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Report: Restaurant Management and Leadership

In the restaurant industry, effective management and leadership skills are crucial for ensuring a successful operation. Good restaurant management ensures that an establishment runs smoothly. It involves, but isn’t limited to, effective staff management, customer service, inventory control and sufficient financial oversight (Francis, 2023). Understanding the various dimensions of restaurant management and developing the skills required, such as interpersonal and organisational abilities, is essential for aspiring managers. This essay will analyse the competencies and knowledge necessary for effective restaurant leadership, drawing on personal experiences and academic literature to present a comprehensive overview.
                At the core of restaurant management are leadership qualities that enable managers to motivate their teams. Without a good leader to guide the team, they are lost. Strong leaders are characterised by their ability to communicate effectively and in result foster a collaborative environment. Poor communication creates misunderstandings. In addition, according to Kinsey and McMahon (2018), exceptional leaders can adapt their leadership styles to fit various situations, demonstrating flexibility and emotional intelligence. This is critical in the industry, as managers must often respond to challenges quickly. During my experience in a fast-paced restaurant environment, I observed how a manager's ability to remain calm under pressure was crucial to guiding staff and maintaining service quality. Many restaurant owners depend on their employees to keep the establishment functioning, but they do not fulfil their role in establishing smooth operations behind the scenes which is vital to the success of such business. Thus, to be a good leader in the restaurant industry, you must learn to communicate your expectations and ensure that each member of your team understands their role whilst also keeping calm and collected.
                 Moreover, effective restaurant management requires a thorough understanding of operational processes such as controlling the finances and inventory. Restaurant inventory management is the process of managing and tracking all the food, beverages, supplies, and equipment that are used in a restaurant. It involves monitoring the levels of inventory, ordering new items when necessary, and keeping track of all incoming and outgoing stock (Berthelsen, 2024). Managers must understand budgets, profit margins, and cost control methods to ensure the restaurant's financial health (Harrison & Van Hoek, 2011). 
                 Berthelsen (2024) continues, successful management of inventory 
reduces prime costs which are the cost of goods sold and labour costs. These two expenses can make up 60-70% of a restaurant’s total revenue. Implementing an effective inventory management system can help reduce both of these costs. Therefore, it is imperative that a restaurant can manage its stock to match different demands as it cannot be predicted what customers will choose to order on any given day. Customers’ orders are unpredictable and may suddenly change which can result in overstocking and waste. However, a drop in demand can lead to shortages and dissatisfied customers (Dzierlatka, 2024). I witnessed good inventory control in my role in a restaurant through the adoption of the first in first out (FIFO) method.  This method is used in hospitality establishments to ensure food products are rotated according to their expiration or use-by dates. Therefore, leading to minimal waste as all products are used before their expiration. I also carried out routine inventory counts to ensure only a set amount of each product was to be on the shelf for use. 
                   Moreover, it is vital that managers possess strong problem-solving skills to address any issues that may possibly arise during service. McCarthy and Hsiao (2020) emphasise the importance of troubleshooting abilities, stating that proactive managers can foresee potential challenges and implement strategies to mitigate them. In a restaurant setting, issues can often arise without warning. Having robust problem-solving skills allows you to swiftly identify the problem, think on your feet and come up with an effective solution that balances satisfying the customer with the objectives of the business and team members (Indeed, No Date). In my role, I had the opportunity to engage in daily reconciliations and through resolving discrepancies in inventory management, the necessity for attention to detail and systematic approaches to problem-solving was made apparent to me. For example, the restaurant had sold out of the special of the day. To minimise complaints, I quickly proposed an alternative dish on the menu to become the special ensuring no customer left dissatisfied. 
                Information management also plays an extremely vital role in restaurant operations. When managing a restaurant one of the most important things to consider is the kind point-of-sale (POS) system needed. Such systems enable businesses to efficiently place orders and obtain payments.  POS systems improve order fulfilment as they have features which help to manage stock levels. The use of POS systems allows managers to also track sales and analyse customer preferences. This is done while decreasing order mistakes, stress, and waiting times.  
                As highlighted by Jones (2019), integrating technology into restaurant management can enhance decision-making and operational efficiency. For instance, my experience in utilising the POS systems enabled me to generate reports that informed staffing needs and menu adjustments, demonstrating the value of such strategies in enhancing business performance. However, new employees may be unfamiliar with everything in their new place of work, especially the POS systems, so it's essential to be patient with them and allow them time to grow their knowledge.  A good leader recognises common restaurant challenges like this and keeps them in mind when training up new staff members and managing their expectations. The better the staff are prepared, the more confident they will be when uncertain circumstances arise (No Name, 2023).
                POS systems also allow for online ordering integration. In this current day and age, it is imperative that customers have the ability to look at a digital menu and place orders from wherever they want. This allows for more custom.  Whilst working at a restaurant, it was quickly apparent that a great proportion of custom was from the online platform and the POS system substantially allowed for ease whilst picking and packaging orders for delivery.           
                 Self-management is another critical aspect of effective restaurant leadership. Managers must navigate their own development while guiding their teams. This includes setting a positive example and creating a good work ethic based on continual improvement. According to Burke (2021), self-reflection is essential for personal growth in leadership roles. My practice of seeking feedback from colleagues and supervisors allowed me to identify areas for improvement and create actionable plans for my professional development. Goleman (2000) discusses emotional intelligence as a key factor in leadership success. In my role, I learned the importance of self-regulation when faced with high-stress situations, such as busy weekend services, to maintain composure and lead my team effectively. To excel in this demanding role, you need to constantly evaluate your performance and seek ways to improve. One of the most effective ways to do this is through self-reflection.
               Self-reflection is the process of examining thoughts, feelings, actions, and outcomes in relation to your goals and standards (No Name, 2023). Self-reflection can really help a person to identify their strengths and weaknesses whilst learning from their mistakes. It can also ensure that future actions can be planned way ahead of time. By reflecting on past experiences, you can generate new ideas and experiment with new techniques. For example, self-reflection can push a restaurant manager to create new unique dishes as they reflect on their signature style and try to enhance their reputation as a culinary connoisseur. 
               Additionally, effective communication is paramount in managing relationships with both staff and customers. Crilly et al. (2020) highlight that transparent communication fosters trust and understanding within teams, which is particularly significant in high-pressure environments. During my placement, I learned the importance of active listening and providing constructive feedback to staff, which facilitated a more engaged and motivated workforce. This approach is supported by Kouzes and Posner (2012), who emphasise the importance of inspiring a shared vision. It is especially important for a manager to share their objectives with the staff in order to clarify and relay exactly what is expected of them to satisfy the needs of both the restaurant and its customers. Managers should do more than train staff on the basic operations, they must share their long-term goals and objectives so that staff can work towards and contribute to these goals. In my restaurant I found that a direct approach had been taken and staff meetings were arranged daily to discuss the manager’s vision. It is apparent that when a leader is direct and clear, each team member will be set up for success as every individual had clear and sufficient knowledge of all processes and protocols to enable them to do their job to the best of their ability.
              Furthermore, the ability to analyse and interpret customer feedback is also crucial for refining the restaurant's menu and service quality. Customer satisfaction is vital for the success of any restaurant, regardless of its size, location or quality. It is often very difficult for restaurant owners to understand what is wrong with their establishments as they are very biased in their opinions. Utilising feedback and conducting surveys provide invaluable insights into the customer experience. The more satisfied customers are, the more likely they are to return regularly and spend more money. As discussed by Nelson and Whitfield (2021), businesses that prioritise customer feedback are better equipped to adapt to changing preferences and improve overall satisfaction. It was discovered that even after just one negative experience, 51% of customers will never do business with that company again (Graves, 2024). 
             In my own personal experience, responding to customer inquiries and complaints positively, influenced our team's approach to service, and ultimately enhanced customer loyalty as these customer’s returned to the business for further custom. Customer feedback is an extremely valuable resource as it can help a restaurant gain valuable insight into the aspects of the business that are difficult to observe directly. A great tactic used by my restaurant was an automatic email being sent to each customer who used our online booking system to obtain a table. This email would be sent after their reservation and would contain a link to TripAdvisor where the customer could rate the restaurant out of 5 stars and leave a review. At the end of each week these reviews would be read, taken onboard and responded to. Every ounce of feedback was absorbed, and new methods of working would be implemented to rectify the grievances. 
             In conclusion, effective restaurant management and leadership encompasses a wide range of skills. These skills are essential for navigating the complexities of the industry. From developing interpersonal skills through effective communication, to mastering operational processes and utilising the technology that’s available, such as POS systems, each element plays a pivotal role in achieving success. My own experiences have highlighted the significance of adaptive leadership, proactive problem-solving, self-management, and effective communication. As the restaurant landscape continues to evolve, ongoing learning and self-reflection remains crucial for aspiring managers to thrive in this dynamic culinary field.  Efficient and effective restaurant management is the key to ensuring profitability and maintaining a positive reputation in an industry where customer satisfaction is vital.
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