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[bookmark: _kpy98n83ox4h]Introduction 
Hotels are customer-focused organisations, and the main motive of this sector is to offer customers excellent experience. The management of the organisations needs to manage the employees strategically to make the service effective. CEOs and General managers of different companies follow different leadership styles to manage their workforce. This essay will use Blake and Mouton Managerial Grid to assess different management styles. It will; also analyse the managerial characteristics of the General Manager of Doubletree of Hilton Craig Poole in detail. Eventually, it will also justify the management styles of Craig Poole according to the Blake and Mouton Managerial Grid. Alternatively, Craig Poole also follows a specific type of leadership style to lead the employees strategically. Managers mainly focus on specific tasks rather than focusing on leadership styles to lead the people. Hence, this study will discuss Adair’s Model of Action Centred Leadership models to identify the tasks for leading people. Finally, this model will be assessed with special references from the leadership styles of Craig Poole in detail.
[bookmark: _h7do41gribhi]Description
Robert Blake as well as Jane Mouton developed the Blake and Mouton Managerial Grid in 1964. It is a type of tool that can be used to identify the management styles of one. This model has two axes including ‘Concern for People’ and ‘Concern for Results’. According to the Concern of People, leaders value the needs, interests and development areas of employees while accomplishing any task (Todăriţă, 2021). Alternatively, Concern for the Results assists the managers to focus on high productivity, effective organisational efficiency, and concrete objectives. This model also has four quadrants including team management, improvised management, country club management and Produce-or-Perish Management [Appendix 1]. Improvised managers are less effective for both the concern of people and result (Hilton, 2023). During this situation, managers are not eager to create new systems or an effective environment. Hence, the results of the activities are not up to the mark and companies may also suffer from underproductivity.  The organisational environment and employee satisfaction level are not effective in this situation. Produce-or-Perish Management focuses more on the results rather than people. This type of manager is also known as an authoritarian leader. The managers keep the results as their primary priority and people as their secondary choice (Mindapa, 2022).
Additionally, this type of manager follows strict guidelines, proper rules and procedures to manage the employees. This management style is suitable for the growth of the organisation but not effective for employee motivation. According to the country club management quadrant of this model, managers focus on the people more compared to the results (Alonzo, 2017). Managers are highly concerned about the interests, feelings and well-being of their employees. They believe that they can get the best results from the employees if they are happy. Though the working environment is quite good here, productivity levels remain unsatisfactory because of having less control (Couch, 2019). Team management is one of the best management styles in this model as it focuses on both people and results. These types of managers focus on the well-being and results of the activities equally (Benuyenah, 2021). Hence, these managers can maintain a good working culture and higher productivity rates in their respective organisations. Middle-of-the-road management is another management style of this model. Here, managers focus on the results and people moderately while executing any tasks. This model is not good enough for the development of a good organisational culture and gets better results. Hence, employee satisfaction and organisational performance remain in an underdeveloped stage (Niemelä, 2019).
Craig Poole is the current General Manager of Hilton Doubletree and controls all the activities of this segment. “Follow Me and I Will Be Behind You” was quoted by Craig Poole in an interview (Posten, 2021). In detail, the General Manager of Doubletree is highly focused on the well-being of the employees. He also tries to focus on the results of his activities and the performance of the staff. Hence, they told the employees to follow him to improve their performance. The General manager of this organisation will be able to focus on the well-being and the productivity of the staff if they follow him. However, Hilton Doubletree is an economy hotel chain with less elaborate amenities and services (Hilton, 2023). According to reports, Hilton Doubletree is operating its services globally along with its over 580 hotels and resorts. It is one of the fastest-growing hotel sections of Hilton (Hilton, 2023). Hilton Honors members can stay in Doubletree by redeeming their points of membership cards. Craig Poole stated, “We have a service culture here that people like. It's very selfless. It's why we were so successful at James Street and we have that here” (Togneri, 2009). It indicates that Craig Poole focuses on the working nature and quality of the employees. Hence, he focuses on the development of quality of work for the people (Couch, 2019).
However, the above analysis indicates that Craig Poole is highly focused on the people and the results. He tries to develop and improve all the services of this organisation to get the best results. Hence, he focuses on the healthy, financial and professional well-being of the employees. According to the above discussion, Craig Poole is following a team management style while executing organisational activities (Niemelä, 2019). According to reports, effective management of the employees and concrete objectives assisted Hilton Doubletree in opening its services in about 580 locations. A suitable working environment and higher control assisted the General Managers of Doubletree in becoming one of the fastest-growing sections of Hilton (Mindapa, 2022). The effective work of the employees assists Doubletree in generating a total revenue of about £4.43 billion in the accounting year 2022 (Growjo, 2023). Craig Poole also focuses on the maintenance of highly motivated and engaged employees to get the best results. Hence, this company has been able to generate revenue of about £361,364.69 per employee in recent times. Team style assisted the General Manager in monitoring about 12172 employees in recent years. It also encourages HR to increase the number of staff by 6% annually to improve the results of their work (Growjo, 2023).
John Adair’s model of Action Centred Leadership is primarily an influential and popular leadership model. According to Wang and Yang (2021), it focuses mainly on three areas or functions of a leader which are task, team and individual functions. The coverage of different spectrums of functions in this leadership makes ACL one of the most useful leadership models for transformational practices (Newsroom, 2016)‌. Task function refers to the operational functions that are designed to enhance the commercialisation process in a company. According to Wang and Yang (2021), especially, for the hospitality sector, hotels like Doubletree by Hilton, task functions are extremely important to be monitored, organised and executed with. Team functions in a hotel create the harmony of services and stabilise the service quality at every level (Gutman, 2021)‌. Therefore, the guests can experience a seamless and sustainable stay experience in a hotel when the entire hospitality team works together to create an integrated experience model. Moreover, individual functions are comparatively infuriating for leaders as they require attendance and coaching individuals among employees.
Craig Poole is one of the most popular and influential managers in the Pennsylvania area. His management, selflessness and strong management qualities have largely been appreciated by the locals. Doubletree by Hilton has been under the operation of Craig Poole since 1999. His strong leadership has changed the course of value and tasks in the hotel. The employees became more reliant on service quality than on the completion of the task. Craig has a simple philosophy which is “If we take care of guests, guests will take care of us”. Being extremely simple but compassionate, this vision changed the entire notion of task functions. His sudden decision to abandon the entire operation for critical error or minute error created a self-realised obsession among employees regarding perfection (Gutman, 2021)‌. According to Hayat Bhatti et al. (2020), the task functions, being distributed to a large number of employees, can help build trust and collaborative integrity. Poole realised that Doubletree by Hilton is more inclined to provide services to quick-stay, business-class guests. Therefore, convenience on luxury items, fast check-in, check-out, availability of beverages and quality food is necessary. He focused the entire team on the service quality and responsiveness of the room service. His design of the room service is still popular among other similar hotel chains. However, according to Altinay et al. (2019), measuring the quality of tasks can disrupt the teamwork which Craig Poole experienced before. This is why he chose to not bother the staff with task performance reviews, but rather focused on individual performance reviews. 
Craig encouraged teamwork more than others to escalate the conflicts initially before organising the roles. He knew that mutual appreciation over working structure could improve the team dynamics. understanding each other's work and expertise in certain areas obtains a greeted opportunity for effective performance in a team. Craig tried to create a suitable level of mutual understanding among the hotel staff. Doubletree by Hilton has around 200 employees working for the single purpose of providing top-notch service to the guests (Newsroom, 2016)‌. Therefore, understanding the service theme and operational harmony is a vital point. Craig made the employees adaptive to the leadership of their peers. He created smaller teams for room service, maintenance, technological assistance and reception. This has allowed the staff to adapt to a smaller leadership model and their mutual understanding has improved (Gutman, 2021)‌. According to Lombardi et al. (2021), the group performance review was arranged to present at the end of the month and Craig used to visit during the performance review. Rather than criticising the performance, Craig used to focus more on appreciating the effort. This has created a valued staff member along with increasing employment satisfaction. Managing the workforce in a hotel is all about celebrating the achievement of the experience the entire team is creating for the guests (Hospitality Net, 2015)‌. Therefore, Craig Poole, specifically focused on getting guest reviews with elaborative check-out sessions where he himself sometimes attended the guests. According to Escortell et al. (2020), this created a massive impact on the employees regarding his leadership and the team function improved significantly between 1999 and 2003. 
In the case of individual functions, Craig focused on the performance review. According to Lombardi et al. (2021), this is the task where his leadership was mostly needed, realised by Craign himself. He realised that the individual perspective over service perfection is most important as it can sustain harmonious service quality. Synchronising the working effort and performance of each staff with others was the most challenging aspect (Hospitality Net, 2015)‌. As an example, Craig used to take sessions with the least performing staff once a week. His attendance with the staff and inspiring personality influenced the staff effectively. Craig was already popular in Pennsylvania which added to the influence on the hotel staff in Doubletree by Hilton. Craig also used to monitor the differences in performance if shifted to a new team or leadership. According to Donate et al. (2022), this was used to help him understand and provide suggestions to hotel staff about improving their leadership skills. Craig also created opportunities with defined roles that have a higher salary scale (Newsroom, 2016)‌. The staff used to work more proactively to gain that position. However, the position obtained extensive responsibilities which not everyone was capable of handling. According to Hayat Bhatti et al. (2020), due to the recirculation of leadership simulation in the team, Craig managed to convince the staff about the responsibilities that come with the wage increment. 
[bookmark: _7nlz1t1o6x95]Conclusion
The essay has focused on the management functions and activities of Craig Poole in Doubletree by Hilton. The application of Blake and Mouton's Managerial Grid and Adair’s model of Action Centred Leadership (ACL) helped in evaluating the management activities and task orientation of Craig Poole. His expertise in managing staff to outperform their previous effort has been explained in this essay. The explanation of the preferred management style of Craig and his action-centric leadership managed to illustrate the commercial performance improvement of Doubletree by Hilton.
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Figure 1: Blake and Mouton Managerial Grid
(Source: Todăriţă, 2021)
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