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Introduction 
York House Hotel, 14-22 Royal Parade, Eastbourne BN22 7AP is a hospitality business that provides a mixture of leisure and business services. I was placed in the Front Office to shadow a supervisory role while on my 10-week Level 6 hotel placement. I mostly wanted to get my hands on the admin job, manage the responsibilities, do some part-time work, and learn how to treat customers.
Objectives:
· To develop a deeper understanding of Front Office operations and its role in hotel administration.
· To enhance my communication and teamwork skills in a real-world setting.
· To gain technical knowledge about reservation systems, guest relations, and administrative processes.
· To Identify areas for professional growth and development for my future career
Section 1: Reflection on Experience and Personal Development -I used GIBBS cycle to reflect my work placement experience

Description
During my placement, I shadowed a Front Office supervisor in a Hotel in Eastbourne - York House Hotel. I was helping with a range of administrative duties. This included monitoring guest complaints, making reservations and keeping other departments on board, for everything to run smoothly. However, it was my job to update the hotel’s property management system (PMS), recording guest information and booking details correctly. I also checked in and checked out guests with a smooth experience, and beyond that, helped with additional needs. This role gave me some direct guest interaction while allowing me to gain insight into a hotel’s day to day operations. Once I gained confidence, I increasingly held more responsibility and learned more about the Front Office role.
Feelings
The fast pace of the Front Office environment was initially overwhelming. The responsibility was intimidating particularly when dealing with guests and complaints (Walker, 2021). In hospitality, first impressions are important so I was worried that I would make mistakes. However, as I became more familiar with the processes and I was mentoring guidance from my supervisor, my initial scepticism started to fade away. By the end of the placement, I was starting to feel more confident and able to take on the dynamic nature of the work. The environment itself was very stimulating, and I liked the fact that I was able to manage various tasks, simultaneously.
Evaluation
The most effective aspect of my experience was finding the value of communication and teamwork in providing excellent guest service. I noticed that my supervisor treated guest inquiries, complaints, and interdepartmental coordination professionally and efficiently. Guest complaints or special requests require clear and effective communication. I cherished that learning as Front Office operations rely a lot on teamwork with other departments. I was inspired by the ability of my supervisor to maintain a calm and composed personality while under pressure and to manage multiple tasks at the same time in solving problems and time management (Bahl, 2024).
Analysis
This experience taught me the value of the sort of skills acquired at work like attention to detail, problem-solving, and multitasking. I trained myself to prioritize tasks well and be able to cope with unexpected circumstances (e.g. the need to handle guest requests, or technical issues with the property management system). In the fast-paced environment, I learned to be good at time management and at the same time had to deal with many responsibilities. I also learned the necessity of double-checking the information in the inventory management system to avoid delays (Kimes, 2011).
Conclusion
The placement enhanced my knowledge of the important role played by admin work in hotel operations. I grew my confidence in guest interaction and administrative stuff and how important effective communication, time management, and paying attention to details really are to smooth operations (Grönroos, 2015).


Action Plan
I will continue developing problem-solving skills in the area of guest complaints management. Moreover, I will improve my understanding of hotel software systems to manage front office routines more efficiently and effectively. Finally, I plan to improve my communication skills and learn things to control guest expectations to arrange a good guest experience.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Communication Skills
Communication was effective in my placement at York House Hotel. I learned how to address guest concerns professionally and to maintain excellent communication between the Front Office and other departments. During my time at the hotel, I observed that clear communication was key to promptly resolving issues and maintaining a positive guest experience in several situations.
Teamwork and Collaboration
The Front Office relied on teamwork as we worked hand and hand with housekeeping, maintenance and other departments to handle guest requests. I gained a sense of the importance of departments working together for the sake of efficiency and addressing any problem guests might face. I improved a lot at cooperating with others, which enabled us to work faster and more efficiently on guest needs.
Task Management and Organization
Organizational skills are needed to handle numerous tasks at the same time. I learned exactly how to manage reservations, checks & administrative duties whilst maintaining high levels of efficiency (Bardi, 2011). From juggling these tasks, I learned how to be productive under pressure and maintain order, while balancing my work while keeping the quality of service.
Technical Knowledge
The use of the hotel’s property management system (PMS) is necessary for managing reservations and maintaining guest records with accuracy, I became proficient. I simply understood the PMS workings and learned how to use them to navigate the PMS to appreciate the technical side of hotel administration and ensure seamless guest service and operational efficiency (Robinson, 2016).
Guest Service
Hospitality is all about providing excellent guest service. I discovered that simple gestures, like proper greetings or attentive service, can improve guest satisfaction. The experience further highlighted the need to go far beyond basic customer service expectations to deliver memorable guest experiences.
Section 3: Reflection on Organisational Issues
Organisational Issue: Overbooking
During my placement at York House Hotel, I experienced an overbooking issue, which put an operational hindrance on the functions that the Front Office are responsible for, and which ultimately affected the guests’ satisfaction. Overbooking is when the hotel reserves more rooms than there are available, usually due to a system error, incorrect communications, or to earn more money using revenue management (WuBook, 2024). Here, a guest arrived with a confirmed booking, but there was no room. This caused a guest to be frustrated, and complain, and this added pressure on the Front Office to quickly resolve the issue (Strahl, 2024).
Impact on Department Performance
The performance of the department was largely affected by the overbooking issue. As a result of the high volume of distressed guests, the Front Office staff had to attend to a high volume of distressed guests at the expense of other essential tasks (Kankam-Kwarteng et al., 2022). It also strained interdepartmental coordination given the nature of the new situation, since the team had to quickly communicate with reservations, housekeeping, and management to find alternative accommodations. This could lead to poor reviews, lower guest loyalty, and a negative impact on the hotel’s reputation, creating a negative impact on the hotel’s long-term guest retention and profitability.
Proposed Solutions
It is a combination of proactive measures and strategic improvements to deal with the overbooking problem. To avoid system errors, one solution might be to implement a stricter monitoring system for reservations which includes a double check. Lastly, training staff in crisis management and improving guest communication skills will help to better handle such situations (Wyld and Ali, 2024). One proactive measure is setting up partnerships with neighbouring hotels to house displaced guests.
Theoretical Perspective
Contingency planning in risk management frameworks, from a theoretical framework, is required to reduce operational risks. With advanced property management software that generates real-time updates, discrepancies can be minimized and overbookings reduced to smooth out operations.
Conclusion
I reflect on the important work-based skills and technical knowledge that I have gained from my placement with York House Hotel Eastbourne. My communication, teamwork and/or problem-solving skills improved through systems such as shadowing a supervisor or acting based on an overbooking. This experience gave me confidence in hospitality and prepared me for working in the future.
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