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Introduction
Effective restaurant management requires a blend of leadership capability, operational knowledge, interpersonal skills, and the ability to make informed decisions under pressure. During my placement at The Gwbert Hotel and Flat Rock Restaurant, I developed a deeper understanding of how management and leadership theories translate into real hospitality practice. This report provides an analytical review of the knowledge and skills required to manage and lead a restaurant team successfully. It also includes self‑reflection on my development in areas such as self‑management, task management, initiative, communication, and application of knowledge, which are essential criteria for professional growth in hospitality. In addition, the report considers how theoretical models of restaurant leadership and operational management can be applied within a real working environment, highlighting the challenges and learning opportunities that emerged throughout my placement. By connecting academic principles with practical experience, the report aims to demonstrate how effective management contributes to service quality, team cohesion, and overall organisational performance within a busy hospitality setting.
Management and Leadership in Restaurant Operations
Understanding the distinction between management and leadership is essential in hospitality. Management focuses on planning, organising, and controlling operations (Drucker, 2007), while leadership emphasises motivating and influencing people (Northouse, 2022). In a restaurant environment, both functions are necessary because operations rely on structured processes as well as strong interpersonal relationships. During my placement, managers at Flat Rock Restaurant frequently shifted between managerial tasks—such as scheduling, stock control, and POS checks—and leadership behaviours, such as motivating staff during busy services. This aligns with Mintzberg’s (1973) argument that managers perform multiple roles simultaneously, including interpersonal, informational, and decisional roles.
Different leadership styles influence team morale, service quality, and operational efficiency. Autocratic leadership, which involves centralised decision‑making, can be effective in fast‑paced environments where quick decisions are needed (Bass, 1990). I observed this during peak dinner service when supervisors made rapid decisions about table allocations or menu substitutions. While this style provides clear direction, it can reduce staff autonomy and motivation. Democratic leadership encourages participation and shared decision-making (Lewin et al., 1939). At Flat Rock, this style appeared during preservice briefings where staff were invited to share concerns or suggestions. Although democratic leadership builds trust and engagement, it can slow decision processes. Transformational leadership focuses on inspiring and motivating employees to exceed expectations (Burns, 1978; Bass, 1999). I experienced this when managers encouraged me to take initiative, learn wine knowledge, and develop confidence with guests. This style enhances motivation and personal development but requires consistent emotional energy from leaders. Transactional leadership relies on rewards and corrective actions (Bass, 1985). This was evident in performance feedback, such as praise for upselling or reminders about service standards. While transactional leadership provides clear expectations, it can feel impersonal if overused. Research suggests that a blended approach is most effective because restaurant environments shift rapidly (Worsfold, 2019). My experience supports this, as managers adapted their style depending on the situation, demonstrating flexibility that is essential in hospitality leadership.
Managing Yourself and Others in Restaurant Operations
Self management is a crucial skill in hospitality and involves regulating emotions, organising tasks, and maintaining professionalism (Boyatzis, 2008). At The Gwbert Hotel, I learned to manage my time effectively by preparing for shifts, reviewing menus, and anticipating busy periods. Emotional regulation was particularly important during stressful services, aligning with Grandey’s (2003) concept of emotional labour in hospitality. I also developed confidence through repeated customer interactions, reflecting Kolb’s (1984) experiential learning cycle, which emphasises learning through experience, reflection, conceptualisation, and experimentation.
Task management is central to restaurant operations, which require precise coordination of responsibilities such as taking orders, delivering food, clearing tables, and communicating with the kitchen. Effective task management is linked to productivity and customer satisfaction (Hemmington, 2007). Throughout my placement, I improved my ability to prioritise tasks during peak times and became more efficient in maintaining service flow. I also learned the importance of supporting colleagues when they were overloaded, which contributed to a more cohesive team environment. These developments align with Herzberg’s (1966) motivation theory, which highlights responsibility and achievement as key motivators.
Communication is fundamental to hospitality performance. Clear communication reduces errors, improves teamwork, and enhances customer experience (Kim & Lee, 2020). At Flat Rock, communication occurred through pre‑service briefings, verbal updates during service, and POS messages between front‑of‑house and kitchen staff. Cooperation was essential during busy shifts, and helping colleagues with clearing tables or running food improved service flow and reduced stress. This teamwork dynamic reflects Tuckman’s (1965) model of group development, which emphasises the importance of moving through stages of forming, storming, norming, and performing. My communication skills improved significantly, especially in approaching customers confidently, asking clarifying questions, and communicating dietary requirements accurately. These developments reflect Argyle’s (1994) social skills theory, which emphasises the importance of both verbal and non‑verbal communication.
Initiative and Problem‑Solving in Restaurant Management
Initiative is crucial in hospitality because unexpected situations occur frequently. Proactive behaviour improves service quality and reduces customer dissatisfaction (Crant, 2000). During my placement, I learned to anticipate customer needs and act without being asked. For example, I often noticed when guests required assistance, anticipated table resets before new arrivals. These actions demonstrate proactive service behaviour, which is linked to higher customer satisfaction (Liao & Chuang, 2004).
Foreseeing challenges is an important part of restaurant operations. Potential issues such as delays in the kitchen, stock shortages, customer complaints, and staff shortages can disrupt service if not anticipated. Foreseeing these issues is part of operational risk management (Hopkin, 2018). At Flat Rock, managers encouraged us to anticipate problems by checking stock levels before service, reviewing bookings for large parties, and communicating early with the kitchen about dietary needs. This proactive approach reduced disruptions and improved service flow.
Troubleshooting skills are essential in hospitality and involve identifying problems quickly and applying solutions. Situational awareness and decision making are crucial in this process (Baum, 2015). These experiences helped me develop confidence and align with Schön’s (1983) reflective practitioner model, which emphasises learning through reflection on action.
Information Management in Restaurant Operations
Information management plays a vital role in modern restaurant operations. Point of Sale (POS) systems support order accuracy, stock control, and financial reporting (Kimes, 2011). At The Gwbert Hotel, the POS system helped with entering orders efficiently, communicating modifications to the kitchen, and tracking sales and payment methods. Using the POS improved my accuracy and reduced errors, supporting overall operational efficiency.
Customer feedback provides valuable insights into service quality (Parasuraman et al., 1988). Managers regularly reviewed feedback to identify trends such as popular menu items, common complaints, and service strengths. This information guided decisions about training and menu adjustments. End‑of‑day reconciliations ensure financial accuracy and accountability (Jones & Lockwood, 2004). Although I did not complete reconciliations myself, I observed managers checking cash totals, card payments, and voids or discounts, which supports transparency and reduces financial discrepancies.
Stock management is essential for cost control and menu consistency (Davis et al., 2018). At Flat Rock, stock checks were completed regularly to prevent shortages and reduce waste. Payroll systems also play an important role by ensuring fair and accurate payment and helping managers plan staffing levels based on forecasted demand (Hayes & Ninemeier, 2016). 
Information analysis supports strategic decision making in hospitality. Data from POS systems, feedback reports, and stock records can be used to adjust menus, schedule staff according to peak times, and improve training based on feedback trends. This aligns with data driven decision making principles (Brynjolfsson & McElheran, 2016), which emphasise the importance of using information to enhance business performance.
Self‑Reflection on My Development
My placement helped me grow significantly in confidence. Customer interactions played a major role in this development, especially when receiving positive feedback. This reflects Bandura’s (1997) self‑efficacy theory, which highlights the importance of belief in one’s abilities. My communication skills also improved, particularly in interacting with customers and colleagues, which aligns with Hargie’s (2011) interpersonal communication framework. As I became more comfortable in the restaurant environment, I found it easier to adapt my tone, body language, and approach depending on the needs of each guest, which strengthened my professional presence.
I also developed stronger initiative, learning to anticipate needs and act proactively. This improved service flow and demonstrated professional maturity. Applying academic concepts such as emotional labour, teamwork theory, and leadership styles helped me understand my role more deeply and connect theory with practice. Over time, I became more aware of how my behaviour influenced team dynamics, recognising moments where stepping in early prevented issues from escalating. This reflective awareness aligns with Schön’s (1983) idea of the reflective practitioner and helped me build a more intentional approach to professional development within hospitality.

Conclusion
My placement at The Gwbert Hotel and Flat Rock Restaurant provided valuable insights into restaurant management and leadership. Through academic frameworks and practical experience, I developed essential skills in communication, initiative, teamwork, and information management. Understanding leadership styles, anticipating challenges, and using data effectively are crucial for successful restaurant operations. This experience has strengthened my confidence and prepared me for future roles in hospitality management. It also highlighted the importance of adaptability, as each service brought new situations that required quick thinking and professional judgement. By applying theoretical models to real‑world scenarios, I gained a clearer understanding of how effective leadership influences team morale, guest satisfaction, and operational efficiency. Overall, the placement has supported my growth as a reflective practitioner and encouraged me to continue developing my skills through ongoing professional learning within the hospitality industry.
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