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Abstract
This research paper explores the importance of internal communication in improving the performance of employees in the small and medium-sized fast-food businesses (SMEs) in the United Kingdom. To quantify the data, a structured Likert-scale questionnaire was used to gather information on 50 employees and it was analysed with the help of descriptive statistics in Microsoft Excel. The results look forward to the fact that, in most cases, employees expect the communication practice used in their workplace to be effective, especially in the frequency, clarity, and feedback. It is also found that communication practices are positively correlated with major performance-related outcomes such as motivation, job satisfaction, and work efficiency. Nevertheless, the aspects of interdepartmental communication and employee voice opportunities demonstrated moderate feedbacks, which may indicate that the effectiveness of communication is not the same across departments and positions. The paper finds that internal communication is important in influencing employee performance in SME fast-food settings where they aid theories like the communication model by Shannon and Weaver and the Two-Factor Theory by Herzberg. It is recommended to enhance the structured communication systems and work on the feedback channels and focus on communication training with supervisors. The results can be used in the literature because they are based on evidence in a low-research environment and have practical implications on SME managers who need to enhance communication strategies and employee performance initiatives. It is suggested to conduct further studies in the future involving a bigger sample or a mixed approach.
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[bookmark: _Toc216105920]Chapter One: Introduction
[bookmark: _Toc216105921]1.1 Background / Introduction to the Research
Good internal communication is one of the foundations of the organisational success as it can facilitate the transfer of information easily, promote the cooperation and synchronisation of the employees with the strategic objectives. Effective communication in an organisation is a key ingredient in modern business practises where agility and efficiency are paramount and an ability to effectively communicate within an organisation will have a direct effect on staff motivation, job satisfaction and general performance (Agustriyana, Saudi and Sinaga, 2021). Internal communication enables the process of coordination not only but also fosters trust and engagement that are critical to production of high performance. Communication is of even greater importance in the fast-food industry, particularly within the small and medium-sized enterprises (SMEs) (Akosile and Ekemen, 2022). It is a fast-paced and high-pressure setting that these businesses work in and which is based on teamwork, speed, and clarity. Although this is important, communication gaps that are usually persistent in many SMEs in the UK fast-food industry have been hindering employee performance and productivity.
[bookmark: _Toc216105922]1.2 Origin of the Research
The study was based on personal experience of working in fast-food restaurants, where communication issues often reduced the productivity of work and the level of satisfaction in employees. There were misunderstandings, inconsistency in feedback and role expectations, between the managers and the frontline employees which brought about frustration and low productivity (Alshemmari, 2023). Based on these practical observations, additional scholarly studies on the impact of communication dynamics in SMEs on employee motivation and performance were inspired, which follows the trend illuminated in the literature on organisational behaviour.
The introduction has served to underscore the importance of internal communication in organisational performance especially in those of the UK fast-food SMEs. Nevertheless, it can be reinforced with the help of incorporating more up-to-date statistics or industry data to provide the context of the issue and underline its topicality. It would be better justified by a more obvious connexion between ineffective communication and certain outcomes of an organisation (employee turnover or quality of service). It is this refinement that makes the research problem both scholarly and relevant to modern business settings.
[bookmark: _Toc216105923]1.3 Problem Statement
The internal communication of the SMEs is under studied as opposed to large organisations, even though SMEs constitute a significant sector of the UK economy. This is especially true of fast-food SMEs which do not have formal communication structures and channels. This may lead to information bottlenecks, role ambiguity, and low morale, which eventually impact on the quality of services and employee output (Bigdeli and Doroudi, 2021). High employee turnover can also be a result of the inability of the companies to develop internal communication systems, which is rampant in the fast-food sector. Knowledge of the influence of internal communication in the motivation and job satisfaction, and how job satisfaction and motivation, in turn, affect performance, could enable SMEs to create strategies aimed at improving their productivity, efficiency, and retention of employees.
[bookmark: _Toc216105924]1.4 Research Aim, Objectives, and Questions
Research Aim:
To investigate how internal communication practices affect employee performance within small and medium-sized fast-food enterprises in the UK.
Research Objectives:
1. To examine the types and channels of internal communication used in UK fast food SMEs.
2. To analyse the relationship between communication frequency and employee productivity.
3. To assess the impact of communication clarity and feedback mechanisms on employee motivation and job satisfaction.
4. [bookmark: _Toc204273228]To propose recommendations for improving communication to enhance employee performance.
Research Questions 
1. What communication channels are commonly used in UK fast food SMEs?
2. How does the frequency of communication influence employee performance?
3. What is the impact of communication clarity and feedback on motivation and satisfaction?
4. How can internal communication be improved to boost performance in SMEs?
[bookmark: _Toc216105925]1.5 Significance and Rationale of the Study
The research paper is also scholarly as it helps fill the gap in the literature on internal communication in SMEs and specifically in the UK fast-food industry. It is a practical value addition as it delivers to the managers applicable information on the manner in which communication strategies can enhance employee engagement and operational efficiency (Cardey et al., 2024). Policy-wise, the study is consistent with the national-wide attempts to enhance the productivity of SMEs and well-being among the employees. Identifying communication as one of the strategic performance drivers, the study does bring forward one of the keys but rarely discussed spheres of management practise.
The study’s significance is commendably articulated, connecting theoretical contribution, managerial practice, and policy implications. It effectively demonstrates the potential for practical application within UK SMEs while addressing academic gaps. To refine it further, the section could explicitly discuss how findings may inform specific organisational communication frameworks or national SME productivity initiatives. Highlighting this integrative contribution between academic research, industry improvement, and policymaking will enhance the study’s overall impact and underline its broader socio-economic relevance and utility.
1.6 Personal motivation (origin) adds credibility and authenticity 
The presence of personal experience will give the study a credible and authentic basis as it shows genuine involvement of study in dealing with the problem. In order to make it more academic, the personal storey might be connected more directly to the academic observations or gaps in the literature that can be put forward. The section would combine personal insights and scholarly findings indicating reflective learning and relevance to the research by demonstrating how anecdotal findings are integrated into a larger academic study of the internal communication and employee performance in SMEs.
[bookmark: _Toc216105926]1.7 Outline of the Dissertation
Chapter One presents the background, purpose and the rationale of the study. Chapter Two gives the theoretical and empirical literature that support the research (Dhone and Sarwoko, 2022). The third chapter describes the research methodology that will be used to gather and examine data. Chapter Four is presented as the description of the most important findings, and Chapter Five is devoted to the conclusion, implications, and recommendations.
[bookmark: _Toc216105927]1.8 Summary of the Chapter
This chapter has stated the research background, problem statement as well as objectives which demonstrate the relevance of internal communication to the employee performance in the UK fast-food SMEs. The following chapter is a critical review of the literature and theoretical basis that guides the study.


[bookmark: _Toc216105928]Chapter Two: Literature Review 
[bookmark: _Toc216105929]2.1 Introduction
This chapter is a critical review and analysis of available literature touching on internal communication and its impact on employee performance, motivation, and job satisfaction. It examines the theoretical foundations and empirical evidence concerning such variables and the gaps in the existing literature that legitimise the interest of the current research into the UK fast-food SMEs. The purpose of the review is to establish a conceptual underpinning of the research that presents the mediating functions of motivation and job satisfaction between the communication and performance relationship. This chapter formulated the rationale of the conceptual framework and research design of the study by synthesising the existing research and identifying any gaps.
[bookmark: _Toc216105930]2.2 Conceptualising Internal Communication
Internal communication is the formal and informal flow of information, communication that takes place inside an organisation that coordinates, makes meaning and brings the organisation on a common ground towards a common goal. It also involves various forms and directions of communication like formal communication involving meetings, memos, reports, and digital announcements and informal communication, including socialisation, spontaneous conversations, and team discussions (Howick and Megiddo, 2024). Both of these forms play essential functions: formal communication is more clarity and consistency whereas informal communication is about strengthening relationships and sense of belonging.
[image: Types of communication explained with proper examples | #learning # communication - YouTube]
Figure 1: Types of communication
(Source: Marta et al., 2021)
Organisational communication is also directional. Vertical communication is between the subordinates and the managers, and it may be based on instructions, feedback, and updates of the performance. Horizontal communication refers to a communication between peers to facilitate cooperation and coordination of tasks whereas diagonal communication transcends across hierarchal or departmental lines to promote efficiency within dynamic environments (Marta et al., 2021). Over the past few years, technology has brought about digital channels, such as messaging channels, internal portals, and mobile applications.
Internal communication is the practise of carrying out and sharing of information, ideas and feedback within an organisation that facilitates coordination, decision making and getting the employees in line with similar goals. It covers formal and informal processes with the help of which information is exchanged vertically, horizontally, and diagonally between various organisational levels (Marta et al., 2021). Good internal communication can keep the employees effectively informed, motivated and allow them to undertake their roles effectively. Internal communication is even more critical in small and medium-sized enterprises (SMEs) where hierarchical structures tend to be less strict, and where internal communication is crucial in operational efficiency and engaging employees.
[bookmark: _Toc216105931]2.3 Internal Communication and Employee Performance
Employee performance is the assessment of the effectiveness of the people to carry out their duties and lead to the accomplishment of the goals of the organisation. It is also affected by a number of organisational factors and one of the most important ones is the internal communication (Riyanto, Endri and Herlisha, 2021). Communication which is clear, consistent and timely enables the employees to know what to expect in organisations, less uncertainty, and commitment towards achieving shared goals. 
The efficiency of operations and customer satisfaction in service industries like fast-food industry, internal communication has a direct influence. The high-speed settings demand employees to communicate harmoniously to process customer orders, quality of products, and service speed (Sudirman et al., 2021). In addition to delays, errors, and dissatisfaction of employees and customers, poor communication may lead to poor communication. 
In spite of the recognised significance of communication, the large reliance on informal communication systems is observed in many SMEs because of the lack of managerial resources. This casualness may cause an uneven flow of information and performance monitoring. Furthermore, although there is extensive literature on the communication performance relationship within the processes of large corporations, empirical studies on the UK fast-food SMEs are limited (Suyono et al., 2021). The specific features of the sector, such as high employee turnover, time constraint, the necessity to apply teamwork to frontline employees, are attractive factors that allow examining the topic of internal communication practises and their impact on the performance outcomes.
[bookmark: _Toc216105932]2.4 Mediating Role of Motivation and Job Satisfaction
Psychologically necessary variables that mediate internal communication and performance are motivation and job satisfaction. Motivation is an internal drive which makes employees work hard to achieve goals set by the organisation whereas job satisfaction is defined as the level of satisfaction they attain with regard to the jobs they perform, the working environment, and their managers (Swart and Moola, 2024). These two factors are deeply influenced by the quality of communication in an organisation.
Open, transparent, and two-way communication will make the employees feel as part of the decision-making process and appreciated in their contribution. This feeling of participation brings about intrinsic motivation and therefore there is increased effort and perseverance towards the attainment of goals. Feedback and recognition are fundamentals of communication, which serve as motivational factors because they strengthen good behaviours and ensure there is a clear understanding of the performance expectations (Widarko and Anwarodin, 2022). On the same note, good communication leads to job satisfaction through less ambiguity, more trust, and employee expression of opinion. The performance of the workers is enhanced when they feel respected and consulted by the management, their satisfaction with the management and their job in general is elevated.
On the other hand, a lack of communication fosters insecurity, anxiety, and lack of interest. Workers with no feedback or excluded by communication channels usually feel angry and unsatisfied causing reduced output and increased turnover. Though these links have been reported in large organisations in past, little studies have been done in SMEs, where informal communication and close interpersonal relationships may change the direction or strength of the relationship (Wuersch, Neher and Peter, 2023). It is thus under the current research that motivation and job satisfaction act as mediate variables that identify how and why internal communication can have an impact on employee performance in the fast-food SME setting.
[bookmark: _Toc216105933]2.5 Theoretical Framework
An internal communication study is directed by a number of theoretical aspects that explain the communication effect on the employees. The Shannon and Weaver Communication Model is a conceptualisation of communication that defines it as a linear process comprising of a sender, a message, a channel, a receiver and feedback. The model emphasises the possibility that there can be noise, or obstacles to effective communication in the form of barriers to clarifying knowledge and feedback and stresses the significance of clarity and feedback to help communication work. Though too simplistic, it lays the basis on the analysis of how failures in communication may compromise performance.
Expanding on this, the Transactional Model of Communication introduces communication as a two-way process of interaction (Sekar et al., 2022). In which senders and receivers keep on exchanging messages and modifying their perception of the communication context, through the feedback and circumstances (Obbarius et al., 2021). This view is an expression of dynamic and reciprocal character of communication within work places particularly in team-based workplaces such as fast-food SMEs where real-time coordination is vital.
Shannon and Weaver, Transactional, Herzberg and Job Satisfaction-Performance theories are very suitable and reflect an awareness of the concepts of communication, motivation and performance dynamics. Their integration may be, however, more crucial. Rather than addressing them individually, explain how they form a collective basis of the conceptual framework of the study. As an example, explain how the Transactional Model can be used to complement Herzberg motivational factors to the explanation of feedback mechanisms. Such a synthesis would bring the framework to the point of relevance and make it theoretically stable and analytically based.
[image: Transactional Model]
Figure 2: Transactional Model of Communication
(Source: Obbarius et al., 2021)
In terms of motivation, the Motivation Hygiene Theory by Herzberg offers an insight into the way communication affects the attitude of employees. The theory distinguishes between motivators (those factors that bring about satisfaction, including recognition and achievement) and hygiene factors (those factors that avoid dissatisfaction, including working conditions and supervision) (Lee and Lee, 2022). Effective communication works as both: it encourages the staff by rewarding them and communicating with them and discouraging them by setting goals and eliminating misunderstandings.
[image: Herzberg two-factor theory and #1 Lead generation marketing]
Figure 3: Herzberg two-factor theory
(Source: Lee and Lee, 2022)
Moreover, Job Satisfaction-Performance Hypothesis argues that satisfied employees tend to work better since they become more engaged and minimise absenteeism. In this context, communication has a role of being a primary antecedent of satisfaction which affects performance indirectly (Zayed et al., 2022). All these theories together constitute the conceptual model of the present study which assumes that internal communication has direct and indirect influences on the performance of the employees due to motivation and job satisfaction.
[bookmark: _Toc216105934]2.6 Empirical Gaps and Conceptual Framework
Although the communication -performance relations have been widely studied, the majority of works have been conducted within large organisations or governmental organisations, where the SMEs have been relatively under-researched. The cultural and structural aspects of SMEs such as a narrow hierarchy, scared resource base and informal communication patterns imply that results of large corporations cannot be directly applicable. Additionally, the literature on the UK fast-food industry, in particular, is not rich, even though the industry relies on quick and efficient communication as the key to offering quality services.
The literature review indicates that the gap in the research is quite obvious: there is little empirical data on the effects of internal communication on employee performance in the UK fast-food SMEs with a focus on motivation and job satisfaction as the mediators. Current literature is predominantly on giant organisations and SMEs have not been extensively studied. The research fills this gap by quantitatively examining these relations in a fast-paced resource constrained SME setting.
[image: ]
Figure 4: Conceptual framework
(Source: Self-created)
The other major weakness in the previous studies is the absence of quantitative analysis of mediation effects. There is a lack of empirical research on the relationship between motivation and job satisfaction as an explanation of the relationship between communication and performance, particularly in a resource-constrained context such as SMEs (Nguyen and Ha, 2023). These mediating mechanisms are critical in determining whether the performance improvement caused by communication is based on increasing motivation, satisfaction or both.
Filling such gaps, the current research paper suggests a conceptual model according to which an internal communication is conceptualised as a three-dimensional construct including communication frequency, communication clarity, and feedback quality. It is speculated that these factors have a direct and indirect impact on employee performance by motivating and increasing job satisfaction (Marta et al., 2021). According to the model, regular, open, and positive communication would improve the psychological engagement of the employees and this would be translated into better performance results. 
[bookmark: _Toc216105935]2.7 Summary of the Chapter
The literature has been critically reviewed on internal communication, motivation, job satisfaction, and employee performance. It has discussed the theoretical backgrounds that describe how communication affects behaviour and performance, the gaps in the current research and the proposed theoretical model that combines these constructs. The literature confirms that proper internal communication, besides increasing effectiveness in coordination and clarity, improves motivation and satisfaction resulting in better performance (Dhone and Sarwoko, 2022). Nevertheless, there is a lack of studies in the UK fast-food SMEs, which implies the necessity of empirical research in that particular setting. The following chapter provides the research methodology that was established to test the proposed relationships in the conceptual framework of the study.


[bookmark: _Toc216105936]Chapter Three: Methodology
[bookmark: _Toc216105937]3.1 Research Philosophy
The research philosophy that is adopted in this study would be positivism, since the focus is to measure and analyse relations among internal communication practices and employee performance within SMEs in the UK fast-food industry. Positivism is the assumption that facts that can be studied and are observable and measurable provide the means of acquiring knowledge instead of subjective interpretation. Given that the aim of the research is to investigate whether communication clarity, frequency, channels, and feedback practices can have an impact on employee motivation, satisfaction and performance, the objective approach would be the right way to go (Qalati et al., 2022). The researcher plays a neutral role during the research process to make sure that the personal views or assumptions do not influence the research results. The research will attempt to give factual patterns by use of numerical data and testing statistically, which can be generalised to other organisations of the same sector.
[bookmark: _Toc216105938]3.2 Research Approach and Design
The study is based on the deductive approach as it starts with known ideas about organisational communication and their impact on employee performance and then attempts to determine whether the frameworks are applicable in the context of small and medium-sized fast-food organisations in the United Kingdom. The study is a cross-sectional quantitative research design. A quantitative design is appropriate as the research is based on the numbers of responses will be gathered with the help of a structured questionnaire in order to examine the patterns and relationships statistically. The fact that a cross-sectional design will be used implies that data will be gathered at a single point in time and not track changes over a long period of time. This structure is workable, considering the nature of the sector of high turnover and rapid pace of its work, when prolonged research participation might not be possible. The design will also help the researcher to evaluate the existing communication practices and level of performance among employees in various positions in the sampled SMEs.
[bookmark: _Toc216105939]3.3 Sampling
The study is aimed at the employees of the small and medium-sized firms of the fast-food sector in the United Kingdom. These organisations have fewer than 250 workers and most of them tend to have informal structure of communication thus are of specific interest to the present study (Lu et al., 2023). Purposive sampling method is adopted to select SMEs that would be willing to participate in the research selectively to ensure that the sampled SMEs satisfy the research criteria. The given approach is suitable due to the pragmatic difficulties of reaching SMEs and the ability to collect data concerning the organisations that have internal communication practises directly relating to the performance of employees.
The number of respondents that will be chosen is 50. This is a sufficient sample size in the case of such a quantitative and exploratory study since it enables the researcher to identify significant patterns and relationship between communication variables and employee performance at the same time the sample size is manageable, given the limited time and resources at hand. This is a large enough sample to perform descriptive statistical analysis and identification of trends in small-scale organisational research, especially when the population being studied is also small as in most fast-food SMEs.
After gaining the organisational access, stratified elements have been used to achieve the representation of major employee groups, such as front-of-house staff, kitchen employees, supervisors and managers. This stratification has been increased internal validity of the study as it will ensure varied views among the operational roles. Although the sample size is relatively small to extrapolate the findings to all fast-food SMEs in the UK, analytically, the results can be generalised, and they provide meaningful information that can be extended to other SMEs with similar structures and labour traits (Akpa, Asikhia and Nneji, 2021). The sample size itself also portrays the average size of the workforce in fast-food SMEs, hence proving the contextual applicability of the results.
[bookmark: _Toc216105940]3.4 Data Collection Tools
Primary data analysis method has been chosen for data collection from the participants. A structured questionnaire that will be utilised as the main data collection instrument in this research will be used to evaluate the communication practices and employee performance on a five-point Likert scale. The questionnaire will contain the questions dedicated to communication channels, the frequency of communication, clarity of message, effectiveness of feedback, employee motivation, job satisfaction, and self-reported performance. The questionnaire is issued in two forms so as to fit in different workplace settings. Employees who might not have access to digital devices during working hours like the kitchen staff and shift workers are administered the paper questionnaires (Nemteanu and Dabija, 2021). A web-based version will also be offered with a secured survey link in case an individual wants to be online or carry out the survey out of the office. The combined collection technique guarantees a greater attendance and accessibility. The questionnaire is first tested by a mini pilot on a small group of employees of a single SME prior to full distribution. The role of the pilot is to make the wording understandable, the sequence of questions makes sense, and the amount of time to fill the questionnaire is sensible. Some small changes can be had based on pilot feedback, prior to the commencement of official data collection.
[bookmark: _Toc216105941]3.5 Data Analysis Methods
After the responses have been received, the data is inputted into a Microsoft Excel where it is processed and analysed. Excel is chosen because it is pragmatic, easily available, and it is suitable to the extent of statistical testing needed. Moreover, Excel can be used to enter offline information and this can be useful in the transfer of paper-based responses at the work place. The initial process in the analysis procedure will be to check for completeness, accuracy as well as consistency in responses (Widarko and Anwarodin, 2022). All entries that are not complete or duplicated are deleted. This is then followed by the production of descriptive statistics (frequency, mean and standard deviation) that summarise demographic data and the most important variables which are associated with communication and performance. The analysis is done through the Data Analysis ToolPak in Excel in relation to an inferential analysis. Correlation testing is applied to test the possibility of existence of relationships between communication factors and employee performance indicators. Further comparative analysis applies where it is required to examine differences among job positions or among communication techniques among the workforce (Bernuzzi et al., 2023). To analyse and compare the findings, the results of the analysis are provided in tables and charts. The method of the chosen analysis is in line with the purpose of delineating the trends between communication procedures and the results of the employees.
[bookmark: _Toc216105942]3.6 Ethics and Limitations
Ethics are observed during the research. Every respondent will be fully aware of the study aim, the use of their information, and that they can withdraw at any time and no consequences. The process is voluntary and no personal information can be identified so the participation is confidential and anonymous. Paper surveys are put in place in a secured place and the digital records are password secured. Approval of ethics is obtained before data collection.
Although there were attempts to make sure that the research is rigorous, there are limitations to the study. Because the data is based on a self-report, the likelihood of response bias, with participants exaggerating or underrating their performance or in-work-place situation is possible. Cross-sectional design implies that the study represents one point in time and it is unable to consider any seasonal or long-term variations in communication practices or attitudes of employees. Purposive sampling can also restrict the way the results can be generalised to the larger industry (Santalla-Banderali and Alvarado, 2022). Lastly, the nature of the workplace interaction or the presence of the manager in the survey completion might affect the degree of openness in the employees. The limitations are recognised during the interpretation of results and conclusions.



[bookmark: _Toc216105943]Chapter four: Data Analysis and Discussion
[bookmark: _Toc216105944]4.1 Introduction
The results of this chapter indicate the findings of the quantitative data that involved 50 employees in SMEs of the UK fast-food industry. This analysis will set out to determine the effect of internal communication practices on employee motivation, job satisfaction, and performance. This is done through the use of descriptive statistics in the presentation of results in terms of visual charts and results interpreting the results against the research objectives. The results are subsequently discussed against the literature available, like the communication theory and motivation theories like Herzberg Two-Factor theory and the communication model by Shannon and Weaver.
[bookmark: _Toc216105945]4.2 Presentation of Findings
4.2.1 Communication Channels (Q1)
Question 1 that required the respondents to answer whether the communication channels like emails, messaging groups or team huddle were effective found that the mean score was 3.7. Also, modal response was "Agree" and the distribution was slightly skewed to the negative implying that majority of the participants perceived positively the available communication channels (Holmes et al., 2021). A very limited percentage of the respondents chose less agreement. This implies that the current channels are viewed by the employees as working fairly well in passing information related to the workplace.
This observation is in line with earlier studies that propose that simple but efficient communication channels are embraced by SMEs operating in fast-paced industries. The standard deviation of 0.95, however, shows that there are varying experiences, and this may be influenced by the shift schedule, use (or management style) of technology.
4.2.2 Communication Frequency (Q2)

Figure 4.1: work-related updates frequently enough to do the job
Question 2 was an outcome of the frequency of communication; the results indicated that the mean score of 3.88, with “Agree being the modal value. Most of the respondents feel that they are communicated with frequently, an aspect that is more significant in dynamic environments of the operation like fast-food joints. The skew is a little negative implying high level of agreement. The frequency of communication is a key aspect regarding employee performance as it is useful in eliminating ambiguity and facilitating the flow of daily operations. This is in line with pointed out that regular updates lead to accountability and employee commitment. Formal communication structures in SMEs are minimal and thus the informal interactions are more frequent to substitute lack of structured HR systems.
4.2.3 Interdepartmental Communication (Q3)
Question 3 looked at the regularity and fluidity of communication among various areas of operation. The average of 3.28 indicates average satisfaction. The most common answer was the modal response of neutral and this showed inconsistency between employees. This item is more variable and less agreeable as compared to previous questions. This implies that interaction with front of house employees, kitchen teams and supervisors might not be process smooth all the time. This is in line who listed role-based communication breakdowns as a weakness that many SMEs have, especially those which have staffing based on shifts. Such communication barriers can be the cause of inefficiency or duplication of efforts and finally customer service speed and staff morale.
4.2.4 Clarity of Communication (Q4)
Question 4 was the assessment of the clarity and understandability of communication. The average of 3.86 and the mode of Agree implies that the employees tend to think that clarity is present when delivering the instructions. This is supported by the pie chart that indicates that a high percentage of the respondents gave an answer of either Agree or Strongly Agree as opposed to the number of those who gave an answer of Disagree. A well-defined communication will be essential in reducing the errors and enhancing continuity between the shifts, particularly in the food preparation and customer service areas. Such a finding justifies the Shannon-Weaver communication model that emphasises the significance of clarity in noise reduction of communication (Akpa, Asikhia and Nneji, 2021). Understanding the instructions enables the employees to carry out their tasks better and their performance results become more predictable.
4.2.5 Miscommunication and Clarification Needs (Q5)

Figure 4.2: Miscommunication and Clarification Needs
Question 5 was reverse-coded and required to clarify whether the employees frequently needed to seek clarifications, as a result of poor communication. The average score was of 2.38 that shows that there is an overall disagreement. This helps in the favorable perception of clarity of Q4. The bar chart demonstrated that the most frequent categories were disagree and neutral, and it is possible to make a conclusion that the issue of miscommunication does not worry the majority of respondents. In as much as this is encouraging, some 10 respondents chose Strongly Disagree or Agree, which means that miscommunication remains a problem among the minority. This may be associated with language differences, timing of shifts or lack of congruency in communication style adopted by supervisors- a problem that is prevalent in the hospitality industry.
4.2.6 Feedback Mechanisms (Q6)

One of the important factors in promoting employee development is feedback. Questions 6 results have a mean of 3.76 however with the chart showing most frequent is agree. There were also quite a few who chose "Strongly Agree" which implies that a significant portion of the respondents are supported by feedback. Nevertheless, there are neutral and dissenting answers which show the opportunity of improvement. Herzberg Two-Factor Theory provides support to this outcome with feedback being a motivating factor. Workers feel more involved in their work when they are given constructive feedback and reward. 
4.2.7 Employee Voice and Participation (Q7)
Question 7 was on whether employees have a feeling that their views are taken into account. The average 3.56 indicates a moderate agreement. The pie chart indicates that there is a uniform distribution with 34% saying yes, and 20% saying strongly yes, though 16% say no. Although most of the respondents believe that they have been heard, a significant proportion of respondents suggests that communication in some businesses is one-way. The current literature has identified the advantages of participative communication in terms of enhancing organisational culture and employee retention. 
4.2.8 Motivation Impact (Q8)
Question 8 had determined whether communication has a positive influence on motivation. The average of the responses was 3.74, which implies that the majority of the employees believe that communication is positively correlated with motivation. It goes to show that open communication fosters confidence in the place of work, trust and a sense of belonging. This goes hand in hand with Maslow’s theory which asserts that communication contributes on the psychological and belonging needs thereby contributing to intrinsic motivation.
4.2.9 Job Satisfaction (Q9)

Q9 had a mean of 3.74, which means that communication is positively linked with job satisfaction in most of the employees. The distribution indicates that satisfaction becomes better as communication is in time, respectful, and informative. This validates internal-communication-job-satisfaction, internal-communication-engagement, and internal-communication-retention literature.
4.2.10 Employee Performance (Q10)

Question 10 was used to determine the role that communication plays in enhancing job performance. Having the best mean score of 3.82, it is clear that respondents are fully aware of the important part played by communication in performance. In the pie chart, most of them chose the Answer of Agree or Strongly Agree. This confirms this main hypothesis of the study, which states that internal communication can be used to improve employee performance in SME fast-food settings.
[bookmark: _Toc216105946]4.3 Statistical Summary
The statistical findings give a general picture that the respondents have quite positive attitudes towards internal communication practices in their place of work. The average of all ten items in the survey is between 2.38 and 3.88, with the majority of responses being above 3.5 which shows that the general reaction to the questions is more agreeable than negative. The greatest means were recorded concerning clarity of communication, frequency of communication and impact of communication on performance where these aspects were found to be perceived in a positive manner. Most of the questions have a median and mode of 4 and the results further confirm the fact that most of the answers are concentrated on the Agree scale. 
The standard deviation values that lie between 0.74 and 1.03 give a moderate distribution of responses implying that the responses vary across the experiences of the participants but not so much that it would translate to polarisation. The values of the skewness are mainly negative or near zero, which implies that the answers are slightly skewed towards the upper end of the Likert scale. Also, the kurtosis scores are slightly negative and this means that the response pattern is not very skewed, but uniformly distributed. The statistical outputs considered altogether indicate that communication practices tend to be effective, but the variation in individuals and locations persists, which implies that the communication practices in SMEs have a chance to be improved and made more consistent.
[bookmark: _Toc216105947]4.4 Discussion of Findings
The study shows the existence of a good general correlation between communication and performance of employees. The results indicate that in the regions where the communication is regular, well-articulated and with adequately structured feedback, employees register an increased motivation, job satisfaction and perceived performance. This is in accordance with the previous studies that have related communication practice with better operational performance in labour intensive industries.
Employee voice (Q7) and interdepartmental communication (Q3) were the least in scores that indicated that these factors are still weak in SMEs. This is a reflection of what literature published claims, that SMEs are generally deficient in formal communication strategies and in the disjointed shift-based labour environments.
Moreover, the results support the theory developed by Herzberg according to which employees need recognition and interest to feel important and work well. Resulting feedback and motivation questions indicate the high level of agreement that proves that communication is not merely the transfer of information it has an effect on employee emotions and behaviour (Obbarius et al., 2021). Findings are also in favour of Shannon-Weaver model, as the clarity of communication lessens the confusion and enhances consistency, which is necessary in the fast service setting.
Discussion Linked to Literature
The results are in line with the literature that indicates effective internal communication improves the performance of employees, their motivation, and level of satisfaction. The good consensus on clarity and frequency is consistent with the communication model proposed by Shannon and Weaver, which lays stress on the message clarity as a way of minimising noise and enhancing comprehension (Riyanto, Endri and Herlisha, 2021). The good correlation between feedback and performance is also an indication of Herzberg Two-Factor Theory where recognition and communication serve as a motivator. In addition, the findings justify the view by Men that two-way communication increases engagement and organisational commitment. Nevertheless, the moderate answers on the interdepartmental communication and employee voice reflect the past research indicating that SMEs do not always have formal communication systems, which creates discrepancies between shifts and roles.
[bookmark: _Toc216105948]4.5 Summary
In general, the data analysis demonstrates the evident evidence that effective communication greatly improves employee motivation, job satisfaction and performance of UK fast-food SMEs. Although the communication process is effective in general, there is a possibility of enhancing the level of employee engagement and interdepartmental consistency. The findings will be used in the recommendations that are offered in the subsequent chapter.


[bookmark: _Toc216105949]Chapter Five: Conclusion and Recommendations
[bookmark: _Toc216105950]5.1 Summary of Findings
This research paper set out to examine how internal communication can be used to improve staff performance in SMEs in the UK fast-food industry. The results indicate that employees tend to view communication practices as effective, especially in the areas of communication clarity, frequency and quality of feedback. Majority of the respondents also concurred that communication has a positive influence on their motivation, job satisfaction, and performance in general. Nonetheless, there were other dimensions, which could be enhanced, including interdepartmental communication and employee opportunity to express their opinion. Such findings imply that communication systems are in place and working satisfactorily but they are not consistent across the various roles and business locations.
[bookmark: _Toc216105951]5.2 Achievement of Research Objectives
The study was able to achieve the four objectives. To begin with, the nature as well as the medium of communication was determined in SMEs, which was found to include both face-to-face, digital messaging, and shift briefings (Lee and Lee, 2022). Second, the discussion showed that the frequency of communication had a positive impact on the productivity of employees as indicated by high agreement scores. Third, the findings verified that the extent of motivation and job satisfaction are reinforced by clarity of communication and effective feedback mechanisms which are in tandem with the known communication and motivational theories. Lastly, the study presents viable recommendations, based on the acquired insights, to enhance the internal communication systems and, consequently, increase the performance of the employees.
[bookmark: _Toc216105952]5.3 Contributions
The study is an addition to the body of existing research because it furnishes a quantitative data in a poorly researched setting: SMEs in the UK fast-food market. Although past research has been more about communication in larger organisations, this research points out that the communication practices have effects on the performance in smaller fast-paced organisations (Marta et al., 2021). The results also support the theoretical models by Herzberg, Two-Factor Theory and the communications model by Shannon and Weaver, which prove useful in both operational and service-oriented SMEs.
[bookmark: _Toc216105953]5.4 Limitations
In spite of the fact that the study produced valuable information, a number of limitations can be admitted. The sample was also constrained to fifty people and this might not be generalisable to all the SMEs within the sector. Use of self-reported information could have been subjected to social desirability bias where the respondents gave a more positive answer than what they perceived (Nguyen and Ha, 2023). The research was also cross-sectional, which indicated that the findings were one at a time and not a measure of changes in communication or performance that are either on-going or seasonal.
[bookmark: _Toc216105954]5.5 Recommendations and Future Research
As the findings point, SMEs should enhance the structured communication practices, especially in enhancing interdepartmental communication and involvement of employees in the decision making. Periodic feedback, training supervisor communication and standardisation of message delivery processes can help to minimise inter-team and inter-shift variation (Nguyen and Ha, 2023). In future studies, the research might be extended with the help of bigger samples, a comparison of communication patterns in independent SME fast-food outlets and franchise-operated ones, or it would be possible to apply a mixed-method approach to get deeper into the context of lived communication experiences of employees. Longitudinal studies can also be used to determine whether improvement in communication results in continued performance improvement in the long run.
Recommendation
1. Implement formal communication rules: Standardisation of communication procedures between shifts and departments, i.e., regular briefings or use of electronic noticeboards, can help to minimise discrepancies and enhance clarity.
2. Intensify feedback and staff voice mechanisms: Feedback sessions and involvement of the employees can increase motivation, engagement, and trust.
3. Train supervisors in communication: Communication and leadership training of the managers can enhance the delivery of the message, reduce the misunderstanding, and promote more collaborative workplace environment.
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[bookmark: _Toc216105956]Questionnaire – Likert Scale MCQs (for Employees in UK Fast Food SMEs)
1. The communication channels used in my workplace (e.g., emails, group chats, team huddles) are effective in keeping me informed.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
2. I receive work-related updates frequently enough to do my job well.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
3. Communication between departments or teams is smooth and consistent.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
4. Instructions and messages from supervisors are clear and easy to understand.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
5. I often have to ask for clarification because communication is unclear. (reverse-coded)
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
6. I receive timely and helpful feedback on how I am performing.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
7. My opinions and suggestions are welcomed and listened to in my workplace.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
8. Effective communication makes me feel more motivated at work.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
9. Internal communication contributes positively to my job satisfaction.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree
10. Good communication helps me perform better and complete tasks more efficiently.
☐ 1 – Strongly Disagree
☐ 2 – Disagree
☐ 3 – Neutral
☐ 4 – Agree
☐ 5 – Strongly Agree

work-related updates frequently enough to do the job 




Total	
Agree	Disagree	Neutral	Strongly Agree	25	1	14	10	

Count of Q5




Total	Agree	Disagree	Neutral	Strongly Disagree	6	19	16	9	


Count of Q6




Total	
Agree	Disagree	Neutral	Strongly Agree	22	6	11	11	


Count of Q9




Total	
Agree	Disagree	Neutral	Strongly Agree	19	4	16	11	

Count of Q10




Total	
Agree	Disagree	Neutral	Strongly Agree	23	6	9	12	
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