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1. Introduction

During my placement at Novotel Liverpool, I was employed in the Front Desk administration department, a central hub for guest interaction and hotel operations. This department has a vital role in outlining a guest first impressions and in delivering the brand's service proposition, by managing reservations, guest check-ins and check-outs, billing, assigning rooms and handling general enquiries. In order to efficiently manage these administrative responsibilities, the front desk relies heavily on software systems, such as Property Management Systems (PMS) and Customer Relationship Management (CRM) tools. My main learning objectives throughout this placement were to develop a deeper understanding in the administrative software systems used in the Hospitality industry, develop strong communication and problem-solving skills, and explore how operational efficiency can be delivered through an efficient front desk management. 
2. Section 1 –  Reflection Role

During my placement, I was a front desk receptionist, helping out with the daily administrative stuff at the front desk. My main responsibilities included check-in and check-out, distributing room keys, dealing with billing issues, making payments, and connecting guests to other departments in the hotel. 

To reflect on my experiences, I applied Schon's model of reflective practice, focusing on his concepts of reflection in action and reflection on action. Reflection in action helped me adapt to situations (Cullen and Kairam, 2022), like how to respond to guests when the PMS system failed, while reflection on action allowed me to analyse my responses after the event and identify areas I could improve, like becoming more proficient with the software.


Operational efficiency describes the ability to provide high quality services, while using available resources (time, personnel and technology) in a way that can minimise waste and optimise productivity (Fallon and Rutherford, 2010; Omar et al., 2024). Senior management presence was essential in shaping operational efficiency. When supervisors were actively involved in coordinating the workflow and using the software, the processes ran smoothly. On the other hand, the lack of supervision caused some confusion during shift changes and delays in responding to guest requests. As Johnston et al., (2012) highlight, for service operations to run smoothly, there needs to be visible and effective supervision from management, to make sure that all systems are being used to their full capacity.


I encountered several challenges, mostly related to the technical performance of the Opera PMS system, used at Novotel Liverpool. A recurring issue was the slow response of the system during rush hours, which caused significant delays in front-office procedures. Opera PMS (Property Management System) is a popular software platform, used widely in the Hospitality industry, which manages essential functions, such as reservations, check-in/check-outs, assigning rooms, billing and guest records (Wynn and Jones, 2022).  In addition, the limited integration between Opera PMS and the CRM platform required repetitive data entry, which increased the risk of administrative errors. Vallen and Vallen (2014), argue that integrated system functionality is vital to the smooth functioning of the front office, and my own experience certainly supports this statement.


A good example from my training was when the system failed during a busy check-in period. The software malfunction meant we had to do things manually. My ability to communicate clearly with upset guests, remain calm, and coordinate my co-workers was essential to maintain service continuity. On another date, a guest had a double booking as a result of incorrect data in the system. I reacted by coordinating the housekeeping staff to prepare an additional room in a timely manner. These incidents demonstrated the importance of problem-solving, communication, and being adaptable when dealing with operational issues that are caused by software (Neves et al., 2021).

From these experiences, I have identified my personal strengths in managing stress and maintain professionalism. However, my lack of familiarity with the hotel software slowed down my ability to respond with confidence to technical issues. According to ASET (2022), work placements are a vital learning opportunity to improve employability skills, especially through exposure to organisational challenges and real-world professional roles.


For my professional development, I plan to upgrade my skills in hotel software systems through certified online courses in PMS platforms, such as Cloudbeds and Opera (Vouk, 2022). I also intend to participate in hospitality technology workshops and leadership development courses. These actions are in line with ASET (2022) recommended approach to view work placements as a development pathway, with structured objectives following the placement.

3. Section 2 – Discussion of Key Hotel Administration Issues

A major administrative issue I noticed during my internship at Novotel Liverpool, as outlined above, was the inefficiency of the Property Management System (Opera PMS), particularly during very busy periods. Although PMS is designed to streamline data related to reservations, billing, and room management, its performance under high pressure has often led to operational delays and guest frustration.

According to Vallen and Vallen (2014), PMS is essential to provide efficient front office service. However, when it is poorly integrated with other systems, such as CRM or sales platforms, it can became an obstacle, rather than a process facilitator. At Novotel Liverpool, this mismatch between Opera PMS and the CRM platform required front desk personnel to duplicate guest data, which caused inefficiency and human error.

The academic literature supports the claim that well-integrated software systems will improve service delivery and guest experience (Henriques et al., 2024). At the same time, Johnston et al. (2012), argue that service operations increasingly rely on technology to maintain work-flow consistency. During my placement, the lack of synchronisation meant that certain preferences of guests or records of previous stays, were not always accessible, which therefore undermined service personalisation and increased the administrative friction. 
 
The failures I observed are not just technical problems, but strategic vulnerabilities that can undermine the competitive advantage. To address this situation, the hotel should consider the adoption of a cloud-based PMS with more robust real-time data capabilities and API integration, therefore aligning its operational tools with the strategic objectives (Anwar et al., 2024).
4. Section – Future Trends in Hotel Administration

For the future, various trends are expected to reshape administrative functions within hotels' front and back-office operations. One significant trend is the increased adoption of Artificial Intelligence (AI) to automatise daily administrative duties (Deloitte, 2024). For example, AI-powered chatbots are used to answer common guest questions, thus allowing human staff to concentrate on more complex service interactions (Vallen and Vallen, 2014). This trend might reduce the strain on front desk staff, during busy hours, as long as personnel is trained to manage and effectively supervise such AI tools.


Consumer expectations are also changing, as guests now expect greater control in their stays, often choosing mobile check-in and digital in-room access, instead of traditional front desk interactions (EHL Insights, 2025). This change requires that the systems are supported by mobile platforms and that front-office staff is trained to support guests when using these technologies (Johnston et al., 2012). During my placement, I noticed that although Novotel had introduced some digital processes, such as e-check-in and electronic access, these services were not always supported by the existing infrastructure, frequently leading to guest confusion.

Technological developments, particularly the transition to cloud-based hotel management systems, are transforming the administrative landscape even more (Wynn and Jones, 2022). These systems offer increased flexibility, real-time data sharing and scalability. Vallen and Vallen (2014) outline the importance of upgrading hotel operations in order to remain competitive, in an increasingly digital hotel landscape. 
5. Conclusion

To sum up, my placement at Novotel Liverpool was an invaluable opportunity to translate theoretical knowledge into the real-world administrative operations. I have met my objectives to develop my practical software skills and improve my communication and problem-solving skills. However, I recognised the necessity to develop my technical skills further to work with administrative software tools. The failure of the Opera PMS system exemplified how software constraints can severely affect service quality and the operational performance. By addressing these challenges through improved integration and future-oriented system upgrades, it will be critical to maintain excellence in front-office hotel management. As the industry develops, remaining up-to-date with technological innovations and aligning with operational strategies, will be critical to maintain service efficiency and customer satisfaction.
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