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Introduction:

The front office department acts as the hotel's face, interacting with customers both before and after their stay. It includes a range of duties, including as managing reservations, interacting with guests, and performing administrative work. The success of the hotel as a whole and guest happiness both depend on a well-functioning front desk (e360 Hospitality Solutions, 2024).
Front office is always engaged in offering guests beneficial services. As an illustration, consider the following services: arrival, occupancy, departure, check-in and check-out, reservations, registration, and pre-arrival (Mondal. 2024).
Having the first point of contact for guests, the hotel front office plays great importance. The front office staff's main concerns include satisfying all needs of each individual customer, managing communication, meeting customer expectations, and making sure the hotel is operating efficiently (Barten, 2024).
Upon reflection on my placement at the Best Western York House Hotel in Eastbourne, I have come to the realisation that I have made tremendous progress in both my professional and personal development. I gained useful experience and priceless skills working at the front desk, which will help me in my future career in hospitality management.
My main goal for my front desk placement at the Best Western York House Hotel in Eastbourne is to obtain a diverse range of skills, including operational proficiency, professional communication, guest service excellence, problem-solving, multitasking, teamwork, hospitality management insight, utilisation of guest feedback, cultural competence, and personal growth. 
Improving my ability to communicate is essential since it allows me to engage with visitors, coworkers, and management in an efficient manner. 
The main point of contact for communications related to hospitality and guest services is the front desk. On the other hand, more and more visitors’ interactions take place on digital platforms like social media, chat applications, emails, and SMS. Although they interact with guests less in person these days, hoteliers nonetheless have to handle a greater number of communication channels and a greater need for prompt service (Petrinjak, no date). 
Another aim is to efficiently collect and evaluate comments from guests. This includes getting input from guests through surveys and face-to-face encounters, evaluating it to find areas for improvement, and adjusting raise satisfaction levels.
To improve my abilities to solve any problem calmly and professionally in collaboration with colleagues to find solutions as quickly as possible to satisfy customers and avoid it happening in the future.
I learned key abilities and real-world experience working at the front office, which will be beneficial to me in my eventual career as a hotel manager. 
Reflection essay under the framework known as Gibbs' reflective cycle has six stages that help organise the process of learning from experience: description, feelings, evaluation, analysis, conclusions, and action plan (Cuofano, 2024).
Description: 
During the placement at the reception, I have learned front office procedure, check-in check-out, reservations, answer to reviews, chatted directly with the guest, and billing. 
An issue during my time spend in front office was a that a young family with a 2-year-old child came to check-in early according to confirmation, especially since they paid extra for accommodation early, but we found that the room that was booked by them was not vacated by the other clients who have to leave at 12 pm. The family had come from far away after an 8-hours’ drive, very tired and nervous about the situation.
Feelings:
As soon as I noticed the mistake made during the booking by the hotel staff, I apologized to the family for the situation created by the mistake, I felt bad and frustrated at the same time, trying to resolve this issue. 
Evaluation:
There were a few good results from my placement, but there was also room for growth. Positively, I improved my ability to communicate and solve problems. My capacity to maintain calm under stress has much increased, which was essential to keeping the guests happy. My accomplishment was largely due to the cooperation and assistance of my management and staff. Performance measures like customer satisfaction and productivity can rise in collaborative workplaces since they tend to be more productive and achieve more complicated tasks (Coursera, 2024).
Analysis:
My accomplishments were influenced by a number of variables. Managing expectations and resolving problems with guests required effective communication and empathy (Be Hotelier, 2023). In difficult circumstances, my capacity for composure under pressure enabled me to respond quickly and rationally.
It was also very important to have the support and direction from my management and the staff. As I grew more comfortable in my position, their mentoring gave me the security I needed to handle challenging circumstances. Furthermore, I was able to use my academic knowledge and gain from immediate feedback thanks to practical experience in a real-world context.
Conclusion:
My placement made clear how important it is to keep learning and become better. Even though I gained a lot of experience, there are still certain things I can do better, such being technically proficient in reservation systems and multitasking.
As I consider my achievements, I see how essential systemic and human aspects are to the success of front office operations. Personal abilities like empathy, problem-solving, and communication is important. Systemic elements are also essential for maintaining efficient operations and high levels of customer satisfaction (Mckensey & Company, 2018). These include solid technology and strong work together.
Action plan:
In order achieve my goals for my front office placement at the Best Western York House Hotel in Eastbourne, I'll carry out a thorough action plan that includes instruction, practical training, receiving feedback, and ongoing reflection.
Initially, I'll take part in additional training that will improve my ability to communicate, solve problems, and provide excellent customer service. Online courses, role-playing exercises that reflect actual incidents, and seminars are some examples of these training programmes. Through participation in such activities, I will be able to develop the skills required to properly manage requests, complaints, and queries from guests.
Another essential component of my action plan is encouraging collaboration and developing great relationships with my coworkers. Having strong relationships with your coworkers is essential for any company looking to be successful (Torres, 2023).
In the hotel industry, feedback is crucial. Comments help organisations learn about the personal preferences and wishes of their customers. Their ability to deliver each client a unique and unforgettable experience is facilitated by this knowledge. Businesses would not be aware of their consumers' perceptions of them without feedback (Verma, 2023).
I'll use a variety of techniques, including surveys, cards for feedback, and face-to-face conversations with guests, to efficiently collect and examine their opinions. I'll be able to find trends and opportunities for development by examining this input, which I can then put into practice to raise customer happiness. In order to confirm that these adjustments are effective, I will also track their effects.
Essay conclusion:
My experience, I would say that my time in the front office at the Best Western York House Hotel in Eastbourne has been an amazing learning opportunity that has significantly helped me achieve both my career and personal goals. I've been able to improve my teamwork, communication, problem-solving, and customer service abilities by creating a detailed action plan and sticking to it. Furthermore, acquiring knowledge about hospitality management, cultural acuity, and the significance of collecting and evaluating guest feedback has expanded my perspective on the sector and enhanced my capacity to provide excellent service.
Under the framework of Gibbs' Reflective Cycle, this reflective practice has brought attention to how crucial systemic elements and individual abilities are to achieving operational excellence and guest satisfaction. In the future, I intend to further develop the abilities and understanding acquired from my work experience, hoping for ongoing development and the best performance in the hospitality industry.
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