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In the intricate world of gastronomy restaurant management and leadership are fundamental in orchestrating success. Although both improve gastronomical landscape, their effectiveness is contingent to a range of styles, skills, and knowledge. As the industry continues to evolve the significance of effective management and leadership becomes a point of focus. This report aims to delve into restaurant management and leadership sphere, exploring best practices to find, what it takes to manage and lead others in a restaurant setting. Followed by the background of this research, this report will also include a self-reflection of own experiences from a placement environment to allow for a practical application of management and leadership theories to constructively review personal performance and development, in order to drive for an excellence. 

In his pioneering writing about hospitality management and leadership (Tesone, 2010) described management as the art of planning, organising and controlling to achieve organisational goals.  Simultaneously, describing leadership as the ability to marshal, set a direction, inspire and support others towards shared vision. Tesone’s analysis however, failed to specify that management can be categorized. In this section of the study the management styles have been reviewed with Kurt Lewin’s concept being outlined as a main due to its simplicity and clarity (Crosby, 2020). The management and leadership styles according to Lewin’s are: Autocratic, Democratic and Laissez-Faire, with autocratic being the most authoritative, democratic being the most participative and laissez-faire being the most indulgent. Yet, it was unexpected to discover that no recommendations were offered by Lewin to identify, the most effective management and leadership style in cultivating a harmonious workplace. In contrast (Mintzberg, 2011), underscored that managers often perform various roles and while management and leadership may seem conceptually contrasting, their separation becomes challenging in daily operations. This perhaps means that in reality, leaders naturally incorporate management skills, and effective managers exhibit leadership qualities. 
Research has found that individuals have diverse preferences when it comes to management and leaderships styles. For example, (Western, 2008) believed in long-term perspective through prioritizing development, to build sense of belonging, and engagement. Steve Jobs however, favoured hands-off approach allowing for creativity and ‘’being wrong by ideas, not hierarchy’’ to motivate employees to work to the best of their abilities to create a culture of excellence and persistence in achieving goals (Inc, 2019). In contrast, Gordon Ramsey management style is intense, direct and assertive to help employees focus on excellence, understand their weaknesses more clearly and drive performance to full potential (Kleef et al. 2010). As a result of this investigation, it seems acceptable to speculate that the most effective approach to leadership and management is based on specific circumstances and organizational culture and there is not a versatile solution. In literature published by (Miller and Walker, 2012), it is clear to see that both authors support this thinking and underscore that management and leadership are difficult to teach and developing own style is something that needs to be achieved individually by practice. Therefore, the next section of this report will be based on self-reflection during an internship experience to identify personal leadership and management style used to successfully operate MilleFoglie Italian Coffee and Pastry Cafe.  



As the shift leader of Milliefogile I have developed an understanding that my personal management and leadership style used to operate restaurant successfully is rooted around not being in charge of people, but around being responsible for the well-being of those under my charge. One notable situation that displayed this approach, occurred when my team and I was faced with unforeseen customer influx. Before the overwhelming pressure started to take over, I immediately responded to the situation by rallying the team together calmly and caringly to inspirit and reassure that we are capable to overcome such circumstances. I assigned roles and responsibilities to each team member according to their abilities and emotional status to relieve the workload and neutralize unnecessary pressure.  I managed to set realistic expectations by communicating waiting times to customers to reduce their frustration knowing that it could impact the team. Throughout the whole of operation, I remained concentrated and engaged with my team. I upraised their morale and enthusiasm for instance, by offering service assistance and guidance, asking questions and staying responsive by frequently checking in on their thoughts and emotions to give clear directions accordingly. My priority was to actively listen to their needs so that they felt heard and valued. 
I think this strategy was pivotal because it created a working environment full of trust, understanding and respect, where individuals felt empowered to express their feelings and authentic selves, which is the best way to improve employees' attitudes (Sinek, 2016). Also, this experience marked the importance of knowledge about the team dynamics and allowed me to learn that empathy is the core skill to manage and lead others successfully. By being concerned about the well-being of employees and not just their output, I was able to put together an employment where employees are cared for not as ‘personnel’ but as a human being fostering a sense of belonging. Nevertheless, there are possible constraints to this approach that has to be considered. For instance, prioritising employee well-being could challenge maintaining strict performance standards impacting productivity. Also, some employees may interpret it as favouritism, believing that due to emotional circumstances individuals receive preferential treatments (Waytz, 2016). Therefore, it is important to stay fair and consistent with the empathic management to mitigate such risks. This can be done considering the impact of decisions on the entire group not just the individual or a private conversation to find other ways of support. 










Managing and leading through this situation has been a journey of self-discovery and finding my identity as a leader and manager. I also learned to embrace challenging situations with confidence and positive approach recognising the reliance employees place on their overseeing manager (Fuller and Shikaloff, 2017). This chapter represents a phase of my growth and emotional maturation which elaborated my personal values, necessary to guide me in my future aspirations. It has been a valuable experience which has taught me the significance of building trust, upraising staff morale and support (Hyojung et al. 2023). One aspect to improve in this experience would be the introduction of staff feedback and debriefing sessions to provide structured reflection on experiences to enhance continuous learning and refine performance and strategies.  Consequently, I plan to incorporate lessons I gleaned from this practice into my future business goals to become an employer of choice. I inspire to make a meaningful impact in the world of hospitality by mentoring and coaching empathy and insights gained to others so that they can spread the good habits and become successful architects of their own management and leadership roles. Therefore, I am dedicated to a mindset of further development in leadership and management sphere by staying open to constructive feedback during my internship and taking upon new opportunities for learning. This may involve attending management and leadership seminars, coaching courses and staying alerted on evolving industry trends. 
Furthermore, throughout my internship I have also developed a deep understanding of why active listening, stands out as the important soft skill (DiGiovanna, 2023). I developed this understanding during a morning shift when two employees engaged in an argument disturbing the atmosphere of the entire cafe. I directed both employees to step aside away from the public eye. During an honest conversation I actively listened to both sides to gain insights into the root of the conflict but also to allow employees to confront their negative thoughts and feelings in a calm manner. Through consciousness, I clarified arise misunderstandings helping employees see the situation from a different perspective to reach a consensus. Such approach helped me control the conflict from escalating into a larger issue. I emphasized the importance of collaboration, customer experience and positive work culture to help employees refocus their energy on team work rather that personal differences. By exploring compromise, I reconciled employees and resumed their responsibilities with recovered focus and commitment to mutual respect. This seem to be consistent with (Brownell, 1992) who suggested that the success of the organization is to a great extent determined by communication. 

This was a useful and meaningful experience because it provided interesting insights into human behaviour and interaction and the complexities of management in that sphere. Therefore, by active listening I was able to deeply understand different perspectives, concerns and emotions. By giving my full attention, I could grasp the underlying messages and find a deep conflict structure to defuse emotional intensity of the argument and manage tempers. It was also an opportunity for me to step out of my comfort zone to expand my relationship management skills. For instance, as I navigated through this confrontation, I learned and applied strategies such as compromise, negotiation and calm conversation based on trustworthiness, which now I know, are the cornerstones to steer the team back on truck, because they mitigate the tendency for justification as both employees actively work towards an agreement and constructive solution. 

This was a successful approach because I transformed this clash into an opportunity to learn humility and practice understanding.  I coached my team on transparency in communication, ultimately creating stronger bonds. Therefore, I plan to re-introduce these practices into my future management etiquette to create a culture where different opinions are respected, conflicts are solved constructively and objectively and where solutions are developed synergistically. My strategy also includes continuous evaluation of my conflict resolution practices by seeking feedback from team members to identify potential areas for improvement to better meet expectations. Reflecting upon this experience, I need to make sure to address potential issues on early stages by active observation of conflict indicators such as tension, disagreements and misunderstandings. This could be done for instance, through regular team meetings to assess team dynamics and interactions. It is important because conflicts have the potential to induce psychological and emotional strain potentially resulting in contrary outcomes such as, employee turnover work disengagement or even work depression (Mullins and Dossor, 2013).  

Learning about the information management especially through Point of Sale (POS) has also been a pivotal experience which convinced me that this is an essentiality for an effective operation of the business. According to (Jones et al. 2003) POS facilitates various operations. In my experience, apart from accelerating table turns, and reducing human error in order delivery, POS allowed me to analyse daily sales reports based on real time data. Research by (Bennett,2008) emphasizes the importance of POS generated data for sales analysis and performance tracking. Reflecting on my experience I can agree with this author because through sales report summary I was able to identify bestselling items thereby gain valuable insights into customer preferences, which are vital to create customer centric strategies (Ruggless,2004). For example, I was able to upsell popular menu items and achieve revenue increase. I was also able to deliver new ideas to my placement provider such as, varieties of hot chocolates, to engage our regular customers by showing innovation and attract new clientele ultimately strengthening competitive position in the long term (Elgarhy, 2022).  This was a useful experience because I have learned that using such systems allows for data driven decision making and gives a solid foundation for continues improvement in cafe management practices. 
Based on this analysis, to enhance the business Milliefogile could implement targeted marketing campaigns based on popular items. For example, instead of using manual stamp cards for loyalty programs, the cafe can introduce digital rewards system such as tiered rewards, based on customer purchases of popular items, so that customers would be able to unlock higher rewards such as free beverages, incentives for future visits or discounts (Kotler and Keller, 2016). Nevertheless, to enhance the business, it would also be beneficial to update the POS system to the newest technological advancement in order to uncover deeply embedded patterns such as, seasonal trends and peak hours. This will help the business to adjust stock upon popular items minimising wastage, relying on assumptions and further costs. Also, the business would be able to optimise staffing coverage not only improving operational efficiency but also provide predictable and balanced work schedule.   Furthermore, a regular staff training on POS system functionalities would be best practice to enhance the business because familiarity with the system improves staff confidence fostering a sense of ownership which contributes to accuracy and efficiency and excellence in customer service (Hill, 2009).
One of the significant factors to emerge from this study is that management and leadership thrive only when paired together. Their reliance on each other enables integration of strengths, while offsetting inherent limitations. This investigation underscores critical importance of a nuanced skill set encompassing effective communication, empathy and understanding, conflict resolution and active listening. Moreover, knowledge about team dynamics, human behaviour, customer preferences and management and leadership styles emerge as essential components for effective management and leadership. The self-reflection section of the report also enabled a deeper understanding of personal strengths and finding areas for improvement. It also served as a valuable tool to drive for continuous learning in my respective role.
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