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Introduction
This assignment explores leadership, management, and the effective handling of knowledge and information within my hair salon business, which is based in Swansea. The salon has now been operating for three years and has grown steadily from a small team of just myself and one stylist to a full workforce of five people who all play vital roles in our daily success. We have three senior stylists who each bring their own strengths and specialisms to the business, one junior stylist and apprentice who is learning and growing with us, and a receptionist who keeps our front of house running smoothly and our clients feeling welcome from the moment they step through the door. As the owner-manager, I oversee every aspect of the business from daily client services and staff supervision to financial planning, business development, and maintaining the highest professional standards across everything we do.
We serve a broad cross-section of the local community in Swansea, offering a complete range of services including precision cutting for all hair types, creative and technical colouring, event styling, specialist hair treatments, and dedicated bridal hair packages for weddings and special occasions. We have built a strong and trusted reputation through consistent hard work, excellent client care, positive word-of-mouth recommendations, and an active social media presence that showcases our work and connects us directly with people across the area. As the business has continued to grow and our client base has expanded, I have realised that establishing clear and consistent approaches to leadership alongside properly structured knowledge and information management systems is essential for our continued success and long-term stability.
The purpose of this assignment is to apply established leadership and management theory to the real-world running of an active and busy local salon. It examines how I lead, support, and motivate my team, how daily operations are managed and monitored, how knowledge and information are captured, shared, and used to improve our performance, and where I can develop my own skills and approaches to benefit both myself and the wider business. The discussion draws on recognised leadership models including transformational and transactional leadership, core management frameworks, and contemporary knowledge management principles. By grounding the analysis entirely in my own workplace experience, this work demonstrates how academic concepts translate directly into practical action and shows how strong leadership combined with careful information handling forms the solid foundation of a sustainable and forward-looking small business.
Leadership Styles and Application in the Salon
It is important to distinguish clearly between leadership and management because the two are often confused or used interchangeably but serve distinct and equally important purposes. Kotter (1990) explains that management focuses on planning, organising, and monitoring resources to ensure consistent and reliable results day after day, while leadership is about setting a clear direction, inspiring confidence, and building shared commitment toward longer-term goals and shared values. In a salon environment, technical skills and creative ability are naturally very important, but they are not sufficient on their own to build a successful business. The team needs guidance and motivation to do their best work and the business needs organisation and oversight to keep standards high, clients happy, and finances healthy. Both sets of skills are required, and they work best when used together.
Transformational leadership, developed by Bass (1990), provides a particularly relevant framework for our creative and people centered environment. It is built on four key dimensions that all contribute to building an engaged and motivated team. These are idealised influence where the leader acts as a credible and consistent role model, inspirational motivation where a clear and compelling vision is communicated to everyone, intellectual stimulation where team members are encouraged to think creatively and contribute their own ideas and suggestions, and individualised consideration where each person is supported according to their unique strengths, needs, and career aspirations. This approach complements rather than replaces transactional leadership, which operates through clear agreements and expectations such as linking rewards to agreed targets or addressing underperformance directly and fairly. Research suggests that the most effective leaders combine elements of both styles. They use transactional structures to provide stability, clarity, and fairness while drawing on transformational approaches to inspire genuine loyalty, creativity, and commitment (Bass and Avolio, 1994).
My own approach is predominantly transformational with a necessary transactional foundation. I make a point of regularly communicating our shared vision that we exist not just to style hair, but to ensure every single client leaves our salon feeling confident, comfortable, and valued. I involve the team in meaningful decisions that affect their work such as introducing new product ranges, adjusting opening hours, or developing new service packages. During a particularly busy bridal season earlier this year, we faced a high volume of bookings alongside our regular clients, and the schedule was becoming difficult to manage. Instead of simply issuing instructions from the above, I gathered the whole team together to discuss the situation and invite their ideas. They designed a new workflow and booking structure that worked far better than anything I could have created alone. Their solution reduced double-bookings significantly and boosted morale because they felt trusted, listened to, and invested in the success of the business.
I also place strong emphasis on individual development for every member of the team. Our apprentices receive dedicated weekly coaching sessions alongside a clear and structured progression plan, so they always know what they are working toward. When one of our senior stylists lost confidence following a challenging interaction with a client, we sat down together to talk through what had happened and built a personal improvement plan focused on consultation skills and confidence building rather than simply addressing the incident as a mistake. At the same time, commission rates, performance targets, and attendance standards are all clearly documented and applied consistently to everyone, so there is fairness and transparency across the business. Reflecting honestly on my practice, I have identified areas where I can improve. When I am under pressure or the salon is extremely busy, I sometimes shift into a more directive and task-focused style which can leave the team uncertain about expectations or less likely to speak up. I also tend to retain control over certain responsibilities such as scheduling and stock ordering, which limits opportunities for others to develop new skills and adds unnecessarily to my own workload. Moving forward, I will make a conscious effort to communicate consistently even during busy periods and gradually delegate specific responsibilities to team members so they can build ownership and grow in confidence.
Management Roles, Skills and Daily Operations
Mintzberg (1973) identifies ten distinct, but interconnected management roles grouped into interpersonal, informational, and decisional categories that apply across every workplace regardless of size or industry. Interpersonally, I act as figurehead when representing the salon at local business events or building links with community groups, leader when guiding, supporting, and developing the team, and liaison between staff, clients, suppliers, and other external contacts. Informationally, I monitor client feedback, performance data, and industry trends, share essential updates and important information with the team, and speak publicly on behalf of the business. In decisional terms, I act as entrepreneur when exploring new services or opportunities for growth, disturbance handler when resolving unexpected issues from client complaints to staffing shortages, resource allocator when managing budgets, appointment capacity, and materials, and negotiator when agreeing terms with suppliers or discussing development plans and pay reviews with staff. All these roles feature throughout an average working day and often overlap as different situations arise.
Daily salon management rests on four interlinked pillars that keep the business running smoothly and sustainably. These are operations, staffing, client experience, and financial oversight. We use cloud-based booking software to manage appointments efficiently, send automated reminders to clients to reduce missed visits, and maintain a central and easily accessible record of client preferences, service history, and important notes. Revenue, expenses, staff commission, and retail sales figures are monitored and reviewed monthly alongside average spend per client and repeat booking rates so I can see exactly how the business is performing and identify any trends or areas that need attention. Health and safety procedures covering hygiene standards, chemical handling, waste disposal, and emergency protocols are clearly displayed in the salon and reviewed regularly in team meetings, so everyone understands their responsibilities and we maintain a safe and professional environment at all times. Product stock levels are monitored weekly, and orders are placed carefully to balance cost efficiency with reliable service delivery, so we always have what we need without tying up too much capital in unnecessary stock.
When challenges arise or decisions need to be made, I have found it most effective to follow a structured and thoughtful approach. This involves defining the issue clearly and gathering all relevant information before considering possible solutions, implementing changes, and reviewing the outcome to see what difference has been made. For example, when retail sales fell by 15 percent over a two-month period, I did not rush to introduce new targets or change anything immediately. I reviewed sales reports to understand exactly when and where the drop had occurred and then spoke individually with each team member to understand their perspective. I discovered that staff were not uncomfortable recommending products because they lacked knowledge, but because they were unsure how to do so without appearing pushy or annoying. We ran practical workshops focused on natural and helpful product recommendations and introduced a supportive recognition scheme rather than a punitive sales target. Within six weeks retail performance had recovered fully and the team felt much more confident discussing products with clients. This experience confirmed that effective management depends on understanding the real root causes of issues rather than just addressing visible symptoms.
Knowledge Management and Information Skills
Knowledge management is the systematic process of creating, capturing, sharing, and applying knowledge to improve organizational performance, and in a service business like ours it is arguably our most valuable and distinctive asset (Alavi and Leidner, 2001). It is helpful to distinguish between two main forms of knowledge. Explicit knowledge is formal and documented information such as client records, standard procedures, product guides, and training materials. Tacit knowledge is personal, experience-based insight that is often harder to put into words such as how to make a nervous client feel at ease, which colour formulation works best on a particular hair type, or how to adjust your approach when someone is having a difficult day. Tacit knowledge is what makes our service feel personal, caring, and different from every other salon, but it is also the most vulnerable because when people leave their knowledge leaves with them unless it has been actively shared or recorded in some way.
Our current systems are summarised below and show where we have strong foundations already in place and where important gaps remain that I plan to address.


	Area
	Explicit Knowledge Systems
	Tacit Knowledge Sharing

	Client records
	Digital system storing contact details, service history, colour formulations, allergies and preferences
	Verbal handovers, informal advice and tips shared between stylists between clients

	Procedures
	Written SOPs for hygiene, consultations, complaints and emergency situations
	Live demonstrations, shadowing, peer coaching and example setting

	Product knowledge
	Manufacturer leaflets, digital training modules and ingredient information sheets
	Group practice sessions, staff training days and shared experience

	Financial data
	Monthly sales reports, payroll records and expense tracking
	Limited and mostly held in my own experience rather than shared with the team




We have introduced a short technique share slot in our weekly team meetings where one person demonstrates or explains a skill or approach; they have found particularly effective. This has already encouraged more open exchange and built confidence across the team. Even so, important areas need improvement. Colour formulations and service notes are not always recorded in a consistent format, so if the stylist who originally created a specific look is away, it can be difficult to replicate it exactly for the client. The detailed data our booking system collects is also underused. I can see the numbers, but I do not yet use them fully to identify patterns, plan quieter periods, or personalize our service to regular clients. Leadership behavior directly shapes the culture of knowledge sharing across a team. When I model openness and actively invite and value input, others are far more likely to contribute to their own ideas and expertise.
Information literacy, which is the ability to find, evaluate, use, and protect information responsibly, has also become increasingly important particularly as we hold personal and sensitive data for every client. We comply fully with UK GDPR requirements by obtaining clear consent for record keeping and marketing communications, ensuring all digital records are securely password protected, retaining data only as long as necessary, and making sure every team member understands their role in keeping client information safe and confidential. Planned improvements include creating a central shared digital folder where all documentation, guides, and templates will be stored so everyone works from the same up-to-date information, introducing structured ways to capture tacit knowledge such as short practice demonstrations and best practice notes, holding monthly team reviews of key performance metrics so everyone understands how the business is doing and can contribute ideas, and documenting all critical processes so knowledge is not concentrated in one person whether that is me or another team member.
Leading Teams, Communication and Staff Development
The culture of our salon is defined by the shared values, attitudes, and expectations that shape how we work together and how we treat our clients. Building a positive, professional, and supportive environment is one of the most important responsibilities of my leadership role. My priorities are consistency where standards, opportunities, and recognition apply equally to everyone regardless of experience or role, open communication where people feel safe to speak up and be heard, genuine recognition for hard work and progress, and clear progression paths so every team member can see a future here rather than feeling they have to leave to advance their career. We have defined stages from apprentice to junior stylist, stylist, senior stylist, and lead stylist with clear milestones and expectations at each level. These elements together create an environment where people feel valued, respected, and accountable.
Effective communication flows through both formal and informal channels and is the foundation of a happy and productive team. Weekly Monday morning meetings set up priorities and share important updates; regular one-to-one reviews discuss individual progress and development, and an open-door policy means anyone can come to me with concerns or ideas as they arise. I also rely on quick daily check-ins and informal conversations between appointments to keep everyone aligned. I place particular emphasis on active listening which means taking the time to understand fully what someone is saying before I respond, especially during difficult conversations or when addressing sensitive topics. Barriers I have faced include quieter team members being less likely to contribute in group settings and my own tendency to rush into conversations when I am busy or distracted. I am addressing these by inviting quieter members of the team to share their views directly, scheduling longer meetings when important or sensitive topics are being discussed and making a conscious commitment to be fully present during conversations rather than dividing my attention.
Continuous professional development is absolutely essential in the hair industry where techniques, products, trends, and client expectations evolve very quickly. Every new team member receives a thorough induction covering salon standards, product knowledge, client care, health and safety, and our specific ways of working. Our apprentice follows a structured programme combining college attendance with practical learning and supervision in the salon. All staff have opportunities to attend external training workshops with industry experts several times a year alongside in-house peer learning sessions where they teach each other new skills or approaches. Every person also has a personal development plan that sets out individual goals and reviews progress quarterly, so training is always relevant and targeted to their own career path. Balancing the cost and scheduling of training with the need to keep the salon fully staffed and open for clients is an ongoing challenge. I am addressing this by introducing more in-house learning sessions during traditionally quieter periods and using approved online training modules that people can complete flexibly around their shifts.
Challenges, Improvements and Future Plans
Running and growing the salon has brought great satisfaction and pride alongside real and significant challenges. These are summarised in the table below with the impact each has had and the responses I have put in place or planned.

	Challenge
	Impact
	Response

	Unexpected departure of a senior stylist earlier this year
	Lost knowledge and experience, increased workload for remaining team, uncertainty and anxiety among staff
	Standardised handover procedures, accelerated knowledge capture systems, open team discussion about concerns and next steps

	Economic pressure meaning some clients visit less often or choose lower cost services
	Lower revenue, uncertainty about future income
	Carefully designed value packages, loyalty scheme to reward regular clients, targeted social media marketing highlighting our quality and care

	My own time management with too much focus on daily tasks and administration
	Limited time for strategic planning and business development, personal stress and risk of burnout
	Delegate specific roles to trusted team members, block dedicated strategic thinking time in my weekly schedule

	Knowledge silos where some individuals keep techniques or information to themselves
	Inconsistent client experience, slower development of junior staff, missed opportunities to improve
	Embed sharing in our culture, recognise and reward collaboration, standardise and document best practice



To address these areas systematically and ensure real progress, I have developed a clear personal leadership development plan with specific actions and timelines. I will work to pause and seek input from the team before making decisions especially under pressure, with the aim of making this consistent habit within the next few weeks. I will delegate stock control and ordering to one senior stylist and social media coordination to another within the next two weeks, giving them clear authority and responsibility for these areas. I will block two hours of protected time each week specifically for planning, data analysis, and business development starting immediately. I will launch our shared digital knowledge hub within one month so all important information is centralised and accessible to everyone. Success will be measured through increased participation and ideas from the team, independent completion of delegated tasks, updated written business plans and clear targets, and full team access to our shared resources.
Looking ahead over the next twelve to twenty-four months, my vision is for a stronger, more resilient salon built on clear systems, shared knowledge, and a team that grows together. I will consolidate our current progress by fully embedding the new knowledge management and information practices so they become part of our normal daily routine rather than something extra we do occasionally. I plan to expand our apprenticeship programme to bring in and develop new talent and increase our capacity for growth. I will make greater and more confident use of the data we collect to personalise client service, identify opportunities, and target our marketing effectively. I will also establish a clear leadership pipeline so senior team members can take on genuine management responsibilities and share in the future direction of the business. My goal is sustainable growth built on shared ownership and consistent high standards rather than just increased revenue. I want to build a resilient business that serves clients well, supports every member of staff to develop and progress, and contributes positively to the local community here in Swansea for many years to come.
Conclusion
Writing this assignment has given me the valuable opportunity to step back from the busy daily running of the salon and examine my practice as a leader and manager through established and recognised frameworks. It has confirmed that effective leadership is not about following one fixed style but balancing approaches appropriately. It means using transformational methods to inspire, unite, and encourage the team while maintaining clear transactional structures that ensure fairness, consistency, and reliability. It has also highlighted clearly that knowledge is our most underappreciated and valuable asset. Managing it well means capturing not just written records and standard procedures but the practical experience, insight, and care that make our service feel personal and distinctive. Systems such as booking software, financial reports, and training resources are only tools. Their real value depends entirely on how well they are understood, used, and shared across the whole team.
I have also recognised that my own development as a leader is an ongoing process rather than something I will finish. Learning to delegate confidently, communicate consistently even when busy, and plan strategically rather than just reacting to events are habits I will continue to build and improve. Ultimately, leading and managing a hair salon is about far more than cutting and styling hair. It is about guiding people, organising information, and nurturing a culture where everyone feels supported, respected, and able to do their best work. True leadership is not about being perfect or having all the answers. It is about being clear, consistent, committed, and willing to grow alongside the team you are leading.
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