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[bookmark: _Toc42590812][bookmark: _GoBack]                                              Introduction

     The success of an organisation is mainly dependent on the ability and performance of the managers. The report aims to identify the required skills and abilities a manager have to run a successful business. To demonstrate these ideas, the case of Mark Jenkins, general manager of Grosvenor Hotel, will be followed and solved. In the first part of the report, a profile of Mark is developed based on his characteristics shown in the video series using two management behaviour and leadership models. Later, an approach of team working will be provided by which Mark can improve his and people management skills.

[bookmark: _Toc42590813]1. Profile of the General Manager, Mark Jenkin, in term of his performance and overall effectiveness. 
     The performance of an organisation and the employees of the organisation largely depends on the behaviour, leadership, and skills of the managers (Giacalone, 2016). In the video series, the daily activities of a hotel manager were shown and narrated. In the video, the day-to-day operations of the manager, Mark Jenkins, of Grosvenor Hotel, Torquay is shown where his behaviour and working procedure were focused. In this part of the report, the profile of the general manager of the hotel will be constructed focusing his effectiveness and performance. To do so, two management and leadership models are used here.
a) Autocratic Model
     Autocratic model or behavioural management emerged from 18th to 19th century, which focuses on the ability on the skills of the leaders or the managers (McIlwraith, 2016). Employees are more dependent on the managers, and the managers possess more power. The leader commands the employees and forces them to do that work instead of cooperation. As a result, the employees become more dependent on the leaders and stays unskilled (Rosemary, Nnaemeka and Etodike, 2017). In the Grosvenor Hotel, the manager Mark possesses the power of decision making, and he rarely engages the employees in the decision-making process. As a result, the employees tend to rely on him and makes mistakes during their work. It is seen in the reservation crisis of the Mike and Fay couple when Mark ordered to let the room to the Phillips couple though it was booked by the mother of Fay 18 months back.  
     In this model theory X of McGregor is mostly applied where managers hold a negative idea about the employees. Managers think that employees do not like work, and they do not want to take responsibilities (Clements and Farrar, 2016). Managers need to assign tasks to the employees, and they need to be punished for deviation in work. Mark is following this approach in his work as it was seen that he was arguing with the deputy manager, Christian, about the ballroom decoration.
     So, in this model Mark Jenkins is scoring high as he possesses power in his hand and orders the employees with strictness.
b) The System Model
     The system model has emerged in the modern business world where it is considered that the employees want more than the salary and security of their job; they want to have a good relationship among the coworkers and the superiors (Buchanan and Huczynski, 2020). The attitude of the managers is also changed in this model. They are not satisfied only with the excellent performance of the employees besides they want to see that the employees are doing something extra for the organisation. To have some extra effort from the employees, managers build a strong relationship with the employees by being more compassionate and caring towards them. Managers rely on the employees they have trust in the employees. With these managers create a positive workplace environment. In the case of the Grosvenor Hotel, this positive work environment is missing. The employees are anxious about their job security. The wedding coordinator of the hotel, Phillip, resigned from the job before an important marriage event. He did so as he was thinking that the general manager is going to fire him anytime. Ultimately his action affected the performance of Mark and overall performance of the organisation. 
Mark engages the employees to the projects, events, and plans, but he provides less scope to the employees to express their opinions. So, instead of making a good relationship with the employees, the manager had a bad connection which affected his overall performance negatively.  
     So, interim of managerial behaviour the performance of Mark Jenkins is not satisfactory.
To analyse the performance of Mark Jenkins as a leader, two leadership models are used here.
I. Situational Leadership
     In the situational leadership style, leaders focus on the current level of resources- employees, equipment, fund- they have to carry out a task (Mullins, 2013). Leaders are aware of the capacity and capability of the employees. As a result, they can meet the work deadlines, and the employees feel better by knowing that the leaders are relaying them. The advantage of situational leadership is that the leader pushes himself to improve his knowledge and that of the employees. In this case, it was shown that when mark found that room no. 220 was let out to another customer instead of the customer who booked it 18 months back he started to find out the solution of the current problem instead of thinking what happened in the past. This indicates he is following the situational leadership approach. Mark faced another challenge when the marriage coordinator, Phillip, resigned the job before the marriage event. He tried to overcome this challenge by appointing another staff in replacement of Phillip. Here, also it is clear that he is following the situational leadership. 
However, to follow the situational leadership leaders need to be prepared and highly organised. Mark was not that much held in his work. As a result, situational leadership was not working well for him.
II. Authentic Leadership
Authentic leaders are always sincere about their work. They fully express the values and attitudes they hold through their work and behaviour. This true expression makes them authentic and genuine to other people (Seco and Lopes, 2013). Employees have trust and rely on this type of leaders. Authentic leaders have four things every day in their character- relational transparency, self-awareness, internalised moral perspective, and balanced processing. Rational clarity indicates that this type of leaders is more open about their feelings and thoughts as they openly express their feelings (Saini, 2015). I the case, it was shown that the general manager, Mark, comments on what he thinks about his employees. He clearly expresses what he feels about the employees by mentioning the good and bad sides of the employees. His openness sometimes makes the employees unhappy in their work. Some of the staffs were denying to work with him outside the organisation and in some cases inside the organisation. 
So, from the above discussion, it is clear that as a staff of the hotel Mark is scoring high in autocratic and low in systematic behaviour as he is holding the decision making power in his hand and having a cold relationship with the employees. In the leadership model, he is more an authentic and situational leader as he is more expressive and open regarding his feelings and works with the current resources and employees he has. 


[bookmark: _Toc42590814]2. Team working theories by which Mark can improve his people management skill. 
     The Grosvenor Hotel is performing low in the last few years, and it may be because of the weak performance of the employees. To boost up the performance of the employees, Mark can follow the team working theory of Tuckman. As per Tuckman, a team performs best when it gets matured.  
a) Forming: In the forming stage, a new team forms consisting of different members from different sources. Team members are anxious as they do not know each other, and they are not aware of their roles and responsibilities as a team member (Robbins and Judge, 2013). In this situation, leaders like Mark can make the group united. He needs to provide instructions to the team as a whole at the same time, needs to give instructions individually if required.  
b) Storming: This is the most crucial stage for a team as the team members start to know the behavioural differences among them. As a result, they are more likely to involve in conflicts among them. Some members try to express their opinions and what that their advice to be established. Here, Mark, as the leader, needs to resolve the conflicts in the group by guiding and coaching them. He needs to build trust among the members by a positive attitude and will make a good relationship among the team members. 
c) Norming: In this stage, the performance of the team starts to increase as the conflicts among the team members begins to be resolved, as shown in figure 1. The team members know the individual differences and begin to accept the difference. They become more social, and a good relationship is built among them. The leader just needs to move back the team to the goal. [bookmark: _Toc42590817]Figure 1 Tuckman’s team development Stages (Natvig and Stark, 2016)
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d) Performing: In this stage, the situation is stable, and the team members are getting back to work. Now, they are aware of their roles and responsibilities, and they are confident. Leaders just need to show the path by directing them, and they will do the job (Natvig and Stark, 2016). In this stage, Mark could rely on his employees as the employees are experienced and skilled. He just needs to keep the ball rolling by assigning new tasks to the team members. 
e) Adjourning: Some teams get untied when they achieve the goal, and some works with new projects or goals (Atesmen, 2017). If the team needs to continue, the leader celebrates the previous success and go for the new task. Mark needs to work continuously with his team for new jobs. Sometimes teams get new members, and a reshuffle takes place in the group as a result of a fluctuation in the performance is noticed, which is shown by the downward curve in figure 1.  
So, following these stages and taking some time to make the team matured, Mark can increase the performance of the group.  
Besides this team working, Mark can introduce a computerised process of work instead of paperwork. This will ensure integrity among the actions of different employees. Besides, it will provide more control and visibility of the work processes (Mullins, 2013). Thus, the level of error will be reduced. 

[bookmark: _Toc42590815]                                               Conclusion
     Throughout the report, the different aspects of managerial roles and team working are demonstrated. In the first part of the story, the performance and effectiveness of the role of Mark Jenkins are analysed. It was found that as per his behaviour, he can be categorised as an autocratic and unsystematic employee. Besides, he follows the authentic and situational leadership, but he needs to improve on these. In the later part, it was found that if Mark spends more time with the employees and builds trust and good relationship among them by being positive, the performance of the team will be increased. Finally, he needs to introduce computerised work processing for better control. 
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