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[bookmark: _Toc200732494]Introduction
This reflective learning log refers to my attachment in a mid size four star hotel in Liverpool within which I was placed at the Front Office Department. The department will serve as a hub in communication with the guests, check-in/check-out, managing the reservations, and liaising with the housekeeping and F&B departments (Bardi, 2022). I was mainly engaged in reservations, payment processes and guest service inquiries. I had set three learning objectives to myself, which were: To have an understanding and practical knowledge on how to use Opera PMS, particularly on managing multi-room reservations (Casado, 2012). To create solutions on the operational level to common payment disparities with various departments (e.g., room vs. F&B). To be able to critically analyses administrative problems in the hotel in terms of billing, tax legislation, and coordination of services.
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Description
I was responsible to check in/check out guests, manage reservations, modify payment details and liaise with F&B and housekeeping on guest requests. I was likewise involved in weekly group arrival projection and food plan on Thursdays.
Feelings
At first, I had my doubts on how to handle complicated reservations in Opera especially when several rooms were booked using the same guest name. This was even tricky when guests came with ambiguous payment plans or without porterage directions (Bardi, 2022). As time went on however, I felt more comfortable with handling the reservation system independently particularly after I began noticing recurring instances of inconsistency which I learned to anticipate.
Evaluation
One of the main issues that I had to handle concerned the discrepancies in payments: Opera failed to synchronize payments made on one room with all related bookings. This resulted into confusion when checking out and particularly so when a corporate or group client was involved. Although one of the rooms showed prepayment, the others still remained unpaid on the system. This compromised the guest flow and in most cases necessitated time consuming investigations (Casado, 2012). I also observed administrative lapses in the allowance of food: some firms gave their visitors credit allowance allowances on meals, others did not. 
Analysis
The Duty Manager showed leadership qualities by stepping in when there were disagreements and he tended to find manual solutions on the fly. These experiences allowed me to realize that technical systems have their boundaries, and there is a need to engage in proactive communication (Fanthome, 2024). I also got to know that leadership in hotel administration goes beyond power but entails mentoring junior employees in times of pressures and ensuring service delivery standards are upheld (Riaz & Mushtaq, 2024). According to Gibbs (1988) structured reflection makes future improvement possible through the systematic analysis of what has happened, the effect of this and the concretization of solutions.
Conclusion
I learned a lot about hotel administration. I gained better understanding about systems constraints and the importance of clarity among front office, finance, and food & beverages teams. Nevertheless, I am yet to improve on my capabilities of pre-empting software related discrepancies when time is of the essence.
Action Plan
In order to advance my career growth, I will undertake further training in Opera PMS, introduce a manual checklist system in checking multi-room booking, suggest weekly audits on group payment, and foster communication between departments to promote proper billing and efficient guest service operations (Höchsmann, 2020).
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One of the key problems that I noted during the placement was that Opera PMS has a limit when it comes to handling complicated reservations. In instances where the guests made bookings using several rooms with a single lead name, payments made on the main room did not show in the other rooms (Höchsmann, 2020). This caused confusion, because fully pre-paid stays would still seem to be outstanding on the system. Employees were forced to go room by room to check payment.
This managerial weakness led to delays in the operations especially at the check-out time and when there were groups of people arriving. It was labor intensive and took the focus out of servicing the guest. Jackson & Trede (2020) argue that the smooth running of the administrative systems is fundamental in ensuring a constant service delivery and efficiency in operations.
The concern was also overlapping with vulnerability: card details mismatches. Example, one booking used to have two different cards- one leisure (room) and other corporate meals. Opera was not sophisticated enough to differentiate types of payments without manual notes, which were not always added.
The experience is connected with the ideas of the Service Operations Management module. According to Johnston et al. (2021), hospitality operations rely on mutually supporting sub systems; the breakdown of one will result in inefficiencies within the system. The PMS was centralized but needed to have staff fill gaps that it was unable to overcome on its own.
Regarding problem-solving, the Front Office team established informal Front Office team practices: Physically collecting booking sheets when high-value group booking requests were received, and recording all payment correspondence with corporate accounts (Raske, 2017). This workaround improved the situation in the short term but caused more dependency on individual diligence, leaving the possibility of a human error.
A permanent fix would be to work with the IT department to include the synchronization of payment status on group booking to limit the number of manual errors and guest disagreements. Also, it would be efficient to automate system flags on bookings having two-payment sources to ease front desk operations. Training refresher courses should also be introduced periodically to correct the anomaly of staff typing incorrect billing remark whereby consistency and clarity of the payment record will be evident across all departments (Mathis, 2018).
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In the future, there are a number of trends that will change hotel administrative work especially in front office.
Increased Adoption of AI 
Artificial intelligence booking and billing can minimize human error as the system will cross-reference payments, room assignments, and service allowances. Mathis (2018) argues that hotels that invest in AI have the capacity to enhance accuracy in guest profile and even predict differences prior to the arrival of a guest. When I was on placement, there were manual errors on tax charges (the new Liverpool 2 + VAT levy) that proved confusing. AI might make the inclusion of those fees at the time of booking automatic, to force compliance.
Changing Consumer Expectations
Visitors are used to mobile check-in, immediate understanding of their bills and digital concierge services (Johnston et al., 2021). My hotel was starting to use tablet check-ins, but had not yet fully integrated them with Opera. The inconsistencies between digital and physical booking (particularly with external vendors) still took place because of a delay or incompatibility with the system.
Customization and Data-Driven Operations
Data-driven dashboards that indicate guest preferences, payment modes, and old complaints will help front desk and reservations departments. O'Fallon & Rutherford (2024) state that customer retention and increased revenue rely on systems that are capable of learning the history of the guests.
I believe that, as my experience shows, human intuition will still be crucial, but automation will be in the spotlight, repetitive tasks will be minimized, and service consistency will be increased. Nevertheless, the benefits of technology need to be realized with the help of solid staff training and changes of management. 
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This position enabled me to advance my knowledge on hotel administration especially on the sections of system constraints, payment discrepancies and coordination between departments (Raske, 2017). I have been able to meet most of my learning objectives, which were to learn about Opera PMS, to perform analysis of billing discrepancies and to enhance the transparency of various procedures. The reflective practice and real-life engagement have allowed me to develop the critical thinking and analysis of administrative problems and their influence on the rest of the operations (O'Fallon & Rutherford, 2024). I have better understood that the key to great hotel management is not only great systems but also nimble and well-drilled employees that can making up for any weaknesses in the systems where necessary.
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