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[bookmark: _Toc200951963]Introduction 
In my placement experience at Novotel Hotel, it was an enriching experience to work closely with the front office and guest relations department. This department is quite dynamic in nature and quite guest facing at the same time. Also, the hotel is known for its modern hospitality ethos under the Accor group. Hence, I needed to ensure the satisfaction of my guests. 
I set some clear learning objectives that I want to achieve after the placement. They are – 
· To strengthen my problem-solving and communication skills in an administrative environment.
· To become proficient in the use of at least one crucial system that is crucial to ensure better front office operations.
· To grasp how the Front Office works together with other departments to deliver uninterrupted service.
[bookmark: _Toc200951964]My Reflection on the Practice 
Description
My responsibilities at Novotel mainly focused on welcoming guests and managing front desk tasks. I have been responsible for overseeing check-in and check-out processes, addressing guest inquiries, keeping reservation logs, and processing payments. I was also in charge of addressing special requests like room upgrades, transportation arrangements, early check-ins, and more. Sometimes, I assisted with administrative tasks such as organising guest documents, coordinating with housekeeping for room preparation, auditing daily transactions, and so on. However, they were not my regular tasks to comprehend and provided more importance than the tasks that I was primarily responsible for. 
Feelings 
As this job role was related to the management of administrative practices, I felt quite responsible and excited to manage these activities. Also, as some of the activities are related to impressing guests, I also needed to properly manage activities so that they feel valued by the activities and policies of the hotel. Facing guests in a professional environment highly requires traits like quick thinking, confidence, and diplomacy (ASET, 2017). The welcoming team and organised induction assisted me with these issues to guarantee a seamless result. I, eventually, was fully in a positive and effective rhythm at the front desk. It was also crucial for me when I was able to resolve a guest's issue and see an immediate improvement in their experience. 
Evaluation
A significant incident occurred with a guest who experienced a duplicate reservation because of a malfunction in a third-party app. The guest was understandably frustrated upon arrival. My supervisor quietly checked the transactions through Opera PMS and started the refund procedure. In addition, he was provided with a complimentary drink. Thus, this provided insights into essential problem-solving with resilience that enabled me to recognise how impactful communication and empathy transform stressful circumstances into chances for service recovery. Here, it also clears that I frequently hesitated to take the lead during busy check-in periods. I depended significantly on supervisors to validate even small decisions. Hence, this assessment necessitates that I boost my confidence to guarantee quicker processing.  
Analysis 
At Novotel, team members were encouraged to share their different ideas. Also, their responsibilities are rotated based on the requirements. But when there are peak hours, supervisors tend to take a directive approach to guarantee clarity and efficiency. Hence, there is flexibility in different cases while also maintaining the orders (Bardi, 2010). Also, I have analysed that communication, system knowledge, and work delegation were very pivotal for Novotel to ensure a successful administration. The utilisation of the PMS system was also ensured crucially to balance the processing. 
Conclusion 
As a result, my placement experience clarified that MS literacy, interpersonal skills, clear communication, flexible decision activities, and adaptability converged in a balanced manner so that front-office services became excellent. Even though I was quite effective in my roles, my hesitance to take initiative was a weakness I needed to tackle if I aspired to advance into a leadership position. 
Action Plan
In future, I will try to conduct more front-line activities where I will observe senior team members crucially reading the decision-making activities. Also, I will try to seek feedback so that I can be more competent. Lastly, I want to become confident in using Opera PMS functions more swiftly to ensure that there the system utilisation is done in a highly professional manner. 
[bookmark: _Toc200951965]Key Issues in Hotel Administration
A key issue in the hotel’s administration was that there was a fragmentation between the PMS (Opera Cloud) and the housekeeping management system. There were multiple occurrences where rooms appeared ready in one system but were not updated in the other. Hence, there were delays during busy check-in times. At one point, a guest received a room that had not been cleaned by housekeeping, leading to frustration and the requirement for a room change. Bardi (2010) presented that when there is a lack of synchronisation between different departments, it clearly causes errors in interdepartmental communication, lesser productivity, and ultimately guest dissatisfaction. At Novotel, the utilisation of a manual verification workaround showcases a short-term solution which is not that efficient. Hence, there is a need for more integrated information systems that will have automation, interoperability, and system resilience (Wynn & Jones, 2022). It will, thus, improve the level of customer satisfaction (Fallon & Rutherford, 2010). 
[bookmark: _Toc200951966]Future Trends in Hotel Administration
Hotel administration is going to observe very crucial changes that are likely to ensure a more comprehensive mechanism to ensure greater administrative ease and higher customer satisfaction. 
AI and automation will become a must in hotel management and administration. It will let hotels like Novotel ensure more personalised guest experiences, automated housekeeping due to the integration, and different contactless services to ensure guest satisfaction with operational efficiency (Huo et al., 2021). Contactless services are getting higher demand due to the level of convenience for the guests with services like mobile room keys (Morhulets et al., 2024). Then, data analysis and predictive maintenance will be crucial here to inform other departments regarding any needs. AI will also help human staff to focus on more complex, emotional, or service-driven guest interactions (Liu & Lu, 2023), like the management of guests in a soft manner during peak hours. In the future, the front-office team will need robust digital competencies, the capacity to analyse AI-created guest profiles, and enhanced emotional intelligence (van der Meulen, 2025). The position is transforming from transaction handlers to experience enhancers to crucially demand both technological proficiency and a touch of hospitality. Lastly, all these advancements must be sustainability-focused with necessary transparency (Thoriq et al., 2024) so that guests are motivated more. 
[bookmark: _Toc200951967]Conclusion 
To conclude, the placement experience in the managing hotel administration section was a very crucial and formal journey for me. I achieved most of my learning objectives. Yet, I need to work more on technical matters to comprehend my understanding and become more fluent in concurrent hotel administrations. Besides, the challenges I faced will help me grow personally and professionally. Hence, I realise that hospitality management is not just about operational accuracy but also involves adaptability, interpersonal relationships, and strategic insight in a rapidly changing sector. 
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