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Non-Verbal Communications

A

s defined in the textbook, we found the following
results: Non-verbal communication or messaging
is communicating without using words or writing and
is more likely to be believed. (Tubbs, 2012). In our
observation, we have found that non-verbal cues were
more prevalent than verbal communication. Nonverbal communication is more commonly used in a
production style area such as FIVE GUYS. From the
appearance of the staff members to the physical decor
of the environment (restaurant style setting and color
schematics).
In our observations, we noticed that the staff used
a lot of hand signaling and facial expressions to get
the message across as they were working together.
Teamwork is the on going theme and the ability to pull
together and pay attention as the volume increased
in production could be seen on the faces the staff
members. The body language of the staff members
appeared to be happy and joyful. The posture of all the
staff members appeared to be correct. The guys were
tall in stature and the girls were short in stature. The
teams seemed to get along and wanted to be engaged at
work as a team and with the customers.

Many hand signals and head movements were
displayed behind the counter area where the “magic”
happened: from making burgers to the finished product
at the production table. Gestures of “yes” and “no”
were constant throughout the visit. All team members
worked closely together and in close proximity with
one another. Eye contact played a big part with being
involved and listening to the customer. There was not
much eye contact between the staff members behind
the counter. In one instance, there was a time when one
of the group members felt uncomfortable as the nonverbal communication (eye contact) was blatant and
scary. The team member, as with all of the customers,
would stare at the customer a little too long in giving
the order to the customer.
The color scheme, as it will be mentioned in further
detail in the report, was RED and WHITE. The grill
and the smell of “burgers cooking” signified that hot
food fresh and ready will be available to the customer.
As a non-verbal message signaled to the customer, one
can imagine in their mind the taste and the anticipation
of the burger being cooked and ready to eat.

Figure 1. Non-verbal Communication

1

Verbal Communications

V

erbal
communication
can be defined as the
spoken messages/
language from sender
to receiver. Verbal
communication is
very important in
formally getting
the message across
to someone. In an
observation on one
of the visits, the
cashier explained
in detail about the
burgers and the
freshness, that there
were no freezers on
the premisses and
that the potatoes
were hand peeled
and made ready
daily along with the
delivery of potatoes
from different
areas of the United
States. She also took
time to explain the
ingredients that
were placed in the
sandwiches, those
that are free and
those that are an
additional charge.
Taking notice, she
did that with many
customers who
were unfamiliar
but appreciative
of the additional

information given.
Also in our
observation,
we learned
that the verbal
communication
is clear and direct
when calling back
the orders to the
grill operators to the
“PICKUP” the order
for the customer.
At this point verbal
(speaking) and nonverbal (eye contact
and body gestures)
become clear and
evident in the
delivery of customer
service from the
team member to the
customer.
The communication
between team
members was
constant in a verbal
and nonverbal tone.
It appeared that
everyone cohesively
worked together in a
rhythm that did not
stop or break during
our time there. As
with any job there are
duties that are to be
carried out and nonverbally speaking,
the team members

were well aware of
the tasks that needed
to be handled while
on shift.

Figure 2. Verbal Communication in the Five
Guys
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Relevant Background Factors

T

the demographics of 18 – 25 year olds. The gender
was predominantly males but we identified a pattern,
throughout our four visits, that two times out of four
occasions they always had one female staff member.
The female staff member would always man the
cashier register handling all the customer orders. From
general observation of body language and judging
off their work effectiveness all workers looked lively
which translates to the health background factor.

Types of Groups

Figure 3. Workers At A Glance

The methodology we used to best judge attitude
was their body language and vocal/visual cues. One
interesting situation that we observed was when
the manager came around in the kitchen work area
everyone one would tighten up and work effectively
and quickly. When the manager went back into his
office and there wasn’t as much customer traffic the
cook in the middle of the work area would joke around
with the other cooks on each side of him.

G

roup Dynamics are made of multiple
critical elements that affect how
groups work together. Those critical
elements that affect how groups’ work
together are: individual personalities,
group processes, environmental layout,
and technologies utilized in the group
settings. These concepts will be touched
on in correlation to the type of group that
corresponds to our business case study.
Five Guys, being an “upper-class” fast
food restaurant, exhibited the structure
of a work group. In reference to the class
text, “ Work groups are the formations of
people on the job.”

Types of Groups

he relevant background factors are attributes of
an individual that existed prior to the formation of
the group. These attributes endure whatever ordeal or
situation the group is presented with and is modified
due to the result after the group no longer exists. With
only 4 observations of our business case study we
were able to tabulate some great data. However due
to the circumstances in which the business is run we
could not really tap into the personality background
factor. We won’ cover all the Relevant Background
Factors but we will cover the following be: attitude,
gender, age, and health.

The environmental layout of the work area was
perfectly set up for five workers to have more than
enough space to move around without “inching”
by each other. Workflow process of the group was
effective. The most tedious part of the process was the
cooking of the meat orders. There were two cooks and
one who dressed all the burger orders.

The age group of the Five Guy’s workers fit between
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A customer perspective presents a primary type of group. In reference to the class text, “Primary groups are
groups that usually include one’s family and closer friends.” We observed from the traffic of customers that
most fit into this category, especially during our weekend observation. During our lunchtime observations we
observed mostly casual and social groups. Most of the customers were co-workers of each other who came to
during their lunch break to eat.

Group Task Roles

F

ive Guys was objective based as a team. There objective was to provide fast and quality service for all
their customers by providing a delicious
burger made just the way the customer wants
it. The way Five Guys accomplish this is by
assigning specific tasks to individuals so the
process can be as effective as possible. From
our observations these are the tasks labels we
applied to each individual based on what we
saw them do:
•
•
•
•

Fry packer/Meal packer
2 Burger Cooks
Burger Topper
Cashier

Group task roles are directed toward
accomplishing the group’s objective through
solving the situation at hand. A concept that
correlates with the Five Guys case study is
the assisting on procedure role. In reference to
the text, assisting on procedure role is defined
as “helping or facilitating group movement
Figure 4. Group Task Roles
by doing things for a group.” This concept
applies to the synergy going on between the
2 burger cooks, burger topper, and the meal packer. Their main group objective behind that cooking table is to
build a burger meal delicious within their set time constraints to get customers in and out with their meals.
Also another group task role that is relevant to our Five Guys case study is the Information seeking role. In
reference to the class text information seeking role is defined as, “asking for clarification and for authoritative
information and facts relevant to the problem under discussion.” This role is invoked when a customer engages
with the cashier telling their order. Five Guys communication structure is unique. The cashier shouts out the
order to her cooks as she receives it from the customer.
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Physical Environment

F

ive Guys restaurant had to be one of the most
appealing burger joints that any of us had ever
been to. Not only did it have very appealing colors,
but it was just very inviting and a fun place to visit to
enjoy a meal. When entering Five Guys we noticed
the color scheme right off the bat. Red and white
were the only two colors inside and out. You may
remember this color scheme from the old diners back
in the 70’s and 80’s. The red and white checkered
theme surrounded the restaurant from the light
fixtures to
the menu.
According
to David
Jonson, “Red
stimulates a
faster heartbeat
and breathing
pattern.”
(Color
Psychology)
Outside of the
restaurant sat
three picnic
like tables,
which all had
Figure 5. Workers in the Five Guys
umbrellas
with the same color scheme. We noticed many people
enjoyed those tables when the weather permitted.
Some of the customers brought their dogs to sit
outside with them, which was permitted as long as
they stayed outside.
One big problem that we had at this location was
parking. Since Five Guys was located in downtown
Kennesaw, you can imagine how bad the parking was.
The restaurant was surrounded with other companies
and stores who all shared the same sub 100 parking
spaces. During breakfast and dinner parking wasn’t
an issue, but at lunch time we all had trouble finding
a spot. I was forced to park behind the restaurant
at a nearby hotel to prevent circling the parking lot

many times just to find a spot. Additional parking
was available in the back, but like we said, it was often
filled.
Inside Five Guys there were many items that we
noticed to be a little surprising. We first noticed a
message board filled with cards. These cards were
often drawing and notes from children on how great
their experience at the restaurant was. There were
twenty or so cards that said anything from “We love
five guys” to “My
food was amazing”.
The next this we
noticed actually was
heard and not seen.
The music selection
from Five Guys was
very pleasant. It was
feint enough not to
distract customers,
but still loud enough
to listen along. The
music ranged from
70’s rock to today’s
popular music. On
the restaurant walls
were magazine
articles that showed accolades and achievements of
that particular Five Guys. Another really interesting
thing that we saw at Five Guys were their potato bags
stacked at the back of the restaurant. Every couple
hours the manager and an employee would add some
more bags to the stack. There were about twenty or
so surrounding the whole restaurant and all were
different articles that had been written to praise their
job well done.
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Figure 6. Today’s Potato!

The most notable physical
machines that could make over
environment item was actually
100 different combinations of
located at the back of the
soda. Water was also an option
restaurant near some tables in
for all of the healthy drinkers. In
the corner. It was a sign that
between the soda machines stood
stated, “Today’s potatoes are
a condiment station that allowed
from ______.” The blank would
customers to get anything else
say the city and state that the
they needed such as salt and
potatoes used to make the fries
pepper, napkins, or their special
were located from and the date
BBQ sauce.
they received them. This gives
customers a sense Figure 7. Inside the Five Guys
of security that
the things they are
eating are actually
fresh unlike many
fast food restaurants
out there. Another
notable object that
we noticed were
the coke machines
located at the center
of the restaurant.
There were two
touch-screen coke

The environmental workers consisted of a fry packer, meal packer, burger
cook, burger topper, and a cashier. Each member of the team were located
behind the bar where customers would place his/her order. Territoriality was
never an issue from when we observed the restaurant. Each worker seemed
to have plenty of space to work without interfering with the worker next
to them. All workers moved around effectively in the allotted space. The
tables around the restaurant were somewhat small. Each table only held two
customers unless you joined tables together. There were about 21 two-seater
tables around the restaurant. There were also two high top bars that were
located at the front of the restaurant in front of their glass windows. These
bars sat four each and customers could then look outside while they were
eating. The restaurant was wheel chair accessible and we actually witnessed a
young lady that used a wheel chair. There never seemed to be an issue of not
enough space in the restaurant for customers, even at Five Guys busiest hour.
Figure 8. Customer Seats
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Communication Networks

A

ccording to Tubb’s model of small group
interaction, communication networks and group
size are the major topics for group structure. When
we were observing at the Five Guys, we figured out
that the cashier, customer and workers who work at
the kitchen forms a circle communication network.
Communication starts when a customer comes in
and he/she transfers the message to the cashier, the
cashier puts the customer’s order information in the
computer so the workers in the kitchen know exactly
what the customer wants. The cashier also conducts
oral communication with the kitchen workers. Then
the communication finished when the pack-up worker
in the kitchen delivers the food to the customer. Here
below is the broad illustration of how 5 guys group
communication network forms:

Figure 10. Five Guys Detailed Communication
Networks

Figure 9. Five Guys Communication Networks

If we observe further of their group structures, we
could find that there are multiple communication
networks within the group communication except the
circle network. For example, among the four kitchen
workers, their communication channel is more like the
chain structure. The overall communication patterns
are leaderless and efficient. The chart on the right
shows a more detailed illustration of how Five Guys
communication networks look like.

T

he overall
restaurant size
is rectangular,
and the size of the seats is square, so most customers
who eat at the restaurant choose face-to-face seating
patterns; seldom are there customers seat side by
side. There is a long rectangular bar table close to the
window, and this prepares for the single customer
who wants to dine in. Upon our observation, most
customers who came alone are like to seat on the
bar table. Seats are not limited only inside of the
restaurant; there are three or four round tables outside
the restaurant as well. However, when we were at
the restaurant observing, the restaurant does not have
a heavy load of dine-in customers, so nobody was
seating outside.

Seating Patterns
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Proxemics

P

roxemics is a study that discusses different
a distance starts from 12 feet and beyond. It is a
personal space and distance, and how that
distance that requires us to use loud voices and topics
influence group communication. According to our
are usually non-personal.
book, there are generally four zones of personal
distance, which are intimate distance, personal
When we were at the Five Guys, we found out that
distance, social distance and public
distance. “Intimate distance extends from
touching to about 18 inches” (p. 175). It is a
distance that we allow our closest members
in family or friends to touch and discuss
personal or confidential topics. Personal
distance refers to the distance from 18
inches to more or less than 4 feet. People
still can use soft voice and talking about
personal matters. Public distance is 12 feet
and beyond. It is a distance that people
are starting to raise their voice and the
Figure11. The Cashier and Customers
discussion topics are non-personal. Finally
yet importantly, public distance means
there were multiple distance involved between
the workers themselves and with customers. First,
when cashier was talking to a customer, they were
keeping a social distance. A customer has to raise
his/her voice a little bit because of the distance and
the background noise. The workers in the kitchen
were keeping a personal distance themselves because
they work closely to each other and they would talk
and exchange information. After the food has been
made, and the meal packer has to deliver the food
to the customer, he has to yell out the order number.
At this point of time, the meal packer and customer
are keeping a public distance. There are different
personal distances involved and mingled in the five
guys communication integration.
Figure12. The
Cashier-Kichen
Workers and
Customers
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