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Executive Summary

The aim of this report is to explore the key leadership and management skills required to run a restaurant successfully, with a focus on how these are applied at Morgan Hotel in Swansea. It examines how effective leadership, team management, problem-solving, and the use of information systems influence the daily operations of the restaurant. Drawing on both foundational leadership theories and personal experience, the report highlights the need to strike a balance between managing people and understanding the systems that support the business. It also reflects on how personal development and the ability to analyse information can help improve operational performance. Special attention is given to the role of the point-of-sale (POS) system and customer feedback, and how these tools contribute to customer satisfaction and the long-term success of the restaurant.

Introduction of Morgan Hotel

The hospitality industry is fast-paced and requires strong leadership and effective management to ensure customer satisfaction. In restaurants, managers do more than just handle daily tasks they lead their teams, solve problems, and make important decisions using business tools such as point-of-sale (POS) systems. Morgan Hotel is a hotel with a small restaurant located in the heart of Swansea. It was founded by a family who live in another country and has continued to operate ever since. However, the family has handed the hotel over to a management team, although they visit Swansea every three or four years or occasionally send representatives to inspect the hotel. The hotel and restaurant offer seating for approximately 50 to 100 customers (Morgan Hotel, 2025a). In addition to its in-house dining, Morgan Hotel is a highly sustainable business that uses local suppliers to provide fresh, local food, vegetables, and meat for its customers. This report will explore the essential skills needed to manage and lead a successful restaurant. It will examine how teamwork, problem-solving, and the use of technology to track performance can help a business operate more efficiently and grow. Finally, the report will reflect on what I have learned through my own experience working in the restaurant.



Leadership and team management in the Morgan Hotel
Morgan Hotel follows a hierarchical structure, with a clear chain of command from the owner and manager down to the team members. The leadership style used within the business is primarily autocratic, meaning decisions are made by the owner or senior management, and employees are expected to follow instructions without being involved in the decision-making process (Edrawmax, 2025). This top-down approach can be efficient in a busy environment like a restaurant or hotel, where quick decisions and clearly defined roles are essential during service. However, it can also limit creativity and input from staff, which may affect motivation and team morale in the long term.
There are various types of leadership styles, such as democratic leadership, transformational leadership, coaching leadership, and many others. While working at Morgan Hotel, there were many restrictions on what staff could and could not do, in accordance with instructions from senior management.
Morgan Hotel provides top-quality training to all staff to ensure the highest standards of restaurant and hotel service in Swansea. The hotel also delivers comprehensive training on health and safety regulations. According to research by Book, Gatling, and Kim (2019), employees in the hospitality industry are more likely to be engaged in their work, feel loyal to the company, and remain in their jobs when they are satisfied with their managers. A strong relationship with a good leader enhances employee engagement, which helps build loyalty and reduces staff turnover. The authors also highlight that age differences can significantly impact the workplace, as younger employees often gain valuable experience from older generations. When employees feel engaged, they are more likely to remain loyal. The researchers stress the importance of supportive and effective leadership in hospitality—leaders who build trust and keep employees motivated.
The leaders at Morgan Hotel are kind and understanding. They recognise employees’ needs and listen to their concerns. The hotel maintains exceptional cleanliness and hygiene standards. The restaurant setup at Morgan is immaculate—from the cutlery to the napkins on the tables, everything is arranged to perfection. Additionally, Morgan Hotel organises events, including fine dining experiences with flawless table setups.
According to Guchait, Madera, and Peyton (2020), good leadership helps boost employee performance, customer satisfaction, innovation, and teamwork. However, they also state that behaviour in leadership is especially important in the hospitality industry. One major issue is leadership style and its impact on employee engagement, satisfaction, and loyalty. The authors encourage more focused leadership research in hospitality to help leaders manage more effectively and create stronger, more motivated teams.
According to Owen (2020, pp. 183–187), in his book, he suggests how to build a strong team. He explains how to hire the right people, what qualities to look for, and how to develop and train staff effectively, including practical coaching tips and his own experience.
The owner of Lime House Sushi and Ramen in New York, a world-famous restaurant, recommends three key leadership skills: communicating openly, valuing feedback, and prioritising quality control. She explains that Lime House isn’t just about making food or serving customers—it’s also about helping team members grow, both personally and professionally. The leaders their support everyone in sharing new ideas, learning more, and developing their skills.
Morgan Hotel shows similar values. Its leaders help employees with all kinds of problems, from financial issues to work-related concerns. The hotel also maintains a consistent dress code, which is all-black attire, as shown in Figure 2.

 



Challenges faced in the Morgan Hotel
Morgan Hotel has faced many challenges during COVID-19, Brexit, and rising competition. Its main competitor is the Marriott Hotel, so it must maintain high standards to stay among TripAdvisor’s top hotels (Figure 4, Morgan’s Hotel, 2025). Food waste is another issue, costing profits and harming the environment. Malik et al. (2024) report that 18% of food bought by UK hospitality is wasted, mainly during preparation, from leftovers, and spoilage.
Technology, especially Artificial Intelligence (AI), plays a big role at Morgan Hotel for check-ins, orders, and communication. While AI can reduce costs and improve service, it is costly to implement, raises privacy concerns, and may worsen staff shortages (Zahidi et al., 2024).
Staff shortages have been significant, especially during the pandemic when the hotel lost about half its workforce and had to advertise vacancies (Figure 5, Morgan, 2020). The UK hospitality sector saw a 90% drop in business in 2020 and slow recovery since, with earnings 25% below average (Ramuni, 2021). Post-COVID, Morgan Hotel continued hiring (Figures 5–7).
Rising costs have also impacted the business. Neish (2025) notes a 28% price increase across 2024 and 2025 due to wages, global issues, and inflation. Brexit caused staffing challenges as many European workers left, making recruitment harder (Butler, 2021).
Finally, the ongoing Russia-Ukraine conflict adds pressure, causing rising costs and staff shortages in the sector. While Morgan Hotel is less affected, others report 2–3% business losses due to these challenges (Price, 2022).


Troubleshooting and problem-solving skills in the Morgan Hotel

Morgan Hotel has one major problem: food waste. This could be resolved quite easily by using smaller portion sizes or implementing a weighing system, where food is weighed before cooking or serving. According to Filimonau et al. (2023), most chefs understand that food waste is harmful to the environment and costly for the business. However, some chefs still discard food due to strict policies that do not allow the reuse of leftovers. The authors suggest that chefs need more training in creative and sustainable cooking, and that restaurant owners should support this through improved policies. They also recommend giving chefs more freedom to create sustainable dishes, alongside better education and support on reducing food waste.
Another article notes that hotels and restaurants also face challenges such as customer complaints, staff shortages, equipment failures, and supply chain disruptions. To address these issues, Fernan and Filbert propose a step-by-step approach to improvement. They also highlight the importance of using the right technology to better understand customer needs, as well as the need for proper staff training to ensure smooth service. Ultimately, these efforts contribute to better service and greater customer satisfaction.


Information Management and POS System of the Morgan Hotel
Morgan Hotel keeps its stock rotation up to date every three days. Stock requirements for both the front and back of house are recorded manually on paper. The hotel has a strong partnership with Castell Howell, their supplier, who ensures that all ingredients are delivered on time, as shown in Figure 9 (Castell Howell, 2025). According to Miller (2021), it is very important to maintain stock levels to avoid running out of supplies during busy periods. Effective stock management also reduces waste, maximises profits, and ensures smooth service with all orders fulfilled. Miller also suggests that good stock management software can help businesses restock when supplies are low, improve profit margins, and easily monitor venue performance.
Another article by McLeod (2023) states that good stock management is essential in the hospitality industry. It involves tracking inventory, managing costs, and responding quickly to price changes. This approach helps businesses stay profitable and ensures that customers receive what they want, when they want it. Effective stock management keeps the business running smoothly and maintains high levels of customer satisfaction.
Morgan Hotel also collects feedback from both customers and staff to improve service and meet expectations. Customer feedback is considered very important, as it helps the hotel stay on track. According to DeMers (2024), whether feedback is positive or negative, it helps businesses understand what customers want and address issues quickly. For example, if a shower has low water pressure or is broken, guest feedback may lead to immediate repairs or relocation to another room.
Payroll at Morgan Hotel is processed monthly, with hourly wages paid directly into employees’ bank accounts. According to Wright (2023), running payroll in a restaurant can be complex due to changing staff hours and regulations. Payroll software simplifies the process by tracking hours accurately, ensuring correct payment, complying with legal requirements, and avoiding costly errors. This not only saves time but also keeps employees happy and ensures the business operates efficiently.
Morgan Hotel uses the Square POS system for events, which helps keep event details current and is user-friendly for staff, as shown in Figure 11 (Square, 2025). The hotel also uses a customised Property Management System (PMS) from Guestline called GuestStay Kiosk for check-in and check-out. This system is easy to use and allows for contactless service (Guestline, 2025).
According to Hollander (2024), a Hotel Point of Sale (POS) system is used to process payments in hotels, restaurants, and other outlets. It does more than just handle transactions; it also connects with the hotel’s main system, allowing guests to charge expenses to their room. This integration makes operations smoother for staff, helps the hotel track guest preferences, manage inventory, and deliver a better overall service.
The Property Management System (PMS) is the core system that hotels use to manage guest journeys from check-in to check-out, including room details and payments. According to Stripe (2024), the POS system functions like the brain of restaurant operations. It processes orders, handles payments, tracks stock, schedules staff, and supports loyalty schemes. Earlier POS systems were based on local computers, but most are now cloud-based, offering more flexibility and remote access. Choosing the right POS system means finding one that is easy to use, hardware-compatible, and well supported. A good POS helps restaurants serve guests faster, manage better, and grow smoothly.
Finally, Morgan Hotel uses Castles payment methods at check-out, which help track transactions more efficiently and improve customer satisfaction, as shown in Figure 12 (Castles, 2025).

Self-Reflective and Skills Development of the Morgan Hotel
Working at Morgan Hotel was a fun and rewarding experience. I learned how to stay calm under pressure, communicate effectively with others, and work as part of a team. I also had the opportunity to use systems like POS and PMS, which helped me understand how technology supports hotel operations. Setting up for events taught me the importance of planning and attention to detail. The team was friendly and supportive, and I made great friends along the way. This experience boosted my confidence and provided me with valuable skills for the future.



Conclusion
In conclusion, running a successful restaurant like Morgan Hotel requires strong leadership, effective teamwork, and the smart use of systems. This report examined how the hotel manages challenges such as food waste, staffing issues, and rising costs while maintaining high service standards. My experience demonstrated the importance of collaboration, listening to feedback, and using the right tools to keep operations running smoothly.
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Morgan Hotel Private Event as Fine Dinning (Morgan Hotel, 2025).

Figure 2 
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Morgan Hotel Staff Uniform (Morgan Hotel,2025b).




Figure 3
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Hierarchical Structure of Morgan Hotel, It’s same as this (Edrawmax, 2025).

Figure 4
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Morgan Hotel on the Tripadvisor Travellers’ Choice Awards (Morgan Hotel, 2025).








Figure 5
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Morgan Hotel After Covid hiring Staff (Morgan Hotel, 2023).

Figure 6
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Morgan Hotel Covid 2020 Notice to Public (Morgan Hotel, 2021).
Figure 7
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Morgan Hotel Covid 2020 Notice to Public (Morgan Hotel, 2020).
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Loss in profits during covid and the impact it happened in hospitality industry (Ramuni, 2021).
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Ordering List for restocking at Morgan Hotel.

Figure 10
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Suppliers contact numbers at Morgan Hotel.
Figure 11
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Square POS system for events.
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Morgan Hotel GuestStay Kiosk PMS (Morgan Hotel, 2025b) 
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MORGANS

SWANSEA

We currently have vacancies available for the following positions;

IFyou feel that you have the skills for one of the above positions and wish to apply,

please email your CV and Covering Letter to Merron@swansea.com.
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MORGANS

SWANSEA

Morgans hotel is currently accommodating key
workers. Due to this, and to keep our guests
and staff safe, the hotel will remain closed to the
general public until January 2021.

We thank you for your custom and look forward to
welcoming you back in the new year.

For any enquiries please contact us on
01792 484848 or via emalil
reception@morganshotel.co.uk

We apologise for any inconvenience caused.




image7.jpeg
MORGANS

A MESSAGE TO OUR CUSTOMERS:

We are sorry that the outbreak of Covid-19 has affected so many of your
potential plans. We want to re-assure you that at Morgans Hotel we are doing
all we can to ensure that all our guests and staff members are very well looked
after and protected.

We are receiving updates from the Public Health Wales and W.H.O as they go live.
We hold a 5 star hygiene rating and have implemented all of the suggested
protocols as a priority.

If we receive any instructions that will affect our guests reservations, we will contact
them immediately to let them know.

We have flexible terms in place, with free amendments, if you decide to postpone
your room reservation or function that is booked with us.

For those with upcoming Weddings, please don't hesitate to contact Georgina
directly, if you have any queries.

Our doors are open and we continue to welcome our guests to our venue
and demonstrate our wonderful customer service, until instructed otherwise
by government officials.

We want to thank you all for your understanding and look forward to
welcoming you to Morgans.
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