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Executive Summary

[image: image7.png]The project is an academic research, the organization, PIZZA HUT FAISALABAD which is a leading hospitality restaurant in Pakistan. The target was to learn about the business communication practices in the respective organization. We gave an overview of the restaurant as a whole, its departments and then focused on its communication practices which includes all the aspects to communicate internally to employees and externally to customers, to what extent the organization considers communication as a mean to achieve organization success, how they deliver the information (methodologies) and what are the feedbacks of its employees as well as customers regarding these practices.


We concluded our research with our analysis about these practices and gave some practical suggestions to move ahead in the particular arena. Restaurant believes in promoting open, direct and honest communication among all departments and individuals of the Restaurant. Restaurants has taken steps to improve internal communications and procedures; making it vibrant where it would be able contribute to the decision making process of the organization, the products and efforts of the communication personnels are critically important to the management’s goal of keeping the employees fully informed and to consolidate the formerly dispersed functions of fully integrated message management strategies for the restaurant in the critically important area of workforce development, building a sound hospitality foundation, managing a dynamic and expanding physical footprint, fostering sustainable customer service relations, and promoting integration. Fully integrated, multi-level message planning and management enables the restaurant to promote important information relating to changing policies and procedures, ensuring that all stakeholders are kept abreast of the latest rules, regulations, guidance and trends.
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Vision:

              The vision of pizza hut is that to improve the well being of our customers, community and people connected to our enterprise. Everything in the program for better vision is based on a primary law about vision that governs the quality of your eyesight. Learn and use this vision law and you’ll get to the core of your vision problems. Without this law, you address only the symptoms but never the actual causes.

Our customer is satisfied when we provide pleasant environment and healthy, polite talking way easy, access to  manager giving suggestion books and after this it is sure that these are not overlooked by this the customer is satisfied.

Pizza Hut

Our History

 In 1958, Frank & Dan Carney had an idea for great local Pizza restaurant in whichita Kansas stated in University campus in which both brothers was studied the small 25 seats restaurant only had room for 9 letters on the sign….the building looked like a hut….so Pizza Hut was born.

Now the Pizza Hutt becomes the largest Pizza franchise was born Pizza Hutt has subsequently branched out and developed franchises all over the world. In fact it is diversity that has made the history of Pizza Hutt so successful. There manus and recipes are not the same, different locations use different supplies and different toppings, according to the demands of there clients.

The Commercial History of Pizza Hut

The whole history of pizza hut has been achieved through innovation, but the history of pizza hut really took off with amalgamation into the Pepsi Company and more aggressive marketing techniques especially in the take out market.

Introduction

What is Pizza?

Baked by origin consisting of shallow bread like crust covered with toppings such as seasons tomato souce, sousage are olives

Countries covered by Pizza Hutt.

The franchise open in university campus just in the shape of hut has now covering more than 90 countries all over the world and has more than 1000 franchises Pizza Hutt has tremendous story of success in every country through there products and providing number of recipes for their clients and make a history of Pizza Hutt.

Pizza Hutt Came in Pakistan

Pizza Hutt, the first in the long chain of the fast food restaurant owned by Pepsi company last quarter of 1998. The first Pizza Hutt branch was opened in Pakistan the great city of Karachi by Manzar Chaudhary Riaz. It registered the company organization with the name of “MCR” with his name’s abbreviation of Manzar Chaudhary Riaz (MCR).

[image: image2.jpg]Shahid Ahmad Cheema
(RGM)

l

Sajida Sharif
(ARGM)

l

Shoaib Ahmad

(Senior Manager)

l
l }

(Shift Manager)

!

(Shift Manager)

!

Saad Hassan
(Senior Manager)

l
! !

(Shift Manager)

!

(Shift Manager)

!
b

(Asst. Manager) (Asst. Manager)

(Asst. Manager) (Asst. Manager) (Asst. Manager) (Asst. Manager)

!
b

(Asst. Manager) (Asst. Manager)

!

Sohail Wali

(Senior Manager)

l
! !

(Asst. Manager)

) !

Food & Beverages Production

(Asst. Manager)

l

Qasim Raza
(Senior Manager)

l

!

(Asst. Manager)

!

Delivery Control

l

(Asst. Manager)

!

Complaint Cell




[image: image3.jpg]ORGANOGRAM

Yum Bands Corporation

l

David Novak
(CEO)

l

Graham Allen
President

! ! ! ! b l l

Janarthan Blum Richard Crucci Christian Campbell Anne Byrlein Ray Colon Ted Knopf Peter Heart Tymothy Jerzyk

(G.M) (G.M) (G.M) l (GM) (GM) (GM) (GM) l (GM)
Ammy Sherwood Robert Kredler
(Manager) (Manager)

l

Karan Sharman
(Asst. Manager)

! l ! l ! l ! l

Emmi David Arvid David Steven Cred Scrott Creg
Brolick Fitzjohn Maddrita Oowners Pepper Dadrick Bergan Creed
(Manager) (Manager) (Manager) (Manager) (Manager) (Manager) (Manager) (Manager)

l l l

Harvey Brownlee Tarred Buss Robesavage
(Asst. Manager) (Asst. Manager) (Asst. Manager)




[image: image4.jpg]DEPARTMENTAL STRUCTURE

Executive Director Office

l

General Manager

! l l l ! ! l

HR Dept. Marketing Dept. Audit Dept. Food & Beverage Security Dept. Purchase Dept. Quality Control

| | LT | T

CDHR Corporate Director Sales Charted Accountant Director Security Chief Purchase Manager Director
Director & Marketing (Internal) Food & Bev. Quality Control
l_ . l l Asst. . l ) l l 5
Asst. Director Marketing Manager Asst. Food & Bev. Security Officer Asst. Quality
l l Charted Accountant l Purchase Manager Assurance Manager
HR Officer Elite Club Manager Banquate - .
Manager Purchase Officers Quality
l l Assurance Officers

Trainee Officer Marketing Officer




 OPEN KITCHEN:-

                                   Pizza Hut used open kitchen. There are many factors to do this, because they want to remove the confusion in the mind of the customer. If the kitchen is closed then customer thinks that what kind of material they used, how they work, why they closed the kitchen and keep way the customer from the kitchen? So avoid all that of confusion. Pizza Hut used open kitchen to remove the confusion and show its working environment which is also a factor to show company ability and customer satisfaction.

LANGUAGE:-

                           Languages used in Pizza Hut are URDU and ENGLISH. Other languages are also allowed which shows the company customizes behavior. So this attitude of the company show that they invite the customer formulizes. The company maintains the standard. The company has the ability to capture the international market of the company potential to capture the large scale market. It has an ability to adopt the company environment according to customer.

TOTAL NO. OF EMPLOYEE:-

The total numbers of employee in FSD Pizza Hut branch are 65. In 65 members include 15 Christians which shows that company try to remove Cultural Diversity. They are work in a friendly environment.


QUALITY INSURANCE & QUALITY CONTROL:-

                                                                                       The quality procedure is standard in Pizza Hut Company. First of all the quality insurance department check the quality of inventory if the ingredients of pizza are spoil then the inventory sent back. The department of quality control controls the quality of pizza ingredients. The quality insurance and quality control departments are separate from each other.

Comments Cards:



     Here provide a comments card to the customer. In which customer passed the suggestion about the service, ambiance and food. Service includes followings items;

I.  Accuracy or order

II. Speed

III. Friendliness

Ambiance include following 

I. Cleanliness

II. Comfort

III. Atmosphere

Food is including following items;

I. Presentation

II. Taste

III. Value for money

All the comments passed by the customer to make the product are more batter. Any suggestion which the customer want to deliver the manager writes in it. In comments card customer information must be writing such as name, address, Email, Tel.

Motive:

 
The motive of the Pizza hut is that believe in people. Create the believe in people by giving the pleasant environment good menu batter and less price packages good service by to get 1 free packages. Nice and polite communication with the customer. IF use these strategies pizza hut is successful to maintain believe in people

NO. Of Employee:

Basically there is no exact number or estimate. Pizza hut is part of the YUM brands, which includes KFC, PIZZA HUT, TACO BELL and YUM restaurants. The information we file with the branch of pizza hut in Faisalabad. Here total number of employee is 65. There no cultural differences between the employees. Out of 65 employees 15 employees are christens but it doesn’t effect of the productivity. All the employees work proper attention and communicate each other in well manner.

Competitor:

With access to hovers business intelligence, subscribers are able to view a competitive analysis of pizza hut main competitors with details in several key categories including sale, profitability, valuation and financial relation.
Domino is the competitor of pizza hut. But the information, we file with the branch of pizza hut is that there is no competitor. Domino just say that we are competitor because for fame.

                       Manager meeting


This is schedule meeting. But its date is not fixed. The schedule is changing always in this only top Management is involved. They discuss how to increase our sale and how to reduce our expense and how to achieve our goal and also how to over come problem.


The general meeting calls at the end of the year. In which they discussed the weakness of the pizza hart that effect their goodwill as well as profit ratio.


Pre-shift briefing


There are two pre-shift briefings in a day in which all the   Employees of the organization gather at one place and discuss the daily or routine problem and reassign their task. If a person has an emergency to go outside the organization then he/she will have to follow a procedure. First of all he/ she will have to inform the RGM then he/she will to inform his/her alternative. When the person to whom he informed reached the organization then he/she may leave.

Their confidence they have an own slogan.



“Give me y




Give me u





Give me m






   Yummmmm.”

Dressing

Dressing is very much important in pizza hut. They have specific dress for each person like cashier they have to wear red shirt and black pent and if you are a manager then the dress will be grey shirt, black pent and tie is compulsory. Uniform of the employees is provided by the organization itself.

According to the Manager



“If you dress well then you speak well”

Importance of Business Communication

Pizza Hut gives more than 100% to importance to communication because in hospitality business good communication skills are very important. As without these skills no one can treat anyone with care and respect.

Delivery center
Mr.(manager) claims that they require less then 35 min to fulfill the orders of their customers. In the history of pizza hut only two times they fail to deliver the required pizza to the customer within time. First reason was the failure of the bike of the rider. And second was the traffic problem. This shows the strong communication and management  style of the business. Moreover use of time and punctuality is sign of effective business communication. One of the business goal is delivery of product and service in time. This also shows high commitment of employees towards their work responsibility. Manager claimed failure of delivering service in time was a fail of our business. It is our policy that in these sorts of cases we do not charges customers what ever the size of order is.

They have delivery report center & 24 hours toll free number i.e. 111241241 to give orders, suggestions, information’s, opinions, and ideas and to make complaints. It is customer convenience policy. With this, communication between customers and the employee becomes possible without any barrier. people are free to say what they want.

Suggestions, complaints and idea sharing can be done with in no time.

Internal Communication
They communicate among different departments and franchises via email and telephone’s mail are the most preferred communication medium of pizza hut. Because E-mail is the most advance efficient electronic medium and it fulfill the requirement of privacy. they use email so that no one can misuse their information.

Manager said that, using e-mail is the fastest source of information and written form of communication helps us to make records for future reference.

Structure

They have highly formalized communication network and decentralized structure is means there is participative style of management. Workers have a right to be a part of decision making process. They can convey ideas, suggestions, information, and opinions without any hesitation.

New Employee Hiring

HEALTH IS WEALTH so they never hire any employee without a complete medical checkup and reference as a security. it show their quality of business and their sincerity with their customers. It shows their effective communication because people never compromise on their health. They have also got Quality awards for their health policy. 

 SHIFT MANAGER IS LIKE BUSINESS MANAGER:-

                                               In the Pizza Hut Branch of Faisalabad there are two SM (Shift Manager) after 5 O’clock pm. While in morning only one Shift Manager because the rush of customer is not in Pizza Hut. In the Pizza Hut Organization SM is like business manager. He deals with customer in a people friendly environment.
 ADVERTISEMENT:-

                                        They advertise through FM Radio Television and Newspapers. Their mostly advertisement is done through Newspapers because newspapers gave a true picture of advertisement. They advertise through a billboard in the near future.

 WEBSITE:-

                        The website of the Pizza Hut Organization is “pizzahut.com.pk” in the website the information is available is about the organization. The information is about menus of the pizzas. The prices are also given on the website about the pizza other fast foods.
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 NGO’s:-

                  Pizza Hut is the organization which provides the aid to that organization that run on “NO PROFIT NO LOSS BASIS.” Pizza Hut’s customers donate in an envelope and then the employee of the pizza hut put in a specific box and then gave to the NGO’s like Ali Zaib Foundation.
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For Dine-In, Delivery & Take Away




100% CUSTOMER SATISFACTION


