OF

o

ERS

]
s

L WATY

ey
£as
2 B,

8 A
s£
2%

22 l‘ ?‘l.. wik. .

O

&
2l

s TR
£

Y
IY OU
= a

$ 8
T

33

¥ 2

2
N

bt
R
“.5_6“@

&

MOHD RAZMIN

HA BINTI

r
=

JLNAT

RIZATUL AMIEA BD

,Es‘

&

AlN

pung

e
ar]

o]
i)
oy

W‘




CANDIDATE’S DECLARATION

[ hereby declare that the work in this report and research paper was carried out solely for education
purposes and was done in accordance and guidance of the rules and regulations of Universiti Teknologi
Mara (UiTM), the work and content of this report and research paper is genuine, unless stated or
indicated otherwise. The research done was acknowledged and cited with the reference work as proof.
This topic has not been sent or submitted to any other academic institution or nonacademic institution
for any purposes other than education. In the event that this research paper has been found to violate
the conditions stated above, I voluntarily waive the right of my conferment, so my research may be

subjected to the disciplinary rules and regulations of Universiti Teknologi Mara (UiTM)

Candidate’s Name : Mai Nur Diana Binti Meor Wazir

Candidate’s ID number 12015827678

Programme : Diploma in Communication and Media Studies

Faculty : Faculty of Communication and Media Studies
Academic Writing Title : The impact of nonverbal communication nonverbal

communication made by customers of Manhattan Fish Market

on the waiters of Sunway Velocity outlet

Candidate Signature

Date - 14™ DEcember 2018



ABSTRACT

Nonverbal communication has been used since before verbal communication was born. In
today’s world, we use it ever so often especially waiters at restaurants when explaining the
menu to customers. Past research on the topic indicate that nonverbal communication in service
providers can help understand what customers want. A total of six (6) informants were sampled
from Manhattan Fish Market, Sunway Velocity outlet. They were evaluated on the impact
nonverbal communication has on their job and the challenges they face with foreign customers
that do not otherwise, understand our language. The results of the study indicate that nonverbal
cues are very important and very useful in communicating with foreign customers. Hand
gestures, sign language and the use of basic kinesics were seen to have the most impact in
doing their job. The current study looks at the vast use of nonverbal communication in our
everyday life. It is highly hoped that the information gathered may also help future service

providers to enhance the customer experience.
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