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Introduction 
Management and organisational behaviour refer to the aspects that help the company to run the business smoothly. It is highly important in the hospitality sector as this helps in making perfect operational plans, effective customer services, innovating ideas and others. One of the popular hotels DoubleTree by Hilton has established itself with increased profit under the administration of Craig Poole making the individual one of the best leaders in the era.  In this context, the following academic essay will discuss the managerial style of Craig Poole to understand its strategies and effectiveness. The management techniques and methods will be critically evaluated with the help of the Blake and Mouton Managerial Grid. Other than that, the essay will also illustrate the leadership styles of Craig Poole with the help of Adair’s Model of action-centred leadership. Further, the different philosophies and beliefs of Craig Poole regarding management and leadership will also be reckoned within this essay.


Discussion
DoubleTree by Hilton Hotel is a 4-star business-friendly hotel in Reading, Pennsylvania. The hotel is highly reputed for its luxurious customer service and hospitality management. With indoor pools, free internet connections, convenient parking and accommodations and late-night club services this hotel has gained an immense brand reputation (Hilton, 2023). The general manager Craig Poole has not only managed and directed the hotel operations but also made a revolutionary change in the hospitality sector with his consultation services and special attributes. Brnadić (2021) has demonstrated that starting his career at the age of thirteen, Craig Poole worked as a waiter in his initial life. While serving in Pittsburgh Poole observed the operations that had been happening there with immense attention and gained certain skills and aptitudes that have helped him in his later professional journey.  On the other side, Reading is a large town that has attracted most of the people due to its developing infrastructure and other cultural attributes. Bloisi et al (2007) have stated many business owners and hoteliers have taken an interest in that place for making shopping outlets and expanding their business due to the growing population. However, in 1984 the town faced a poor fortune leading to a lost economy and a lack of legislation.  Craig Poole entered that area with his skills and business ideas to reestablish the lost business and aimed to build a hospitality industry in that place by associating with Crowne Plaza Reading. Craig managed to reinforce hospitality management by focusing on making a customer-oriented business while maintaining sustainable practices.
According to Rollinson et al., (2008), management is an essential aspect of a business organisation as it helps the business owner manage the business operations and direct the workflow and employees to achieve the business goals. Hotel services, day-to-day finance, devising business strategies and other operations of a hospitality business can only be managed by skilful management and effective leaders. Craig Poole has various responsibilities as general manager of the DoubleTree Hotel. The manager has heeded the Blake and Mouton Managerial Grid during his professional journey to provide the best hospitality services to the guests. The managerial grid has defined two dimensions of the leader’s behaviour that help in the management. According to Mullins (2020), consideration for the people and concern for production are the two main focused aspects of this grid. Consideration of the people refers to the aspect of obliging the people’s needs and demands and also giving them priority. The people here refer to the employees as well as the guests of the business (Mullins, 2020). Additionally, Robbins et al., (2008) have stated that concern for production refers to the arrangement of making tight schedules that will ensure more productivity and innovation. The gris displayed five strategies that helped the management to consider those two aspects that can make more production and more customer satisfaction. According to the grid, poor management such as low concern for employees and others can result in low performance making their approaches ineffective (Hrmguide, 2023). In addition to that, task management only focuses on high production making the employees not satisfied. Middle-of-the-road is the stage where the management has focused equally on both people and production. A country club approach makes the working environment comfortable and friendly, however, the lack of focus on the task can hamper the workflow. Lastly, according to Blake and Mouton team management has been selected as the best approach due to its high focus on people and production. The leader with this management feels commitment, trust, empowerment and respect are key sources to form a successful business. This grid helps the managers to self-assess through a technique called grid training. The managers can easily find their place in the grid and can improve themselves. Craig Poole has effectively addressed a balance between his care for people and more production after realising the importance of both factors. In the opinion of Poole, building relationships with teams and implementing effective communication played a key role in business development and increasing performance. His philosophy has rendered him to focus more on the views and thoughts of his team as their unique ideas can be beneficial for the business. The management style of Craig has compelled him to provide a working experience that gives job satisfaction and also promotes participation.  According to Poole, employee motivation is highly important to gain employee retention as well as maximise the overall output. Other than that, the managerial style of Craig Poole makes sure to provide the best and most innovative hospitality services to the guests and his principle is to ensure that the customers are getting the greatest customer services possible to satisfy the guests. Buchanan and Huczynski (2007) have projected that the visitors of the Double Tree are being well-cared for by the effective managerial styles of the Poole. The management style of Blake and Mouton Managerial Grid is immaculate for Craig as his philosophy entertains the ideas of fostering the needs of employees, guests and business. The requests and interests of the workforce and the guests are immediately handled by the general manager by implementing new ideas and innovations (Bova, 2020). During the time of pandemic when other businesses are cutting off workforces, using Craig’s managerial strategy the organisation has taken over a busted country club, and an art museum and started an off-site catering company. This has made them hold their workforce and after the pandemic, this has created more employment as the hospitality business has also started in its full force. Triatmanto et al., (2019) have demonstrated that Poole also engaged children and local people and offered free services to promote harmony and uniformity among the people. According to Bratton (2020), one of the main characteristics of the hotel was to celebrate Christmas with the local natives and other individuals belonging to backward castes and communities to promote amicability. Poole wants them to be involved in this happy occasion and this step makes them an ethical and responsible business that considers the well-being of society. Moreover, Úbeda-García et al., (2021) have stated that Poole has planned to provide training to the newly hired employees to ensure excellent service to the guests.
Adair's Model of action-centred leadership has focused on three aspects which are tasks, team and individual. It is a rudimentary model that helps the leader to plan their strategies by considering those three aspects. According to Adair's Model, a leader's main focus should be on building a strong team, completing the work with quality and being responsive to individual needs. The model depicts that the team needs constant appreciation to motivate themselves and it helps in improving the performance. The task needs to be completed by the team and the leader needs to understand the importance of the team and learn the physical needs such as salary, incentives and psychological needs such as rewards, recognition, promotion and other individuals to get the maximum workforce retention. Craig Poole has considered these three aspects to ensure a workforce balance and the development of the business. The general manager has effectively deployed the ability to put each component in the right situation and get benefits from them. According to Danvila-del-Valle., (2019), The knowledge regarding this model helps Poole support and boost the employee’s confidence through rewards, recognition, making goals, encouraging words and helping with working methods and other techniques. Poole has been recognised as a great leader due to his success rate in managing the hotel business and taking the business to a new height of development and growth. Hilton was the most valuable hotel brand in 2022, with a global brand value of roughly £ 9.94 billion (Statista, 2023). On top of that, Craig Poole has developed solid connections with other businesses and supply chain facilities that can help Poole run the hotel smoothly and this helped to achieve substantial success. Setting goals, objectives, reasons and direction of the team has proved to be the key to the success of the business due to the enhanced workforce performance. Karatepe et al., (2021) have stated that the employees are clear about their job responsibilities making the work easier. Another aspect of the leadership style of Craig is to use KPIs, timetables, statistics and information about the latest market trends and other strategic plans that help the business to have a foundation to create operational, marketing and financial strategies through methodologies. As per leadership styles of Craig, using a negotiating team helps in achieving goals due to their listening capability and being capable of accepting other directions. Couch (2019) has projected that Craig has made efforts to evaluate and assess the progress of the workforce and also to find ways to motivate them and uplift their spirit. According to Niemelä (2019), solving the problems of the team is also an excellent quality of Poole. Along with that, the general manager has believed in feedback making him gather feedback from the public and employees to improve their hospitality services as well as the workforce environment. According to Adair’s Model, the relationship between business partners, employees and guests proves the effectiveness of the leadership style of the person. The strong relationship with the stakeholders of Craig Poole has proven the efficient and functional leadership of the general manager. The hotel staff of DoubleTree Hotel has benefitted from the Pool’s dedication to the work and the manager aims to expand the hotel’s awareness all over the world, not only in Reading. According to Park et al., (2019), Poole’s envisioned a world where children can have a home without any anger that has been nurtured in the planet nowadays. According to Craig Poole, selfless people who consider the growth of personal and team are only eligible to work in their organisation as it will help in the development of the business. Other than employee development, Craig has made sure to create a hotel that is friendly for business associates, common people and travellers. The hotel has provided meeting and conference rooms for business owners, lawyers, bankers and others. Whereas, weddings, parties and celebration functions are also offered by the management. Poole has supplied several facilities such as book clubs, night clubs, art clubs, and leisure activities to ensure better customer service and maintain the hotel’s reputation. According to Mullins and Dosser (2013), Craig has also believed in helping other businesses. As a leader, the general manager believes mutual helping and helping in others' growth not only ensures their responsibility to society but also helps in driving their reputation. The general manager has prompted the customers to other restaurants and shops by suggesting the guests with their names to ensure a friendly business environment in Reading. Further, Craig Poole has taken sustainable approaches such as reducing carbon footprint, lack of plastic usage and renewable energy to ensure the hotel’s goodwill and reputation.


Conclusion
Craig Poole has been considered one of the best and most reliable leaders in the hotel industry during the last few years. The general manager of Double Tree Hotel has proved his efficiency through his effective managerial and leadership style. In this context, the above essay has studied the leadership qualities and management aptitudes of Craig Poole. The essay has depicted the earlier journey of the general manager and his entry in Reading. Apart from that, the Blake and Mouton Managerial Grid has been regarded as an effective method to ensure management strategies in the business. Therefore, the essay has discussed the strategies of Craig Poole that have effectively ensured a balance between his care for people and more production to guarantee success in the hotel business. Other than that, the essay has analysed the leadership style of Craig Poole through Adair’s Model of action-centred leadership. Further, it has been found that Poole has used KPIs, timetables, statistics and information about the latest market trends and other strategic plans that help the business to grow and expand.
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