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Assignment 3


Based as much as possible on your own and/or friends real life experience, discuss how well employers perform at communication. Using your finding and what you know from theory, reach some firm conclusions as to how workplace communication and performance of employers can be improved.




Communication within the business environment is fundamentally one of the most important functions to enable operating successfully. In the article I will aim to share my methodology of communication and how well it worked for me as well as discussing certain methods which were not as effective, I will then evaluate on ways in which communication between employers and employees can be improved.

I have had the privilege to manage a number of restaurants both in the past and currently and one of my most important tools I use at my disposal is effective communications. ‘Communication’ in it’s basic term is the transfer of information from one source to another, this understanding is very simple however it can be broken down further to ensure that message being received is clearly understood. 

Source- The messages that I need to relay to my staff I need to ensure that the information is from a reliable and credible source.  This is very important especially when it comes to legislative information/training i.e health and safety training, legal documentations even employing foreigners I need to ensure that I am abiding the law and that the employees know exactly the right information.

Transfer- Transferring the information must be clear, whether it is passed via a verbal or written means it should be clear. When I speak to my staff I must know exactly what it is I want and I need to make sure that I relay the information in a simply but effective way so that there is no misunderstanding. 

Recipient- The person is receiving this information must be able to understand exactly what I am saying. I have had difficulties in the past with certain employees where the language was a barrier, I am able to speak a few different languages however I have employed people who are really good workers but because they do not understand certain things no matter how hard I try to explain I have had to let them go. Sometimes language it’s self isn’t a barrier but the recipients themselves, some people may not have the mental capacity to understand certain pieces of information.

My businesses are all restaurants and therefore my customers require straightforward and clear information laid out in front of them. I have ensured that my menus and signs are easy to understand without creating ambiguity. I also ensure that my employees are trained well enough to relay further information about products and offers to my customers well enough for them to make a whole hearted decision. We have all experienced it ourselves when you ask a waiter for more information about a dish but they’re unable to give you a convincing answer which makes you think twice about purchasing something.

Like my self and some of my friends who own restaurants we typically do a good job of creating weekly or monthly staff schedules, employees often don’t have a formal way to make changes or request days off.  Therefore I created an effective policy for communication about staffing levels, including a form for employees to submit for a shift-change, day off or holiday.  I have made it a policy to write down and sign off any shift swaps or changed. This eliminates the potential for one employee to forget to tell the manager or for a miscommunication between two employees that results in short staffing. As long as I have control of my staff this can also ensure a swap won't result in too many inexperienced staffers on the floor during a busy or important service.


Good communication is even more important if the workforce is diverse. With a mix of races, nationalities, genders or faiths on the job, it's easy for people to accidentally offend each other. If promotion and employee review rules aren't clear, minority workers may feel they've been discriminated against. Policies that clearly spell out how the company applies rewards and penalties can clear things up. Clear guidelines telling employees how to treat each other helps avoid unwanted conflict.


Attitude and Body Language- People respond differently towards how you transfer information, they sense your attitude and notice your body language and this can have both a positive and negative effect. Positive body language is being open, approachable, friendly and negative body language is having an unapproachable aura or feeling about you. People who feel more comfortable to speak and listen to you will tend to respond better. Sometimes in the restaurant during exceptionally busy periods the work place can become heated and people can become agitated towards one and other and at which point communication can become distorted, it is at this point that I need to ensure that my orders are correctly recorded, noted by the chefs and sent out in proper order. 

A good way of exemplifying how important communication is for my business and me is I once had an incident due to the breakdown of communication between my staff members. The incident occurred on the 23rd June 2016 when I was not present at the restaurant, a customer had made verbal order over the phone to my waiter who wrote the order down on a piece of paper, however the customer had very specific dietary requirements, they had ordered a few main curries which originally contain almond powder which they are severely allergic too, therefore wanted to ensure that any trace of nuts is excluded from the dish, this isn’t a difficult process as our curries are all made from scratch therefore to not add certain ingredients in a dish is easily done. The order was then given to the chef who did not know that the customer had specific dietary requirements as it wasn’t made clear to them, the chef had made the dish as normal. Soon after
I received a phone call from the customer who had the food delivered to them, complaining that they had a very bad allergic reaction to the food. The customer was extremely distressed, as they had specifically requested the dish to not have nuts in it. I apologized to the customer both verbally and via an email as I wanted to rectify the relationship we have as this customer was a loyal customer who has been dining at my restaurant since it opened. I ensured that I will get to the bottom of this and furthermore made it extremely clear that something like this will never happen again. The actions that I took to ensure that this kind of incident does not happen ever again are the follow:

· I had a meeting with my staff members to explain to them the importance of acknowledging a customers dietary requirements as it could potentially be life threatening,  and we could potentially be shut down or fined.
· To make it easier for both waiters and chefs to know exactly what ingredients are in each dish I had created a very clear and precise chart showing every single dish and what key allergens are included within it. 
Below is an extract from the actual chart which you can see how clearly it is to read and understand what main allergens are included. I have place one at the front of the shop so customers and waiters have access to it to help make an informed decision and another one at the back in the kitchen so that the chefs can easily see what ingredients are in the dish also. 
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· Furthermore I made it a policy without any exception that all orders must not be written down on paper but to be taken down electronically either using the EPOS system which I have installed or using one of two portable tablets which I have purchased to help waiters take customer orders more accurately and efficiently. I have installed an app on the devise which after each dish is selected it asks if the customers have any allergies that we need to be aware of and what options are available for them. This dramatically reduced any mistakes in the orders as it is clearly displayed what food has been ordered but more importantly this all helped ensure that we reduce the potential risks that allergies can pose.
· Furthermore I had also had the local council provide us a health and safety training course for the past three years to ensure that we can prove that we are health and safety trained and to keep our files up to date.
· Training is also very important, as I mentioned earlier in this report providing constant training for my employees can only be beneficial for them, training on how to complete tasks, take orders and product information is all to enable my staff to provide the best customer service and complete daily tasks effectively.



To conclude, employers/managers are at the forefront of any business, it is their methodology and operational skills, which will determine the success of the business. One of the key aspects of running a business is ensuring that all areas of where communication between people are covered, by this I mean evaluating and analysing that the areas of communication is clear and precise and to avoid any ambiguity.  I am also very open to suggestions from employees and other people who may provide ideas and strategies to further develop my communication skills. 
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