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INTRODUCTION

This portfolio looks at effective management in the hospitality industry, using Zizzi Restaurant as a case study. The work is based on my personal experience, as I have been working at Zizzi for one year as an assistant head chef. Working in the kitchen allowed me to see closely how management, leadership and daily operations work in practice, especially during busy service times.
Hospitality is a fast-paced industry where good organisation and teamwork are very important. Restaurants need clear structures, good communication and consistent standards to deliver a good experience to customers (Mullins, 2013). From my experience at Zizzi, I learned that management decisions made behind the scenes, especially in the kitchen, can affect service quality and how well the team performs (Al-Ababneh, 2017). I also noticed that teamwork and staff behaviour are influenced by the way people work together, especially during pressure, and empathy can support better teamwork in hospitality teams (Jung, 2023).
This portfolio focuses on four main areas related to effective management. Firstly, it explores the organisational structure of the restaurant and kitchen, including how front of house and back of housework together. Secondly, it discusses standard operating procedures and their role in training, consistency and safety (Chehab & Ilkhanizadeh, 2021). Thirdly, the portfolio looks at leadership and management styles and how they influence staff behaviour (Ogbonna & Harris, 2000). Finally, it considers employee characteristics and how managers can adapt their approach to manage different personalities within the team (Aleksandra, 2021).
By linking academic ideas with my own experience at Zizzi, this portfolio shows how management theory can be applied in real working situations within the hospitality industry.
Restaurants usually follow a clear organisational structure to make sure daily operations run smoothly, especially during busy service periods. In hospitality, the kitchen often works in a hierarchical system where responsibilities are clearly divided between roles such as head chef, assistant head chef and section chefs. This type of structure helps managers control workflow, reduce confusion and support teamwork within the kitchen (Mullins, 2013). From my experience at Zizzi, this structure plays an important role in keeping service organised, particularly during peak hours.
Working as an assistant head chef, I support the head chef in coordinating the kitchen team and making sure orders are prepared correctly and on time. Each chef has a clear role, which helps the kitchen operate efficiently under normal conditions. However, I have also seen that when the restaurant is very busy and there is a lack of staff, this structure can become harder to maintain. During these moments, pressure increases and small problems, such as incorrect orders or delays, can happen more often. This shows that although organisational structure is important, it needs to be flexible and supported by good communication and leadership to work effectively in practice.
The relationship between front of house and back of house is another key part of effective restaurant management. Both teams depend on each other to deliver good service, and poor communication between them can negatively affect the customer experience. At Zizzi, I have experienced situations where front of house did not clearly communicate special requests or changes to orders, which caused confusion in the kitchen. Research highlights that teamwork and understanding between staff members are essential for maintaining service quality, especially in high-pressure environments such as restaurants (Jung, 2023).
Despite these challenges, cooperation between kitchen staff often helps reduce problems during busy periods. When one section becomes overwhelmed, other team members usually step in to help, showing strong teamwork and shared responsibility. This reflects how organisational structure, when combined with supportive behaviour and clear communication, can improve performance even under pressure. Studies also suggest that service quality is closely linked to how well internal systems and teams’ function together within hospitality organisations (Al-Ababneh, 2017). From my experience, effective management at Zizzi depends not only on structure, but also on how people work together in real situations.
Standard operating procedures play an important role in keeping restaurant operations consistent and safe. SOPs are written or unwritten rules that explain how tasks should be carried out in daily work, such as food preparation, hygiene practices, training and service standards. Even though I was not familiar with the term “SOP” when I first started working at Zizzi, I quickly realised that these procedures were part of everyday kitchen work. Training in the first week helped me understand how things should be done and what standards were expected from each staff member (Chehab & Ilkhanizadeh, 2021).
At Zizzi, SOPs are mainly introduced through practical training and observation. During my first week, I was shown how to prepare dishes correctly, follow recipes, use equipment safely and maintain hygiene standards. These procedures helped create consistency in food quality and ensured that all team members worked in a similar way. Research suggests that standardisation in restaurants supports efficiency and reduces mistakes, especially in chain restaurants where customers expect the same experience every time they visit (Chehab & Ilkhanizadeh, 2021). From my experience, these procedures made it easier to adapt to the kitchen environment and understand my role within the team.
However, I also noticed that SOPs can be difficult to follow perfectly during very busy service periods. When the restaurant is short-staffed and under pressure, staff often need to work faster and be more flexible. In these situations, procedures may be adjusted to keep service moving, which can sometimes increase stress and the risk of small errors. This shows that while SOPs are useful, they also have limitations in real working conditions. Effective management is needed to balance following procedures with responding to unexpected situations (Rebouças, et al., 2017).
Food safety and hygiene procedures are another important part of SOPs in the kitchen. At Zizzi, regular cleaning, temperature checks and allergen awareness are part of daily routines. These procedures protect customers and help maintain the restaurant’s reputation. Studies show that strong food safety practices depend not only on rules, but also on staff awareness and responsibility, supported by management (Wenxiong & Yafen, 2023). From my experience, SOPs work best when managers actively support staff and ensure that standards are followed even during busy periods.
Overall, SOPs provide structure and guidance for daily operations, but their success depends on training, communication and leadership. My experience at Zizzi showed that procedures alone are not enough; they must be supported by effective management and teamwork to work well in practice.
Leadership and management style have a strong influence on how teams work in the hospitality industry. In restaurants, managers are responsible not only for organising tasks, but also for supporting staff, managing pressure and keeping service standards high. Different leadership styles can affect staff motivation, teamwork and overall performance (Ogbonna & Harris, 2000). From my experience at Zizzi, leadership behaviour plays an important role in how the kitchen team reacts during busy and stressful situations.
At Zizzi, managers are generally open and approachable, which helps create a more positive working environment. Being able to communicate clearly and ask questions without fear makes a difference, especially in a fast-paced kitchen. I noticed that when managers explain tasks clearly and remain calm, staff feel more confident and focused. Research suggests that leadership styles based on trust and support can improve employee engagement and encourage positive behaviour at work (Hai & Park, 2021). This type of leadership helps staff stay motivated even when the workload is high.
However, I have also experienced situations where managers were under a lot of pressure and became stressed during busy service. In these moments, the atmosphere in the kitchen can change quickly. Even so, most staff members continue to focus on their own responsibilities and try to keep service running smoothly. This shows a strong sense of responsibility within the team, but it also highlights the importance of leadership in managing stress. Studies show that leadership behaviour can influence organisational culture and performance, especially in demanding environments like hospitality (Ogbonna & Harris, 2000).
Good leadership is also linked to teamwork and empathy. When managers understand the pressure staff are under and communicate respectfully, teamwork improves and conflicts are reduced. Research highlights that empathy in leadership supports cooperation and helps teams perform better during challenging situations (Jung, 2023). From my experience, effective management at Zizzi is not only about giving instructions, but also about understanding people and responding appropriately to difficult situations.
Overall, leadership and management styles have a direct impact on staff behaviour, teamwork and service quality. My experience at Zizzi shows that open communication, understanding and the ability to manage pressure are key qualities for effective leadership in the hospitality industry (Vidigal & Rodrigo, 2022).
Employee characteristics are another important factor in effective management within hospitality organisations. Restaurant teams are usually made up of people with different personalities, backgrounds and ways of working. Because of this diversity, managers need to understand their staff and adapt their management approach to suit different individuals. Research shows that employee characteristics can influence service behaviour, teamwork and overall performance in hospitality settings (Aleksandra, 2021).
From my experience at Zizzi, I work with colleagues who have very different personalities. Some staff members are calm and organised, while others work better under pressure and prefer fast-paced tasks. These differences become more visible during busy service periods, when stress levels are higher. I noticed that when managers communicate clearly and remain understanding, staff are more likely to cooperate and support each other. This shows how management strategies need to be flexible in order to suit the needs of different employees (Mullins, 2013).
In my own experience, the type of manager that works best for me is someone who is communicative, understanding and confident in managing difficult situations. During busy periods or when there is a shortage of staff, clear leadership helps reduce confusion and stress. Managers who can quickly reorganise tasks and support the team make a big difference to how well service runs. Studies suggest that leadership which considers individual employee needs and strengths can improve teamwork and job satisfaction (Fatawu & Atingabono, 2024).
Employee behaviour is also influenced by how supported staff feel by management. When managers recognise effort and communicate respectfully, employees are more motivated to perform well. Research highlights that trust between staff and supervisors plays an important role in encouraging positive behaviour and cooperation in hospitality teams (Hai & Park, 2021). From my experience, feeling supported by management at Zizzi helped me gain confidence in my role and perform better during challenging shifts.
Overall, understanding employee characteristics and adapting management strategies is essential for effective leadership. My experience at Zizzi showed that successful management is not only about systems and procedures, but also about people, communication and support.
This portfolio has explored effective management within the hospitality industry using Zizzi Restaurant as a case study. By linking academic research with my own experience as an assistant head chef, I was able to understand how management theories are applied in real working conditions. The analysis showed that organisational structure, standard operating procedures, leadership styles and employee characteristics all play an important role in delivering effective restaurant management.
From my experience at Zizzi, clear organisational structure helps support daily operations, especially during busy service periods. However, structure alone is not enough. Good communication between front of house and back of house is essential to reduce mistakes and maintain service quality. The portfolio also showed that SOPs support consistency, training and safety, but they need to be applied flexibly when the restaurant is under pressure.
Leadership and management style were shown to have a strong influence on staff behaviour and teamwork. Open communication, understanding and empathy help teams perform better during stressful situations. In addition, recognising employee differences and adapting management approaches supports motivation and cooperation within the team.
Overall, this portfolio demonstrates that effective management in hospitality depends on a balance between systems, leadership and people. My experience at Zizzi helped me develop a deeper understanding of management practices and has supported my personal and professional development for a future career in the hospitality industry.
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