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Effective leadership is crucial in hospitality, where guest satisfaction, service excellence, and efficiency matter. The following essay evaluates Craig Poole’s management as General Manager of Doubletree by Hilton in Reading, Pennsylvania. Using Blake and Mouton’s Managerial Grid and Adair’s Action Centred Leadership (ACL) model, it aims to assess Poole’s leadership approach. The Managerial Grid evaluates Concern for People and Production, locating Poole’s style. ACL examines Task, Team, and Individual functions, articulating Poole’s effectiveness. The following structured analysis offers insights into Poole’s style implications for Doubletree and identifies potential enhancements for his hospitality leadership.
The Blake and Mouton Managerial Grid provides a framework for evaluating leadership styles based on two key dimensions: Concern for People and Concern for Production (Sridharan, 2023). Effective leaders balance these two dimensions to drive results while supporting their teams. An analysis of Craig Poole’s leadership approach using this model reveals strengths in production as well as opportunities to enhance his concern for his employees while scoring 9 out of 9 in this aspect. As President of Reading Hospitality Management, Poole exhibits the experience and capabilities to achieve operational goals. Furthermore, Poole’s track record of meeting revenue targets and maintaining high occupancy rates at the DoubleTree property shows strong production orientation, also illustrated in (Bavik, 2020). In addition, Poole’s recognition as General Manager also demonstrates his effectiveness in driving hospitality results. His task-focused style has fuelled success even though he is working in a competitively dense environment of the hospitality sector, as echoed in (Sifolo, 2020).
Poole appears to balance between task and relationship behaviors, scoring only 7 out of 9 on concern for people. While focusing on production is crucial, hospitality leadership also requires connecting with staff and creating a positive culture. According to Ciftci et al. (2020), employees are the face of the brand, directly interacting with guests. High turnover from burnout or disengagement, therefore, impacts service and satisfaction. To address this imbalance, Poole implemented more initiatives focused on employee engagement and team building. Furthermore, he likes to put his core focus on open communication channels like regular feedback sessions that help him to identify problems early before they affect morale. These arguments have also been supported by Arasli et al. (2020), in which the researchers have articulated that professional development opportunities also empower staff and convey a commitment to their growth, and recognition programs highlight achievements, boost morale, and inspire people to go the extra mile.
In addition to implementing engagement programs, Craig Poole exhibits people-focused behaviors daily (Tripadvisor Success Story, 2023). In light of this, visible, accessible leadership makes staff feel valued rather than overlooked. Poole regularly walks the floor, chats with employees, and keeps open open-door policy for everyone. The given face time illustrates genuine interest in hearing their ideas and concerns. Likewise, actively listening without distractions conveys respect, builds trust, and uncovers opportunities (Goryushkina et al., 2019). As referred by Putra et al. (2019), celebrating team achievements together also boosts morale. Whether hitting revenue goals or earning positive customer feedback, Poole praises good work publicly.
Moreover, calling out individual contributions in team meetings or company emails highlights successes while inspiring excellence as discussed by Köseoglu et al. (2020). Simply thanking employees for their efforts during busy seasons goes a long way in preventing confidence burnout (Tripadvisor Success Story, 2023). Even small gestures of appreciation have a significant impact. In response, Poole handwrites congratulatory notes or leaves a small message with recognition at workstations. 
Poole believes that taking just a few minutes to provide positive reinforcement makes employees feel seen, motivated, and committed to the organization. At the core, Poole approaches his staff as true partners in the hotel’s success. They represent the company culture and brand on the frontlines. When facing heavy demands, he does not sacrifice people for production or view them merely as a means to an end. Their needs should carry as much weight as revenue and metrics in decision-making (ReadingEagle, 2021). Poole balances goals with care for morale and well-being. With intention and consistency, he leverages task strengths while building an engaged, empowered team equipped to drive results and deliver exceptional hospitality (ReadingEagle. 2021).
Similarly, Craig Poole’s score of 7 out of 9 on the concern for the production dimension of the Blake and Mouton Managerial Grid demonstrates his proficiency in driving organizational results. He has leveraged his task-oriented capabilities to meet hospitality metrics like revenue goals and occupancy rates. This achievement-focused approach has served Poole well professionally, as evidenced by the recognition he has received over the years (Elkhwesky et al., 2022). Furthermore, his high concern for production reflects strengths in operational execution, efficiency, and bottom-line outcomes. Similarly, Poole’s 7 out of 9 on concern for people indicates further room for improvement in relationship-oriented leadership behaviors. Within hospitality, customer satisfaction depends heavily on a positive organizational culture and engaged frontline staff (Johnson, 2023). While Poole succeeds in production, he will be in a position where he can further develop his people skills to build a fully supportive work environment.
Fortunately, Poole’s existing task orientation complements new efforts to boost concern for staff. With development, he can evolve into a “Team Management” style leader - considered the most effective approach on the Managerial Grid with high concern for both people and production. This balanced leadership centers on open communication, team building, and participative decision-making (KIM, 2021). In addition, by involving staff and showing genuine care for their needs, Poole will elicit greater commitment and discretionary effort. Employees feel valued as partners in the hotel’s success rather than a means to an end. This drives engagement, morale, and, in turn, guest satisfaction (KIM, 2021).
	Adair’s Action Centred Leadership (ACL) model, devised by John Adair, is a detailed leadership framework that circulates or revolves around three central functions: Task, Team, and Individual. In this model, Task incorporates setting goals, delegating responsibilities, and guaranteeing the successful completion of objectives (Ackah, 2019). The Team function emphasizes developing a cohesive and motivated team, promoting collaboration, and countering conflicts to achieve common goals. The Individual function understands and develops the unique needs and potential of each team member, focusing on personal development, coaching, and aligning individual skills with team objectives (Ackah, 2019). ACL underscores the dynamic balance of these three functions, asserting that effective leadership lies in harmonizing them to attain overall success.
As President of Reading Hospitality Management, Craig Poole shows adeptness in the Task function of leadership. This entails setting objectives, planning, allocating resources, and monitoring progress - all capabilities Poole exhibits. Overseeing properties like DoubleTree likely involves establishing revenue goals, budgeting, project planning, and tracking metrics. The consistent achievement of targets under Poole shows success in defining strategic priorities and driving efficient execution, as referred to in (Ackah, 2019). Poole’s oversight of hospitality operations also reflects strong task execution. In addition, activities like managing seasonal occupancy fluctuations, delivering excellent yet cost-effective service, and guaranteeing quality require expertise in resource optimization and operational excellence. Poole’s recognition as General Manager of the Year further underscores his capabilities in crucial hospitality-related tasks, also discussed in (Krumins, 2022). 
In addition, Craig Poole displays commendable proficiency in the Task dimension of leadership. His strengths in setting goals, planning, budgeting, and monitoring directly enable organizational success. Within a complex industry, Poole’s task focus empowers properties to adjust to challenges while exceeding objectives, also echoed in (Krumins, 2022). Poole’s ability to define strategies and mobilize resources makes him well-suited to lead in dynamic hospitality environments. Craig Poole’s capabilities will continue driving productivity and goal achievement for the organizations under his direction.
An evaluation of Craig Poole’s leadership reveals that the Team function represents an area for development. While Poole illustrates strengths in the Task dimension, focusing on objectives and execution, he comparably underperforms in building team cohesion and morale. The Team function involves uniting people behind shared goals, promoting collaboration, and managing conflicts. Poole’s imbalance toward task orientation suggests this aspect is neglected, potentially impacting team dynamics. Within hospitality, positive team environments are essential to engage staff and delight guests, as illustrated in (Orukwowu, 2022). However, Poole’s focus on production will inadvertently overlook relationship building. In addition, to improve, he should implement strategies that develop open communication, camaraderie, and effective conflict resolution. More team-building activities, cross-departmental projects, and mechanisms for anonymous feedback could strengthen bonds. Poole also increases visibility and active listening to proactively address problems early. Celebrating shared wins rather than individual results further unite teams (Orukwowu, 2022).
Furthermore, Craig Poole has an opportunity to enhance the Team dimension of his leadership. While adept at Task functions, he also develops interpersonal relationships and teamwork capabilities critical for hospitality success (Price-Dowd, 2020). With development, Poole achieves a greater balance between driving results and creating positive team environments, which eventually empowers him to fully leverage the potential of his people to attain organizational goals.
An evaluation of Craig Poole’s leadership reveals moderate effectiveness in the Individual function, which involves recognizing each employee’s unique needs and cultivating their development. While Poole excels at the task aspects of setting objectives and driving execution, his approach to developing individuals appears more limited. However, his role as President suggests some commitment to coaching and supporting team members. Furthermore, to excel at the Individual function, leaders are required to provide customized guidance designed to each person’s aspirations, strengths, and growth areas, echoed in (Homan et al., 2020). Poole has an opportunity to improve his leadership by applying one-on-one initiatives. Likewise, scheduling regular check-ins to discuss career goals, provide coaching, and identify development needs demonstrates genuine care for individuals. He also builds cross-training and mentorship programs to expand skills. Likewise, praising individual accomplishments at team meetings boosts esteem and inspires excellence (Homan et al., 2020).
Within hospitality, individualized support empowers employees to deliver exceptional service that crafts memorable guest experiences. Likewise, through coaching staff on how to handle challenging situations or interact with diverse guests, leaders equip them to thrive on the frontlines (Shafiu et al. 2019). Poole recognizes that developing his people ultimately benefits the organization’s success. While Poole’s task focus has fuelled results, emphasizing the Individual function helps him in activating untapped potential within his team. Combining his operational strengths with customized guidance and development elevates individual capabilities and unifies the team. With a balanced approach, Poole enables both productivity and human achievement in the workplace (Shafiu et al. 2019).
As President of Reading Hospitality Management, Craig Poole’s leadership style significantly influences operations and performance at the DoubleTree by Hilton property in Reading, Pennsylvania. An analysis of Poole’s approach reveals both positive implications and areas for improvement to support the hotel’s continued success. Poole’s high concern for production proves advantageous for DoubleTree’s operational efficiency and results. His task-oriented focus maintains sharp attention on financial targets, quality standards, and desired guest outcomes (Homan et al. 2020). Under Poole’s oversight, DoubleTree likely consistently meets or exceeds revenue goals through streamlined operations and optimal resource allocation. This achievement orientation contributes to the property’s strong market positioning and ability to deliver shareholder value.
However, Poole’s tendency to prioritize tasks suggests room for improvement in the Team dimension per Adair’s ACL model. While beneficial for productivity, an imbalance between task and team emphasis results in poor workplace culture. Limited focus on collaboration, communication, and conflict management results in divisions among staff. Within a customer-facing industry like hospitality, engagement, and morale are essential for service excellence. Employees interacting positively and working cohesively have a greater capacity to create exceptional guest experiences. In addition, Poole is required to consider initiatives to actively bring teams together, such as group brainstorming sessions, team-building activities, and cross-departmental projects (Munna, 2021). Promoting transparency through open-door policies and anonymous feedback mechanisms will also help surface and resolve issues early. Moreover, recognizing group accomplishments rather than just individual achievements will further develop a collaborative spirit.
[bookmark: _Toc147862063]Additionally, Poole has an opportunity to enhance DoubleTree’s employee skill development and motivation through greater emphasis on Adair’s function. Mentorship programs, workplace coaching, and opportunities for growth like cross-training demonstrate investment in staff capabilities (Pelkonen, 2019). Getting to know employee aspirations on a personal level also promotes commitment. As a result of this, through developing employees, Poole will be able to build an empowered, service-oriented workforce equipped to drive guest satisfaction.
This analysis of Craig Poole’s leadership reveals a predominant focus on task orientation, which drives results yet requires balance with people-centered approaches. Within DoubleTree, his production emphasis enables achievement. However, enhancing team collaboration, individual growth, and workplace culture will strengthen both employee satisfaction and guest experiences. The lessons from Poole’s case extend beyond hospitality, underscoring the need for balanced leadership across sectors. While task focus fuels productivity, overlooking team dynamics and human needs will impede long-term success. Leaders in any industry integrate achievement with relationship building to engage workforces fully. Hence, the essay articulated that Poole’s experience provides a paradigm for leaders to evaluate their balance between driving results and caring for people. As a result, examining this balance and adjusting allows organizations to thrive both operationally and culturally. Though challenging, balanced leadership enables the productivity, innovation, and human potential every company seeks.
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