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[bookmark: _Toc42185261]Introduction 
The work requirements of every industrial sector are different, and it is the responsibility of the organisational managers to adopt the necessary leadership and management skills in order to conduct the daily work activities and provide a leadership to their respective departments. (Lam, 2002) However, it has been found that some of the managers are too strict or bossy that affects work conditions. The aim of this paper is to shed light on the qualities reflected by Mark Jenkins during his employment at The Grosvenor Hotel Torquay. 
[bookmark: _Toc42185262]Evaluating the management behaviour qualities of Mark Jenkins 
The hospitality organisations need to maintain a healthy relation with its clients that is necessary to maintain a good reputation in the market. This particular hotel is one of the leading three stars hotels of the region and offers various services to its customers. Different types of small and medium sized event opportunities are provided to the people and the banquets are well decorated along with the required modern amenities (Grosvenor-hotel. torquay, 2020). With reference to this Mark Jenkins was working as a General Manager in this hotel and was responsible for arranging the events and entire business activities conducted in this hotel.
As per scenario it has been noted that the services of the hotel were of high standards as a guest has commented that “Manager Mark I’ve awarded it three stars”. However, as per the conversations between Mark and Alison it has been identified that the hotel has not been able to profit in the previous financial quarters that has made the business run on loss that needs to be overturned this time. It has been also noted that after Mark took over the responsibility the weddings that were arranged a few months ago did not go well that caused serious damage to the branding of the hotel (Channel 4, 2019). 
It is well possible that a particular business product or service may not perform well that has a negative impact over the entire organization and it could lead to monetary losses as well which has been also observed in this hotel. On this note Mullins (2016), it is necessary for the management of the concerned department to take the added responsibilities to overcome the situation. In these situations, an assertive model of management needs to be adopted and the specific manager or the supervisor under whose guidance the work was performed needs to take the extra responsibility. With reference to this it has been observed that Mark has remembered the terrible performance that his department showed a few months back in the weddings and it was necessary to rectify the mistakes in this particular period. As per this model the individuals need to frame the entire plan from the start to the completion of a respective work and in every decision the person needs to interfere. It has been noted that despite the presence of a reservation manager Mark is greeting an individual and responding to queries who is deciding to book Grosvenor for his dream wedding. Further, it is also worth mentioning that he is able to convince the person namely Mike who has decided to marry in this particular hotel. 
Similarly, it is not possible for a manager to perform the required duties all by himself and in this regard, he needs the support of the entire department. In the opinion of Mullins (2020), workplace discipline is important that needs to be portrayed through the upper levels of a company unless which it is difficult to portray it to the lower level of employees. In this regard the logical consequence model needs to be implemented to rectify the mistakes. Often it has been found that the staffs are too lazy and are not serious with their work activities that leads an entire organisation too suffers. This is the manager’s responsibility to raise the performance of the employees. On a similar note Appelbaum et al. (2017) has stated that the workers need to be aware of their responsibilities. It has been witnessed that Mark is having conversation with Philip and other departmental staff to demonstrate the importance of this wedding and the need to perform as per the demands of the guests in order to increase their bookings in this wedding season.  
[bookmark: _Toc42185263]Evaluating the leadership traits of Mark Jenkins as per leadership theories 
In the majority of the hospitality organisations it has been found that the managers need to provide the leadership in these institutions as well. On the contrary Zakaria, Hashim and Ahmad (2016) gas commented that the leadership within the business organisations need to be chosen carefully examining the sector of the business and the condition of the company. However, it has been found that after Mark has taken over the responsibility of this hotel the situation is not productive and the staff have not performed as per the company requirements that has led to huge monetary losses and also has failed to reach the customer satisfaction levels. 
Often it has been observed that the event coordinator Phillip and Alison are discussing among them regarding the changed working conditions in this hotel. On a similar note Scott et al. (2018) has stated that these types of differences within the management are common at instances of autocratic leadership that is solely aimed to earn profit ignoring the views of the staff. It has been found that the powers are confined within few company officials and do not encourage the demands of the employees under any situation. On a particular occasion it has been found that Mark has issued an order for no smoking in the Grosvenor that has raised a distress within the majority of the staff. Regardless it is a good and healthy initiative but also a personal affair that could not be violated by the work organisations. Further, there are also issues regarding the treatment of employees as well. Often it has been found that Mark criticises the staff under dissatisfaction in service expressed by the guests and that too openly in front of the visitors and other staffs that could be regarded as humiliation. This generally decreases the motivation of the employees that is reflected in their work performances that has a negative impact on the business proceedings of a company. In this respect it has been found that due to poor service experienced by Mr. Tickle who has booked the banquet to celebrate his marriage anniversary is not satisfied with the decorations and particularly with flowers and has complained it to Mark because it is not the flowers that he wanted and it was clearly mentioned which has been ignored by the events manager. 
It is also worth mentioning that despite having supremacy in job designation it is not possible for anyone to have sound knowledge of every subject related to work. As per Nawaz et al. (2016), it has been found that due to dictatorship leadership style there are confusions in work that leads to disruptions in work. Under this style the manager or the concerned authorities does not listen to its employees and thinks what is appropriate according to the person’s perspectives. With reference to this it has been found that Mark without even consulting with the reservation manager confirmed a booking. It could have created difficulty if there was another booking on a similar day. This also deteriorates the bond within the employees and reduces their participation in the company activities. Boamah et al. (2018) have commented that the leadership needs to be supportive for the workforce that encourages them to perform their responsibilities. However, it has been noted that due to Mark’s leadership many employees are on the verge to quit their jobs even before the wedding day that portrays the poor influence of this particular general manager on its staff. Confusion at work and misunderstanding at various situations have been also noted in this hotel.
[bookmark: _Toc42185264]Analysing Mark Jenkins people management skills 
Managing people is another important task of the managers which is necessary unless it is difficult to complete the daily work activities of the business organisations. As per the current work environment in the majority of the corporate organisations the work is divided into small groups headed by supervisors or team leaders. In the opinion of Bao (2019), it is essential to build a professional bonding within the team members for the world to be completed in time. It has been also found that due to lack of communication and other difficulties the group faces difficulties to achieve their task objectives. In this respect adopting Belbin’s Team Role is beneficial as it helps to distribute the task within the employees based on their strengths. With reference to the scenario of Grosvenor it has been observed that GM Mark needs to divide the tasks into different groups during organising the events that will be beneficial in many aspects. It has been found that staff management skills and understanding their strengths is a major difficulty of Mark that has been noted on many occasions. 
Every individual is different, and their strengths vary in respect to skills and knowledge regarding the tasks. As per this theory a proper framework can be prepared that is helpful to manage the people and also identify the difficulties that a person has faced in a particular task that could be rectified in the future stages. On a similar note Sridharan, Tai and Boud (2019), it has been found that the manager needs to have a firm control over his staffs that is essential for the improvement of an organisation. It is possible that the demands of the guests or the bride and groom may change frequently because it is their wedding and it needs to be fulfilled by the responsible persons of the hotel in order to raise the customer satisfaction level. However, it has been observed that Mark has not learnt from his previous mistakes that led to the downfall in the brand image at the weddings just after his taking over the responsibility of the hotel.
Similarly, Ferdous and Karim (2019) has commented that following Tuchman’s Teamwork Theory could also improve the present condition through which the hotel and particularly Mark is going through. As per this theory the requirements of skills and effectiveness of the workers are different in the respective tasks that needs to be understood by the team leaders or the supervisor associated with a particular task. The important tasks need to be assigned to the serious and dedicated workers who can perform on a tight schedule. However, it was clearly lagging in the situation of Mark. Despite the troubles he has faced with Phillip no changes have been made and no discussion regarding the new task has been made. Further, Forsell et al. (2020) has commented that building a strong bonding within the workforce is also a crucial task that is linked with the formation of groups and managing the workers. It is well possible that confusion or any queries could emerge during the conduction of a work which could be only sorted through interaction or communicating with the respective departments. It has been found that there was a confusion with the wedding planners and the coordinators that has been working together for Mike’s wedding regarding the formation of the stage and identifying the position of the bridesmaids.



 
[bookmark: _Toc42185265]Conclusion 
Thus, it can be concluded that it is necessary to decentralize power and delegate more rights to employees. It is also clear that the responsibilities and duties of each employee must be clearly assigned to a specific task for which he or she is responsible, so the employees themselves will feel needed and useful for the organization. Teamwork should be encouraged. All together they must work to improve the image of the Grosvenor Hotel and strive to satisfy the desires of their customers by providing them with high quality service.
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