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Management and Leadership in Restaurant Operations
(Based on Placement at Cinnamon Kitchen, Port Talbot)

1. Introduction
Running a restaurant successfully demands a careful balance of leadership, teamwork, operational control, and strategic use of information. During my placement at Cinnamon Kitchen (CK), a modern Indian restaurant in Port Talbot, I gained first-hand insight into the complex interplay between management and leadership within a hospitality context (Cinnamon Kitchen, n.d.). This report critically analyses the management and leadership practices that underpin effective restaurant operations, reflecting on both practical experience and theoretical perspectives.
The report explores four interrelated areas: leadership and team management; anticipating and managing operational challenges; the role of information systems in decision-making; and reflection on personal and professional growth. Drawing upon my placement experience at CK, I examine how leadership theories and management models manifest in daily restaurant practice, while reflecting on how these experiences have shaped my future career ambitions within the hospitality sector (Laasch, 2021).

2. Leadership and Team Management
Effective leadership is the foundation of successful restaurant operations (Adair, 2019). During my placement, I observed that a manager’s leadership approach directly influenced team morale, communication, and service quality. At CK, the management team fostered an atmosphere of cooperation and respect, ensuring that every member from kitchen staff to front-of-house, understood their role in creating memorable guest experiences (George and Jones, 2014).
2.1 Leadership Styles in Practice
Different leadership styles were evident throughout my placement. The general manager demonstrated a democratic style, often involving the team in pre-service discussions and encouraging input about menu planning or service layout. This participative approach enhanced motivation and ownership among employees, particularly during busy shifts when teamwork was vital (Gadotti dos Anjos and Kuhn, 2024).
However, there were moments when a situational leadership approach became necessary. For example, during peak hours or unexpected staff shortages, the manager adopted a more directive stance, issuing clear instructions to maintain efficiency. This shift highlighted the importance of flexibility, aligning with the idea that effective leaders adapt their behaviour according to context and team maturity (Elkhwesky and Castañeda-García, 2024).
In my own role, I learned to mirror this adaptability. While I lacked formal authority, I often took informal leadership responsibility, such as mentoring new staff during lunch shifts or coordinating the flow between front and back of house. I discovered that leadership is not confined to positional power but also expressed through initiative, communication, and emotional intelligence (Siyal et al., 2023).
2.2 Motivation and Team Engagement
According to Adair (2019) motivating staff in hospitality can be challenging due to long hours, unpredictable customer demands, and repetitive tasks. Cinnamon Kitchen’s management addressed this by recognising effort publicly and creating a supportive environment. Small gestures like acknowledging good service in team briefings or offering flexible shift swaps contributed to morale.
Through experience, I recognised the effectiveness of intrinsic motivation over external rewards. Team members who felt valued and listened to were more enthusiastic and consistent in their performance. I also noticed how peer motivation played a vital role; when one team member demonstrated positivity during pressure, it lifted the group as a whole (George and Jones, 2014).

From a theoretical perspective, this aligns with motivational frameworks such as Herzberg’s two-factor theory, which distinguishes between hygiene factors (e.g., pay, working conditions) and motivators (e.g., recognition, responsibility). The Cinnamon Kitchen experience reaffirmed that recognition and empowerment drive genuine engagement more than financial incentives alone (Jones and Robinson, 2020).
2.3 Delegation and Communication
Delegation at Cinnamon Kitchen was systematic. Before every service, the manager held a short briefing outlining the day’s bookings, menu updates, and staff allocations. This clarity ensured that everyone understood their responsibilities, reducing confusion once service began (Nouhad Es-Said, 2024).
During one particularly busy weekend, I was tasked with coordinating takeaway orders while managing front-of-house queries. This dual responsibility taught me the importance of clear communication and time management. I learned that successful delegation depends not only on trust but also on equipping team members with the necessary information to perform their roles confidently (Gadotti dos Anjos and Kuhn, 2024).
Strong communication channels—both verbal and non-verbal—were vital. For example, quick eye contact or a hand gesture could signal the kitchen to expedite an order, while calm verbal updates reassured customers waiting during busy periods. These small but crucial interactions underscored how communication serves as the connective tissue of leadership in hospitality settings (Adair, 2019).
2.4Applying Leadership Through the Operational Cycle
Across a full operational cycle—from preparation to post-service review—I saw how leadership guided each stage. Pre-service meetings aligned the team; mid-service leadership involved decision-making under pressure; and post-service debriefs provided reflection and learning opportunities. Over time, I adopted similar habits, reflecting daily on what went well and what could be improved. This continuous learning loop strengthened my confidence and sense of professional accountability (Burton and Dickinger, 2024).

3. Anticipating and Managing Operational Challenges
Running a restaurant is as much about problem prevention as it is about problem-solving. Anticipating challenges requires foresight, planning, and effective coordination across departments (Jones and Robinson, 2020).
At Cinnamon Kitchen, operational challenges ranged from staff shortages to unexpected surges in customer demand. I experienced first-hand how quick thinking and adaptability can preserve service quality even when conditions are less than ideal (George and Jones, 2014).
3.1 Service Pressure and Resource Management
One recurring issue was staff absence on busy days. On one occasion, when two servers were unavailable, the manager restructured responsibilities and assigning kitchen assistants to deliver plates and asking me to handle both table service and takeaway coordination. The key to maintaining order was swift reallocation of tasks, combined with constant communication.
This situation demonstrated the principle of contingency management, where success depends on flexible leadership rather than rigid adherence to plans (Adair, 2019). Despite the strain, we managed to sustain a high standard of service, with minimal delays and positive customer feedback. The experience taught me the importance of remaining calm, using logic under pressure, and communicating transparently with both colleagues and guests (Elkhwesky and Castañeda-García, 2024).
3.2 Real-Time Troubleshooting
Troubleshooting often happened in real time. Technical issues, such as printer malfunctions in the kitchen or miscommunication between front and back of house, required immediate attention. In one instance, when the kitchen order screen froze, we reverted to manual paper tickets, ensuring continuity of service while the manager contacted technical support (Katsoni, 2023).
These moments reinforced that effective problem-solving relies not only on technical knowledge but also on team cohesion and mutual trust. Staff were more willing to adapt because the leadership culture valued openness and calmness under stress (Siyal et al., 2023).
3.3 Impact on Service, Morale, and Business Outcomes
Efficient management of operational challenges had a clear impact on morale. When problems were handled with composure, the team-maintained focus and customers remained unaware of any disruption. Conversely, when communication faltered, stress spread quickly, leading to mistakes and tension (Gamal S.A. Khalifa et al., 2024).
From a business perspective, quick recovery protected the restaurant’s reputation and revenue. Even small operational lapses like delays in takeaway dispatch or inaccurate billing could affect profitability and online reviews (Malheiros et al., 2025). Thus, leadership in restaurants is not only about guiding people but also safeguarding the business through risk anticipation and control (Burton and Dickinger, 2024).

4. Use of Information Systems in Decision-Making
Modern restaurant operations depend heavily on digital systems for coordination, data collection, and analysis (Nikolskaya, 2021). During my placement, I learned how various systems at Cinnamon Kitchen supported decision-making at both operational and strategic levels.
4.1 Reservation and Booking Systems
Cinnamon Kitchen used an integrated booking system that managed table reservations and takeaway orders simultaneously. This system provided real-time visibility of customer flow, enabling staff to prepare tables efficiently and reduce waiting times. Analysing reservation data helped forecast peak periods and inform staffing levels (EHL, 2025).
4.2 Stock and Inventory Management
The restaurant’s EPOS (Electronic Point of Sale) system was essential for monitoring inventory. Each sale automatically adjusted stock levels, alerting the manager when ingredients were running low. This data-driven approach minimised waste and ensured consistency in menu availability (TheRealBarman, 2020). Managers cross-checked EPOS reports weekly to plan orders and negotiate with suppliers (Jones and Robinson, 2020).
By understanding this system, I developed an appreciation for how technology transforms routine administrative tasks into strategic insights. For example, sales data revealed trends such as seasonal demand for certain dishes, guiding menu adjustments (Malheiros et al., 2025).
4.3 Payroll and HR Platforms
Although I did not have access to payroll software directly, I saw how HR systems supported workforce management. Shift schedules were shared digitally, ensuring transparency and fairness. Managers also used digital records to track attendance and identify patterns in staff performance, which informed training needs and promotion opportunities (George and Jones, 2014).
4.4 Customer Feedback and Reporting Tools
Customer feedback was gathered through multiple channels like comment cards, online reviews, and social media mentions. The management team actively monitored this data to evaluate service consistency and product satisfaction. For instance, positive mentions of specific dishes often prompted menu promotions, while negative comments about waiting times led to process reviews (EHL Insights, 2024).
I personally helped collate feedback from weekend buffets into summary sheets, highlighting recurring themes. This taught me that customer feedback is not merely evaluative but a vital decision-making tool that guides continuous improvement (Katsoni, 2023).
4.5 Strategic Impact of Data-Driven Decisions
The integration of these systems created a data ecosystem that informed strategic decisions across the restaurant. Stock reports influenced purchasing, feedback informed training, and reservation analytics guided marketing. Seeing how information translated into action helped me understand the managerial shift from intuition-based decisions to evidence-based leadership (Laasch, 2021).

5. Reflection on Practice and Theoretical Application
5.1 Linking Experience to Theory
Reflecting on my placement, I recognise how leadership and management theories became tangible through practice. The democratic and situational leadership observed aligns with frameworks proposed by Adair (2019) and Elkhwesky and Castañeda-García (2024), which emphasise flexibility and shared decision-making. Similarly, my experiences with motivation and communication echo principles from Herzberg and Maslow, where recognition and belonging drive higher performance (George and Jones, 2014).
Team dynamics at Cinnamon Kitchen reflected aspects of Belbin’s team roles, with members naturally adopting complementary strengths, coordinators, implementers, and completer finishers ensuring balanced operations (Jones and Robinson, 2020). Understanding these dynamics improved my ability to anticipate how different personalities contribute to service outcomes.
In terms of service management, my observations resonate with Parasuraman et al.’s SERVQUAL model, which highlights reliability, responsiveness, and empathy as key determinants of service quality (Mok et al., 2020, cited in Laasch, 2021). Every decision from greeting guests warmly to resolving errors swiftly aligned with these dimensions, reinforcing the link between leadership behaviour and customer satisfaction.
5.2 Personal Strengths and Areas for Development
Throughout the placement, I identified several strengths. I demonstrated composure under pressure, strong communication skills, and the ability to adapt quickly to changing priorities. My willingness to assist colleagues and engage positively with guests contributed to team harmony (Adair, 2019).
However, I also recognised areas for improvement. My knowledge of financial management, budgeting, and regulatory compliance remains limited. While I developed operational competence, strategic understanding, such as cost control and profit analysis requires further development (Jones and Robinson, 2020). Strengthening these areas will enhance my readiness for managerial responsibilities (Burton and Dickinger, 2024).
Additionally, I aim to refine my conflict-resolution skills. Occasionally, minor misunderstandings between staff required mediation, and while I contributed calmly, I lacked formal techniques for managing interpersonal tensions. Future training in emotional intelligence and negotiation would help me handle such scenarios more effectively (George and Jones, 2014).
5.3 Professional Development and Career Direction
This experience solidified my aspiration to pursue a leadership role within the hospitality industry, progressing eventually to restaurant management or ownership. The placement revealed that leadership in restaurants extends beyond operational efficiency and it involves cultivating culture, inspiring teams, and integrating data-driven decision-making with human empathy (Siyal et al., 2023).
To achieve these goals, I plan to undertake further professional development in financial literacy, health and safety regulation, and strategic management (Laasch, 2021). I also aim to build on my understanding of sustainable business practices, recognising the growing importance of environmental responsibility in modern hospitality (Katsoni, 2023).
My reflection throughout this report follows Kolb’s (1984) Experiential Learning Cycle, which emphasises learning through concrete experience, reflection, conceptualisation, and active experimentation. My placement at Cinnamon Kitchen provided practical experiences that I reflected upon, connected to management theory, and used to inform my future professional development.

6. Conclusion
My experience at Cinnamon Kitchen demonstrated that effective restaurant management depends on a fusion of leadership skill, operational control, and informed decision-making. Leadership shapes team cohesion, motivation, and service quality; management ensures structure and efficiency (Adair, 2019). Anticipating and resolving challenges requires both strategic foresight and emotional intelligence (George and Jones, 2014).
Information systems have become indispensable in guiding decisions, reducing waste, and improving customer satisfaction (EHL, 2025). Yet, technology alone is insufficient and its value lies in how leaders interpret and apply data through sound judgement (Nikolskaya, 2021).
Personally, this experience has transformed my perception of leadership. I now understand it as a practice of influence and responsibility rather than authority. By reflecting on my strengths and development needs, I have outlined a clear path for continued growth in hospitality management. Ultimately, the lessons learned at Cinnamon Kitchen about teamwork, adaptability, and reflective learning will remain central to my professional identity as I pursue future leadership opportunities (Nouhad Es-Said, 2024).
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