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Introduction

The Ledbury restaurant is located along the Ledbury Road, Notting Hill, in England’s capital, London (Cartwright, 2020). The restaurant has had success over the years winning two Michelin stars between 2010 and 2021. The Square closed permanently in 2020 following the pandemic (Van Eck et al., 2020). However, Ledbury was reopened in 2021 after the restriction measures were eased. In the process, the restaurant gained a Michelin star. The restaurant was able to regain both Michelin stars won in 2010 and 2021 during the 203 Michelin guide and got a promotion to three Michelin starts in the 2024 Michelin guide (Cartwright, 2020). This portfolio will focus on providing an insight on the structure of the restaurant and the kitchen, the Strategic Operational Procedures, and the established required characteristics for the employees and the management.

Restaurant and Kitchen Structure

The Ledbury restaurant underwent a major refurbishing work in early 2022. Ledbury restaurant reduced its seating capacity from 55 to 45 with a more central table at the centre of the dining area utilised by the serving staff (Streeter, 2022) The structure of the Ledbury restaurant is modern and eye-catching to audiences from different parts of the United Kingdom. The structure of the restaurant begins with an entrance and reception area where the guests are received by the restaurant’s hostess or host (Chen et al., 2021). The reception area comprises of a desk where the guest’s reservations are confirmed after which they are escorted to their respective tables. The dining area comprises tables of different sizes to accommodate different sizes of groups from a pair per table to up to five guests per table. The tables can be described to be ranging from the intimate sizes to those that can accommodate larger groups (Chen et al., 2021). 

The restaurant also has a bar area where its guests can get to enjoy cocktails and other drinks. The bar area also serves as a waiting area for the guests with reservations (Chen et al., 2021). The restaurant also caters for the special events and therefore has designed a private dining area to cater for the special intimate events such as proposals. The restaurant also has rest rooms located at close locations to the dining area for the guest’s convenience during and after their dining experience. The rest rooms are designed to uphold the restaurant’s appealing and hygiene standards. The restaurant’s interior décor features stylish décor and an ambience that spells style and class to reflect on its status as a Michelin-starred restaurant (Chen et al., 2021). The interior décor comprises various elements of luxury and sophistication which provide the guests with a memorable experience.
The kitchen represents the restaurant’s high-end status segmented into different areas to serve the purpose of ensuring effective preparations of the meals to meet the consumers’ preferences and taste. Ledbury restaurant’s kitchen is run by chef-patron, Brett Graham, and assisted by Chef Tom Spenceley. The restaurant kitchen area is divided into the hot line area, cold line area, preparation area, the pastry section, the expeditor section, dishwashing area, storage area, and the chef’s office (Akhmedova, 2022). The different areas serve different purposes that enable the staff to work simultaneously to save time and to ensure the delivery of high-quality dishes (Akhmedova, 2022).

The facility section provides a communication point for the kitchen staff and the front house staff. This area is responsible for coordinating the placed orders, ensuring that the dishes are plated correctly, while also ensuring that the chefs take into consideration any dietary restrictions and special requests are incorporated (Alexander, 2020). The hot line area is where the cooking occurs including sections such as the grill, sauté, and fry each dedicated to preparing specific dishes. The hot line is situated at the centre of the kitchen area. The cold line is an area dedicated to the preparation of cold dishes divided into compartments for preparing salads, desserts, and plating and garnishing cold appetisers (Alexander, 2020). The preparation area is very important for the preparation of the main meals for chopping, slicing, and portioning the ingredients before moving to the hot line section for the preparation of the meals (Akhmedova, 2022). The dishwashing area is another crucial area of the kitchen space, serving the purpose of cleaning and sanitising the dishes. The kitchen area comprises of modern technology dishwashers and drying racks to ensure the restaurant meets the hygiene standards (Alexander, 2020). The storage area is dedicated to storing the perishable and non-perishable ingredients and include infrastructure such as freezers and refrigerators that help in maintaining the food safety standards (Akhmedova, 2022). The Chef’s area is also critical to the operations of the kitchen as it serves an area from which the chef executes his tasks, schedule staff, and facilitate menu planning (CIA, 2024).



Standard Operation Procedures

Safety standards

Ledbury restaurant puts the safety and health of its clients at the centre of its operations. For this reason, Ledbury has a Hazard Analysis and Critical Control Points plan. This plan is incorporated by the management to guide the chefs and other staff members on the identification of the potential hazards in the process of preparation of food for the target consumers. The plan also puts in place measures and to prevent the hazards. Ledbury also conducts frequent training programmes to provide the staff with more advanced food handling skills such as wearing gloves and head mask to prevent dirt and hair from dropping into the prepared food. The food handling training is very important to educate the staff to avoid direct contact with the foods. To maintain the high standards of cleanliness the restaurant has contracted the services of a cleaning company that facilitates cleaning services in the morning and in the interval between the operation sessions. The cleaning company also purposes to regularly cleaning and disinfecting the food contact surfaces. The restaurant also offers training to the staff to sterilise and disinfect utensils and equipment.

Given the high volume of consumers, the restaurant has set standards to ensure smooth transitioning between teams to facilitate effective operation. The standards of the restaurants require that the outgoing team communicates effectively with the incoming team. The restaurant has set up requirement for the teams to conduct a handover meeting to allow the exchange of information between the teams. The critical information exchanged between the teams include the unfinished errands, special directives, and the pending matters. In the event that one of the members is new to the restaurant, the standards provide for the need for the experienced staff to help them get up to speed with the procedures within the organisation. The organisation promotes practices like job shadowing and mentorship as effective methods to engage all staff members and uphold operations at high quality standards.

Employee’s Characteristics and Management Self-reflection

Excellence in customer service: with this characteristic, employees portray customer friendliness and attention to detail to meet customer needs (Kermanshachi et al., 2022) Teamwork and collaboration: employees must foster teamwork to ensure the processes move seamlessly (Haque, 2023). For instance, the bar attendants should ensure to provide the customers in the waiting lounge with the drinks and ensure that they are comfortable.

The servers then take the order and bring it to the chef, who prepares the ingredients for early preparation and cuts on time (Magyar, 2022). The servers are also on standby to serve the clients the food after preparations.
Adaptability: Given the differences in the volume of customer flow, the employees must be able to adapt to the busy hours of the night, multitask, and finally change to align with circumstances with ease (Weiss and Merrigan, 2021).
Communicators: The employees must learn to communicate with each other, especially when ensuring that the customers’ needs are addressed fully (Men et al., 2021).

Cultural awaren ess: employees need to demonstrate cultural awareness by respecting diversity and ensuring that all customers are treated well and fairly (Ely and Thomas, 2020).




Management

Some essential management practices include leadership and training, scheduling and staffing, performance monitoring and feedback, and safety and compliance (Jule, 2020).
Safety and compliance are very important in ensuring that the premises, the food, and the equipment meet the safety standards. The safety of the staff and customers is always the organisation's priority (Jule, 2020).
Management is responsible for providing leadership to guide the staff on professional practices. However, training will also ensure that the employees understand their roles and are equipped with the correct skills to move forward (Jule, 2020).
Scheduling and staffing are essential to ensure complete coverage of tasks, especially during the peak hours. With the scheduling process, the management will be able to ensure a smooth transition between shifts and to ensure seamless operation.
Monitoring the performance of the staff is very important to ensure that they are provided with constructive feedback to facilitate their improvement (McCallum and Milner, 2021). However, in the event of good work, the management will strive to appreciate the efforts of the staff members and allow them rewards. 



Conclusion

The Ledbury restaurant underwent a major refurbishing process in early 2022. The refurbishing process saw it reduce its seating capacity from 55 to 45 with a more central table at the centre of the dining area utilised by the serving staff. The move was meant to maximize the dining area and ensure that the restaurant could serve a larger number of customers at the same time. The structure of the restaurant and the designation of roles among the staff have enabled the restaurant to meet consumer needs and satisfy their wants entirely. The outcome can be justified by the awards the restaurant has received, especially in its recovery post-pandemic. To ensure quality, the restaurant has acquired the services of experienced chefs like Chef Brett Graham and Chef Tom Spenceley who are responsible for the kitchen operations. The standards of operation in the restaurant have also played a part in consumer retention and attraction, with the restaurant keen to ensure that consumers with allergen concerns are taken care of appropriately by incorporating the concerns into the production process. With such a busy restaurant located in London, the management must put in the maximum effort to ensure that incoming and outgoing teams exchange crucial information to ensure seamless operations. However, as for the employees, some of the required characteristics include excellence in customer service, teamwork and collaboration, adaptability, communication skills, and cultural awareness. The management should also ensure safety and compliance, schedule staff and monitor performance. 
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