual communication may be easier understood by staff with English language limitations.

The business may also hire bilingual staff or supervisors to assist in conveying crucial data to
other workers.

Managers need to make it a habit to check for understanding and ask questions so that everyone
doesn't think they know what to do.

An improvement in language support will enable employees to carry out food safety procedures
properly and minimize production errors.

Slide 9: Age and Generational Differences

Another communication barrier that has to be addressed at Flight Foods Ltd is age difference and
generational difference. Workers of various ages, including younger and more experienced older
employees.

Various generations learn in different ways, communicate in different ways and have different
experiences at work. Gary thinks that younger staff members may not be as good at following

instructions as older staff members.

This can occur due to inexperience and the need for more hands on experience among younger
workers. Older workers might already know the expectations in the workplace due to years of

experience.

Managers may not communicate the same way with all employees, which could lead to some
people not being able to understand all of the information.

Slide 10: Schramm’s Communication Model

The effective communication model developed by Schramm states that there needs to be a
common experience between the sender and receiver for effective communication.

Individuals comprehend messages according to knowledge, background and past experiences.

Gary has extensive knowledge and experience in food hygiene and food safety at Flight Foods
Ltd. But some younger workers may not be as knowledgeable and experienced.

They may have different backgrounds and so will understand what they have been asked to do in
different ways. This is a gap in communication between Gary and younger workers.
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Slide 11: Solutions for Age Differences

Flight Foods Ltd should offer various training methods for various employees to overcome the
generational communication issues.

Practical demonstrations, guidance and closer supervision may be beneficial for younger

workers. Mentoring schemes can be used to assist experienced staff members in supporting new
staff.

Interage teamwork should also be encouraged within the company. Through the sharing of
knowledge and experience, the organisation can develop greater intergenerational understanding.

Slide 12: Cultural Communication Barrier

Flight Foods Ltd has five cultural backgrounds of work staff. Cultural diversity is not only a
good thing but can also be a communication hurdle.

Individuals may differ in their attitudes to authority, communication, and workplace behaviour
due to their cultural differences.

For instance, some staff might be at ease making inquiries or voicing their views, whereas others
might not be because of cultural expectations.

These differences can make it difficult for employees to communicate with managers and co-
workers.

Slide 13: Hofstede’s Cultural Dimensions
Theory

The Cultural Dimensions Theory is Hofstede's theory that provides insights into how culture
affects people's behavioural and communication patterns.

People who are from different cultures can have different ideas about what is appropriate and
inappropriate in terms of authority, rules, and relationships at work, according to Hofstede.

Different cultures may have different interpretations of instructions at Flight Foods Ltd.

Hence, managers should be aware of cultural differences and establish common workplace
standards that are followed.

Slide 14: Solutions for Cultural Barriers
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Flight Foods Ltd should conduct cultural awareness training to eliminate cultural communication
issues.

Workers need to be aware that they may have different backgrounds but they are expected to all
adhere to the same standards of food safety.

To foster an environment that encourages the participation of all staff members, respecting all
and fostering a sense of comfort for all in communicating with others is imperative for

management.

By fostering a respect for cultural differences and setting clear expectations in the workplace,
teamwork and communication will be enhanced.

Slide 15: Emotional Communication Barrier

The last barrier to communication is emotional stress. Gary is under high pressure as he has to
ensure that food hygiene is kept up and there is not enough support.

If the workers persist in committing errors, Gary is frustrated and stressed. This frustration
impacts on how he communicates with staff.

For instance, he found out that the chicken had been left out all night, and he was furious with
employees and blamed them.

Gary is right to be concerned about food safety, but negative emotions can harm communication.
Staff might be reluctant to report issues or ask questions.

Slide 16: Goleman’s Emotional Intelligence
Theory

Emotional Intelligence Theory by Goleman is a theory that explains why it is important to
consider emotions when communicating.

Emotional intelligence includes self-awareness, self-management, empathy and social skills.
An emotionally intelligent manager can manage his emotions and communicate better.
Gary should be aware of his frustration and deal with issues in a more positive manner. He

should not be making judgments about workers, but instead, find out what caused them to make
a mistake and support them in improving.

Slide 17: Recommendations
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Based on the analysis, Flight Foods Ltd needs to improve its overall communication system.

Before the employees start their work, the company should ensure to deliver appropriate food
hygiene training. Communication techniques need to be tailored to the employees of different
languages, cultures and experience.

The organisation should enhance its working environment by decreasing noise levels and thereby
improve its communication system.

Additionally, managers need to be provided with leadership and emotional intelligence skills to
reduce staff reticence and enhance communication.

Slide 18: Conclusion

To sum up, one of the key factors of Flight Foods Ltd's problem is the problem of
communication.

Employees and management have barriers such as environmental noise, language, age, cultural
and emotional problems.

These barriers are explained through communication theories like Shannon and Weaver, Berlo,
Schramm, Hofstede and Goleman, which also give direction on how to minimize the barriers.

Flight Foods Ltd can enhance food safety methods, restore customer confidence and re-establish
their role within the airline food market by making improvements to communication methods,
effective training and developing better leadership practices.
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