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Kolb’s Reflective Cycle
Concrete Experience 
My first hospitality job was cleaning the front desk at the Novotel London Bridge Hotel. As I became familiar with the work, it was my responsibility to ensure that each room was perfect for our visitors. Owing to the physically demanding nature of the task, I had an obligation to ensure that every room, including the beds, bathrooms, and supplies, was always in great functioning condition (Shin et al., 2019). I learned the importance of organisation, multitasking skills, and being composed under pressure while working as a cleaner. These traits came in helpful at the busiest moments of the day. 
Reflective Observation 
I was able to pick up tips from the seasoned members of the cleaning crew I worked with throughout my time there, who demonstrated excellent collaboration and meticulousness. They were productive and based on the favourable comments they received from customers, I could see that their labour was benefiting the company (Park and Kim, 2021). Seeing that, I have come to the conclusion that supplying help consistently is essential. To prevent letting their visitors down, the guest rooms have to be immaculate at all times. My professional journey reached a turning point when I was promoted to oversee a group of housekeepers. My comprehension of the hotel management industry has improved as a result of this experience. As a manager, my duties included assigning assignments to staff members, monitoring their work to ensure quality, and inspiring them to continue doing a great job. Effective communication became immediately apparent to me when I was in charge of providing my workers with clear instructions, assistance, and resolution of any issues they encountered (Wang et al., 2023). 
Abstract Conceptualisation
I gained a strong foundation in many of the fundamentals needed to be successful in my present role at the hotel front desk while working as a supervisor and cleaner. As a housekeeper, I was taught the importance of paying close attention to details while maintaining hotel guests' rooms. Sayin and Karaman (2019) Olimovich et al. (2020) contend that this ability is necessary to keep consumers satisfied. Meeting deadlines was one of the most crucial components of my cleaning profession, especially during hectic periods. Good time management is crucial to guarantee that special requests are fulfilled on time and that guest rooms are available for check-in. Over my tenure in a position of authority, I came to understand the importance of great leadership. Sokhanvar et al. (2021) state that handling consumer complaints and overcoming operational obstacles need the ability to think critically and find solutions to problems. 
Active Experimentation 
I was assigned to the front desk of the Novotel London Bridge Hotel after serving as a supervisor and cleaner there. The opportunities and difficulties this work has given me have aided in both my professional and personal development. As a hotel receptionist, one of my responsibilities was to greet visitors, help them with the check-in and check-out procedures, respond to their questions, and meet their needs. During my occupation in this position, I learned that prioritising the requirements of customers is crucial and that adaptability is crucial in a setting that is rapidly changing (Almulla and Al-Rahmi, 2023; Marneros et al., 2021). I was able to use the supervisory and cleaning abilities I had learned while working as a receptionist. I use my sharp eye for detail to carefully double-check all visitor information and bookings to make sure the invoicing and checkout processes provide correct results. I have had the opportunity to speak with a wide range of colleagues, and they've all helped me significantly with communication. I was able to assist in achieving a solid balance between the operating demands of the hotel and the expectations of its visitors by working closely with the management and cleaning crew. I had no notion that such tight collaboration and open channels of communication were necessary to provide our customers with the best possible service.
I have had a great educational experience working at the Novotel London Bridge Hotel front desk, which has really aided in my personal and professional development. After being promoted to a supervisory position, I was able to improve my problem-solving, coordination, and management abilities. I was able to hone these abilities as well as my flexibility, customer service, and cooperation competency throughout my time as a receptionist. My education has taught me how to increase visitor contentment, which is highly valued by the theoretical foundations of the hospitality industry. Because of the careful attention to detail of staff, every accommodation is immaculate, and any problems that occur while a visitor is there may be swiftly resolved with many points of contact and teamwork. Effective time management and initiative are necessary for successful hotel management.
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Dear Melissa, 


Thank you so much for sharing your experience with us here at Novotel London Bridge. We value you taking the time to write about your wonderful experience staying at our hotel. 

We appreciate your compliments and recognition of the efforts made to ensure you have an unforgettable stay. Knowing that you and your family had a wonderful stay in one of our lavish suites makes us very happy. We take great pride in keeping our rooms immaculate, so it is wonderful to hear that you appreciated the ritual amenities and the comfortable bed. We are glad our housekeeping and room service team went above and beyond to make your breakfast experience even more pleasurable than you had imagined. 

We will make sure to pass your compliments to the team and hope to see you and your family again soon. If there is anything more we can do to enhance your future visit, just let us know.

Kind regards, 
Front Office Manager























	

	

	

	Letter of complaint response 500 words +/- 1-%

	
                                                                                  53-61 Southwark Bridge Road,
SE1 9HH
                                                                                  Novotel London Bridge Hotel
Dear Ronald Frederick,
I trust this letter finds you well and that you are able to read its contents. I wish to extend my sincere apologies for any inconvenience or disappointment you may have encountered during your recent stay at Novotel London Bridge Hotel. Your feedback is very importance to us, and we are fully committed to addressing your concerns and ensuring your future visits meet your expectations.
I deeply regret any less than ideal experiences you may have had during your time with us, and I would like to address each of your specific concerns in a more detailed manner.
Regarding the morning meals: We are genuinely sorry if the breakfast did not meet your expectations. We take great pride in providing our guests with a hearty and delightful breakfast experience. The fact that you found the food cold and tasteless is inexcusable, and we have already taken steps to rectify this issue. Our culinary and service teams have been alerted to the matter and are actively revising their procedures to ensure that each dish is consistently served hot and bursting with flavour We would greatly appreciate any additional insights you can provide to help us improve in this regard.
We also deeply regret any inconvenience caused by the noise from the neighbouring room. We understand the importance of maintaining a serene and relaxing atmosphere for our guests. To prevent such disturbances in the future, we will conduct a thorough review of our room allocation protocols to minimize such occurrences. Your patience during this process is greatly valued.
Your concerns about the room's cleanliness are taken very seriously. We take immense pride in upholding the highest standards of cleanliness in all our guest rooms, and the conditions you described are entirely unacceptable. Our housekeeping team has been promptly informed of this issue, and they will be receiving additional training and reinforcement of cleaning procedures to ensure that each room is consistently spotless.
In response to your feedback, we are implementing the following measures to address the issues raised: enhanced training for our kitchen and waitstaff to guarantee the delivery of delicious, properly heated meals; a review of our room assignment policies to minimize guest disruptions; and updated training for our housekeeping staff to maintain the highest standards of cleanliness and hygiene in every guest room. As a gesture of our regret for any inconvenience you've experienced and to demonstrate our commitment to providing you with an exceptional experience in the future, I would like to offer you a complimentary one-night stay at our hotel at your earliest convenience. We sincerely hope this will help restore your confidence in our services and allow us to better serve you on your next visit. Please do not hesitate to contact us with any questions, concerns, or suggestions you may have. We greatly value your feedback and look forward to making improvements based on your input. 
Once again, we extend our deepest apologies for the inconveniences you faced during your stay. We look forward to your next visit and the opportunity to exceed your expectations.

Warm regards,
Yours sincerely, 
Management of Novotel London Bridge Hotel
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Element 1 – Pre-Arrival 


	
During the pre-arrival stage of the guest cycle, consumers consider many aspects while making hotel reservations. These include past experiences, advertisements, word-of-mouth, location, corporate bookings, hotel names, and loyalty programme members (Vasadze et al., 2018). The guest's decision is also influenced by the simplicity of booking and how the reservation agent manages the hotel's amenities, including room type, cost, and activity accessibility. The reservation area sometimes referred to as the sales office, needs to be sales-oriented and present a favourable impression of the hotel (Sann and Lai, 2020; Özdemir et al., 2019). When a reservation is approved, and the reservation agent enters it into the hotel administration system, the guest cycle begins. This reservation record includes the customers' specific requests, allowing the hotel to provide them with personalised service while they are there. The hotel uses reservation data to assist with pre-registration operations such as rate collection and room assignment (Kosar and Kordić, 2018). A reservation ensures the hotel will be ready for customers when they arrive. For example, a guest may select a hotel based on marketing, recommendations, and previous experiences (Gil-Soto et al., 2019; Lee, 2018). They book hotel rooms in advance of future trips. The reservation representative handles any advance payment or credit card guarantee the hotel may require immediately (Vasadze et al., 2018; Han et al., 2019). The front desk is responsible for processing the request for a reservation, making the necessary special arrangements, blocking the room, and compiling a guest folio. Situated in a prime area, the Novotel London Bridge is a four-star establishment (Accor, 2023). Nearby tourist sites include Tate Modern, Borough Market, St. Paul's Cathedral, and the Shard. Anyone who wants to go farther away may easily do so because there are many tube stations in the neighbourhood (Accor, 2023).


	



Element 2 – Arrival 


	

The arrival stage, which includes room assignment and registration, starts the guest cycle. Upon arrival, clients check in as business guests at the hotel's front desk, which answers all inquiries, including those about room pricing (Lukanova and Ilieva, 2019). The guest's reservation status is checked by the front desk staff prior to the start of the check-in and registration procedure. Upon check-in, guests are required to fill out a Registration card, also called a "Reg. card," which includes important details like credit card information, billing instructions, reservation details, the number of adults and children occupying the space, address, information about passports and visas for foreign guests, and full address (Sann and Lai, 2020; Özdemir et al., 2019). The guest completes the registration process once they have confirmed and signed the payment methods and departure dates. A manager or a staff member in charge of guest services may provide the guest with an escort or a room key. The occupancy stage starts the moment a guest checks in. For instance, when guests arrive, they interact with hotel staff and create opinions on the standards and features of the establishment (Han et al., 2019; Kosar and Kordić, 2018). The front desk takes care of welcoming guests, checking them in, calculating the accommodation cost, giving keys, taking care of baggage, and answering and forwarding hotel mail on their behalf (Gil-Soto et al., 2019; Lee, 2018). This is a pivotal point in forming the guest's viewpoint. Aside from additional conference and meeting spaces, the Novotel London Bridge hotel features a wedding event suite that can hold up to 100 guests (Accor, 2023). Various activities are available to guests, including delicious feasts and tranquil spa days. The hotel is conveniently close to London Bridge and has easy access to most of the city's major attractions (Accor, 2023). Whether they are here for business or with family, guests may decide to just take in everything the city offers.








	





Element 3 – Duration of stay 


	
The front desk staff's role is critical during the occupancy stage since they handle guest queries, give directions, and deliver supplies (Sann and Lai, 2020; Lee, 2018). In order to promote repeat business, they should react appropriately and quickly, emphasising anticipatory service and going above and beyond for guests. One of the main concerns is security, which includes money and property protection. When managing keys, property surveillance, safe deposit boxes, and personal belongings, the front desk should adhere to hotel standard operating protocols (Vasadze et al., 2018; Özdemir et al., 2019). Some fees impact the guest's and hotel account, including those related to the restaurant, phone, internet, and travel desk. Most costs, including room charges, are posted to the guest account under the front office posting processes. Additional financial responsibilities at the front office include confirming charges to the guest account and comparing the amount to the credit limit (Kosar and Kordić, 2018). Overall, The Novotel London Bridge Hotel's front desk is essential to the hotel's stay phase because it makes sure guests have a relaxing and enjoyable time, which promotes repeat business and high reviews. In addition to keeping an eye on guest accounts, it manages guest complaints and inquiries, message coordination, key management, guest mail delivery, guest paging, safety deposit boxes, and room modifications (Accor, 2023). To ensure guests have a positive experience and return business, the front office works with other divisions to provide efficient services (Gil-Soto et al., 2019; Lee, 2018).


	















Element 4 – Departure 


	
The fourth and last stage of the guest cycle, departure, is when the guest services and finance components are finished (Han et al., 2019). When guests check out, they turn in their room keys, leave the premises and receive a detailed summary of the paid bills. The front desk updates the room's availability and notifies the cleaning service when a guest checks out. When hotels use property management software, their rooms' statuses are automatically updated (Vasadze et al., 2018). By providing the guest feedback form, the front desk gets information from its patrons about their overall hotel experience. The front office is critical in assuring a seamless and trouble-free guest exit. They create and submit guest bills to the guest for payment based on financial transactions recorded in the guest folio. The guest account is resolved by zeroing the balance of the guest folio, which might be debit or credit. The front desk is in charge of baggage and luggage. Sales and marketing operations for future reservations are also carried out, such as giving promotional materials and telling guests about impending specials. Even after guests have left, the sales and marketing team stays in touch with them by delivering flyers with special offers, discounts, gift certificates, and congratulations on significant life milestones. Overall, the front desk strives to conceal negative situations during a guest's stay (Lukanova and Ilieva, 2019).
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Short family stay.

Alovely shortstay with the fomly.
Four of s were i cn executive room with a stunning
view of the shard!

Room wos in excellent condition and we loved the
Rituols amernities inthe sustcinabie lorger sizes.

Very comfortable bed and children were comfortable
ontheir double sofc bed dlso.

Tea, coffee and fridge opprecioted nd would
definitely bensfit someone stoying longer.

“The hotel overall s lovely and moder, fob looking bar
area andwe saw people hoving ofternoon tea, it
shop area and restourant was bright and
contemporary too.

Breakfost was better than expected, not huge but
verything we wanted, cooked English, fruit and
yogurts,cereais etc. pancokes and wafles os well as
patiserio foms.

Lill at breakfast was such a lovely charocter and n
factal the staff were excelent,

Would definitely recommend.
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