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Restaurant Management

Successful restaurant management is directing multiple operations at once. The study of restaurant management is of the utmost importance for the hospitality industry as future managers are provided with the tools needed in a highly demanding and competitive line of work. It is believed that “management knowledge should really enlighten us as to the nature and practices of management” (Wood, 2015).
Managers can have different ways to run daily operations, also called management styles. There are three categories: autocratic, democratic, laissez-faire. A study about the exchange between a leader and a member addresses the topic of the labels “leader” and “follower” and concludes that “good relationships develop when there is role clarity associated with each person” (Martin, 2016).
In 2017, in Doncaster, as part of Cosmo`s Restaurant Waiting Staff, I experienced two types of management styles, autocratic and democratic. Staff meetings were conducted weekly, there was open communication between the team members and the morale was high. Overall, the working environment was positive, and the staff was motivated to come to work. This helped the business by reducing the cost of retraining and supported the quality service level by retaining senior staff. In a future role, I would be democratically managing the team and would try to be the change that any business needs to stay in the minds of customers. Management should be leading by example, employing more than words, and thus “becoming change agents within the organization” (Steiger, 2014). 
A restaurant manager must know and implement all the industry’s laws and regulations. According to The Licensing Act, 2003, any business that sells alcohol in England or Wales “must have a license” (gov.UK). Throughout the placement and in future hospitality roles, I will monitor alcohol consumption to avoid negative consequences. Moreover, as a restaurant manager, I would brief the staff members before each shift and reiterate the importance of adhering to the rules. According to an alcohol bulletin statics, alcohol duty receipts amounted to £3,144 million. The penalties decreased by 7% in 2022 compared to the same period in 2021 (gov.UK).

Types of Service

There are five types of food and beverage operations: table and assisted service, self and single point of service, also specialized service (Cousins and Weeks, 2020). 
Cosmo Restaurant is an all-you-can-eat buffet inspired by five-star hotels and offers a diverse dining experience in a sociable environment. The type of service provided is assisted service. During my employment with Cosmo Restaurant, I have noticed both good and bad service. Personally, I received tips from customers which were then gathered in a common tip box. I think this is a gesture of appreciation for receiving good service as I would always be kind and showed my guests that I am there for them. I tried to enhance their experience and help them as best as I possibly could. 
Unfortunately, bad service happens frequently. Recently this year, during a stay at the Hilton hotel near Edinburg Airport, an English tourist had a very bad experience. He and a group of friends arrived late at the hotel and enquired about the restaurant as they were hungry. They got misleading information about the timing of closure and the waiter was rude asking them not to sit comfortably as it was home time for the staff (VanReenen, 2022). 
It is just a major lesson on how one should never treat guests. Also, in the event of a service failure, the staff should be displaying empathy, care, and concern so that the customers will be happy. The guests should also be offered the opportunity to voice their opinions or input. Dietrich (2019) thinks that allowing the guest to speak up “appears to be an important part of the service recovery process".

Scripted/Unscripted Service

A service script is an explicit guide for front-of-house staff to follow at the beginning of a service. But issues can appear, such as the employees following “the operating routine without being cognitively present” (Victorino, 2013).  
One of the benefits of service scripting is consistency. Camillo (2021) believes that regardless of good service done previously lack of vigilance, kindliness, and knowledge in the service will have an overall negative impact and adds: “A keyword then in our quest for product excellence is consistency”. 
To improve the delivery of a service scrip it is vital to determine the appropriate timing and focus on the authenticity of the message. Also, a Hospitality Training Manual for the staff to refer to would be highly beneficial. 
Unscripted service offers the employee the opportunity to be natural and to have a real conversation instead of scripted dialogue. Patrick O’Connell (2015), in an interview with Micah Solomon for Forbes Magazine, said: “We don’t want an imitation of a waiter; we want the genuine article”. 
The keys to becoming a good restaurant manager are educational background, knowledge, and experience. An excellent manager would look for continuous improvement and always observe every aspect of the business from different points of view.
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