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COMPONENT 1: LEARNING LOG
1. Introduction
According to Kijpoonphol and Linh (2021), working at the front desk requires a diverse skill set, including excellent problem-solving, effective communication, and organisational capabilities. This reflective journal uses Kolb's Learning Cycle (1984) to examine these important competencies. It does so by examining their theoretical foundations within the context of the hospitality sector and by drawing on the author's own experiences as well as examples from the field.
2. Main Body
2.1 Concrete Experience
Throughout my extensive experience in customer service at Bloc Hotels Gatwick, I have come to appreciate the paramount importance of proficient communication in a multitude of visitor encounters. Interacting with a wide customer base has improved my capacity to effectively communicate intricate information in a straightforward and empathic manner, while also catering to their varied wants and concerns. It has been observed that effective communication plays a crucial role in not only ensuring that guests feel acknowledged and comprehended, but also in cultivating a sense of trust in the services provided by the hotel. This comprehension established a strong basis for acknowledging the crucial function of communication in supporting smooth guest encounters at Bloc Hotels Gatwick. Furthermore, the present study involved an examination of the impact of good communication on the development of a collaborative work environment among colleagues, hence enhancing the overall cohesiveness and efficiency of team dynamics (Sayin and Karaman, 2019).
2.2 Reflective Observation
Reflecting on these experiences, I have come to realise that good communication goes beyond simple information sharing. It entails mastering the skill of building genuine relationships and trust with our visitors. Every encounter, I saw, offered a chance to connect with our guests and create a feeling of security and comfort, which fit in perfectly with Bloc Hotels Gatwick's overall customer-centric philosophy. This insight highlighted how important it is to provide correct information, but also to make sure that our guests have a great time and leave feeling like they can trust us with their stay (Luo, Wang, and Tai, 2019).
2.3 Abstract Conceptualization
Furthermore, I was able to hone my problem-solving skills by actively participating in handling a variety of consumer complaints and settling disputes. Through these experiences, I gained a deeper grasp of the complex process of coming up with quick fixes that work, a talent that is crucial in the hectic and demanding setting of the hotel front desk (Ramgade and Kumar, 2021). I came to see that managing problems in this situation effectively necessitates striking a careful balance between upholding the hotel's established regulations and processes and guaranteeing customer happiness.
2.4 Active Experimentation
Additionally, the growth of my organisational skills was greatly aided by my prior experiences with task management and keeping an organised attitude. My involvement in a variety of organisational procedures has given me a deep appreciation for the value of effective time management and accurate record-keeping in the hospitality sector (Alrowwad et al., 2020). This insight helped me to see how important it is for employees to be well-organised in order to provide customers with a smooth and effective experience when making reservations, checking in, and checking out. As a result, I realised how important it was to put formal procedures in place at Bloc Hotels Gatwick's front desk to improve overall productivity and guest happiness.
2.5 Industry Experience
My personal experience in the hospitality sector has given me a unique perspective on the significance of excellent communication in creating memorable visitor experiences. I had a guest at Bloc Hotels Gatwick who had particular needs when it came to accessibility. This posed a special problem that required clear and sympathetic communication. Through active guest engagement and a thorough awareness of their needs, I was able to support the timely arrangement of appropriate accommodations, which in turn helped the guest feel deeply comfortable and satisfied. This first-hand experience solidified my understanding of how a welcoming and inclusive environment for all visitors is directly facilitated by excellent communication. It was the ideal representation of Bloc Hotels Gatwick's steadfast dedication to fostering a warm and inviting environment for each and every guest.
3. Conclusion
Therefore, it can be said that using Kolb's Learning Cycle has strengthened my comprehension of the critical roles that excellent customer service, effective communication, skillful problem-solving, and efficient organisational abilities play in the front office of Bloc Hotels Gatwick. Through consistent introspection and skill development, my goal is to succeed in the ever-changing and challenging hospitality sector, contributing to the overall prosperity and standing of Bloc Hotels Gatwick.
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Fig: Review
(Source: Tripadvisor, 2023)‌

	Dear Caraybould, 

Thank you for taking the time to share your delightful experience at Bloc Hotels Gatwick on TripAdvisor. We're thrilled to read your positive feedback!

It's wonderful to hear that you found our hotel clean, comfortable, and well-suited for families. We take great pride in providing spacious and cosy accommodations for our guests, and it's fantastic to know that the Aspire Family room on the 6th floor met your family's needs. Your kind words about our comfortable beds and the entertaining bunk beds are truly appreciated.
We're equally delighted to learn that you and your family enjoyed the mesmerising views of the airport and runway. It's always a pleasure to hear that our guests had a memorable experience during their stay.

We look forward to welcoming you and your family back to Bloc Hotels Gatwick in the future. If you have any specific requests or preferences for your next visit, please feel free to reach out to us. Your satisfaction is our utmost priority.

Warm regards,
[Your Name]
Bloc Hotels Gatwick
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	Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR
September 1st, 2023
Subject: Response to Your Recent Stay at Bloc Hotels Gatwick

Dear Mr. Federick,
I trust this letter finds you in good health. I am writing to extend our sincere apologies for the disappointment and dissatisfaction you experienced during your stay at our hotel on Saturday, August 26th, in room 509. Your feedback is invaluable to us, and we take your concerns seriously.
First and foremost, I would like to address the issues you encountered with our breakfast service. We are deeply sorry that the quality of the meal fell short of your expectations. Providing a warm and appetising breakfast is indeed a reasonable expectation, and we are committed to ensuring that such lapses in service are rectified. We have shared your feedback with our kitchen and restaurant teams to enhance the quality and temperature of our breakfast offerings. Your comments will undoubtedly contribute to improvements in this regard.

Regarding the disturbance caused by the neighbouring room with a crying baby, we apologise for the inconvenience this caused during your stay. Ensuring a peaceful and comfortable environment for all our guests is of utmost importance to us. We are currently revising our room allocation procedures to better manage noise disturbances. We appreciate your understanding and are working diligently to prevent a recurrence of such disturbances.
Lastly, we are deeply disheartened to learn about the cleanliness issues you encountered in room 509. The hygiene and cleanliness of our rooms are non-negotiable priorities for us, and it is unacceptable that you found any aspect of your room unclean. We have shared your comments with our housekeeping team to ensure that the highest standards of cleanliness are maintained in all our rooms. Rest assured that we will investigate the specific concerns you raised and take corrective measures to prevent such occurrences in the future.
Your feedback is integral to our commitment to constant improvement. Your observations have provided us with an opportunity to enhance our services and ensure that our guests enjoy the quality and experience they rightfully expect from Bloc Hotels Gatwick.
To express our appreciation for bringing these matters to our attention, we would like to offer you a complimentary stay with us in the near future. We are confident that your next visit will be a reflection of our dedication to providing you with a seamless and enjoyable stay. We will contact you soon to arrange the details of your complimentary stay, and we hope to have the privilege of welcoming you back to our hotel.
Once again, Mr. Federick, please accept our sincere apologies for the inconveniences you encountered during your stay. We value your feedback and are committed to addressing these issues comprehensively. If you have any further comments or require additional assistance, please do not hesitate to reach out to me directly at iuliana@blochotels.com.
Thank you for choosing Bloc Hotels Gatwick. We look forward to regaining your trust and providing you with a superior guest experience in the future.
Yours Sincerely,
Iuliana-Daniela Giurea 
Bloc Hotels Gatwick
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Element 1 - Pre Arrival
The pre-arrival stage at Bloc Hotels Gatwick stands as a pivotal phase in which the hotel harnesses the dynamic interplay between effective communication and strategic marketing to lay the foundation for an unforgettable guest experience. This phase is the point of embarkation for guests on their journey, and it is essential to create anticipation and establish the framework for a memorable stay. Effective communication in this stage entails the art of engaging guests through targeted channels as stated by Tuomi (2021). Bloc Hotels Gatwick employs various communication avenues, such as email, social media, and the hotel's website, to proactively connect with guests. Through strategic marketing campaigns, the hotel plants the seeds of excitement and moulds the guests' expectations before they even set foot in the establishment.
By highlighting unique selling points, special offers, and upcoming events, the hotel captures the guest's attention and instil a sense of anticipation. Moreover, technology and personalization are skillfully woven into pre-arrival services. Bloc Hotels Gatwick leverages guest data to create tailored communications, ensuring that guests receive content that aligns with their preferences and previous interactions. The delivery of exclusive offers and personalised recommendations amplifies guest engagement, strengthening the bond between the guest and the hotel, asserts Scott (2021). For instance, the implementation of personalised welcome emails and the curation of pre-stay recommendations, guided by individual preferences and past interactions, spotlight the efficacy of these initiatives.
Element 2 - Arrival
The arrival stage at Bloc Hotels Gatwick embodies a critical juncture where the hotel has the opportunity to craft a lasting and positive first impression, laying the groundwork for an inviting and enjoyable guest experience. According to Rahimian et al., (2021), efficient and technology-driven check-in procedures are strategically implemented to expedite the registration process, ensuring a swift and hassle-free arrival for guests. The seamless integration of technology not only expedites the check-in process but also streamlines room allocation, allowing guests to seamlessly transition into their accommodations with ease and comfort. In addition to the streamlined operational procedures, the emphasis on guest engagement and comprehensive staff training during this stage serves as a catalyst in fostering a culture of warmth and personalised service (Wu and Gao, 2019).
The hotel staff members demonstrate proficiency in providing every guest with an authentic and kind salutation, ensuring that they are promptly made to feel esteemed and acknowledged upon their arrival. Lebedieva et al. (2023) believe that the prompt and efficient response to inquiries and fulfilment of urgent needs by staff members contribute to the establishment of a hospitable and reassuring environment for visitors. The aforementioned attribute engenders a sense of ease and warm reception that aligns harmoniously with the fundamental principles upheld by Bloc Hotels Gatwick. The creation of a pleasant and welcoming visitor experience is achieved by the careful coordination of efficient operating processes, seamless integration of technology, and genuine and personalised interactions with guests from the first stage of their arrival (Njue, 2020). This approach exemplifies the unwavering commitment of Bloc Hotels Gatwick to provide exceptional hospitality and customer satisfaction, hence cementing its reputation as a preferred option for travellers seeking a delightful and gratifying accommodation experience.
Element 3 - Duration of Stay
At Bloc Hotels Gatwick, prioritising the comfort, satisfaction, and overall guest experience is of paramount significance during their whole period of stay. The hotel has a resolute commitment to providing service of outstanding quality, which is apparent in all aspect of the guest's experience, therefore ensuring a seamless and enjoyable interaction from start to finish. The meticulous and comprehensive maintenance of facilities and services plays a crucial part in creating an environment that promotes relaxation and luxury, allowing guests to completely unwind and savour every moment of their visit. The usage of real-time guest feedback systems, according to Buehring and O'Mahony (2019), helps to reaffirm the hotel's commitment to providing service that is centred on the requirements and preferences of its guests. By being proactive in addressing and quickly resolving any concerns or recommendations, the hotel shows that it is committed to accommodating the changing requirements and preferences of its visitors. Bloc Hotels Gatwick's use of the agile strategy enables the establishment to promptly adjust and enhance its services, guaranteeing that every guest's experience is customised to meet their specific needs and expected results. A strong feeling of individualised care and attention is fostered by this proactive interaction, which strengthens the emotional bond between the hotel and its guests.
Bloc Hotels Gatwick offers a customised experience that goes beyond simple service provision; it involves a thorough grasp of each guest's preferences and the capacity to anticipate their demands ahead of time. Kwan and Tong (2023) state that the hotel seeks to maximise the total guest experience by creating a customised and attentive environment that meets the unique needs and desires of each individual guest. Bloc Hotels Gatwick's unwavering commitment to providing each guest with a unique and unforgettable hospitality experience is shown in their strong commitment to providing individualised care and attention. The hotel takes a proactive stance in order to enhance and customise the visitor experience, making sure that every visit transcends simple accommodation and takes on the qualities of an extraordinary adventure complete with cosiness, comfort, and a welcoming atmosphere.
Element 4 - Departure
Bloc Hotels Gatwick's departure area has been carefully designed to streamline the check-out procedure and provide guests a positive and easy way to say goodbye. Smooth and pleasant check-out processes, which are distinguished by simplified procedures and the provision of an expedited check-out option, are essential to facilitating a quick and easy departure for visitors. These measures effectively minimise avoidable delays and hassles, allowing visitors to efficiently complete their stay. The hotel's emphasis on delivering a seamless check-out process exemplifies its unwavering commitment to guaranteeing that guests' concluding engagements are as satisfactory as their first encounters, consequently creating an enduring and advantageous recollection (Aggarwal, 2021). In addition, the proactive gathering of feedback from guests and ensuring their overall happiness prior to departure is a significant opportunity for Bloc Hotels Gatwick to showcase its dedication to providing service that prioritises the needs and preferences of its guests.
Through proactively soliciting guest feedback and promptly addressing any problems or ideas, the hotel effectively demonstrates its responsiveness to guest requirements and reinforces its dedication to ongoing improvement and client pleasure. According to Sofi et al. (2020), the strategic use of loyalty programmes and future relationship management efforts serves as a means to promote visitor retention and establish enduring connections with the hotel. Bloc Hotels Gatwick has a strategy of providing distinctive advantages and rewards to its recurrent patrons, promoting the recurrence of visits and cultivating a feeling of allegiance within its customer base. Moreover, the implementation of customised communication channels and the development of continuous relationships with patrons contribute to fostering a feeling of connection and familiarity, consequently reinforcing the hotel's status as a preferred option for subsequent visits and bolstering its reputation within the hospitality sector.
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Clean, comfy, great views. Perfect for fami

S

We stayed in an Aspire Family room on the 6th floor the night before a flight from LGW. It worked really
well for our family (2 adults + 2 young children). Room was spacious enough, bunk beds were great, beds
were comfy. Little noise from the planes and the best of all, the views over the airport and runway. This
kept our children entertained for hours!

Read more v

Date of stay: November 2023




