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2. [bookmark: _Toc214629565]EXECUTIVE SUMMARY 
The business world is always in constant change, as its performance is based upon external factors such as politics, economics, social trends and technological evolution (Indeed Editorial Team, 2024). These factors do not only affect business performance but also deeper forces within an organisation such as management. These influences upon management are also described as contemporary issues in management, where the words contemporary stands for the current challenges and opportunities of an organisation (KhyatiKohli, 2025). A manager does not only monitor people, they’ve got so many other responsibilities which are not considered when a mistake is made, labelling them as a bad manager. However, in this contemporary era leadership management ranks in the top prioritized necessities of a manager 
3. [bookmark: _Toc214629566]
INTRODUCTION
The following document contains a commissioned report by Prezzo Trading Limited. Prezzo Trading Limited has been receiving a large rapport of complains regarding managerial practices across diverse functional areas within the Mumbles location in Swansea, Wales, which seem to have affected the performance of the organisation, its reputation as well as regular managerial practices during a very volatile period for the location.
The goal of this report shall lay upon creating a vigorous set of reconsiderations for their managerial strategies and processes in order to tackle the key areas of complaint and reintroduce the correct practices to re-establish harmony. 
To do so, this report will be looking at the evidence of complaints gathered through external parties as well as internal investigations in order to identify the key areas of complaint. Followed, it shall dive into the subject of management in a general stance of mind, correlating the evidence of complaints provided with the diverse complex subtopics of management. Likewise, it shall follow a similar approach in the succeeding section by contemplating the concept of leadership.  To finalise, it shall give a brief overview of the topic of Management Theory, in order to suggest alternative applicable theories for the organisation. 


4. [bookmark: _Toc214629567]COMPLAINTS
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The evidence provided displays how poor management across diverse points of interaction with customers within Prezzo, Mumbles, have provided them with a very negative reputation from their loyal customers. However, this written external complaint is just the tip of what is really going on within the organisation, as the main base of complaints derivate from their employees. After a series of private interviews with the current employees, there has been a distinguished similarity regarding some key complaints emphasising the confusion from the irregular managerial and leadership styles jumping from lez faire, democratic and authoritative depending on situations and actions, creating an unstable working environment with high uncertainty of managerial actions, which has been affecting employee performance.  



5. [bookmark: _Toc214629568]MAIN FINDINGS
[bookmark: _Toc214629569]5.1. MANAGEMENT 
[bookmark: _Int_7J7VODcN]In order to understand what issues management are facing in the current period, it is essential to have some perspective regarding what managers are and what managers do. The generalized description of a manager entails an individual in charge of a role in which their main objective is to ensure satisfying performance through other individuals (Academy, 2012). However, as simple as the role must sound, it entails the acquisition and adaptation to a variety of roles and skills in order to meet the prospects of the position. 
Traditionally, many academics relied upon Henry Fayol’s model of the five roles of management to describe the responsibilities of a manager, which entailed planning ahead of time including specific objectives and courses of action; organising the distribution of tasks in order to reach the aims from the plan; commanding or directing the employees in to the right direction; coordinating all the components and employees within the plan in order to avoid issues and conflicts, and lastly controlling, also known as monitoring progress and performance towards the goal (IntenseScholar, 2022). However, although it touches upon the main roles, it is a 184-year-old model which fails to deeply analyse the current contemporary managerial roles. It is not just a personal statement, many academics such as Henry Mintzberg, agree that it is not a suitable model for our generation, thus he decided to create his own model, in which the roles are extended to 10 rather than 5. According to Rossingol (2022) “Henry Mintzberg classified managerial roles based on their purpose. He developed 10 managerial roles and divided them in 3 categories, grouping the roles that share similar features. Some of these features can be applied to two or more roles at the same time.” (Rossingol, 2022). 
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(Eades, 2025)
Thus analysed, the report reaches the issues the managers with these roles might face from a contemporary perspective. Considering the probability of external factors to experience an increase in rapid change within this current generation, management must focus on a variety of new factor that puts them under a lot of pressure such as the adaptability to digital transformation and implementation, the increasing awareness to corporate social responsibility, the fundamentality of employee’s wellness and the importance of embracing that change as a few to mention (Cpatete, 2024). The way in which a manager reacts and depending on what decisions they make toward these issues, it will contribute to the success of the organisation or to its failure. 
For Prezzo, managerial roles are distributed amongst the three types of managers in terms of hierarchy, these being duty manager, assistant manager and general manager. In the case of duty managers, they role entails being present for the regular employees, where they are tasked with leading shifts and monitoring daily employee performance, which ticks all the boxes from Hayol’s model. The duty manager role makes them prone to encountering issues regarding employees well being, which additionally tasks them with an extra role entailing them to report these issues to the higher hierarchical roles. Follow comes the assistant manager role, in which as the name states, their main priority is to assist the general manager. This role might experiences extreme pressure due to task allocation, as they might be expected to fulfil some responsibilities which do not go in accordance to their role, but rather to the general manager role. Thus said, their main prone issue is adaptability to change, as there will be expectations for speedy reactions and adaptability to diverse tasks and situations. To finalize, the general manager role, entails all of the before mentioned plus a vast list of tasks which other employees are unaware of. The role of the general manager matches perfectly with Henry’s model, as all those roles are expected of this type of manager in Prezzo. Thus said, they are able to experience issues in all sorts of  managerial practices. 



[bookmark: _Toc214629570]5.2. LEADERSHIP
Over the years there have been some conflict regarding the role of a manager being assimilated to the characteristic of being a leader. It is indeed true that it is an important quality of a manager to be able to lead people as leaders are considered inspirational and motivational role models which gather people towards a common goal (University College Dublin, 2024).
[bookmark: _Int_DzLPMzJu]Although it sounds similar to the role of a manager, leaders, as previously mentioned focus more upon inspiring people to follow them, as per managers, they focus on achieving the designated goal through the managing and organisation of the people (Flint, 2023). Thus said, managers do not require to partake in leadership activities, as the individuals under their command will follow their directions regardless as they are paid and hired to do so (Phylip, 2019). However, this type of reasoning will categorize them as inadequate managers (Kraaijenbrink, 2022). In the case of leaders lacking managerial skills, they will create a poor environment for the people that are following them, categorizing them as unfavourable leaders (Mulcahy, 2023). Additionally, it is still debated thanks to the old Great Man Theory  that leaders are born with specific traits that make people naturally want to follow them, rather than skills that can be developed through learning (Sean McPheat, 2023) However, this claim has been rejected through the study of managerial leadership which as the name states, managerial leadership involves the combination of both practical managerial skills and inspirational leadership techniques, which can be accomplished thought various methods of study (EBSCO, 2023). 
A way of developing leaderships skills from a managerial perspective, it’s by contemplating what type of leadership style is currently being operated in the organisation, and whether this style is in the best interest of the organisations performance. The general categorization of leadership styles falls upon authoritarian style, which involves heavy abuse of power towards the employees of an organisation (Cherry, 2023); democratic style, in which participation from all the individuals is encouraged with an authoritarian figure present to make the final decision (National Society of Leadership and Success, 2022) and to finalise Laissez-faire, where managers provide their employees with a vast amount of autonomy in order to develop their problem-solving skills (Cherry, 2024). Correlated to this topic, from a contemporary perspective, leadership entails the adaptability to diverse difficulties of the world through modern social ethical theories and alliances (Roberts, 2025). This, similarly, to contemporary management, involves the adaptability to change, where management is inclining towards the prioritizing of building relationships through empathy and communication (People, 2025). In order to do so, managers need to become aware that for the purpose of keeping up to date with the contemporary evolution, they must absolutely disregard the use of an autocratic style within their organisation. 
However, it seems that unfortunately this type of leadership style is still being actively used. As one of the key areas of complaints mentioned, Prezzo seems to be experiencing extreme disruption regarding their management styles. According to the longest employees, managers have displayed a democratic leadership styles along the years, which considering that the business is in hospitality, is a great type of leadership as it requires constant input from regular employees in order  to identify issues and decided how to tackle them. However, this past year, with the new on boarding of diverse members this styles has began to fluctuate. According to one of the youngest members of the team, they have been feeling discomfort regarding the new management, describing it is fear of being off boarded if not listened to. This entails extremely poor leadership, as management is instigating fear through their managerial practices rather than harmony.
[bookmark: _Toc214629571]
5.3. THEORY OF MANAGEMENT
Management 	theory is the generalized compression of a variety of theories interconnected with the intention of providing strategies for efficient performance within an organisation (CFI, 2022).  These theories are systematically divided into four main managerial theories, these being classical theory, human relations theory, systems theory and contingency theories. 
According to Pappas (2024), classical management theory “focuses on a hierarchical structure, specialized job roles, and one single leader who picks skilled employees to perform specific tasks. High productivity and increased profits are the main goals, while only material and monetary employee needs are satisfied.” (Pappas, 2024). Furthermore, within the classical management theory, many academics have created their own sub-categorical theories which resonates with the definition of the said classical theory. The most notorious theory within classical theory is the scientific management theory by F.W. Taylor, which consists in the use of scientific practices in order to analyse the issues affecting the relationship between workflow and labour performance (Lumen , 2023). This is just one of the many theories which have been created with the purpose of increasing the performance of an organisation, which in a deeper analysis state that workforce satisfaction is of extreme significance to achieve so. 
However, Classical theories would be of extremely poor use to Prezzo. This is due to the fact that in Classical management theories workers are perceived as components of a  machine in order for it to function. 


6. [bookmark: _Toc214629572]CONCLUSION
To conclude, not all managers are leaders, and not all leaders are managers, but a combination of the two would provide extremely favourable environmental conditions for employees leading to constant and profitable growth for the organisation. However, many considerations need to be taken into account when developing leaderships skills from a managerial perspective, such as workplace culture and the systems which work for the organisation. 




















7. [bookmark: _Toc214629573]RECCOMENDATONS
Prezzo has got a lot of sectors to improve on starting from management.
Firstly, It is recommended that a meeting or an anonymous complaints box is set up in order to identify other potential issues that might cause effect upon employees and third parties. 
Followed, there shall be some assessments regarding the level of training each manager has achieved and how their practices are affecting the current organisational structure. 
This will allow for understanding on what each manager believe their role within the organisation is to assess whether they are in an understanding that they role is to command people disregarding the process of management. Similarly management  might be under the impression that a good relationship with the employees it is no necessary, and that they must follow their absolute command as they are paid and hired to do so, in which case it would be recommended that further training regarding managerial leadership is carried out. 
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Bearing in mind, I'm not an impolite person at all. I've worked in hospitality, hated it and would never o it
‘again so | respect people who do. Because it's HELL

Anyway, we finish our mains and a different waitress asks us if we'd like a dessert menu. | laughingly joke
that we're being kicked out but ask If there was the other table to move to. She told us to take our time
Where we were and apologises for the manager. She then goes over and speaks to the manager when a
Iarge table of 13 comes in. | watch him explain to the group that their table isn't ready and then turn and
POINT AT US while the girl he was explaining to looks at us and shakes her head. So he’s obviously
given them some rubbish story about thelr table not being ready because of us. They then went to wait
outside and were peering through the window at us the whole time we were eating our dessert

The waitressdiiJBB=hink she was called) was very apologetic on behalf of the manager and she was
really lovely.

We'd said we would move but were told to take our time @) Interesting and slightly amusing that the.
manager was prioritising a large table (and the alcohol sales) when the booking tumed out to be a group
ofkids.

We finished up after getting glares from a bunch of kids and the manager. Then on the way out he
sarcastically goes “Thanks for understanding” @

It's a shame because this is one of our local restaurants (we live over the road) and you couldn't pay me
to come back after this. Literally such a rude man.

Food: 4/5 | Service: 2/5 | Atmosphere: 1/5

Seating type
Indoor dinina area. Outdoor patio / terrace
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We recently visited for our first meal out in months after having a baby. We booked a table for a Saturday
night at 5pm online. When we arrived (on time) we were greeted (term used loosely) by the manager who
was already rude on arival, didn't even look up at me and just said “yes” with a patronising nod. | advised
we had a booking and he didn't acknowledge me other than telling me they need the table back by
7pm. | understand there’s time restrictions on tables on busy evenings so said this was fine and sat down.

We hadn't even been sat down for 30 seconds when he sent one of the waitresses over to take our drinks
order. We advise we needed 2 minutes as we hadn't even taken our jackets off yet let alone opened a
menu. The manager himself then came back over and | handed the menu to another member of our party
to order their wine and he stood, mouth open, tapping impatiently as if we'd literally just taken an hour to
order our drinks. Already his attitude is grating on me. He asks at the same time if we're ready to give our
food order. Again, | ask for a few more minutes.

They then take agesss to come back @ sod's law. The food didn'tfly out the door but wasn't too siow.
We received the wrong starter and wrong side with our mains so it took a few moments to resolve that but
still sorted quickly. Food was yummy and we had no qualms with any of it whatsoever.

1 wasn't eating super slow but | am breastfeeding so | couldn't eat as quickly as we would've like to give
the table back in time. At 18:40, the manager comes back over (while we're ALL still eating) and very
bluntly asks if we're going to be longer than 7pm because he'll have to move us to a different table. We
say we're not sure because we're still eating but will move if stilthere at 7. At which point he walks off.

Bearing in mind, I'm not an impolite person at all. I've worked in hospitality, hated it and would never o it
‘again so | respect people who do. Because it's HELL
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