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Introduction 
The front office, or reception, in any hotel serves as the primary point of contact for guests and is crucial to the overall guest experience (Hotelier lifestyle, 2024). This area is responsible for a variety of functions, including welcoming guests, managing check-in and check-out processes, handling reservations, and addressing inquiries and complaints (Oli & Alex, 2024). Reception staff must possess strong customer service skills, as they are often the first and last impression a guest will have of the hotel. Additionally, the front office coordinates with other departments to ensure smooth operations and maintain guest satisfaction (Business Education, 2022). Efficient communication, problem-solving abilities, and the ability to manage multiple tasks simultaneously are essential skills for front office personnel (Business Education, 2022). The reception area also plays a significant role in maintaining security and confidentiality, managing financial transactions, and providing information about the hotel and local attractions (Kaplan, 2024).
Working in the front office (reception) at Hotel York Eastbourne has provided me with valuable insights into the complexities and demands of the hospitality industry. This reflective essay will analyse my journey as student within this role, using Schön's model of reflection, focusing on the importance of work-based skills and the challenges faced in the front office. By reflecting on my learning objectives and experiences, I aim to identify areas for future improvement and continued professional growth.
Hotel York Eastbourne, a previous Best Western franchise, and owned now by vine hotels, it adheres to the brand's high standards for service and quality, ensuring a consistent and positive experience for all guests (Hotel Owner, 2022). 
At York Hotel, the front desk operates with four staff members working in two shifts. The first shift runs from 7:00 AM to 3:00 PM, and the second shift runs from 3:00 PM to 11:00 PM. This ensures continuous and efficient service for guests throughout the whole day. The front office staff at Hotel York Eastbourne are trained to provide exceptional service, reflecting the values and expectations associated with the previous Best Western brand. The reception area serves as the nerve centre of the hotel, where guests are welcomed, inquiries are addressed, and reservations are managed (Carrillo, 2021).
As a front office student, I didn't have much to do in reception due to the limited opportunities to put my practical skills into practice and due the reception staff were often busy with their own tasks. This situation made it challenging for me to gain the hands-on experience I was hoping for. However, I found alternative ways to make the most of my time and to learn as much as possible, I observed and learned a great deal about the operations and expectations of the role. My primary tasks involved shadowing experienced staff, familiarising myself with the hotel's systems and protocols, and assisting with minor administrative duties. Although I was not directly responsible for handling guests, but I took every opportunity to learn from the interactions and challenges I witnessed.
Observing the receptionists, I gained insights into effective communication strategies and problem-solving techniques. I saw firsthand how they managed difficult situations, from handling overbooked rooms to addressing guest complaints with empathy and professionalism. These experiences highlighted the importance of maintaining composure and finding quick, effective solutions to ensure guest satisfaction.
Through this observation stage, I also learned about the importance of teamwork and coordination within the front office. Receptionists often liaised with housekeeping, maintenance, and other departments to ensure that guest needs were met promptly (Ortega, 2023). This highlighted the idea that the role demanded a high level of multitasking, customer service skills, and the ability to remain composed under pressure (Taylor, 2023).
Schön's model of reflection, which emphasises reflection-in-action and reflection-on-action (Robinson,2022). This has been helpful in my development. Reflection-in-action involves thinking on the spot and adjusting the approach in real-time, for example what I can see, hear, and feel as I’m interacting with the person I’m caring for, while reflection-on-action involves looking back on experiences to learn from them (Nursery Midwifery Council, 2024). By applying this model, I was able to analyse my performance and identify areas for improvement. 
One of my primary objectives at York Hotel Eastbourne was to enhance my communication skills. Effective communication is crucial in the front office, as it ensures smooth operations and a positive guest experience (Faster Capital, 2024). I initially struggled with conveying information clearly and confidently, especially when dealing with difficult guests. Through reflection-in-action, I learned to stay calm and collected, adapting my communication style to suit different situations. For example, during a busy check-in period, I realised that my usual approach of providing detailed explanations was causing delays and nor sufficient. By reflecting in the moment, I adjusted my strategy to offer brief, essential information, which improved efficiency and guest satisfaction.
Another key objective was to develop problem-solving skills. The front office often serves as the first point of contact for guest complaints and issues, requiring quick and effective resolution (Linked In, 2023). My Second week in the reception department, me, and my reception colleague encountered a situation where a guest was dissatisfied with their room allocation. Initially, I felt overwhelmed and unsure of how to handle the situation. Reflecting-on-action afterwards, I recognised that I needed a better understanding of the hotel's policies and available resources. By familiarising myself with alternative room options and the hotel's compensation policies, I became more confident in resolving similar issues in the future.
Despite these developments, working in the front office also presented several challenges. One significant issue was managing guest expectations. Guests often arrived with high expectations, and any discrepancy between their expectations and the hotel's offerings could lead to dissatisfaction (Airbnb, 2018). I realised then the importance of setting realistic expectations during the reservation process and providing clear, honest information about the hotel's amenities and services.
Another challenge was dealing with cultural diversity. Hotel York Eastbourne attracts guests from all over the country who come to visit Eastbourne due to its prime location in the southeast and its beautiful seaside where visitors can explore the area, each with their own cultural norms and expectations. Initially, I found it difficult to navigate these differences, sometimes inadvertently causing misunderstandings. Through reflection-in-action, I became more aware of my own cultural biases and learned to approach each interaction with cultural sensitivity and openness. This not only improved my interactions with guests but also enriched my understanding of different cultures.
Looking forward, I have developed a comprehensive plan to further my professional growth based on my experiences in the front office. Firstly, I plan to continue improving my communication and problem-solving skills through ongoing training and practice. seeking feedback from colleagues and my supervisor will provide valuable insights and help me refine these skills further.
Secondly, I intend to deepen my understanding of cultural diversity by engaging in cultural social media’s groups and seeking opportunities to interact with people from diverse backgrounds. This probably will enable me to provide more personalised and culturally sensitive service to guests, enhancing their overall experience.
In conclusion, my experience in the front office at Hotel York Eastbourne has been both challenging and rewarding. Through the application of Schön's model of reflection, I have been able to analyse my performance, identify areas for improvement, and develop a clear plan for future growth. The skills and insights gained from this experience will undoubtedly serve as a strong foundation for my continued professional development in the hospitality industry. Reflecting on my placement, I am confident that I have grown significantly in my administrative role and am well-equipped to tackle future challenges with resilience and confidence.
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