BMG4000 – a case study of a restaurant -
Jemma Smith
Ethan Clift 
2416711
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[bookmark: _Int_nCyREhJP]The structure of how an establishment is run can make a significant difference when considering which employee to put on which section. How an establishment is influenced by its managemant and leaderscan influence an entire year of services, benefiting the business as a whole. This portfolio has been written to explain how a manager can implement these tactics, as well as others to a Front of House service to make for a much smoother shift with their peers. A lot of restaurants establish and advocate for a positive working environment for all staff to visit, and for guests to witness. However, it is up to those at the forefront to ensure that everything goes smoothly as possible.

The structure of the front and back of house sector is widely known as the “Brigade system” (lightspeed 2023). Patented by chef Georges-Auguste Escoffier in the late 19th century (martin 2024). This way of working was created to provide a militarian like hierarchy-based tier system to the kitchen, giving staff members roles such as head chef, sous chef, and kitchen porter (Ashurst 2025). This evenly levels the field during service and allows a chain of command to the service, allowing for a service with much smoother sailing. If not managed in the correct way, it may result in staff members being overwhelmed in their tasks due to lack in confidence, being overwhelmed or over-all lack in experience. To this day, the brigade system is still in use and helps with service being as smooth as possible, it allows chefs to learn to respect their peers, work as a team, and to be professional and calm during those grueling busy hours of the day (Richards 2024). 

A top priority for all establishments is that of their SOP’s (Standard Operating Procedure), having these procedures ensure consistency, quality and efficiency (trinh 2025). A prime example is that of food preparations in the kitchen, so that all products are coherent to the hygiene standard and degree that the business has previously established. Another important example for Standard Operating Procedures is that a lot of hotels and restaurants have policies about handling food allergens, as provided by the FDA (Food standard agency, 2025) using the FDA official website, food containing allergens are to be prepared at different stations, preventing cross-contamination, and labeling correctly to prevent all unwanted accidents. Some penalties for not complying with these policies include improvement notices, owners then have 14 days to atone for this improvement, some connections to this can be related to a negative impact on business reputation and loss of cash flow, and in some cases, lawsuits may also arise. As well as this, SOP’s have been proven to improve efficiency, on the other hand, if not updated to follow the latest popular trends and customer needs, it may lead to a loss of profit and the success of the business’s customers (saman 2025). 

To have a team of people working together as a strong unit, having someone to lead is that team is the most important person to have in it, to make sure that things do not go off track. Leaders play the most crucial role when partnered with colleagues and employees, they help motivate, de-escalate, and encourage all members of their team (perry 2022)., they help with tasks when necessary to rest of the shift, aiding in a particular task not best suited for regular members of staff. The same can be said when discussing a management role in the Hospitality and catering industry, such as Tyr y Felin. Managers in the Front of House sector, the Front of House leadership role essentially is the delegator of the service, over-seeing staff, informing them of any required to ensure the service goes smoothly, and to divulge any issues should they arise on those nights which may be busy. All managers and leaders have different styles and ways of developing a team (Georgiades 2025). To be an effective leader is pivotal working within the industry, setting the tone, allowing a well monitored, and executed service for front of house and back of house. It's the leader's responsibility to set roles and responsibilities for fellow employees. Effective leadership makes certain that guests have a positive dining experience down at twr y felin (soylu 2024). As twr y felin is wildly known in Pembrokeshire as one of the bests hotel restaurant establishments, the restaurant is known for being rather busy. Busy services often mean the restaurant would be fast paced, the leader being responsible for looking after the team, creating a strongly structured service. During service it's important for employees to feel confident and empowered.

To start off, the most popular in the variety of leaders are those who choose a more democratic approach, described as participative and very team lead leadership, allowing members of staff to engage in decision making, which boosts morale and ensuring Front of House employees work to the best of their abilities (Siddhu 2025). Democratic leaders do this using their active listening and understanding skills to improve and enhance the business, further improving the business's profit and the manager altogether (Shinde,2024). This particular style is most popular from not only staff working in these establishment with a democratic style, it also put’s a positive light for the outside looking in, the customers can be able to see that that the team-leader is capable of listening to their team while also being able to give them the chance to listen as well. 

To discuss further styles of leadership, a less effective way of leading a team is that of being in somewhat of an autocratic work relationship. Described as the “do it myself" way by (margarita, 2016) it can often show off a leader as being authoritative, brash, rude and often times blunt when making decisions to benefit a business, instead of taking input from the rest of the team, de-motivating employees in the process (Ganesh 2025). It can often result in staff working at the establishment for 2-3 weeks and leaving due to the lack of communication between parties. Unlike the democratic relationship some leaders may have a full team of staff members for a few weeks/days, after those few weeks, they may have nearly no staff to have on a shift because of this brash style of leading. This style is often selfish and often does not listen to team members as they will almost always believe themselves to be correct. If a decision is made, staff will be expected to keep to themselves and keep going with the task at hand.

The final style to be discussed is that of transformative leadership, best known for a leader being engaged and being able to influence others. Transformative leaders help people reach their potential via pushing and believing in them to the full extent (ugochukwn 2024). Some of the key skills for this style of leadership are – Trust building, to be able to encourage and engage others and to act with integrity. This way of leading is one that is exceptionally trustworthy, being able to engage with others helps with motivation, meaning more people will seek out this leader's guidance through word of mouth (Carucci, 2021). For instance, Grant Thomas who was the manager of Tenby caravan holiday park, was this exactly adhered to this style, he managed his team with willingness and care, being able to motivate the team during that tourist packed hours in the summer. Customers often noticed Grant taking team members into his office for conversations, after five minutes they would come back out giggling and acting as though nothing happened.

A significant part of being a manager and team leader is learning the characteristics of your staff, seeing their strengths and weaknesses can help those in a higher position and decide who belongs where, or whether a particular member of staff belongs as a working employee (Griffith 2025). Over the last few years, a lot of businesses have been using the MBTI test. It assists those in a leading role to determine who would be capable of doing the more socially adequate tasks such as the bar or the podium. Others with a certain result can be allocated the food running role, it is reported that the best results to get for the hospitality industry are the following results; ‘The Advocate’ is understanding and excels at meeting the needs of others, i.e., customers and colleagues (Kalia 2022). ‘The Entertainer’ is enthusiastic and provides fun during the service, showing off their skills in a theatric light. Finally, ‘The Mediator’ is observant and empathetic, they care for their team and care about the guests all the same, they are quick to act when things go wrong and get the job. These were but a few examples found best suited for the hospitality sector, there are very many more examples that can be found on the MTBI personality tests scattered on the internet (simkus 2025). 

Tyr y felin is a hotel located in St. Davids, it is most notable for its immersive fine dining experience and top tier food, the relationship between staff sems light-hearted and professional, keeping to their tasks and talking briefly amongst themselves between said tasks. A majority of the staff on shift at the time of visit seemed to be extroverted, meaning they thrived in outward conversations with strangers, asking where guests were coming from and what their plans for the day was, as far as general skills this is rather basic, as the vis was only brief to have a look at what Tyr y Felin was like, being able to see the staff dynamic was most impressive as they all seemed to be friendly with one another, seeming to have a positive impact on a majority of the customers as they were smiling the night  away (Segrato 2024).


To conclude, the role of managers and leaders is to advocate efficiency and effectiveness. Leaders precisely plan a service and invigilate members of the team and assist when a member is struggling with a specific task. Managers plan behind the scenes the stock intake, staff Rota's and deal with earnings, often not getting involved with services unless completely needed in the busy periods of the year. The hierarchy of front and back of house is one that never fails to interest and engage those intrigued in the history and intricacy of the industry, with technology evolving, as is the industry; new methods are being discovered even today and it seems as if the industry will never divulge into unpopularity. In this portfolio, a discovery has been made about the differences in leader/manager characteristics, how certain team members mesh into their environments with the MITB test, certain people can be better suited to the more sociable side of the industry, whereas some may be more suited to the latter. 
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