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INTRODUCTION
The front office is the face of any hospitality sector whether it is a hotel, resort or restaurant. The front office staff is accounted for dealing with its guests efficiently, providing marvellous service to its customers, addressing requests from guests and assuring the effortless functioning of the hotel administration. A career in the front-office department can be thrilling, expeditious and rewarding (Chaturvedi, 2020). 
Eastbourne Town Centre Hotel is a premier luxury hotel located on Terminus Road in the United Kingdom. The hotel has the latest amenities like new generation bedrooms, each with large TV screens, a newly renovated bathroom featuring a large shower head and a brand-new king-sized Hypnos bed designed to help the guest drift off to sleep. This hotel has the provision of opting for sea-facing luxurious rooms. It has the ambience and amenities to welcome international guests. The hotel has an on-site restaurant which provides sumptuous meals for its guests. 
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It is very exciting and privileged to work as an intern in the Front Office Department of one of the renowned three-star hotels. During the internship, I learned many new things practically. The Front office desk is the initial platform where any types of guests are entertained. The Front Office is majorly a part of the Room Division Department and other operational areas. There are various tasks which are performed by a Front office staff. It is the responsibility of the front office staff to participate in the guest reception and aware them of the terms and conditions during the stay and services provided by the hotel. The staff should also be informed about other activities and complementary facilities that the hotel provides (Rutherford, 2021). 
The front office staff is responsible for preparing databases of guests, assisting in managing pre-bookings, to keeping track of arrivals and departures. The front office staff is liable to issue invoices to the guests mentioning the cost of stay, meal prices, liquor consumption and other hotel services and manage the financial, transactions. During the internship, I inculcated certain skills like presenting appropriately in front of guests with extreme soberness and a professional way. The communication must be very polite, and the pitch must be very soft-toned. As a receptionist of a hotel, it is essential to be well groomed as it reflects the brand of the hotel (Rutherford, 2021). 
It is very obvious to learn technical skills involved in the Front office operations. These are creating databases of guests, coordinating guest services, boosting the services, assuring that the guests are satisfied, coordinating with other departments like house-keeping, security, maintenance, food and beverage, human resources, completing pre-booking formalities, settling payments during check-outs (Belias and Trihas, 2022).
The internship also provided me the opportunity to learn other languages apart from English. It provided me the opportunity to learn French and German during the internship.
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I got the platform to sharpen my self-management skills that will help me to strengthen my self-esteem, and relationships with others and will have a direct impact on my well-being. It will reflect on my best side and will empower me to perform best during the internship. It helps to identify the skills during teamwork. It helps to identify the strength that in turn helps to achieve personal goals and relationships. It is an excellent approach to adapt and face challenges with a positive attitude (Balkaya and Akkucuk, 2021).
Time management is a strategic way to plan and prioritise the work effectively. It is the ability to plan and organize specific goals and tasks to accomplish them within a specific time. To work as an intern in the hospitality industry one needs to be versatile and are required to perform many tasks within a specific time. Thus it is essential to make to-do lists of the assigned tasks. It helps to complete all the tasks quickly. This method helps to prioritise work and manage any other urgent work efficiently. A time management skill allows us to tackle the trickiest task first. It helps us to complete that difficult task at the beginning of the day which will help us to feel relaxed and comfortable for the rest of the day and manage other tasks smoothly (Köseoglu et. al, 2020).
Task management facilitates the exchange of information between teams regarding the status of different tasks and responsibilities associated with all the assigned work to ensure that the works are in progressing a timely and organized manner. It allows teams to monitor the progress of other team members and the tasks that have been completed, teams can remain organized and maintain a high level of momentum. The use of task management can help to avoid major errors or communication gaps within a team. Also, the progress of any task is monitored by front office managers in software tools, which can be beneficial for providing feedback and learning opportunities.
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During my internship managing tasks became a challenging aspect, therefore I missed some golden opportunities to interact with and entertain a few special and honoured guests during my internship period. I remained entangled and occupied with other incomplete tasks which was assigned to me much before. It also hampered the efficient coordination with housekeeping staff. It resulted in the loss of confidence and trust in my reporting manager. Eventually, at the end of my internship, I gathered much knowledge related to the diverse operations going on in the hotel, developed new skills and enhanced my existing skillsets. Thus the internship in the Front Office department of Eastbourne Town Centre Hotel proved to be a very exciting learning opportunity for me (Pusiran, 2020). 
The global hospitality industry has experienced considerable transformation, ranging from the negative effects of the COVID-19 pandemic to the emergence of cutting-edge technology in recent years. This transformation has resulted in significant operational challenges, which can lead to long-term uncertainty. It is essential to address these issues promptly and strive for a viable solution. Similar operational issues were seen in the Eastbourne Town Centre Hotel during my internship period. Shortage of staff is the major concern in this hotel because the management of the hotel lacks Employee Motivation and Awareness schemes. This is the reason why most of their employees remain unsatisfied and lose their trust in the management. Hence many employees resigned and switched jobs, especially after the pandemic. As there is a high flow of guests in this hotel, employees lose their control of emotions while attending to their guests, which creates serious issues afterwards (Li et. Al, 2020).
This challenge of staff shortage can be mitigated by accepting certain strategies. Eastbourne Town Centre Hotel can implement flexible working hours for the staff by adopting staffing models. They can ensure job security for their staff by introducing a 42-hour working week on the same salary. It will allow the staff to regulate their working hours as per their convenient schedule. It is a resilient approach given the hotel industry, as it provides a competitive edge and it allows them to schedule their staff’s duty hours according to business urgency. By adopting career development plans and introducing benefit packages, the hotel can combat staff shortages (Choi, Fang and Khatter, 2022).
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In conclusion, the role of the hotel's front office team in providing a positive guest experience is essential. It ranges from the initial check-in to room assignment, to requests and complaints, to check-out and follow-ups, numerous critical concerns determine a guest's overall experience. By providing a welcoming, efficient and responsive front office team, guests can expect to have a pleasant and memorable stay. It is also important to redefine and acquire new skill sets during the internship period as it helps to improve the holistic development in oneself required for successful career growth.
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