Managing Hotel Administration at Novotel Liverpool Centre
Sales and Reservations


Module: BMIH6004 Managing Hotel Administration
Student: Monica Roman
Student id: 2128507
Lecturer: Ben Chong


















[bookmark: _Hlk181732527]AI aknowledgement: I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes and other resources I used, which I may be asked to provide in evidence. 

While undertaking my 10 weeks placement at the Novotel Liverpoool Central as part of my academic schedule, I was able to observe how most of the departments work, but also to shadow the respective managers and staff, learn from and help them with daily duties. This placement, but also the previous one in Level four and my prevoius Food and beverage experience in a hotel, enabled me to gain a clearer view and appreciation of how big hotels function. One of the departments that has a great contribution to the success of a hotel, but is working from behind closed doors is the Sales and reservations department. They are part of the Back office, and are not customer facing roles, but deal directly with guests through phone calls and reservation emails. The main business objective of a hotel is to sell its rooms (Prosper, 2024), therefore o good sales department is essential to boosting the revenue, creating lasting and fruitful relationships with major companies that will book at corporate level. Gibbs’ Reflective Cycle (Gibbs, 1988) was used to structure my reflection upon my experince in the sales department, and it includes the description, feelings, evaluation, analysis, conclusions, and an action plan. The reflection critically examines how my experience contributed to both my personal and professional development, highlighting the success and challenges I encountered, and emphasising how theoretical knowledge and prior academic experience have formed my practical skills during the placement.
According to different studies, students who undertake placements during their academic journey are more dedicated, and more engaged in their studies after returning from placement (Aston University, 2017) and „appear to be more driven to succeed”. Blackwell et al. (2002) conclude that, when students are asked by the University to reflect on their learning, placements are more successful. 
 An accurate forecasting of hotel occupancy rates and reservations is important in basically all areas of the hotel operations (Green and Weaver, 2008). Understanding the concept of managing the Sales and Reservations department was a great exposure and helped me broaden my vision as to what hotel administration entails. Firstly, I realised how important active listening and communication is in the hotel setting where, for instance, the reservations person takes special requests from a guest, regarding food allergies, room requirements, disability access, a special event during the stay. These details must then be forwarded to the entire team at reception, housekeeping and food&beverage. All the information is added to the guest profile, so upon arrival and check-in all staff are aware of the circumstances. This creates a first positive impression, contributes to a great guest experience and enhances the overall satisfaction. Observing these communications also provided insight into the fact that coherence needs to be upheld in order to minimise disruptions to operations. According to Accor (2024) their  „sales teams drive revenue and growth, ensure the business attracts and retains clients, and maintains high standards of guest satisfaction.” Marija, the sales manager at Novotel Liverpool describes herself as a reactive sales manager, not exactly what the company would want. According to her, Accor prefers pro-active sales managers, people who are actively looking to create more business connections that would bring corporate bookings and repeat custom. Marija used to work in the front office when she was given the opportunity to progress, and take on the sales manager position. She looks after two main cathegories of guests: groups and corporate clients. Corporate guests are a big part of the hotel’s revenue; some contracts are signed by head-office Accor with Government agencies and multi-national companies, while other corporate contracts are negotiated and signed locally (Fig.2). Corporate rates can be static or dynamic and are offered depending on client and the number of rooms being contracted per year. These rates are reviewed every year and past customers get different incentives. The sales’ team job is to maintain good relations with all these clients, ensure contracts are respected and fulfilled, ensuring future growth in revenue and increase brand awareness (LinkedIn, 2024). A thorough market and competitor analysis help Marija and her team attract new clients and negotiate better rates. Every week the sales department attends a revenue meeting with the financial officer from head-office, where the performance of the hotel is reviewed and analysed, comparing it to the competitors (Fig.1 ). Participating in one of these meetings made me realise that I would not like to work in the sales department. It is all about numbers, increase sales and market analysis and is not something I would enjoy, I am a social, people person. 
One day, during my placement, Marjia received a call from a lady from the Isle of Mann. She belongs to a group of fifty women from the island who come to Liverpool every year for their Christmas shopping. They have been staying at the Novotel since the opening in 2016. Being loyal guests, Marjia offers them a preferential rate as the group comes mid-week, before the peak season. Listening to the call, I realised there is more than a professional relationship with this group, Marjia was talking to the lady as if to a friend. Because they are a small, individual group and they have been coming for years, Marjia knows what to offer them and keep them happy to return next year. But not all clients are so easy to deal with. At the beginning of my placement, The Labour Party National Convention took place in Liverpool. It was a major event, with hundreds of participants staying at different hotels in Liverpool. In case of major political, sport or cultural events, there are third parties in charge of organising these and distributing guests to all hotels that have signed up (Trust reservations, 2024). Novotel Liverpool had a different pre-booked group of forty rooms that overlapped with the Labour Conference. Due to a mistake in reservations department, the details of these booking were not checked properly and it resulted in a situation that could have damaged the hotel’s reputation. The group of forty rooms had to be outbooked to a different hotel for one night, on the expence of Novotel Liverpool. Fortunately the guests who had to move were understanding, and the situation was solved quickly. I realised after this incident, how much responsibility is involved when dealing with reservations, especially for big groups. Hotels tend to overbook their rooms, to maximise revenue and have a back-up for particular circumstances (Siteminder,2024), but never for so many rooms. If there had been no availability at another hotel for the forty room group, Novotel’s reputation and relationship with the corporate client would have suffered. Attention to detail and communication are crucial skills in sales and reservations, to make sure every request is looked into, confirmed and passed on to front office and the other departments involved (food&beverage for catering needs and housekeeping for rooming). And, as always, especially in hospitality it comes down to team work: the group effort of all departments to create a seamless and memorable guest experience (Jung, Lee and Lim, 2023) for both leisure and business guests. 
My sales department experience was more an observational one as compared to the other departments, where I could get hands-on, and actually help and learn. It takes a different set of skills for sales which I realise I do not have, but I have learned that you can sell all the hotel’s rooms, but without the front-line staff to turn the stay into a memorable experience it is just a business transaction. 
Action plan:
· Sales department should have a handover file for big group details, to be accesible to all staff in the department, to avoid mistakes like the one presented above.
· Sales manager should try and be pro-actively looking for local and regional corporate clients, establish new connections with local and national travel agencies to fill rooms in low season.
· Sales department should sell conference rooms for other events (celebrations) to diversify offering and increase revenue.
· F&B staff (not only managers) should get a detailed event memo – including room set-up, coffee break/meals included in package - for conference groups not just brief notes. 
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Appendix:
1. Fig. 1 Revenue management meeting slide
[image: ]

2. Fig.2 Group and events list for 23.10.2024 to 10.11.2024[image: ]
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23rd October - 10th November

Notes Forecast
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