A Case Study of Claridge’s
Emily Keane
Student ID: 2409111
Effective Management BMGM4000
Lecturer: Gulia Chifari
Submission date: 06/05/25
Word count: 2105















Different businesses within the hospitality sector will have their own individual management and organizational structures. These are crucial for businesses to thrive as a well-structured management team can inspire employees as well as boost morale and improve the overall work ethic. Within the food and beverage department of large hotels excellent coordination and leadership is vital. By establishing and maintaining effective internal communication, Claridge’s hotel can improve their daily operations, enhance customer service quality and improve employee satisfaction. This essay explores and discusses key skills that are vital for the improvement of internal communication and an effective management style. 

Section 1
[bookmark: _Int_adKMEJzR][bookmark: _Int_8LumylCW][bookmark: _Int_fedzXoa8]A hotel's organisational structure in both the kitchen and the restaurant play critical roles in the effectiveness of the food and beverage department's operations. Claridge’s hotel has a strong and meticulously run kitchen brigade. It is believed that the organization of a professional kitchen is directly linked to a guests experience within the restaurant (Szende and Cipriano, 2017). This system, designed by Escoffier in the late 19th century, was inspired by military rankings. According to Lortie, Cabantous and Sardais (2022) the brigade system structures the job roles within professional kitchens with each chef holding a designated job title and role. The brigade system is comprised of four main job titles, Chef de Cuisine, more commonly known as a Head Chef, Sous Chef, Chef de Partie and Commis Chef. It is also important to consider that there is a hierarchy system within the restaurant structure. Claridge’s structure begins with the Restaurant Manager, Assistant Managers, Supervisors and Front of House Staff. 
Both structures are designed to organize job roles within kitchens and restaurants, with each staff member having their job roles and tasks clearly outlined. Cousins and Weekes (2020 p. 353) note that job roles are defined by the required tasks, standards and levels of business. With clear responsibilities there is less confusion caused during busier services and staff know who they are to report to if there is an issue.
With the brigade system in place this then encourages chefs to focus on a specialty within kitchens. According to Lightspeed (2020) speciality chefs become more adapt within their area of expertise which raises the quality of the food preparation and service. Chefs that specialise in certain areas within the kitchen can also lead to faster and more consistent service results as they have a high level of knowledge surrounding their section. Accountability within the kitchen is improved as the head chef will know which chefs are working on each section and any issues with food quality can be traced back to their origins. 
However, there are still disadvantages to having a hierarchy system within professional environments. For example, staff may find it difficult to adapt and thrive in unfamiliar sections of the kitchen. Or should a chef be forced to leave their shift part way through due to unforeseen circumstances with no cover, other chefs on shift may be unable to continue their colleagues work to the same standards. Issues with communication could potentially arise as staff lower down the hierarchy may believe that their ideas and input are not valued which can lead them feel like their full potential is being held back (Belcham, 2021). 
When considering Claridge’s modern front of house hierarchy it is important to highlight both the pros and cons. Claridge’s hotel has adopted a hierarchy system that allows for more cross-functional responsibilities for their staff members. This system still holds a clear chain of command but allows for better flexibility among job roles. This flexibility encourages a more positive environment for communication between management and their staff. With employees having the training to work in multiple areas of the restaurant it is easier for staff to adapt and take on different roles and responsibilities during busy periods of service. 
However, the flexibility among staff can potentially blur boundary lines during service which can lead to responsibilities overlapping, confusion and miscommunication. With staff rotating between job roles there can be a decline in service timing or quality as staff may become confused as to which stage of the service they must complete. To ensure the upkeep of service quality it is important that staff have regular training and are kept up to date with operation standards. 
Section 2
Within the hospitality industry is it vital that the food and beverage departments maintain standard operating procedures (SOPs) as these are essential for ensuring safety, consistency and efficiency. SOPs will provide employees with clear guidelines when it comes to carrying out routine operations and ensuring the service is of a high quality for their customers (Schmidt and Pierce, 2016). 
The standard operating procedures are controlled documents that outline the steps of specific tasks within the organisation. With the context of a food and beverage department SOPs are designed to cover all aspects of service, from the food preparation, customer service and hygiene protocols. According to  Mantolas, et al (2023) SOPs are also dedicated to maintaining consistency, either with the food preparation or the staff members and their uniforms. Claridge’s have an incredibly high standard surrounding their service and the customers would expect the staff to always look immaculate with clean and ironed uniforms. The SOPs are designed to improve operational standards and efficiency as they create clear guidelines for staff to follow which leads to less time spent asking questions (Raina, Sharma and Kapoor, 2021, p. 168). This in turn improves the overall workflow and leads to a reduction in service delay as staff have a clear idea of their goals and objectives. 
SOPs are also used as training guides for both front and back of house workers. These training guides will outline and explain all food safety handling procedures that staff must adhere to. According to Eisner (2022) these procedures are designed to ensure staff follow food safety legislations, and strict hygiene rules. This is to prevent cross contamination, so Claridge’s have rules in place which mean kitchen workers will use the colour coded cutting boards and knives. 
However, SOPs will need to be regularly updated to ensure they keep in line with industry trends, rules and regulations. If SOPs are not updated regularly to keep in line with changing times, they may become redundant and hinder staff instead of helping, therefore affecting the overall service (Rajamohan, 2025). They may also become overused, and staff can become over-reliant on the use of these guides. This can then lead staff to not developing independence and using their own decision making. 
Section 3
A critical element of all teams is a good leader as well as a manager. Especially with large hotels such as Claridge’s, where there are large numbers of staff on their teams. A good quality leader can positively influence staff which can lead to higher levels of motivation, teamwork and therefore improve guest satisfaction. Food and beverage manager should understand and display the qualities of a strong leader to keep staff inspired, manage day to day operations smoothly and maintain the reputation of their establishment. Wajdi (2017) highlights that leadership does not always equal a management job just as a manager may not always display leadership qualities. 
With many different leadership styles, it is important managers know both themselves and their teams so that they can better adapt their leadership approach. An example of a leadership style is Autocratic Leadership. This is where the manager will do important decision making without first allowing other staff any input (Chukwusa, 2018). While this method is effective during time-sensitive situations it can be disheartening and demotivating for staff who wish to share their ideas and don’t have a chance. However, if managers are running a team of staff who have no particular interest in sharing ideas this is an ideal leadership method. 
[bookmark: _Int_eOQ5jF18]Another popular style is Democratic Leadership, this method encourages all team members to be more involved in decision making and fosters a positive environment for collaborations (DeBell, 2019). This leadership style can often lead to frequent team meetings where all staff members are given the chance to contribute their ideas and voice and concerns. This method is perfect for boosting team morale as well as encouraging a creative working environment. With staff being encouraged to contribute their ideas it can help reduce staff turnover as team members are happier in their job roles. 
However, with all staff members being allowed to input their ideas it can take longer for decisions to be made. There is also a potential for staff conflict if team members are unable to reach a common goal and agree on answers to their questions. 
A third common leadership style is the Transformational Leadership method, focusing on the motivation of employees and helping them exceed expectations. Nguyen et al (2017) note this method is popular for promoting professional growth. Managers will use this leadership method inspire loyalty among their staff and hope to improve their performance levels. These leaders would also hope to encourage innovation amongst their team. Although this method does require a large portion of time and emotional investments. Because of this, the Transformational method is not the best suited method for everyone. 
By leading a team in a manner that suits all staff members you create a more positive working environment which in turn increases staff work ethic and the quality of their work output (Energage, 2024). This then improves customer service quality and therefore customer satisfaction among guests. 
Section 4 
To become a great manager and leader it is important to understand the characteristics of your employees and how to best improve their happiness and performance. With a large hotel like Claridge’s the staff come from many different backgrounds, whether cultural, educational or personal. Both the head chef and restaurant managers will need to be able to successfully recognise and manage their team members differences. Once they understand their team they can better lead and manage them, creating a higher work ethic (Williams, 2018).
There are many ways for a management team to learn their staff personality traits, for example making use of the different online personality tests. Yifan and Said (2024) state that one of these tests is the Myers-Briggs Type Indicator (MBTI), this test is completed online by answering multiple questions which analyse the candidate's behaviours, motivations and emotional responses. With the information provided those taking the test are then provided with their personality type at the end. 
With the knowledge of these personalities managers can tailor their leading style to best suit their teams as they can better understand whether their staff are introverted or extroverted (HSI, 2025). Introverted staff may often prefer to maintain a back of house roles as this involves a less social atmosphere compared to the full-on customer service requirements of working front of house. 
According to Meshanko (2020) It is vital for management teams to recognise and respect which areas their staff feel most comfortable working in so that service may run a smooth as possible. With staff working roles they feel uncomfortable in they are likely to have a reduced work ethic and therefore there will be a decline in the quality of their completed tasks. The personality tests can also identify which staff members would work best within a team together to maximise the output of their work and maintain a higher level of service quality. 
It is vital that employees are allowed to grow and branch out from what their tests suggest they are better suited to. Personality tests work well to gain an understanding of how staff may work together but experience may challenge the results (Chen, 2019). No matter the result of staff's personality tests it is important that communication is maintained among the team and any potential issues can be resolved. 
In conclusion, Food and Beverage directors have an important part to play when it comes to the management and organisation of their department. They must ensure that they can successfully stucture their staffing departments and run their teams smoothly to create the best possible service for the guests. Maintaining the use of updated SOPs to help train and guide their staff through day-to-day operations to deliver impeccable service. The managers must also be able to successfully lead their team through the day ensuring all staff are happy and their voices feel heard in the important decisions that affect them and their jobs. By tailoring their leadership style to staff they can run a smooth operation which in turn can increase and maintain a strong reputation for their hotel. It is also vital that they learn the backgrounds and personalities of their employees so that teams can work in harmony together. 
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