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In the realm of hospitality management, effective leadership is crucial for ensuring that an establishment meets the needs and expectations of its guests. Effective leadership in the hospitality industry is not just about overseeing daily operations but also about creating an environment where both guests and staff feel valued and engaged (Les Roches, 2023). In the context of this essay, the focus will be on evaluating the managerial style of Craig Poole, who holds the position of General Manager at Doubletree by Hilton in Reading, Pennsylvania. Through an analysis of two renowned leadership models, the Blake and Mouton Managerial Grid and John Adair's model of Action Centred Leadership (ACL), this essay will provide valuable insights into Craig Poole's management approach, its alignment with the hospitality industry's demands, and its impact on the establishment.
Craig Poole's role as the General Manager at Doubletree by Hilton is undeniably pivotal in ensuring the success of the hotel. His leadership style plays a significant role in shaping the guest experience and the overall effectiveness of the workforce (Readingeagle, 2021). By examining his management style through the lens of the Blake and Mouton Managerial Grid, this essay aims to categorise and understand his preferred approach in terms of his concerns for both people and production.
Subsequently, the assessment will delve into John Adair's model of Action Centred Leadership (ACL), a comprehensive framework that emphasizes three fundamental functions in managerial leadership (Mind Tools,2023). These functions include managing the task at hand, fostering teamwork, and nurturing the individual growth and development of team members. Evaluating Craig Poole's effectiveness within these core functions will provide a nuanced understanding of how his leadership contributes to the success of Doubletree by Hilton in Reading, Pennsylvania.
By comprehensively analysing Craig Poole's managerial style and its implications for the hotel's operations, this essay seeks to shed light on the critical role that leadership plays in the hospitality sector and how Craig Poole's approach aligns with the demands of this dynamic and competitive industry.
Poole has held his current role for nearly five years. He is a Hilton CEO Light and Warmth awardee and a three-time Hilton Connie Award winner and American Hotel and Lodging Association General Manager of the Year (LinkedIn, 2023).
His philosophy is, “Whatever you do, do it well. Do it so well that when people see you do it, they will want to come back and see you do it again and they will want to bring others to show them how well you do what you do.”  (Light valley business, 2022). 
The Blake and Mouton Managerial Grid is a well-established framework that categorises managerial styles along two dimensions: concern for people and concern for production (Mind Tools,2023). This grid offers five distinct leadership styles, ranging from impoverished management (low concern for both people and production) to team management (high concern for both people and production).
Craig Poole's placement on the Managerial Grid can provide insights into his management style. "While exact placement on the Managerial Grid would ideally require direct assessment and interviews, it is possible to make an informed inference based on various indicators" (Research Gate,2019).
Craig Poole appears to exhibit characteristics of a "Country Club Manager" based on his apparent emphasis on team building and creating a supportive work environment for his staff. He is known for fostering a welcoming and positive atmosphere at Doubletree by Hilton, promoting employee satisfaction and camaraderie (Lindberg,2021). This approach suggests a high concern for people. 
However, there is also evidence to suggest a "Team Manager" orientation, as Doubletree by Hilton is a well-regarded hotel known for its commitment to exceptional guest experiences and efficiency (C, 2021). This indicates a concurrent high concern for production.
Craig Poole's management style, straddling the realms of the "Team Manager" and "Country Club Manager" within the Blake and Mouton Managerial Grid, unveils a multifaceted approach to leadership (Pratt,2023). As a manager, he places substantial emphasis on the pursuit of excellence in service standards and the consistent delivery of exceptional guest experiences. This emphasis on maintaining high service standards reflects a profound concern for task achievement or production. Simultaneously, his recognition for fostering a welcoming and supportive work environment, where employee satisfaction and unity among his staff are paramount, signifies a distinct people-oriented approach. In this dual focus, Craig Poole aligns with the characteristics associated with the Team Manager style, effectively combining a dedication to both task accomplishment and the welfare of his team.
Furthermore, Mr. Poole's unwavering commitment to creating a harmonious workplace culture, where employee well-being and development take precedence, mirrors the attributes of the Country Club Manager style. In an interview, he stressed the importance of providing his employees with the tools they need to consistently deliver strong results for the company (Bartosch and Castrillón, 2017). Thanks to this approach, Craig has fostered an environment of open communication within the organisation where new issues can be discussed, and skills can be learned. This particular managerial style is rooted in a primary emphasis on people while placing relatively less emphasis on production. Craig Poole's approach underscores his commitment to nurturing a positive work environment and fostering strong, cohesive teams that collaborate seamlessly (Chakraborty, 2018).
In a comprehensive analysis, it becomes evident that Craig Poole's distinctive management style, seamlessly blending elements of both the Team Manager and Country Club Manager categories, has borne fruit for Doubletree by Hilton in Reading, Pennsylvania. Employee satisfaction at the establishment has remained notably high, resulting in low staff turnover and a motivated workforce, thereby reducing recruitment costs, and maintaining institutional knowledge (Alig, 2023). This contented and driven team contributes significantly to the hotel's consistent delivery of exceptional service, translating into elevated levels of guest satisfaction and a proliferation of positive reviews, which, in turn, bolster the hotel's reputation and market position (Pashaj,2023).
However, it is crucial to be aware of potential downsides. Placing a significant focus on employee well-being, which resembles the approach of a Country Club Manager, can unintentionally foster complacency if not counterbalanced with a strong emphasis on accomplishing tasks, especially within the highly competitive hospitality sector. The need to maintain high service standards is of paramount importance, and any lapses in this regard can potentially harm the hotel's reputation and business performance (club solutions, 2016). Furthermore, in high-stress situations that demand swift decision-making and task-oriented leadership, Craig Poole's management style, primarily characterised by its people-oriented approach, may prove less effective, necessitating adaptability to varying circumstances and challenges. It is essential to strike a careful equilibrium between prioritising employee welfare and maintaining an unwavering focus on the achievement of set objectives to ensure sustained success and resilience in a dynamic industry environment (Bienmal and Konan, 2022).
Adair's model of Action Centred Leadership (ACL) underscores the importance of the task function, focusing on goal setting, task accomplishment, and achieving objectives (Panchal,2023). In the context of Craig Poole's leadership at Doubletree by Hilton, it is evident that he places a strong emphasis on the task function. The documentary "Follow Me and I Will Be Behind You" and supplementary sources reveal that Poole is dedicated to maintaining high service standards and consistently delivering exceptional guest experiences (HospitalityMD, 2023). The commitment to the task function is illustrated through various initiatives and quality control measures that he has implemented within the hotel. This proactive approach aligns well with Adair's model, where task achievement is a central function of effective leadership (Adair, 2019).
Adair's model also emphasises the significance of nurturing a cohesive and productive team (Adair, 2019). A key element of this function is promoting unity among employees, fostering a positive work environment, and encouraging collaboration and teamwork. Craig Poole excels in this regard, as indicated by the documentary, (“Follow Me and I Will Be Behind You", 2023) He is recognized for creating a welcoming and supportive work environment that prioritizes employee satisfaction and promotes a sense of unity among his staff. His investment in team building activities and initiatives underscores his commitment to the team function, a vital aspect in a service-oriented industry like hospitality.
Adair's model highlights the importance of attending to individual needs and development (Edu, 2019). Effective leaders are expected to nurture personal growth, mentorship, and the well-being of their team members (Goldberg, 2023). Craig Poole demonstrates proficiency in the individual function as well. His commitment to creating a supportive work environment extends to the individual employees. Training and mentorship programs have been established under his leadership, allowing staff members to develop their skills and advance in their careers. “Craig Poole - It's Spring Training and Pre-Season - Let's work to get the team ready! (Humanize profit, 2021). This investment in individual growth and well-being is consistent with Adair's model and fosters a sense of belonging and value among team members.
The effectiveness of Craig Poole in the three key functions of managerial leadership, as per Adair's model, is highly relevant to the context of Doubletree by Hilton in Reading, Pennsylvania. In the hospitality industry, maintaining high service standards and delivering exceptional guest experiences are paramount tasks (Club solutions, 2016). The commitment to the task function is essential for ensuring guest satisfaction and positive reviews, which directly contribute to the hotel's reputation and market position (costumer alliance, 2023). Poole's focus on the team function fosters a harmonious workplace culture, enhancing communication, cooperation, and the ability to address guest needs effectively. A cohesive team significantly contributes to the hotel's reputation and guest loyalty. Moreover, the individual function, which promotes employee well-being and development, is critical in a highly competitive industry. Satisfied and skilled employees play a vital role in delivering exceptional guest experiences, thus furthering the hotel's success (Preno,2023).
In the ever-evolving realm of hospitality management, effective leadership stands as a cornerstone for ensuring the seamless alignment of an establishment with the needs and expectations of its diverse array of guests. It transcends the traditional confines of overseeing daily operations, encompassing the art of creating an environment where both guests and staff feel a sense of belonging, value, and engagement. Within this essay's context, the spotlight has been squarely on the managerial style of Craig Poole, the General Manager at Doubletree by Hilton in Reading, Pennsylvania. Through an intricate examination employing two distinguished leadership models, the Blake and Mouton Managerial Grid and John Adair's model of Action Centred Leadership (ACL), this essay has illuminated valuable insights into Craig Poole's management approach. It has unravelled the alignment of his leadership style with the demands of the ever-evolving hospitality industry, offering a profound glimpse into the profound impact it exerts upon the establishment. 
Subsequently, the assessment of Craig Poole's managerial effectiveness through John Adair's model of Action Centred Leadership (ACL) unveiled his proficiency within the three critical functions: task, team, and individual. The essay demonstrated his commitment to maintaining high service standards and consistently delivering exceptional guest experiences, aligning effectively with the task function. His relentless focus on nurturing a cohesive and motivated team, fostering a positive work environment, and promoting unity among employees underscores his excellence in the team function.
In the hospitality industry, where the maintenance of high service standards and the delivery of exceptional guest experiences are paramount, Craig Poole's leadership approach has proven not only effective but essential. It has fostered high levels of employee satisfaction and a harmonious workplace culture, resulting in low staff turnover and a motivated, skilled workforce capable of delivering exceptional service consistently.
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