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Management and Leadership in Restaurant Operations: A Critical Reflection on Placement at Cinnamon Kitchen
1. Introduction
This report presents an analytical and reflective account of my placement at Cinnamon Kitchen, a contemporary Indian restaurant located in Port Talbot. The report aims to evaluate the application and development of core competencies within the field of management and leadership in hospitality. The critical themes addressed include self-management, task and operational management, initiative and problem-solving, communication, and the application of information systems. In doing so, it draws on contemporary academic literature and models relevant to the hospitality industry. Reflection on the experiential learning process and implications for future career development are also explored, in line with level 5 assessment criteria.
2.Organisational Overview
Cinnamon Kitchen is a vibrant, high-end Indian restaurant on the Aberavon sea front. It has earned local acclaim for its fusion of traditional Indian cuisine with modern aesthetics and service (Cinnamon Kitchen, n.d.). My role during the placement involved both front-of-house operations and elements of managerial support. The establishment prides itself on providing exceptional customer service, achieved through strong leadership, operational efficiency, and team collaboration. The restaurant operates in a dynamic environment, with demands for rapid decision-making, customer engagement, and consistent quality standards.
3.Self-Management and Development
Effective self-management is a fundamental skill in any professional setting, especially in hospitality, where adaptability and resilience are constantly tested (Armstrong and Taylor, 2023). During my placement, I confronted challenges around time management, stress regulation, and balancing operational duties. Drawing on Covey and Covey (2020)time management matrix, I prioritised urgent but important tasks, particularly during peak service times. For instance, at Cinnamon Kitchen, I had to swiftly coordinate table turnovers and manage guest expectations during a fully booked dinner service, ensuring both efficiency and guest satisfaction under pressure.
According to Kolb (1984) experiential learning cycle served as a reflective model for personal growth. A particularly instructive experience occurred when I miscommunicated a table's order, leading to a 20-minute delay and customer dissatisfaction. Using Kolb's framework, I reflected on the situation, conceptualised better strategies (e.g., confirming orders with customers), and tested this learning during subsequent shifts. The process improved my confidence and reliability.
Emotional intelligence, particularly self-awareness and self-regulation as identified by Goleman (2020), was another crucial area. Managing stress during understaffed shifts and learning to respond constructively to criticism helped me build stronger relationships with colleagues. According to CMI (2023) supports this, noting that leaders with high emotional intelligence foster better teamwork and retain staff more effectively.
4.Task Management and Operational Planning
Task management in hospitality requires coordinating diverse responsibilities while maintaining service quality. Slack, Brandon-Jones and Burgess (2022) define operations management as the efficient transformation of inputs—such as staff, ingredients, and time—into outputs like customer satisfaction and revenue. During my placement at Cinnamon Kitchen, I regularly handled scheduling, oversaw table turnover, responded to customer queries, and ensured hygiene standards were met. One practical example involved managing operations during a themed "Seafood Saturday" event. Anticipating higher footfall based on prior reservation data, I proactively adjusted staff rotas to ensure full coverage, briefed the kitchen team on time-sensitive dish preparation, and coordinated with front-of-house staff to stagger bookings and reduce customer wait times. As a result, the restaurant maintained a smooth service flow, received several positive reviews on social media, and exceeded its average Saturday revenue by 18%. This experience underscored the value of pre-emptive planning and cross-functional coordination in delivering consistent service quality under pressure. One incident highlighted my ability to apply situational leadership (Hersey, Blanchard and Johnson, 2013). During a busy buffet evening, the kitchen was overwhelmed, and I observed that orders were delayed. By reassigning a junior waiter to assist with drink orders and manually handling customer complaints, I adapted leadership style based on team maturity and task complexity. This aligns with the leadership continuum model (Tesone, 2022), where decision-making flexes between autocratic and democratic styles based on context.

Additionally, implementing a colour-coded preparation checklist improved efficiency. This lean management approach, inspired by Toyota Production System principles (Toyota, n.d.), minimised waste and streamlined preparation.

5.Communication and Interpersonal Effectiveness
Effective communication is a linchpin of leadership and operational success (Clampitt, 2027). My placement underscored the need for both verbal and non-verbal communication in managing internal teams and external customers. Using  communication theory, I became more mindful of tone, posture, and facial expression, especially when delivering instructions or managing customer concerns.
A conflict between kitchen staff and servers over misaligned allergen procedures revealed a significant communication breakdown during my placement at Cinnamon Kitchen. The issue arose when a dish containing dairy was mistakenly served to a lactose-intolerant customer, highlighting the lack of a consistent allergen-checking system. Tensions between the kitchen and front-of-house staff escalated as each side blamed the other, undermining team morale and customer trust. Recognising the urgency of the situation, I facilitated a cross-departmental meeting to clarify responsibilities and redesign communication protocols. Drawing on feedback loops as described by Argyris and Schön (1996), we implemented allergen-checking cards that required dual verification—first by the server and then by the kitchen expeditor—before dishes were released. I also introduced a shared allergen reference chart in both prep and service areas and recommended a weekly briefing to reinforce procedures. These changes fostered clearer accountability, improved compliance, and significantly reduced allergen-related incidents over the next two months. Staff feedback during subsequent debriefings reflected improved inter-team trust and confidence in the revised system.
Additionally, I adapted my communication style depending on the audience. With seasoned colleagues, I used a consultative approach; with new hires, I opted for directive, step-by-step guidance. Ruël and Lombarts (2020) highlight that flexible communicators build better rapport and reduce ambiguity.
6.Initiative and Problem-Solving
Proactivity and initiative are hallmarks of effective hospitality leadership (Rescalvo-Martin et al., 2024) During my placement, these qualities were tested when faced with last-minute staff shortages, equipment malfunctions, and dissatisfied guests. Additionally managerial roles framework categorises leaders as disturbance handlers, resource allocators, and negotiators—roles I had to assume repeatedly.
For instance, one Saturday evening, a dishwasher broke down mid-service. Rather than delay orders, I recruited a junior waiter to assist in manual dishwashing and temporarily modified kitchen workflows. This swift reallocation of duties prevented service disruption. Drucker (1985) argues that entrepreneurship within organisations—"intrapreneurship"—relies on such real-time problem-solving.
Another example involved proposing the digitalisation of the inventory process using EPOS data. This initiative reduced manual errors and improved order forecasting. Research by Kostuch Media Ltd (2024)supports this, noting that data-driven decision-making boosts operational agility and customer satisfaction.
7.Use of Information Systems and Analytical Tools
Cinnamon Kitchen employs an integrated EPOS system that tracks sales, orders, and staff hours. My familiarity with this system increased over time, enabling me to interpret real-time sales data, monitor inventory, and track staff efficiency. Ruël and Lombarts (2020)assert that such systems are vital for data-informed management.
A practical application of data analytics occurred when I undertook an analysis of slow-moving menu items using the EPOS reporting system. Sales data highlighted those two starters had consistently low turnover over a six-week period, contributing minimally to overall revenue. After correlating this with qualitative customer feedback, I proposed discontinuing these dishes and introducing seasonal alternatives that aligned more closely with customer preferences. The change led to a 15% increase in starter sales the following month. This outcome illustrates the value of real-time, data-driven decision-making in hospitality operations. As highlighted by Ruël and Lombarts (2020), data analytics empowers managers to make informed adjustments that enhance customer satisfaction and operational efficiency. Moreover, stresses that leveraging digital insights in menu design and forecasting is essential in responding to fast-changing consumer demands in the post-pandemic landscape (Popovich, 2021).
Customer feedback forms also provided qualitative data, identifying recurring complaints about waiting times. I synthesised these findings with EPOS timestamps to propose a dual-server rotation during peak hours, improving table turnover rates.
8.Reflective Analysis of Learning Experience
Reflective practice is essential for lifelong learning. I used Gibbs' (1988) reflective cycle to structure weekly reflections. A recurring theme was the challenge of delegating tasks. Initially, I tried to do too much myself, fearing mistakes from junior staff. This changed after a mentor highlighted the efficiency and motivation benefits of delegation (Slack, Burgess and Brandon-Jones, 2022). Delegating minor responsibilities, such as table resetting or drink runs, freed up my time for strategic oversight.
However, a missed opportunity involved formalising staff training. While I helped onboard new employees, the absence of structured induction limited knowledge transfer. This insight led me to draft an induction checklist, covering key operations, safety procedures, and customer interaction standards. Research by (Tesone, 2022) supports structured training as a driver of service consistency.
Career Aspirations and Future Development
My placement reaffirmed my ambition to work in hospitality management, with a long-term goal of launching a boutique restaurant. To that end, I plan to pursue a complete my graduation, focusing on digital transformation, sustainable practices, and team development.
Using the SMART framework, my development plan includes improving digital fluency through CRM and scheduling software courses, enhancing financial literacy via short courses in hospitality accounting, and gaining mentoring experience by assisting in training programs Kostuch Media Ltd (2024) highlights that tech-savvy and financially literate managers are increasingly sought after in post-COVID hospitality.
In five years, I envision myself in a general manager role or open my own restaurant, equipped to manage both daily operations and strategic expansion. Career progress will be monitored through quarterly self-reviews, feedback from mentors, and engagement in CPD activities.
9.Conclusion
This report critically evaluated the knowledge and skills developed during my placement at Cinnamon Kitchen. Through academic frameworks and reflective practice, I demonstrated growth in self-management, task coordination, communication, and digital competency. These experiences not only enriched my understanding of hospitality management but also informed my future career aspirations. As hospitality continues to evolve, particularly in the wake of digitalisation and shifting customer expectations, adaptability, critical thinking, and initiative remain key to professional success.
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