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Introduction
Kolb’s experiential learning model offers a structured framework for reflecting on and learning from experiences. It consists of four stages—Concrete Experience, Reflective Observation, Abstract Conceptualization, and Active Experimentation—which facilitate the transformation of experience into actionable knowledge. This essay reflects on my initial experience as a new manager at Travelodge, integrating Kolb's model to evaluate my development in guest service operations, technical knowledge, and leadership skills. Travelodge emphasizes efficiency, quality, and consistency in guest service, and my role includes overseeing staffing, property management, housekeeping, and managing guest reviews. Guided by a buddy manager and the Travelodge manager manual, I am honing the skills needed for effective hotel management.
Section 1: Reflection on Experience and Personal Development
Concrete Experience
In my new role, each day offers direct, hands-on learning about front office operations, including cash reconciliation, shift closures, and coaching the front office team. Working alongside my buddy manager has allowed me to observe their expertise in handling peak guest service periods, particularly during high occupancy days. Kolb’s model begins with this concrete experience, the foundational level of experiential learning that provides real-world context and relevance (Kolb, 1984a).
I have utilised interpersonal skills to address guest needs and resolve complaints in a professional, empathetic manner, which, as Ogbeide (2019) has emphasised, is essential for guest retention. In housekeeping, attention to detail and quality control were paramount. For example, conducting room inspections trained me in quality management and reinforced the importance of accuracy and thoroughness, which are key for ensuring guest comfort and maintaining the hotel’s reputation.
Reflective Observation
[bookmark: _Hlk182560507]Reflecting on these initial weeks, I have seen how communication and task management affect guest satisfaction and team performance. Observing my buddy manager’s approach to difficult guest interactions has reinforced the importance of calm and professional communication, especially during stressful moments, and has allowed me share some of my own approaches to similar situations that I have had to handle in the past. It’s clear that maintaining an approachable, solution-oriented manner is essential for upholding the Travelodge brand standard, as emphasized in the company’s new manager manual. By reflecting on these moments, I am recognizing areas in my own approach that require further development, particularly in task prioritization and guest relations (Solnet et al, 2019).


Abstract Conceptualization
The structured guidance in Travelodge’s new manager manual has provided key insights into operational best practices, reinforcing my understanding of effective hotel management. Kolb’s abstract conceptualization phase allows me to connect these experiences to broader management principles. My buddy manager’s expertise, coupled with the manual’s structured approach, clarifies the need for quick decision-making, employee motivation, and efficient task delegation to maintain service standards. Murphy et al. (2020) suggests training resources combined with mentorship can accelerate a new manager’s proficiency and confidence, which aligns with my development in this role.  Khassaweh (2018) stresses a strong link between staff relations and customer service quality, and this is evidenced throughout my mentoring process.
Active Experimentation
The Travelodge manual encourages new managers to take gradual responsibility for daily operations, and with my buddy manager’s support, I have led tasks independently. For example, handling end-of-day reconciliations and overseeing check-out operations during busy mornings have been opportunities to actively test my skills. These experiences allow me to build confidence and refine my problem-solving and leadership coaching abilities, and above all help me to develop and manage managers which will be critical as I move toward full managerial responsibility (Harvard Business Review 2016)
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills and Technical Knowledge
Kolb’s reflective model emphasizes that experience and feedback are essential to mastering work-based skills. My work at Travelodge demonstrates the importance of operational knowledge, such as proficiency in Opera Cloud, and interpersonal skills like team leadership. Studies confirm that effective guest service management relies on a blend of technical abilities and people skills to meet high guest expectations (Bharwani & Talib 2017). According to Travelodge’s manager manual, mastering these competencies is essential to consistently delivering quality service.
Skills Encountered During Shadowing
One critical skill I observed from my buddy manager was task delegation, a fundamental aspect of meeting Travelodge’s efficiency standards. Delegating tasks such as housekeeping coordination and front desk queries allows for smoother operations, especially during peak times. Kolb’s theory supports learning through active engagement, where skills like delegation become embedded in routine practice, enabling me to provide both team guidance and quick support for guest needs (Kolb, 1984b).


Examples and Insights
An example of applying these skills involved managing a double-booking situation at the front desk. Observing my buddy manager’s response taught me the importance of using Opera Cloud to reallocate room assignments and avoid delays. In such situations that an out-booking to another hotel is necessary Travelodge policy advises that single women and families should not be sent away.   Handling the incident with empathy and composure reinforced the necessity of adaptability, a quality highlighted in Travelodge’s manager manual as essential for effective service recovery.  Ogbeide et al (2017) support this approach, noting that calm and clear communication and staff empowerment enhances guest satisfaction in challenging situations.
Section 3: Reflection on Organizational Issues
Encountered Issue in Guest Service
During a particularly busy weekend, we experienced a shortage of housekeeping staff, which delayed room readiness. This issue impacted the front office’s ability to meet check-in requests on time, with the potential of frustrating several arriving guests. Having been aware of this first thing in the morning, my immediate response was to get involved and become a housekeeper for the day to ensure that as few guests as possible would be impacted. Kolb’s model suggests that learning from such situations can inform future management strategies. This challenge also underscored the need for greater cross-departmental communication and training to avoid negative guest experiences.   (Chen & Tseng, 2012).
Impact on Department and Service
The delay affected not only guest satisfaction but also team morale, as staff felt the pressure to meet increased demands. This scenario illustrated how operational issues can cascade, affecting multiple areas of service and requiring immediate problem-solving skills. Cheng and Choi (2019a) highlight that such events reveal gaps in resource planning, which can be addressed by aligning team support and preparing for demand surges.
Proposed Solutions
A solution would involve implementing flexible staffing policies to bring in additional support during high-demand periods. Additionally, providing clear communication to waiting guests about delays, a practice recommended by Travelodge’s manager manual, can help manage expectations. Cheng and Choi (2019b) further emphasize the role of adaptability in handling unexpected changes in guest demand, suggesting that proactive planning and transparency are vital in preventing service disruptions.


Conclusion and Action Plan
Key Insights and Reflections
Reflecting on my initial experience as a new Travelodge manager has highlighted the essential role of structured support, technical knowledge, and adaptable work-based skills in managing guest services effectively. Kolb’s model has been particularly useful in guiding my reflections, allowing me to integrate experiences into actionable insights.  One observation I made and suggested is for my specific hotel to offer longer contract hours for the housekeeping team. This is based on the fact that being along the M4 motorway with no access to public transport, and with team members having to drive any contract less than 24 hours a week just was not worthwhile.  Since this implementation housekeeping absences has reduced.

Personal and Vocational Development. 
This experience has shown me the value of mentorship and the benefits of Travelodge’s new manager manual in building my confidence and competence. Through reflective practice, I have gained a deeper understanding of my leadership potential and how operational expertise, communication, and planning directly affect service quality.
Action Plan
To continue growing in my role, I plan to leverage ongoing feedback from my buddy manager and seek further training on Opera Cloud functionalities to maximize my efficiency. My next steps will also include focusing on crisis management skills, particularly for handling unexpected guest demands. These development goals align with Travelodge’s commitment to empowering managers with both technical and interpersonal skills for long-term success.  Travelodge also provides monthly mandatory E learning to reinforce and teach new strategies and policies. 
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