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Managing Hotel Administration
Introduction
I spent the majority of my 10-week placement at the Novotel Southampton working in the front office department, which is essential to the hotel's management and operations (Bardi, 2010). This department is essential in determining the overall guest experience, as it serves as both the initial and final point of contact for visitors (Bahl, 2025). The core offerings of the Front Office Department at Novotel Southampton include:
· Efficiently managing guest reservations, check-ins, and check-outs.
· Handling guest inquiries and complaints with professionalism and courtesy.
· Ensuring smooth communication and coordination with other departments.
· Utilising the Property Management System (PMS) to facilitate operations.
· Engaging in upselling activities and promoting hotel services.
The Front Office is an ideal setting for immersive learning, as its success depends on effective communication, flexibility, and attention to detail (Tewan, 2009). During this tenure, I aimed to achieve the following objectives:
· Improve my customer service skills by engaging with a diverse range of guests.
· Gain proficiency in hotel management systems, particularly the PMS.
· Develop practical problem-solving skills.
Role Reflection
Reflecting on my experience using Gibbs’ Reflective Cycle (1988), I held the role of a receptionist within the Front Office Department. This position placed me at the frontline of guest interaction, where I was responsible not only for welcoming and checking in guests but also for handling bookings, resolving complaints, processing payments, and maintaining communication between departments. 
One of the key responsibilities that stood out to me was the handling of guest check-ins during peak hours. This required more than following the procedure; it demanded the ability to remain calm under pressure, multitask effectively, and make quick decisions when dealing with unexpected issues such as overbookings. I also regularly updated guest records through the property’s Property Management System (PMS), which helped me understand the back-end of hotel operations and how data accuracy contributes to a positive guest experience.
Leadership in the Front Office was exercised in a situational and highly responsive manner. For example, during periods of high traffic, the Front Office Manager would take a directive approach, assigning tasks quickly and clearly to maintain workflow. However, during slower shifts, they often stepped back and allowed junior staff like me to take the lead on guest interactions. This approach helped me grow in confidence and develop initiative.
Additionally, the supervisory role within the Front Office Department at Novotel Southampton had a noticeable impact on the team's operational efficiency, especially in fast-paced or high-pressure situations. Supervisors not only assigned tasks but also modelled behaviours that enhanced communication, encouraged problem-solving, and maintained consistency in service delivery. 
One of the most significant areas where this was evident was in communication. Supervisors consistently ensured that shift handovers were clear, concise, and covered all pending guest requests or unresolved issues. This helped prevent errors, such as duplicate room assignments or missed guest calls. Leadership also played a key role. For instance, during system downtimes, our Front Office Manager quickly reorganised the workflow by delegating manual check-in tasks, assigning one team member to collaborate with Housekeeping, and positioning another at the lobby to manage guest expectations.
 In terms of technical knowledge, I was trained to use the hotel’s Property Management System (PMS) to check guest availability, process payments, and manage room allocations. Initially, I found the interface challenging and often took longer than necessary to complete tasks. However, supervisors provided targeted support and opportunities for hands-on learning. Their guidance improved my speed and accuracy over time. I did not engage with CRM or finance tools directly, but I was made aware of how PMS data feeds into those broader systems.
Besides all this, I observed one key challenge, which was inconsistent employee engagement during peak hours. While some team members took the initiative in resolving issues or anticipating guest needs, others performed only minimal duties. Supervisors attempted to manage this by assigning roles based on individual strengths.
To support my ongoing professional development in hotel administration, I plan to enhance my technical competence by enrolling in advanced training for Property Management Systems (PMS). This will help improve my speed and confidence in using hotel software, especially during high-pressure periods. Additionally, information is essential in getting to terms with new trends and customer experiences (Quinn, 2012), therefore, to stay informed, I also aim to stay updated on industry trends by reading hospitality journals and engaging with professional networks.
Key Hotel Administration Issues
One key administrative issue I recognised during my placement at Novotel Southampton was the effectiveness of training programs, especially in balancing the ever-changing demands of front office employees with corporate training standards. This issue led to inconsistency and limited scope of training among the staff, which directly impacted operational efficiency and service consistency.
This issue aligns with key principles explored in the Personnel Resourcing & Development (Level 5) module, especially the role of training in ensuring workforce effectiveness. According to Baum (2007), continuous training is not just a support function but a strategic necessity in the hospitality sector, given its dynamic and service-driven nature. Similarly, Nickson (2013) argues that without structured, ongoing training, employees are often unable to adapt to the evolving expectations of guests or the demands of modern hotel systems.
My placement experience echoed this concern: newer staff who had only completed basic induction training often hesitated when using the PMS, resulting in slower service and a greater reliance on supervisors. In contrast, staff who had been provided with refresher sessions or informal mentoring performed with greater speed and autonomy.
To address this, a structured training framework should be implemented by combining formal sessions with periodic performance evaluations and peer learning.
Future Trends in Hotel Administration
One emerging trend with significant implications for the Front Office Department is the increasing integration of Artificial Intelligence (AI) and automation in hotel management. This includes AI-powered chatbots for handling guest inquiries, self-check-in kiosks, and automated room assignment systems. According to Ivanov and Webster (2019), AI is transforming front office functions by reducing reliance on manual processes, enhancing accuracy, and enabling 24/7 customer service through virtual assistants. During my placement at Novotel Southampton, I observed early signs of this trend, such as the use of mobile check-in and digital key distribution. However, these were not yet fully integrated.
While AI offers clear efficiency gains, it also raises concerns around the human element of hospitality. Sofi et al., (2025) argue that emotional engagement and personalisation remain central to guest satisfaction. My own experience reinforced this; guests often valued face-to-face interactions, particularly when resolving complex or sensitive issues, such as complaints or special requests. Therefore, the challenge for the Front Office will be finding a balance between automation and human service, where AI supports but does not replace personal engagement.
However, on the other hand, there are changing consumer expectations, especially among Gen Z and millennial travellers who are driving a demand for speed, flexibility, and digital convenience. As noted by Buhalis and Leung (2018), these consumers are “digital natives” who expect seamless online-to-offline experiences, mobile communication, and real-time updates. During my placement, I noticed that younger guests preferred to message the hotel via digital platforms rather than call the front desk, and expected quick, app-based resolutions to their queries.
In conclusion, the future of front office operations lies in leveraging technology to enhance, not replace, the human touch. While AI and automation present exciting opportunities, the essence of hospitality, personal connection, emotional intelligence, and service excellence must remain central.
Conclusion
Reflecting on my 10-week placement at Novotel Southampton, I gained valuable insights into the complex operations of the Front Office Department and the critical role it plays in shaping the overall guest experience. Key learning outcomes included developing practical customer service skills, building confidence in using the Property Management System (PMS), and improving my ability to problem-solve under pressure. Observing how leadership and communication influenced operational efficiency also deepened my understanding of supervisory roles and the dynamics of a well-functioning front office team.
Overall, I successfully achieved my initial learning objectives. I enhanced my customer service capabilities through regular interactions with guests, became proficient in using PMS for managing reservations and guest records, and developed stronger problem-solving skills during busy shifts and system downtimes. 
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