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I had opportunity to work at the Hotel Novotel Birmingham ,70 Broad Street, B1 2HT at the front desk for two weeks as a placement student. I had experience administering by shadowing a supervisory role at the front desk. This experience helped me develop my knowledge at the front desk and technical knowledge that are essential for effective hotel administration. According to (Lumoa,2024)’Happy customers are more likely to come return and generate revenue for the hotel ‘. There for hotels function most focus on customers satisfactions. During my two weeks experience I have learned how important communication, teamwork, task management, personal skills, and guest services. According to (Patafta.Milohnic,2022)’effective internal bonding and communication is a factor that mostly determines how business grow, and it is an inseparable element of efficient business management’. I have learned how all these skills important to connect and serve excellent guest service. According to (Mason.Duncan,1988)’’Many hotels use PMS to manage their revenue and cover all aspects of their hotel including integration with food and beverage, housekeeping, and other areas of the hotels’’. Front desk administration has so many responsibilities to make sure everything is organised and planed in advance. I have also acknowledged front desk administration job roles and responsibilities. Greeting visitors, answering phone calls, maintaining the front desk area and many other jobs at the front desk. Receptionist needs skills about technologically as customers booking, checking in checking out, parking, booking for afternoon tea, customers feedback, meeting, conference all this checks at the front desk. Information based on (Hadyn,1988)’traditionally and the hierarchical structure of many hotels can constrain effective teamwork, for batter human resources hotelier needs to look critically at the way employee work together’. Therefore, a front desk administrator has several technical tasks which needs to be done all online.


During my shadowing administration experience I have learned the technical knowledge staff need at the front desk. According to ( stilic. nicic.puska 2023)’use of chatbots and virtual assistants is one of the most common applications of AI in the hotel industry’. AI is an advanced technology system that utilizes artificial intelligence to complete various task at the front desk. Monitoring office supplies and equipment, completing administrative task like filling and delivering mail, stocking, and maintaining office supplies, ensuring an efficient and well -organized workplace. According to (Optimising revenue,2025)’ customer satisfaction at the hotel industry ensure AI and workers are working as a team,70-80% of customer queries is resolved automatically as the volume of daily inbound customer queries is challenging. There are so many skills required to work in Microsoft office including word, excel and outlook. At the front office of hotel there are variety of technology to perform their jobs including mobile apps AI and cloud computing. Modern technology improves guest service, streamline operations and save times. Hotel receptionists use AI for check –ins, checks-out and room bookings this processing also use machine learning and natural language system. Chatbots to replay guest inquiry and provide information about the hotel. Other technologies use at the hotel reception such as self –service and check –in without interact with receptionist. According to (Benallal,2014)’Hotel faces challenges like high guest expectations round the clock the demands for personalised experiences’. Customise mobile apps use for room bookings, check in, and check out. Intelligent mobile keys can be used by guest mobile device to access their rooms. Digital concierge technology provides information about the hotel and local attractions. Those technologies help hotel operation to make more Smooths also helps hotels streamline operations, improve efficiency, and save money and time. 

Technology is a blessing for hotel guest service and maintenance. As my experience for two weeks at front desk I realise how customers services controls by using AI technology at the front desk. According to ( Par.Callies.Le,2024)’ Hotel collect and store huge amount of guest data from several booking websites to post –stay comments and use of AI it possible to analyse customer data to predict future customer behaviors and personalise offers’. Customers services such as customer experience, feedback complaints and improvements all contribute and control by technology. Staff at the front desk complete their task such as daily task sending email, attending meetings, checking conference booking, registering guest car at the hotel car park, sending greetings on their especial day etc. All the work at the hotels is depending on modern technology.

Information based on (Swipedon,2024)’ There seven skills every receptionist needs they are technology skills, soft skills and emotional intelligence, fantastic communication skills, excellent time management skills, an independent approach to work, problem solving abilities and visitor management’. Morden days are depending increasingly on technology. Hotel administrators without AI cannot be think anymore. There are many competitors on hotel industry, using technology is essential to checks business growths, guest satisfaction as well as checks competitors' guest online reviews. Phone calls recording for training and monitoring purposes are also improves to train staff at the front desk. To become successful in hotel industry technology and staff at the front desk needs to have skills and knowledge to use the AI system to meet hotels requirements and complete daily task. Staff must have confidence and excellent customers services quality.
Information based on ( Hashimura,2024)’front office staff are essential in creating better customer experiences such as customer and employee engagement through CRM, guest interactions driven by predictive insights, Broader business ecosystems with seamless integration, Empowering employee workflows and optimising team performance and continuous learning and development’. This hotel administration opportunities have helped me to understand how important technology skills at the front desk. To become a successful administrator at the front office I must have skills of using technology, knowledge of task at the front desk and how to complete them. All the front desk task are required Skills of using Microsoft and use of AI. My experience at the front desk helped me to understand what kind of skills I need to become a front desk administrator or runs front desk when I will find my dream job at the hotel in future. I also experienced I need to have effective communication skills, teamwork skills, guest services skills to be able to handle the front office. As i learn front office is the heart of a hotel industry and receptionist represent the hotel there for every little mistake at the front office can affect the business. During my placement at the front office administration everything was smooths and there was no concern raised or any complaints everyone worked as a team. Overall, my experience at this place was affective to gain real life experience.
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