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Introduction:

My placement at the York House Hotel in Eastbourne provided me with invaluable insights into the operations of a hotel reception. This report will outline my experiences and contributions during my time at the hotel, including a brief background history of the establishment. The report will also include a discussion and analysis of significant events that occurred during my placement, recommendations based on my experiences, concluding with a self-development analysis with support of Kolb’s experiential learning cycle.

Background History of York House Hotel: 

The York House Hotel is a historic establishment in Eastbourne, known for its classic charm and exceptional hospitality. The hotel has been serving guests since its inception in 1896 (Doherty-Cove, 2021) and has a reputation for providing a comfortable and memorable stay. It is located in a picturesque area, offering breath-taking sea views and easy access to the town centre. The hotel prides itself on maintaining high standards of service and ensuring a pleasant experience for its guests. (Eastbourne, 2023)




Contributions: 

I arrived at the York House Hotel at 8:30 AM and was introduced to the duty manager, Eduardo, and two receptionists named Summer and Eadie. My journey started with Summer, who gave me an overview of how the reception operates, there is a guide called early shift procedures. I learned about the hotel's check-in and check-out procedures, their reservation system used (SAGE), and the importance of being kind and helpful to customers. Summer also emphasized the significance of assisting guests with their needs, such as arranging taxis and providing extra amenities like towels for the swimming pool.


Discussion/Analysis:

During my time in the reception, I encounter positive and negative aspects of performance the staff worked well as a team and was organised in general. Positive aspect was the preparations in the morning to start the day with the help of a printed early shift procedures describing the daily tasks to be compelled such as float check, record any deletions from bill adjustments, check emails, after check outs sanitise keys, etc. A printed early shift procedure in a hotel reception can be highly beneficial for several reasons:

· Consistency: It ensures that the same set of procedures is followed consistently by staff during the early shift, reducing the likelihood of errors or oversights.
· Training Tool: It serves as a valuable training tool for new employees, helping them quickly understand the tasks and responsibilities associated with the early shift.
· Efficiency: It streamlines operations by providing a clear checklist of tasks to be completed, which can help staff manage their time effectively and avoid missing important duties. (Andrews, 2013)


55th Anniversary Celebration Event: 
The hotel hosted an event celebrating a 55th year of marriage, with approximately 100 guests in attendance. This event was highly beneficial for the hotel as the majority of the guests chose to stay at the York House Hotel. It boosted the hotel's revenue and highlighted the importance of hosting special events and celebrations to attract guests. (El-Sheikh, 2023)

The negative aspects and issues that I encounter during my experience: 

· Police Interaction: Around 9 AM, two police officers arrived at the hotel and requested to speak with guests in room 352 regarding an incident that had occurred the previous night in the town centre. This unforeseen event lasted for two hours, causing some discomfort for the guests. Consequently, at 12 PM, some guests decided to check out when they learned that the police would return with additional questions, impacting the hotel's occupancy.

· Room Allocation Issue: At approximately 3:30 PM, a couple arrived at the reception, and the receptionist offered them an upgrade to a room with a sea view. The couple accepted the offer and were given room 214. However, upon entering the room, they discovered that there were already guests present. This incident led to frustration and confusion. Darren, the duty manager, tried to resolve the issue for nearly 40 minutes but ended up offering a voucher for a free week's stay next summer to the original guests in room 214. 

This mismanagement of room allocation created an unpleasant experience for the guests and required the intervention of the duty manager.



Recommendations: 

Based on my experiences, I would like to make the following recommendations for the York House Hotel:

· Improved Communication: Enhance communication between the reception and other hotel departments to prevent room allocation issues and ensure a seamless guest experience.

· Training and Preparedness: Provide training for staff on handling unexpected situations, such as police interactions, to ensure that guests comfort and safety are maintained. (Crystal Ip, 2011)

· Event Management: Capitalize on the success of events like the 55th-anniversary celebration to attract more guests and increase revenue through similar special occasions. (Kolb, 2021)

· Guest Compensation: Develop a structured policy for compensating guests when issues like the room allocation incident occur to minimize dissatisfaction and negative reviews. (Lisa McQuilken, 2013)


Self and Academic development:

Reflection using Kolb's Experiential Learning Cycle

Experience: My placement at the York House Hotel aligns with Kolb's Experiential Learning Cycle, which involves a continuous process of learning through concrete experiences, reflective observation, abstract conceptualization, and active experimentation. (Hanisyah, 2023)

· Concrete Experience: My time at the hotel involved hands-on experiences, from interacting with guests to witnessing unexpected events like police inquiries and room allocation issues.

· Reflective Observation: Reflecting on these experiences, I recognized the importance of clear communication, preparedness for unforeseen events, and the significance of providing guests with compensation when necessary.

· Abstract Conceptualization: I've gained a deeper understanding of hotel management and the critical role of reception in guest satisfaction and overall hotel operations.

· Active Experimentation: I intend to apply the knowledge and lessons learned during my placement to future hospitality and management endeavours, focusing on improving guest experiences and hotel operations.

Conclusion: 

My placement at the York House Hotel provided me with a practical understanding of hotel reception operations. I had the opportunity to witness various real-life scenarios, from handling police inquiries to resolving room allocation issues. While there were challenges, such as the room allocation incident, the hotel also demonstrated its commitment to customer satisfaction by offering solutions, such as the voucher for a free week stay. A printed early shift procedure in a hotel reception contributes to operational consistency, staff training, efficiency, and ultimately, guest satisfaction. It is a valuable tool for ensuring that the reception functions smoothly during the crucial early hours of the day. The 55th-anniversary celebration event highlighted the potential for the hotel to increase revenue through special events. Overall, my time at the York House Hotel was a valuable and insightful learning experience, providing me with practical insights into the hospitality industry. The hotel's rich history and commitment to customer satisfaction make it a remarkable place to learn and grow within the field of hospitality. This experience has enriched my knowledge and will undoubtedly influence my future endeavours in the industry.
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