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[bookmark: _Toc213337203]Abstract
This research project investigates what makes hotel administration effective, using Novotel Southampton Hotel as a detailed example. The study was inspired by the crucial, yet often overlooked, role that administration plays in the hotel industry. It acts as the essential link between high-level management strategy and the day-to-day technical operations, ensuring that the company's goals are actually put into practice. While much attention is given to customer service and business strategy, the administrative backbone that supports them is frequently understudied, despite being vital for smooth operations and happy guests. This project set out to pinpoint the key ingredients of administrative success, assess how these functions bridge the gap between management and staff, and offer practical steps for improvement.
The research used an in-depth case study method, drawing on a variety of secondary sources. This included analysing guest reviews from platforms like TripAdvisor, examining internal documents from the hotel's parent company, Accor, and reviewing existing academic literature. This multi-faceted approach provided a comprehensive view of how Novotel Southampton's administrative practices measure up against both industry standards and real-world customer feedback. The study focused on several critical areas: how well information flows between different departments, the management of records and data, the clarity of staff roles, the effective use of technology, and how quickly the hotel responds to guest needs. These themes were carefully analysed using established models of what makes organizations effective, particularly within the hospitality sector.
The results clearly show that successful administration rests on three main pillars: efficient communication, a competent and well-trained staff, and the seamless integration of digital tools. At Novotel Southampton, the administrative team performed best when they had strong digital systems, received consistent training, and operated within clear reporting lines. However, the study also identified specific challenges. These included occasional breakdowns in coordination between departments, inconsistent systems for giving and receiving feedback, and times when the administrative staff were simply overloaded with work. These issues didn't just stay in the back office; they had a direct and noticeable impact on the guest experience, demonstrating how internal efficiency is inextricably linked to external service quality. The research further confirmed that strong, supportive leadership within the administration is a key driver of staff morale and a sense of responsibility, which in turn elevates the entire service delivery.
Based on these insights, the study proposes several targeted recommendations for Novotel Southampton. First, the hotel should invest in ongoing training for its administrative staff, with a special focus on communication skills and digital literacy, to boost their responsiveness and adaptability. Second, adopting a more unified digital operations platform would help different departments share information effortlessly and eliminate redundant tasks. Third, establishing regular, structured feedback sessions between the administrative teams and the front-line staff would foster greater transparency and ensure everyone is working towards the same goals. Finally, creating a dedicated system to monitor administrative performance would provide clear metrics for success, encouraging accountability and creating a culture of continuous improvement
In summary, this study underscores that hotel administration is not merely a supportive function but a critical determinant of a hotel's overall success. By clarifying how administrative efficiency directly influences both guest satisfaction and operational productivity, the research provides valuable insights for the industry. For Novotel Southampton, implementing the proposed changes offers a clear path to improving internal workflows, enhancing the guest experience, and boosting employee engagement. On a wider scale, the findings make a compelling case for the entire hospitality sector to re-evaluate its back-office operations, recognizing strong administration as a powerful source of competitive advantage, not just an operational necessity.
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[bookmark: _Toc213337206]Effective Hotel Administration
[bookmark: _Toc213337207]Introduction
Hotel administration is a vital part of the hospitality industry. It acts as the operational backbone that links high-level management decisions with the technical, daily work of running a hotel. Essentially, it involves coordinating and overseeing various hotel departments, including the front desk, housekeeping, reservations, guest services, and finance (Fallon & Rutherford, 2010). Additionally, hotel administration plays a pivotal role in data management, including guest information, reservation systems, and financial transactions, which are critical for informed decision-making and strategic planning (Benavides-Chicón & Ortega, 2014). These complex roles require administrators to balance many duties at once, from planning staff schedules and coordinating different departments to making sure operational standards are met and financial records are kept. This function is especially important because it serves as a crucial bridge between the strategic goals of upper management and the frontline employees who provide service to guests. This ensures the company's objectives are turned into practical, actionable steps (Manoharan & Singal, 2019).
In today's hospitality world, this bridging role has become especially important. For a hotel to be efficient and make guests happy, the management team must blend service quality, people management, technology, and sustainability into its daily systems (Wilson, 2025). Similarly, operations management studies highlight that because a hotel's room capacity is perishable, meaning it can't be stored for later, it is essential to effectively coordinate demand, staffing, and resources (Researchomatic, 2011). Therefore, hotel administration supports the survival and flexibility of a hotel business by making sure resources match the strategy, operations have the support they need, and there is a continuous feedback cycle between frontline work and decision-makers. 
This research project focuses on the case of Novotel Southampton, a four-star hotel located at 1 West Quay Road, Southampton, SO15 1RA, United Kingdom (Accor, 2019). The hotel forms part of the international brand Novotel (owned by Accor), which is positioned in city-centre locations and targets both business and leisure travellers. The main goal of the study is to investigate how the hotel's administrative tasks connect the big-picture strategy from upper management with the daily work on the ground, and how this connection affects the hotel's performance in a competitive city market.
This project aims to analyse the key factors that constitute an effective hotel administration department using Novotel Southampton as a case study. The specific objectives guiding this research are:
· Identify at least 5 key factors used to measure hotel administration effectiveness through analysis of industry literature and Novotel Southampton's current metrics.
· Evaluate how hotel administration at Novotel Southampton supports both management strategy and technical operations, through analysis of front office processes and staff roles.
· Recommend a set of at least 5 evidence-based recommendations for optimizing the balance between management and technical operations coordination based on findings from the case study.
By meeting these goals, this research will help show how hotel administration can be improved to better support both long-term strategy and excellent day-to-day operations in today's hospitality industry.

[bookmark: _Toc213337208]Literature Review
[bookmark: _Toc213337209]Introduction
Today's hotel administration works in a fast-paced and complicated setting. Success now heavily depends on how well a hotel can run efficiently, keep guests happy, and make sure daily actions match the overall business strategy. Effective hotel administration is vital for staying competitive, using resources wisely, and keeping operations flexible in a fast-changing industry (Siguaw & Enz, 2001). Despite its importance, academic and practical attention has often skewed toward managerial strategy and front-line service, leaving the administrative functions underexplored.
[bookmark: _Toc213337210]Current State of Hotel Administration
The global hotel industry is changing significantly. Experts point out that hotel operations are now more affected by digital technology, worldwide competition, and a stronger focus on customer-centred service (Sharma et al., 2024). On the financial side, hotels are still expensive businesses to run, with high fixed costs and a vulnerability to broader economic shifts. Metaxas and Romanopoulos (2023) show that a hotel's financial stability largely depends on its funding mix, how much debt it has, and its overall size.
The hospitality industry has experienced significant transformation in recent years. In 2024, the global market was worth $4.9 trillion and contributed a record $11.1 trillion to the world's economy, making up 10% of total global output (EHL Hospitality Insights, 2025). This huge economic role shows why good management is so crucial for the industry to keep growing and stay competitive. However, this growth has also brought big challenges, like worker shortages, higher costs, and changing guest demands. These issues put more pressure on management to use resources wisely and keep service quality high.
From a people-management point of view, the hotel industry faces constant staff shortages and high employee turnover (Dogru et al., 2023). People often leave their jobs because of stressful conditions, long hours, and few chances to move up, which leads to low morale and worse service for guests. These findings match what Saito (2025) found in a major review on worker well-being, which pointed to job stress, poor support systems, and high emotional demands as key reasons for staff burnout. These findings indicate that effective administration increasingly requires attention to both financial stability and human-capital management.
[bookmark: _Toc213337211]Administrative Models in Hotel Administration
To understand how hotel administration works, we need to look at the main management models used in the industry. These models shape how decisions are made, how the hotel is structured, how work gets done, and how people report to each other, all to help the hotel perform well. There are three key types of models to discuss: Models based on organizational structure, models focused on processes, and models built on systems and quality management.
1.Organisational Structure Models
Organizational structure models show how jobs, power, responsibilities, and working relationships are set up inside a hotel. As one industry overview explains, hotels use different structures like simple, functional, or matrix designs, based on their size and goals (Gutterman, 2023). 
For instance, a functional structure organizes employees by their specialty, such as housekeeping, front desk, or food and beverage. Each department head reports to the general manager. This allows for deep specialization and clear career ladders, but it can create isolated departments ("silos") and make coordination between them slower (Hospitality.Institute, 2025).
A matrix structure, often used in large resorts or chain hotels, is more complex. Here, an employee might report to two bosses at once, like a banquet server reporting to both the Food & Beverage manager and an events manager. This dual reporting can make the hotel more flexible and efficient with its staff, but it can also create confusion about who is ultimately in charge and what an employee's role exactly is (Hospitality.Institute, 2024).
Another model breaks down a hotel's work into three types of processes: main (directly serving guests), supporting (providing resources), and management (planning and controlling). These processes are managed through a hierarchy of senior, middle, and junior managers (Petkova, 2016).
All these models highlight a key point: choosing the right structure is the foundation of good hotel administration. It directly affects how well departments work together, how decisions are made, and how resources are managed.
2. Process-Oriented Administrative Models
Moving beyond structure, process-oriented models focus on how the actual workflow and tasks are set up and improved within a hotel. One study created a "business process management model" where hotels rate how well-developed their key processes are like for rooms, food and beverage, and the front desk, and then plan specific improvements based on that rating (Mitreva & Kicara, 2024).
Another study from Zimbabwe developed a model for how hotels adopt Quality Management Systems (the BASERA-MWENJE model). This model pinpoints the internal and external factors that influence a hotel's decision to use a QMS, showing how they blend standards and procedures to meet guest expectations (Basera & Mwenje, 2021).
 These process-based models show how hotel administration is changing from just managing separate departments to managing an integrated flow of work. This shift allows for continuous improvement, standardization, and better performance control.
3. Systems and Quality-Management Models
Administrative models also include systems-based frameworks that focus on coordination, monitoring, and aligning big-picture strategy with daily operations. The well-known McKinsey 7S Framework, which looks at strategy, structure, systems, shared values, skills, style, and staff is a common tool for analysing an organization's internal alignment and can be used in hotels to make sure all the administrative parts work together cohesively (Mckinsey & Company, 2008).
In the same way, models of administrative behaviour put decision-making at the centre of administration. They argue that administrative systems should be designed to support practical, satisfactory decisions made with limited information, rather than expecting perfectly optimal choices (Simon, 2013).
In a hotel, a systems-based model would look like an integrated management system. This system would connect strategic goals like guest satisfaction targets with operational systems like reservations and housekeeping, and support systems like HR and IT, all tracked with specific metrics. This approach creates administrative unity and allows for continuous feedback and adaptable management.
Summary of Model Operations
To sum up, we can see a few key features of how administrative models work in hotels: Structural models set the official layout for who is in charge, who reports to whom, and how the hotel is divided into departments. They define how decisions are made and how different areas work together.
Process-oriented models guide how daily tasks are carried out, standardized, measured, and improved. They focus on the smooth flow of services, information, and supplies between departments.
Systems/quality-management models make sure everything from top-level strategy to daily operations is aligned. They emphasize monitoring performance, using feedback, and keeping all the administrative parts working together coherently.
Together, these models form the foundation of hotel administration. They provide the essential frameworks for organizing, managing, and improving key functions like guest services, resource management, staff coordination, and quality control.
[bookmark: _Toc213337212] Challenges Facing Hotel Administration
The hotel industry is dealing with several connected problems that make administration difficult. A major and ongoing issue is a lack of workers and high staff turnover. According to a survey by STR in 2023, hospitality professionals said that finding workers and the cost of labour were their biggest challenges (Schwarz, 2025). This problem hits hotel finances directly. Over half of the hotel chief financial officers surveyed said labour shortages put the most strain on their income, and almost all of them plan to raise wages to try to attract and keep staff (Schwarz, 2025).
Hotels are tackling these workforce problems by making jobs better. They are offering benefits like free or cheap housing, higher pay, shorter hours during busy times, and better training that helps workers advance their careers (Luthy, 2025). These efforts show that management strategies are now focusing on empowering employees as a way to both keep staff and improve service. Research confirms that when employees feel empowered, they provide better guest experiences, which encourages customers to return. This positive environment also helps attract new talent, creating a cycle of continuous improvement in the workforce (Luthy, 2025).
Economic pressures are another major challenge, with inflation impacting both consumer spending patterns and operational costs. A majority of travellers reported that higher living costs are changing their vacation spending, while hotels are paying more for staff, supplies, and insurance (PWC, 2024). With pressure coming from both lower revenue and higher costs, hotels are forced to run leaner operations and manage their finances more carefully. This puts an additional strain on a hotel's administrative team.

[bookmark: _Toc213337213]Methodology
This research adopts a qualitative case study methodology to understand what makes hotel administration effective, with Novotel Southampton Hotel serving as the case in point. The case study approach is particularly suitable for this project as it allows for a deep, real-life look at how administrative processes actually work, which fits the project's aim of assessing how management and day-to-day operations are coordinated.
According to Yin (2018), the case study method allows researchers to examine complex real-world situations in their natural setting. This provides deep, context-specific insights that are hard to get from experiments or surveys. This approach is ideal for hospitality research, where a hotel's culture, guest interactions, and management practices are all deeply connected. Similarly, Stake (1995) emphasizes that the case study’s approach focuses on interpretation, which helps us understand how and why an organization is effective. This is crucial for analysing how hotel administration systems actually work. 
The biggest strength of the case study method is that it can pull together different kinds of information to create a full picture of how well the administration is working. This study uses existing data like online guest reviews from TripAdvisor and Booking.com, plus official policy and training documents from Accor and the Novotel Southampton. Using these various sources together makes the findings more reliable and balances out the weaknesses of using just one type of data (Denscombe, 2017). Furthermore, case studies allow researchers to uncover the unspoken, informal processes and management behaviours that often get missed by numbers and statistics alone (Saunders, Lewis & Thornhill, 2012).
Additionally, case studies are particularly effective in hospitality research because they focus heavily on real-world situations and human relationships. As Veal (2017) points out, this type of qualitative research helps us understand service quality and management performance as they are actually experienced, not just as numbers on a chart. Moreover, case studies allow researchers to uncover the unspoken, informal processes and management behaviours that often get missed by numbers and statistics alone (Saunders, Lewis & Thornhill, 2019).
Despite its strengths, the case study method faces certain limitations. A commonly mentioned drawback is that its findings are difficult to generalize. Since this research focuses only on the Novotel Southampton, the results might not perfectly reflect how administration works in every other hotel (Bryman, 2016).
 In summary, this research uses a detailed case study of the Novotel Southampton to get a deep, real-world understanding of its hotel administration. While acknowledging its limitations in its generalization, this method is still the best way to uncover the detailed management insights that are key to running a hotel effectively.
[bookmark: _Toc213337214]Findings and Discussions
[bookmark: _Toc213337215]Introduction
This chapter presents and analyses the core findings from the research on administrative effectiveness at the Novotel Southampton Hotel. It connects insights from academic literature with evidence gathered from the hotel to explore the essential administrative functions that drive operational success. The findings are organized into the following key themes:
· Administrative Effectiveness and Performance
· Coordination Between Management and Technical Operations
· Communication and Information Management
· Training and Employee Engagement
· Technology Integration
Each theme is critically examined in relation to the research objectives, and the discussion considers the implications for both service delivery at Novotel Southampton and organizational performance in the broader hospitality industry.
[bookmark: _Toc213337216]Administrative Effectiveness and Organisational Performance
Effective administration is the backbone of a hotel's operations, directly shaping its efficiency, service quality, and financial health. As O’Neill and Mattila (2009) note, robust administrative systems allow hotels to balance guest expectations with practical realities through clear policies, standardized workflows, and precise record-keeping. This reinforces the perspective of Fallon and Rutherford (2010), who characterize hotel administration as the essential "control centre" that connects high-level strategic goals with everyday operational execution.
At Novotel Southampton, the administration department is vital for coordinating the front office, reservations, finance, and human resources teams. An analysis of Accor’s Universal Registration Document (2024) shows that their standards strongly emphasize accountability and the precise use of digital systems to enhance accuracy in achieving guest satisfaction. This focus on administrative accuracy supports the findings of Benavides-Chicón and Ortega (2014), who established a direct link between quality management systems, administrative precision, and improved outcomes in productivity and guest satisfaction.
Guest reviews on TripAdvisor (2024) consistently praised the hotel's smooth check-in and check-out processes and accurate billing, showing that its internal administrative coordination is working well. This finding supports the argument made by Manoharan and Singal (2019), who state that a hotel's success depends more on reliable internal processes and good coordination between departments than it does on marketing.
However, a small but noticeable trend in guest reviews mentioned occasional delays during peak check-in times, pointing to a recurring bottleneck in the process. This observation matches the findings of Huang et al. (2021), who highlight that when administrative teams are overloaded or understaffed, it can create disruptions that spill over and slow down service for guests. For Novotel Southampton, this implies a need to reassess how workloads are distributed and to potentially leverage better digital scheduling tools to ensure smooth operations even during the busiest periods.
Besides that, a clear pattern in the guest feedback reveals an important paradox. Positive reviews often praised specific staff members for being responsive and helpful, while negative comments usually pointed to inconsistent service across the hotel. This pattern suggests that administrative effectiveness at Novotel Southampton depends heavily on the personal skills of individual employees rather than on standardized organizational processes. As research notes, creating a truly great guest experience depends on human engagement and relationship-building, things that cannot be replaced by systems or automation (Sofi et al., 2025).
This paradox emerges because modern hotel administration must balance two conflicting objectives. On the one hand, it needs standardized processes for consistency and efficiency. On the other hand, it needs personalized service to make guests happy and stand out from competitors. At Novotel Southampton, this tension appears when rigid rules don't fit a unique guest situation. In these cases, staff must use their own judgment and creativity to find a solution. Therefore, a hotel's administrative success doesn't just depend on staff following the rules, but also on their ability to know when and how to wisely bend them. 
[bookmark: _Toc213337217]Communication Systems and Information Management
Effective communication and information management are vital for a well-run hotel. Effective internal communication in hotels influences accuracy, accountability, and service delivery timelines (Harry & Mongiello, 2006). This was evident at Novotel Southampton, where standardised reporting systems and digital dashboards allow managers to access live operational data. Moreover, research confirms that good internal communication is vital for coordination between departments (Jakubiec, 2019). The Novotel Southampton case builds on this by showing that effective communication isn't just about having the right systems in place. It also deeply depends on the hotel's overall culture and the communication habits of its individual staff members. 
Novotel Southampton uses an internal digital platform that combines guest feedback, incident reports, and performance metrics from all departments. According to Kraus et al., (2022), these kinds of real-time information systems improve coordination between different teams and help managers base their decisions on solid, up-to-date data. Guest reviews back this up, often highlighting the hotel's "responsive communication" and "fast follow-ups" in their public comments (TripAdvisor, 2025). It goes to show that integrating data digitally creates transparency and makes different departments feel accountable to each other, leading to a smoother-running hotel (Fuch & Sigala, 2021). 
The process of handing over responsibilities between shifts is a critical point that can make or break a smooth operation. The study found that the quality of these handovers was inconsistent; some shifts gave thorough updates, while others shared very little information. Nonetheless, information gets lost between staff shifts occasionally, particularly during staff rotation periods, as miscommunication during these operational transitions often leads to duplicated work or overlooked service requests, which is seen as well in many other applications as a result of networked miscommunication (Meluso, 2020). To address this, Novotel Southampton should require staff to use a shared digital log and adhere to a clear handover procedure.
Consequently, it is evident that information flows are very important between employees. Research on service operations shows that a breakdown in the flow of information is often the real cause of service failures, not a lack of skill or resources (Johnston, Clark, & Shulver, 2012). The findings from Novotel Southampton strongly support this idea, proving that the quality of communication directly shapes operational results. The clear implication is that hotels cannot leave communication to chance. They must create and enforce standard procedures for sharing information, especially at critical moments like shift changes, instead of relying on each employee's own judgment about what to pass on.
Investing in digital tools helps hotels become more profitable by making their operations more efficient, improving the guest experience, and managing information effectively. Figure 1 shows that the Accor Group is a good example of this. Even though their recurring costs went up during their digital transformation, their overall earnings (EBITDA) still improved (Wu et al., 2024). This result confirms that the digital investment paid off. This supports the current investment direction at Novotel but highlights the importance of continuous staff training to maintain data accuracy.
[image: ]
Figure 1. Accor Group Data from 2018 to 2023
However, even with modern technology, coordinating the front desk and housekeeping remains a challenge, as seen at Novotel Southampton. Effective check-in and check-out processes depend heavily on smooth coordination between the front desk and the housekeeping team (Vallen & Valen, 2014). This shows that technology alone isn't enough. A hotel's culture and its systems for holding staff accountable are just as important for making sure information is shared effectively. The practical takeaway is that hotels must pair their tech tools with a workplace culture that actively values and rewards timely communication and teamwork between departments.
Furthermore, crisis communication capabilities emerged as another important finding.  During system downtimes observed at Novotel Southampton, communication effectiveness proved critical in maintaining operational continuity. The supervisors at Novotel Southampton effectively managed the situation by quickly reassigning tasks to handle check-ins manually and positioning staff to communicate directly with guests. While this showed strong crisis skills at the supervisory level, it also revealed a weakness. The hotel relied on individual supervisors' abilities rather than a standardized emergency plan. This creates a risk, as the response to a future crisis could vary greatly depending on which supervisor is on duty.
[bookmark: _Toc213337218]Coordination Between Management and Technical Operations
Effective coordination between management and day-to-day operations ensures that a hotel's big-picture goals are actually met. This kind of coordination turns administrative departments from simple record-keepers into active drivers of the hotel's strategy. We see this at Novotel Southampton, where administrative managers act as the crucial link between senior executives and department supervisors. They facilitate the rollout of new policies, manage staff schedules, and monitor performance, ensuring strategic plans are successfully put into action.
At Novotel, a key finding was the seamless integration between administrative planning and the front desk. For example, the daily task of assigning rooms and coordinating with housekeeping is managed through a single, shared digital platform. This centralised system reduces mistakes and speeds up the process of preparing rooms for new guests. This practical approach reflects the academic view of Kandampully et al. (2018), who state that tightly integrating administrative and technical operations is fundamental to delivering consistent service and improving guest satisfaction scores.
However, the study found that while coordination between different departments at the same level is strong, the upward communication from administration to upper management is less fluid, which leads to slow decision-making, particularly for approving new purchases and maintenance work. This observation supports the view of Bergman and Klefsjö (2010), who warn that a rigid hierarchy can slow down critical decisions in the fast-paced hotel industry.
To address this, the hotel could improve its administrative effectiveness by giving staff more authority and clearer guidelines to make decisions on their own. Research by Wirtz and Zeithaml (2017) supports this, showing that when decision-making is decentralised, it boosts a hotel's ability to solve problems quickly and adapt to changing needs. This is especially important for full-service hotels like Novotel.
[bookmark: _Toc213337219]Training, Development, and Employee Engagement
Training and staff engagement are crucial for effective administration. Research shows that while fair pay helps keep employees, opportunities for growth and feeling valued have a bigger impact on their engagement and performance (Gelencsér et al., 2023). Additionally, Training helps administrative staff become adaptive problem-solvers rather than just routine workers, which improves their responsiveness and boosts morale (Mohamad et al., 2024). This was clear at Novotel Southampton, where administrative staff receive training regularly. This training covers operational software, protecting guest data, and how to collaborate with other departments. Moreover, the research at Novotel Southampton found that employee engagement levels varied significantly across the staff. Some team members were highly proactive, anticipating guest needs and looking for ways to improve, while others did only the bare minimum required. This difference in engagement had a direct impact on operations, affecting the consistency of service, the hotel's capacity for innovation, and its ability to learn and adapt as an organization.
The hotel's own HR reports showed a clear link: higher employee engagement leads to more efficient processes. Similar research found that empowering staff leads to more innovation in administration and fewer mistakes (Khan et al., 2021 ). These findings highlight how important non-financial incentives can be, such as employee recognition programs, flexible work schedules, and involving staff in decisions.
In addition to that, research warns that burnout in administrative roles, especially for repetitive desk jobs, can lower service quality and increase staff turnover (Kumareswaran, 2023). In response, Novotel's introduction of hybrid scheduling, allowing some remote work for reporting tasks, is an innovative step for the UK hotel industry. Adopting hybrid work models in hotels provides significant advantages, including greater operational flexibility, improved employee retention, and reduced costs (Schulze, 2024). By allowing certain administrative tasks to be completed remotely, hotels can use their resources more efficiently and ease the workload for on-site staff. This flexibility also promotes a better work-life balance for employees, which is key to keeping qualified staff in a sector known for high turnover. Furthermore, by using office space more flexibly and not requiring all employees to be on-site every day, hotels can lower operating expenses related to office infrastructure and utilities (Schulze, 2024).
Another key finding is the crucial difference between the amount of training offered and its lasting effectiveness. Novotel Southampton provides initial training for new hires, but the lack of follow-up or advanced courses limits long-term performance. This supports research stating that without continuous, structured training, staff can't keep up with changing guest demands and new technology (Nickson, 2013). The practical takeaway is that hotels need to think of training as a continuous cycle of learning, not just a single event when an employee is first hired.
Additionally, the research also highlighted the importance of informal learning at Novotel Southampton. During slow work periods, experienced employees often mentored new staff, showing them shortcuts, better ways to handle tasks, and more efficient workflows. This informal coaching was very effective, leading to clear improvements in the new employees' performance. However, because this system is unofficial and unstructured, its success is unpredictable. It depends entirely on which staff are scheduled together, whether their personalities mesh, and if senior employees are willing to take the time to mentor.
Lastly, there is a need for better technology training. The property management system (PMS) at Novotel Southampton has advanced tools for managing revenue, guest relationships, and daily operations. However, most staff only used its basic functions, meaning the hotel wasn't getting the full value from its system. This supports the view that tech skills are a core requirement in modern hotel management (Quinn, 2012). The practical takeaway is that training must go beyond simple "how-to" lessons. It needs to cover advanced features that truly improve efficiency and administrative power.
Taken together, the findings show that initiatives focused on giving employees more autonomy, opportunities for skill development, and digital training are more effective for maintaining a stable and effective administration in the long run than simply raising pay.
[bookmark: _Toc213337220]Technology Integration and Digital Transformation in Administration
Technology is now essential for successful hotel administration. Researchers note that digital transformation is a strategic necessity for improving data accuracy, personalizing guest experiences, and optimizing resources (Amirulloh et al., 2024). At Novotel Southampton, this is evident as key administrative tasks, like handling reservations, payroll, maintenance logs, and guest feedback, all run on interconnected digital systems.
This shift is a real-world example of "smart hospitality," where technology supports human skill to achieve greater accuracy and handle larger workloads (Buhalis & Leung, 2018). At Novotel Southampton, the integration of its Property Management System (PMS) across departments is a step in this direction. However, the full potential of this ecosystem is not yet realized due to human factors like inconsistent data entry, delays in updating information, and staff not using all the features available to them.
Additionally,  the rise of AI and automation presents both opportunities and challenges for hotel management. An analysis of guest feedback at Novotel Southampton showed a clear generational divide: younger guests from the millennial and Gen Z demographics preferred digital communication and self-service options, while older guests valued traditional, face-to-face service and personal attention. This split suggests that future administrative systems cannot rely on a single approach. Instead, they must be flexible enough to support both highly automated and deeply personalized service styles at the same time.
However, introducing new technology does not guarantee success if the staff is not properly prepared, which can actually break up workflow efficiency (Prince, 2024). Fixing this problem requires continuous training and support. This aligns with the view that a team's digital skill level is what truly determines whether a technological investment pays off (Kim & Park, 2020).
Furthermore, research confirms that emotional connection and personalized service are still at the heart of guest satisfaction (Sofi et al., 2025). This means that while hotels should use technology to improve efficiency, they must be careful not to remove opportunities for genuine human interaction. For a hotel like Novotel Southampton, the practical takeaway is to use automation for routine, repetitive tasks (like check-ins or billing), which then frees up staff to focus on what they do best: building relationships with guests and handling more complex requests that create a memorable experience.
In conclusion, modern hotel management requires strong skills in technology, systems, and information (Quinn, 2012). The findings from Novotel Southampton build on this, showing that effective administration in a high-tech environment needs more than just technical know-how. Staff also need good judgment to know when to use technology. This means understanding whether a digital tool will improve a guest's experience or make it feel impersonal, which demands situational awareness and cultural sensitivity.
[bookmark: _Toc213337221] Limitations and Future Research Directions
It's important to consider the limitations of this research. The study focused only on the Novotel Southampton, which allowed for a detailed look at its operations, but means the findings may not apply to other hotels with different brands, locations, or sizes. Future studies should compare administrative practices across several hotels to determine which factors are unique to a specific context and which are universal.
Additionally, the research relied primarily on secondary data sources, including guest reviews, publicly available organizational documents, and observational insights from a placement experience. While these sources provided valuable information, primary data collection through interviews, surveys, or observation would enhance understanding of administrative effectiveness factors. Future research would be stronger by also gathering new, firsthand data through staff interviews, surveys, or direct observation to get a more complete picture of what makes hotel administration effective.
While widely studied, what truly makes a hotel organization effective is still not fully understood (Manoharan & Singal, 2019). This case study of Novotel Southampton adds to our knowledge, but it also shows that administrative effectiveness is a complex issue driven by many interconnected factors. Future studies should create and test detailed measurement tools that can capture this complexity while still allowing for useful comparisons between different hotels.
In summary, this analysis confirms that a hotel's administration is more than just a support function; it is a strategic force that drives efficiency, guest satisfaction, and brand reputation. Its success relies not just on getting procedures right, but also on strong leadership, a positive workplace culture, and the ability to adapt to new technology. Together, these elements form the foundation of a successful modern hotel.

[bookmark: _Toc213337222]Conclusion and Recommendations
[bookmark: _Toc213337223]Conclusion
This research set out to identify the key elements of effective hotel administration through a detailed study of Novotel Southampton, examining how administrative processes connect management strategy with daily operations to provide practical recommendations for improvement. By combining direct observation with existing research, five interconnected themes emerged as crucial for administrative success: communication and coordination, leadership practices, technology integration, service quality management, and staff development. Together, these findings demonstrate that hotel administration serves as the central nervous system that aligns strategic vision with frontline service delivery, creating operational cohesion throughout the organization.
Clear communication between departments, particularly the front desk, housekeeping, and maintenance, forms the foundation of effective administration. While Novotel Southampton generally maintained good communication channels, delays during peak periods revealed underlying coordination challenges that mirror industry-wide patterns where communication breakdowns frequently cause service inconsistencies and operational errors (Patafta and Milohnić, 2023). Research confirms that digital tools like shared dashboards significantly enhance information flow and accuracy, yet their effectiveness depends on consistent implementation and staff engagement (Stachova et al., 2024). 
The administrative staff at Novotel Southampton confirmed that while their daily briefings and digital tools are valuable, their ability to communicate in real-time suffers significantly during high-occupancy periods. This challenge underscores a critical point that argues that communication must be treated as a strategic driver of efficiency and accountability, not just a routine function (Owie, 2025). For Novotel Southampton, this means that while the global communication frameworks provided by Accor offer a solid foundation, their success depends on deliberate local adaptation and consistent enforcement to ensure all departments operate as a unified whole.
The way managers lead at Novotel Southampton has a big impact on how well the administration works. Right now, the focus is mainly on following rules and procedures. This helps keep things consistent, but it also means staff are less involved in decisions and not always motivated to be creative. Literature on hospitality management increasingly supports transformational leadership as a driver of service excellence and staff engagement  (Gumusluoglu and Ilsev, 2009). Research shows that a better way to lead is to empower employees, giving them some freedom and encouraging new ideas, which makes the team more adaptable, which is vital in a fast-paced hotel (Brownell, 2010). The challenge is finding a balance between having enough structure and allowing enough flexibility (Garcia et al., 2020). For Novotel, training managers to be more supportive and emotionally aware could improve staff happiness and make the entire administration more responsive to challenges.
Technology integration continues to transform administrative efficiency, with Novotel utilizing systems like Opera PMS for reservations, accounting, and guest service management. However, challenges with data synchronization and staff adaptation revealed significant underutilization of available system capabilities, echoing research findings that digital tools only deliver value when supported by adequate training and user acceptance (Gretzel et al., 2015). According to Yadav and Raju (2025), the potential for advanced technologies like AI-driven analytics and automated reporting to enhance forecasting and maintenance remains partially untapped, suggesting that technological advancement must be accompanied by organizational change management and continuous learning initiatives to bridge skill gaps and prevent resistance (Munachi et al, 2024).
The relationship between administrative systems and service quality emerged as particularly significant, with administrative staff playing crucial intermediary roles in managing guest data, coordinating room allocations, and monitoring performance indicators. While service consistency remained generally strong, variations during peak seasons highlighted how procedural lapses and understaffing can undermine quality standards. Research confirms that integrating quality management principles directly into administrative functions enhances both productivity and guest satisfaction (Periša and Vrtodušić, 2024). However, performance appraisal mechanisms at Novotel focused predominantly on quantitative metrics like occupancy rates without establishing systematic feedback loops for administrative learning (Dief and Font, 2010). A more balanced approach incorporating both quantitative and behavioural indicators would better align administrative performance with organizational objectives.
Human capital development represents the final critical element, where effective administration requires staff who are not only technically competent but also adaptive and service-oriented. Novotel provided solid induction and compliance training but offered limited opportunities for continuous professional development, despite research showing that ongoing training and empowerment significantly contribute to organizational effectiveness (Ro and Chen, 2011). Additionally, consistent exposure to learning opportunities improves job satisfaction and reduces turnover (Kang et al., 2015). As administrative tasks grow increasingly complex due to digital transformation and evolving guest expectations, investment in cross-functional training, digital literacy programs, and leadership workshops becomes essential for maintaining workforce agility and operational synergy.
In conclusion, running a hotel well is like conducting an orchestra, it only works when people, technology, and processes all play in harmony. For Novotel Southampton and for the hotel industry as a whole, success depends on how smoothly communication, leadership, technology, quality control, and staff training work together. The goal is to create an administration that is flexible, uses data intelligently, and values its people. Ultimately, hotel administration shouldn't be seen as just a back-office task. It is, in fact, a core strategic ability that drives great performance and sets a hotel apart from its competitors.
[bookmark: _Toc213337224]Recommendations
Based on the findings and insights gathered during the placement, several recommendations are proposed to enhance the administrative effectiveness of Novotel Southampton Hotel. These practical suggestions are grounded in both theoretical frameworks and operational realities, aiming to optimize performance and sustain organizational success.
To strengthen internal communication, the hotel should implement an integrated digital platform that combines messaging, scheduling, and reporting in real time. Research shows that such platforms improve transparency and reduce task duplication (Shen et al., 2020). Adopting an enterprise-level system would ensure immediate and traceable information flow between administration, housekeeping, and management. Regular communication audits would also help assess clarity and effectiveness, supporting continuous improvement.
Leadership development should become a core priority, with training programs focused on transformational leadership practices. Initiatives building emotional intelligence, coaching skills, and conflict resolution would help supervisors create a more participative and supportive environment. As effective hospitality leadership combines empathy with operational skill (Butler et al, 2014), Novotel could utilize Accor’s corporate resources to deliver workshops tailored to local needs, developing mid-level leaders who can effectively bridge management strategy and frontline execution.
Technological integration should be treated as a strategic enabler rather than just an operational tool. Beyond the existing Opera PMS, incorporating AI-driven analytics and guest feedback systems would optimize resource allocation and service delivery. Intelligent systems help shift hotels from reactive to predictive management (Lunkes et al., 2025), but this requires training staff to interpret and act on data insights. Introducing performance dashboards could further support evidence-based decision-making across departments.
The performance management system should evolve to include both quantitative and qualitative indicators, supplementing operational metrics with assessments of communication, teamwork, and problem-solving. A balanced scorecard approach effectively links daily administrative performance with strategic outcomes (Bochenek, 2019), while regular feedback sessions would encourage reflective learning and continuous improvement.
Human capital development requires a structured approach to training, covering digital literacy, cross-functional collaboration, and service quality management. Studies confirm that targeted professional development boosts both retention and service consistency (Malek et al., 2018). Establishing mentorship programs pairing experienced staff with new hires would accelerate knowledge transfer and reduce onboarding inefficiencies, while fostering a stronger sense of belonging and purpose.
Administrative practices should also integrate sustainability and resilience, aligning with Accor’s Planet 21 framework. Digitizing document workflows and adopting energy-efficient operations would not only reduce costs but also strengthen brand credibility and stakeholder confidence (Nazara et al., 2024).
Finally, creating a culture of continuous improvement through regular review meetings and staff suggestion platforms would encourage innovation and adaptability. Participatory innovation builds ownership among employees (Kim & Brymer, 2011), and benchmarking against other Accor hotels could provide valuable insights into industry best practices.
Implementing these recommendations would help transform Novotel Southampton’s administrative function into a strategic pillar of organizational performance. By strengthening communication, developing leaders, leveraging technology, and investing in people, the hotel can enhance both operational efficiency and its competitive position in the hospitality market.
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