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Introduction
The restaurant industry is a highly competitive and operationally complex sector which requires managers and supervisors to combine technical knowledge, interpersonal skills, and effective leadership (Suh, West and Shin, 2012). Restaurants operate in fast-paced environments where customer expectations are high, and service failures can directly affect reputation and profitability. Successful restaurant management therefore depends on the ability to lead teams, manage information, solve problems quickly, and maintain consistent service standards.
[bookmark: _Int_frAJixsU]This report provides an analytical review of the management and leadership knowledge and skills required to operate a restaurant successfully. It applies academic theories and reflects on my placement experience at Joyato, an all-you-can-eat sushi restaurant with an additional Korean barbeque option. The restaurant uses a QR code ordering system that allows customers to use their own phones to order their food and drinks directly to their table. 
During my Placement, I worked primarily as a host and waitress, my responsibilities included greeting and seating guests, managing reservations, coordinating seating arrangements, communicating to the guests how to use the QR ordering system, handling customer queries, and supporting teamwork between the front of house, bar staff and kitchen staff.
[bookmark: _Int_EB708FSV]The purpose of this report is to examine management and leadership styles and evaluate their advantages and disadvantages within restaurant operations. It also discusses the importance of initiative, communication, cooperation, forecasting challenges, troubleshooting, and information management. Throughout this report, I reflect critically on the strengths and weaknesses of management at Joyato, while acknowledging that despite a number of operational frustrations, the restaurant was a positive environment and enjoyable place to work.
Management and leadership in restaurant operations
Kaehler and Grundei (2019) define management as the process of achieving an organisation’s goals by using resources effectively and efficiently through activities such as planning, organising, leading, and controlling. In a restaurant context, these functions include staff scheduling, customer service supervision, stock control, financial monitoring, and compliance with health and safety standards. Leadership, by contrast, is defined by Northouse (2021) as a process in which an individual influences a group of people to achieve a shared goal. This definition emphasises that leadership involves guiding and motivating others so that they work together toward common objectives.
At Joyato, these two concepts were closely interconnected. Managers were responsible for organising reservations, allocating sections, monitoring service speed, and resolving customer complaints. At the same time, they were expected to motivate staff, maintain morale, and create a positive work environment. My placement demonstrated that successful restaurant operations depend not only on administrative competence but also on effective leadership.
Mintzberg (1973) identified three broad categories of managerial roles: interpersonal, informational, and decisional. These roles were highly visible at Joyato. Managers interacted with employees and customers, communicated operational updates, and made informed decisions about seating, staffing, and customer service. However, the effectiveness of these roles varied depending on the level of managerial consistency and involvement.
Overview of joyato and operational context
Joyato is an all you can eat sushi and Korean barbecue restaurant. Customers can order food through a QR code system at their table, which sends orders directly to the kitchen and bar. This model allows for high-volume service and improves efficiency by reducing the need for order taking.
However, the QR code system was often unreliable. Orders occasionally failed to submit, duplicated unintentially, or were delayed. These technical problems created confusion for customers and staff and increased pressure on servers, who had to frequently manually verify and re-enter orders. This experience highlighted how operational technology can improve service efficiency but also introduce new challenges when not properly maintained (Ko, 2020).
Despite these difficulties, the restaurant had a lively and enjoyable atmosphere. The team was supportive, and the dynamic nature of the work made the placement for me rewarding. Although some aspects of management were frustrating, I developed valuable practical skills and thoroughly enjoyed working with my colleagues.
Leadership styles in restaurant management
Autocratic leaders will make decisions independently and expect employees to follow instructions with limited consultation, which can enable quick decision making in high pressure situations (Pizzolitto, Verna and Vendetti, 2022). In restaurant environments, this leadership style can be useful during emergencies or peak service periods when rapid decisions are essential to flow of work. This style however may reduce staff morale and limit opportunities for employee input.
[bookmark: _Int_ezpOYbDk]At Joyato, managers sometimes used an autocratic approach in situations such as when unexpected large groups arrived or when the restaurant became extremely busy. Clear instructions helped restore order and ensured service continuity by delegating staff members specific roles. In restaurant environments, autocratic leadership is very effective with organisation
Democratic leadership involves encouraging staff participation in decision-making, which tends to increase employee motivation, commitment, and job satisfaction because team members feel their opinions are valued and that they have a greater sense of ownership (Gastil, 1994).
At Joyato, managers occasionally asked employees for ideas about improving table rotation and customer flow, as well as allowing staff to discuss what section or role they wanted to be assigned to during service. When staff decisions were considered, morale improved within the team.
Transformational leaders inspire employees, promote individual development, and create a shared vision that motivates staff to exceed expectations and work collectively toward achieving organisational goals (Deng et al., 2022). This approach is especially effective in hospitality, where motivated staff have a direct impact on customer satisfaction
[bookmark: _Int_MWzWS8We]At Joyato, some supervisors encouraged staff, professional development, recognised good performance, and provided constructive feedback. These behaviours increased my confidence and communication skills
Situational leadership proposes that leaders should adapt their leadership style according to employee's competence and commitment levels, providing more direction to inexperienced staff and greater autonomy to those who are skilled and confident (Rodić and Marić, 2021)
At Joyato, new employees were closely supervised and given clear instructions, while experienced staff were trusted with greater autonomy and responsibility as they developed the knowledge and confidence to perform their roles effectively
Critical reflection on management at Joyato
During my placement, I observed several inconsistencies in management practices. Although managers were responsible for coordinating operations, many routine responsibilities were frequently delegated to the other staff members. Managers were not always actively involved in tasks such as cleaning, resetting tables, or assisting during particularly demanding periods.
This occasionally created a perception of unequal workload distribution. According to transformational leadership theory, effective leaders should lead by example and demonstrate visible support for their teams by actively participating, which helps build trust, strengthen employee engagement, and reinforce commitment to shared organisational goals (Ugochukwu, 2025). 
When managers are unwilling to participate in basic operational duties, staff may feel undervalued and less motivated because they perceive a lack of managerial support and recognition for the challenges involved in their work (Kurtessis et al., 2017), which was unfortunately often the case during my placement.
Communication was also sometimes inconsistent. During busy periods or when the QR ordering system malfunctioned, employees were not always given clear guidance regarding priorities or solutions. This increased frustration and occasionally reduced efficiency.
Nevertheless, it is important within this analysis to present a balanced evaluation. Despite these challenges, Joyato remained a very enjoyable workplace. My colleagues were friendly, energetic, and supportive, which created a positive atmosphere. While management practices were sometimes frustrating, the experience offered valuable insight into how leadership consistency affects team morale and operational performance.
Initiative, communication, and cooperation
Initiative refers to proactive behaviour and the ability to act without waiting for instructions, allowing employees to identify problems, take responsibility and implement improvements independently (Parker, Williams, and Turner, 2006). 
At Joyato, I demonstrated initiative by preparing tables during quiet periods, helping colleagues when their sections or the bar work when they became busy, and solving routine customer issues independently. For example, when the QR ordering system failed, I often explained the problem to customers and manually entered their orders.
Communication is fundamental to service quality and coordination. Restaurants depend on accurate and timely exchange of information communication between hosts, servers, kitchen staff, and managers to ensure that customer requests are understood, orders are prepared correctly, and service is delivered efficiently (Sturman, Corgel and Verma, 2011).
At Joyato, I communicated reservation details, dietary requirements, allergen information, order issues, and customer concerns to ensure that all team members had accurate and up to date information. Clear and timely communication reduced mistakes, improved coordination between front of house and kitchen staff, and helped deliver a smoother and more positive customer experience.
Belbin (2010) emphasises that effective teams consist of individuals who contribute complementary strengths. Restaurant service depends heavily on teamwork because front of house and kitchen operations are interdependent, requiring staff to coordinate closely to ensure orders are prepared accurately and delivered efficiently to customers (Hackman, 2002).
At Joyato, staff regularly helped on another by clearing tables, running food, and supporting customers. This co-operation was one of the most positive aspects of my placement.
Anticipating challenges and troubleshooting
[bookmark: _Int_VhJ5f8yE][bookmark: _Int_T2c0i0On]Restaurants face frequent operational challenges, technology failures, staff shortages, delayed food preparation, and customer complaints. Effective managers anticipate these risks and prepare appropriate responses by planning ahead and organising resources to minimise disruption and maintain service quality (Fayol, 1916). At Joyato, common challenges included:
· QR code ordering failures
· Delays in food preparation
· Missing or duplicated orders
· High customer volumes
· Uneven staffing levels
· Customer dissatisfaction
Managers attempted to reduce these problems by reviewing reservations, checking staffing levels, and monitoring service flow. However, troubleshooting often relied heavily on front-line employees.
When the QR code system malfunctioned, staff had to reassure customers and process orders manually. When food was delayed, we provided updates and managed expectations. These experiences strengthened my problem-solving skills and resilience. I observed that managers rarely communicated negative news directly to customers, instead relying on frontline staff to relay messages about issues caused by management decisions. I found this approach ineffective, as I believe managers should take responsibility for addressing customers when problems arise under their supervision.
Information management is critical to restaurant performance because managers rely on operational and financial data, including sales trends, labour costs and customer demand to make evidence-based decisions that improve efficiency, control costs, and support profitability (Kimes and Ho, 2019)
Point of Sale System (POS) systems record sales, send orders to the kitchen, and produce reports on revenue and product performance. 
At Joyato, the POS system was used to:
· Enter orders accurately
· Process bills and view order history
· Track popular menu items
· Communicate item shortages/unavailability
Customer feedback reports 
Feedback from online reviews, social media comments, and direct conversations help identify strengths and weaknesses in service quality. The SERVEQUAL model developed by Parasuraman, Zeithaml and Berry (1988) measures customer perceptions across dimensions such as reliability and responsiveness, enabling managers to evaluate service performance and target area for improvement.
At Joyato, managers reviewed customer comments and discussed significant issues within the staff group chat so that employees were aware of any recurring concerns and areas for improvement, examples of this included managers reminding staff about wiping the seats as well as the tables and correctly labelling dessert ingredients and bar garnishes. 
However, end of day reconciliation was typically handled informally between managers, and routine staff were not involved in reflecting on the shift's overall performance. Introducing brief team debriefings after each shift would encourage open communication, recognise successes, and allow staff to shar challenges and suggestions. This could increase employee engagement, strengthen teamwork, and promote a culture of continuous improvement by giving all team members a clearer understanding of how their performance affects customer satisfaction.
Self-reflection on placement experience
[bookmark: _Int_leQbpBPz]My placement at Joyato significantly developed my professional skills and understanding of restaurant management. Working in a busy restaurant required punctuality, personal organisation, and resilience. I learned to prioritise tasks, remain calm under pressure, and maintain consistent service standards. As a host and waitress, I balanced multiple responsibilities, including greeting guests, taking orders, delivering food, and coordinating with colleagues. This improved my ability to manage competing priorities efficiently.
My confidence in speaking with customers and colleagues increased considerably. I became more effective at explaining menu items, handling complaints, and communicating special requests.
I became more proactive in identifying tasks and solving routine issues independently. This reduced pressure on supervisors and colleagues and improved service flow.
[bookmark: _Int_KlykFTsy]The placement allowed me to connect theory to practice. Leadership styles, communication models, and service quality concepts became visible in daily operations. This experience deepened my understanding of how management principles influence real business outcomes.
Conclusion
Successful restaurant management requires a combination of technical competence, leadership capability, and interpersonal effectiveness. Managers must plan operations, motivate staff, communicate clearly, and respond rapidly to challenges. Leadership styles such as autocratic, democratic, transformational, and situational each offer benefits depending on the operational context.
My placement at Joyato demonstrated the importance of initiative, teamwork, and information-based decision making. Systems such as POS, customer feedback, stock control, and payroll provide managers with valuable insights that support cost control and service improvement. Through this experience, I developed self-management, communication, and problem-solving skills when applying academic theories to practical restaurant operations. Overall, the placement confirmed to me that effective restaurant leadership depends on balancing operational efficiency with employee support and customer satisfaction.
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