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Introduction

An unambiguous and comprehensive answer to the question “What is management?” is difficult to give. As Witzel, M. (2004) says “The purpose of management is to carry out the tasks needed to enable the business to reach its goals.”  Management is series of actions to coordinating the potentials and duties of an organization targeted at reaching specific organizational aims. It is a process of constantly recurring goal of steps that rotate in a circle. Management is both theory and practice, science and art, a set of methods and means of influence, way of thinking, a complete system of thinking and beliefs.
The purpose of this essay is to analyse the results of the method, culture, and leadership over organizational efficiency. Improving the effectiveness of the organization, for the most part, aims the attention of reconstructing the organizational structure, of the oversight and management style, of the tactical of planning, of the bettering of the work rate, of the payment method of the employees in the organization, of the care to the customers and attitude to colleagues.






Organizational Behaviour





Management is usually described as “getting work done through other people”. That description makes clear the meaning of the role of the people. The work will not be performed well until the people have no desire to do it and if the work is not done, that means there is missing an organization. According to Pranit, K. “Organizational Behaviour (OB) is the study and application of knowledge about how people, individuals, and groups act in organizations.” To understand group behaviour in an organizational ambience is a provocation and great administrative act. Organizational behaviour benefits us to elaborate an understanding of the fact that motivates employees, improve their productivity, and assist organizations to determine a solid relationship with their workers.
Brooks, J. (2018) “A knowledge of OB should enable you to explain and even predict human behaviour in organizations and potentially to manage and control it if appropriate.”
There are diverse aspects of OB which need to be considered:
· Human Behaviour – Everyone, who is engaged with the organization, such as employees or any outside person like the client, supplier, the person who inspects financial records, or anyone authorized from the government brings to the organization individual contribution of knowledge and experience.
· Individual Organization – The people do not work independently. They are in relationship with other people in diverse paths in the organization. The members of an organization must be persuaded or pushed to take part in its activity. 
· Technology – Companies work on technologies to benefit people in productively doing their duties.    
· Environment – Companies are impacted from the environment in which they work, at an essential level as human recourse, suppliers, political parties, competitors, etc. 

Cianfrani, C., Sheps, I., West, J. (2019)“To achieve sustained success, we have to ensure the organization implements the needed process that represent “what” has to be done and establishes and maintains supporting behaviours/competences that represent “how” things should be done in the organization.”


Organizational Structure


In Acuinas (2009) is given the definition that “Organizational structure is the formal system of task and authority relationships that control how people coordinate their actions and use recourses to achieve organizational goals.” Organizational Structure (OS) impacts to the scheme of shared significance and it is determined based on the company’s purposes and skills. That involves not just control and behaviour between parts of groups – the interpellation is who is in charge. Organizational structures inform us who keeps the tools, who is responsible for something, who speaks to whom, what kind of job opportunities are existing, how experience skills flows to the organization, and what can you manage by yourself and what you must carry out with others. 


There are five various types of OS:
1. Hierarchical organization structure – The biggest level of power belongs to the person who lays on the top, and the power evenly decreases down to the lowest level. 
2. Flat or horizontal organizational structure - It includes none or some average levels between top management and employees. It is not necessary to carry out long-lasting procedures for reconciling opinions.
3. Matrix-based org structure- Here the reporting relationships layout are as a grid or matrix. The staff have binary reporting relationships – commonly to both operative manager and product manager. 
4. Team-structure – It guides the design of a team or of mutual-team work.
5. Organizational network-based structure – It enables for more mobility, quickness and is set up far from the classic concept of systematization. Here the employees have an option to work from home and are not limited in terms of working hours. 











On Fig. 1 below is shown a typical organizational structure for the hotel, named organizational chart. That structure bears sequence to every idea of hotel employment from the housekeeping, front desk, and room service to the General Manager, who plays a major role in the hierarchy. Hotel organizational charts are wanted to provide maximum productivity from each room, restaurant, and bar daily. 
O’Fallon, J.; Rutherford, G. (2010) “The general manager is the key implementer of the business strategy for the property and the behavioural role model for the entire management team.” He or She is liable for financial efficiency coordinating, people working in the hotel and customer satisfaction, public relationship, shareholders interaction, and talent elaborate. Organization structure is essential factor in every hotel.  Without a special chain of knowledge many problems could step on in the organization.  
[image: Typical hotel organization chart showing the GM’s position and the line staff Source: Rutherford (2002) ]









Organizational Culture



The organizational culture is a process from people with common suppositions, worth, and trusts, which rules how human behave in organisations. These valued principles have an essential impact on the people in the company and determine how they clothe, the attitude between them, and how do their jobs. OC is built because of the action of a set of variables, both inside and outside the organization. One of the most important arguments for the extensive use of organizational culture is that it illustrates the strategies and discovers the substantial characteristics that tells the difference between one organization and other. It is a determinant of people’s purposes, respects and mental outlook and it is as a result to needed set up which of its characteristics have the most positive impact on work behaviour. 
The process of forming an organizational culture begins with the creation of the company.
 The success of Shangri-La Hotel lies on the guests’ satisfaction for the services. Asian hospitality has targeted an authority for maintaining superiority in excellent facilities and services over the past decade. The exclusive, wonderful ways of Asian hospitality come from its historical and cultural origin. Shangri-La Hotel is a world class luxury Asian hotel chain which delivers services for business and rest tourists respectively to its Asia requirement of hospitality. Asian cultures and their nation have had-making abilities and are comprehensive orientated which should be noticed from the products and services accommodated by Shangri-La. The people, working there, have a strong cultural education based of “politeness and giving”. That makes them well appropriated for delivering the required exclusive services and suitable to answer to the needs of this new century. That assignment aims to the understanding of the impact that Asian cultures and worth have on Shangri-La Hotel. 
More objectively, Shangri-La focuses on suggesting tourists a memorable experience by mixing cultures, exotic art, and lively atmosphere. “Shangri-La Hospitality” has cultivated five tenets: regard, politeness, modesty, helpfulness, and frankness. These cultural values have successful impacted the sure-fire operating of the business and this way to create friendly customer and employee relations. 
The service procedures, based on Asian culture, is consecutive to each country where Shangri-La function. Customers get the same amazing service and behaviour in every hotel from the world hotel chain Shangri-La no matter the location. That is important as the tourists and businesspeople determine Shangri-La hotels as high class and reliable. Cooper, C., (2008) “We will respect the culture and religious traditions of the countries in which we operate and make every effort to educate ourselves in the ways of their people.”





Leadership

Daft, R. (2014) “Leadership involves influence; it occurs among people; those people intention desire significant changes, and the changes reflect purpose shared by leaders and followers.”
The role of the leader is related to the use of power, coordination, and motivational means to guide, coordinate, and motivate subordinates. That is a person, who has followers. The most successful leaders in the business world are completely different in a number of ways – gender, age, nationality, management style and goals, however one of the things that characterizes them all is their desire to break the established rules. At the heart of successful leadership is the ability to recognize each person’s motivation, work, style, and way of thinking and help them become the best version of themselves. We all know the approach to the leadership of the “lone wolf” – the manager who knows all the answers, never compromises, and does not trust anyone. In the real world, however, the most successful leaders are those who are not afraid to seek help and seek advice from their employees. They accept the fact that they cannot handle everything on their own, and they put a lot of effort and energy into building a network of people to help them be the best leaders possible. 

What do the leaders do? 
1. Leaders do everything possible for people not only to have a clear vision, however, to live and breathe with them. 
2. Leaders enter everyone’s skin, radiating beneficial spirit and vigour. 
3. Leaders ground trust with sincerity clearness, and respect. 
4. Leaders have the bravery to take untraditional solutions and act on intuition based. 
5. Leaders explore and move forward with intense desire to know, which bordering with scepticism, making certain that they have an answer for each question. 
6. Leaders stimulate risk-taking and receive knowing from their experience
7. Leaders celebrate. 

Shangri-La Hotels and Resorts owns and manages the largest deluxe hotel chain in Asia. Their leadership team gives experience and knowledge from diverse industries to graph new borders for the Group. They perceive a disciplined manner as part of the whole management. The leaders in Shangri-La Hotel International are dedicated to having a long-term view. As is mention about “Shangri-La and corporate social responsibility” Cooper, C. (2008) “We will respect our employees as individuals in the belief that all employees want to do a good job, and it is our responsibility as leaders to provide an environment, processes and motivation to enable team to fulfil their potential.” That content indicates that besides evolving leaders’ talents and abilities within the organization, they are asked to create a group that works to help the people and communities where operate. 
Leadership is positively connected to Organizational Performance (OP). According to Zumitzavan, V. and Michie, J. (2015)“Both relate to how to inspire employees and increase organizational performance, including consideration of individuals, intellectual stimulation, inspirational motivation and idealized influence, as well as how top management can provide rewards appropriately.” OP must be led by strong and motivated leadership.
Shangri-La Group is affected by Chinese culture, in which top management may cultivate diverse suggestions to reach organizational goals, such as aiming attention on cost cutting or pricing strategies. So, it is likely that with diverse cultures to be worked out on the different methods to improve OP. In Shangri-La Hotel every organizational member feels important to the community and integrated to create value as a total, and every employee is happy to contribute for the products and services. That strategy confirms Sluyter, G. (1998) contention” Improved organizational performance is best achieved by involving all employees in the process.” 
Looking in TripAdvisor (2020), there are many reviews from delighted customers. One of the recently written is from ViaqqiatoreoftheW (April 2020): “What makes this hotel stand out, apart from obviously the stunning views you get from every part of the building, is the amazing and personalized service you sense from all team members, from the warm greeting at the door, to the lovely touches in the room, the vibrant atmosphere in the bar and restaurant (highly recommend trying the new bar menu and the fish charcuterie at Ting!)” . That sounds fabulous and shows it is created a unique atmosphere by highly skilled team members in the Shangri-La Hotel.
However, not all reviews indicate excellent service performance. As a part of Shangri-La's community is easy to understand customers complaining, especially. Because of the design and architecture of The Shard, where is located the Shangri-La Hotel, performing a fast service is hard to achieve. The staff must use all the time elevators to reach the rooms and to deliver service. The lack of a sustained organization within certain departments is a reason which sets barriers for creating employees' motivation to reach excellent service. 



Conclusion

Abiodun, R. (2010) “As leader or manager, you should set expectations that are reasonable, achievable, and likely to have a positive effect on organizational identity, satisfaction, and the appreciation of human value.”
Culture inside an organization is essential, no matter whether that organization is or not a perfect and in good condition working place. Trough behaving and organizing the proper way for achieving knowledge and experience, it is possible to promote organizational vision to employees. When there is well performed communication between the leader and staff, there will be benefits to the team interaction and cooperation, and stimulation of subordinates to achieve the desired by the organization targets, which from its side increases job satisfaction. 
Sure, all these stages of organizational improvement are reasonable and important, however, they all discover their realization through certain employees with their appraisals, convictions, anticipations, individual aims according to the written and unwritten requirements to procedures in the company, i.e. respectively to the organizational culture and behaviour.
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