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Novotel Sheffield Centre, Sheffield City Centre, Sheffield S1 2PR, 50 Arundel Gate, is where my level six internship happened. The duration of this apprenticeship was ten weeks. Through the course of my internship, I was able to amass a significant amount of experience. The experience comprises working at the front office or reception area of the establishment. For the purpose of serving as the principal point of contact for visitors, the four-star hotel maintains a front desk that is open around the clock, allows guests to store their luggage, and ensures that the check in and check out procedures are speedy. The following was a list of the principal responsibilities that I was responsible for: processing bookings, confirming guests as they entered and exited the hotel, issuing hotel keys, monitoring payments, and delivering hotel keys, in addition to working well with other departments. I was able to get a comprehensive grasp of service accommodations as a result of my participation in this conference. In addition to that, I was able to obtain knowledge about administrative software and administration of front office activities. Both my ability to communicate effectively and my capacity to critically analyse the influence of leadership and technology on the effectiveness and satisfaction of visitors were increased. In order to make the most of both my professional capabilities and my time, I made the decision to establish three learning goals for myself before I began an employment position. In the capacity of senior front desk assistant, it was my responsibility to resolve and monitor any problems that developed in the course of my work environment. In addition, I sought to improve my professional performance and my analytical thinking, both of which contributed to the fact that research became less complicated. 
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I have chosen Gibbs' Reflective Cycle (1988) as theoretical framework, as its cyclical nature is ideal for learning from repeated experiences and at Novotel Sheffield Centre, I was involved in both front of house and back of house administration. In the front office, for operational efficiency and guest experience, leadership plays a crucial role here. Enhancing job satisfaction and reducing turnover depend on effective supervisors providing support (Van Dierdonck, 2006). For some tasks, like reservations and billing, streamlining operations with technical knowledge of the Property Management System (PMS) was essential.
The department was managed by the front-office manager as well as the duty managers. Leadership tactics that were often used included inspections, training, and mentoring. When there were five daily briefings, topics that were discussed included responsibilities and expectations, direct guidance, and in-service training on procedures and interactions with guests. Maintaining service while optimizing operations was the objective of this endeavour. Effective leadership, particularly aid from supervisors, improved the mood of the personnel and increased their willingness to contribute. When their superiors provided them with direct instructions and made the working atmosphere pleasant, the employees were more engaged and proactive in their work. Both leadership and supervision demonstrate how different management styles influence the behaviour of employees and the performance of departments (Peprah, 2023). My internship gave me many opportunities to practice, and observe vital skills and it described here with real life example.
Example 1: Resolving Peak Check in Double Bookings
The PMS showed no rooms, a duplicate booking, when a confirmed passenger arrived during a busy afternoon check in. Common hospitality mistakes may upset customers like smile, courteous, and listen to the client's complaint, I immediately employed guest service training.  The guest protested, so I reviewed PMS booking records and noticed the discrepancy.  PMS room type analysis and premium cleaning addressed issues instantly. Quick action got the traveller complimentary beverages and an upgraded room for their trouble. Administrative tasks and service failure prevention need quick decision-making, communication, and PMS abilities. My patience and inquiry helped my organisation fix the issue fast.
Example 2: Complex Group Billing or Checkout
Other big firms questioned restaurant and master account checkout mini-bar prices. The impatient group leader expected results immediately.  Software and human abilities including billing, visitor de-escalation, and negotiation are needed. My PMS experience shows I learn applications quickly, and I struggle to make quick, vital decisions with demanding customers or complicated invoices. I figure out real time tourist joy and corporate money management quickly.
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Novotel Sheffield Centre’s major challenge was high staff turnover, as like other hospitality sectors. High turnover impacts service consistency and productivity, academic literature confirms it, and the impact directly relates to the personnel resourcing and development module. Training at the front desk was a priority for the management of the Novotel Sheffield Centre. When it comes to difficult topics and technologies, online customer service and training places a greater emphasis on smiling and having a pleasant voice. Service is made more difficult as a result of this, especially for clients that are demanding and have complex reservations (Faller and Aguirre, 2021). A lack of standard administration software training caused things to move more slowly and become more difficult. Issues with service and quality, as well as unhappiness among employees, may be caused by any difficulty.
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Some key trends have emerged that will shape hotel administration, and for Novotel, the three such trends are AI, evolving consumer expectations, and technological advancements. To replace the human touch in guest service, my role will shift towards artificial intelligence. Then, meeting consumer expectations for empathy and anticipatory service, my foundational guest service skills, emphasizing listening and helpfulness, will be crucial. From reservations to data analysis, PMS and CRM systems are centralizing operations, and my experience with these systems will evolve as they become more integrated and intelligent (Depierraz, 2024).
Future concerns and developments affect hotel management. AI, consumer tastes, and admin tech change. Increasing use of AI helps with demand forecasts, pricing optimization, and 24/7 chatbots. Hotels may hyper-personalize visitor preferences using AI's massive data sets. Technology changes client expectations like tourists want fast, personalized digital experiences. Amenities may include voice-activated controls, digital room keys, and phone check-in. Visitors choose authenticity and community above their companies (ASET, 2017). Administrative technology and machine learning are changing hotel operations. Front offices are increasingly employing digital room keys and smartphone check-in apps. The Internet of Things lets guests control room lighting, temperature, and entertainment from their phones. Efficiency and maintenance real-time data and predictive analytics in advanced CRM and project management systems help departments make better decisions (Rutherford, 2006).
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My experience at Novotel has underscored the front office's vital role as it upholds the synergy between interpersonal skills, technical proficiency, and effective leadership. Here, employee turnover and the potential of AI and other technical systems are the operational challenges, and I have achieved a good understanding to overcome those challenges. The front office personnel contribute to the hotel's efficiency and the enjoyment of its guests. My struggles with check in and payment showed me the importance of communication and precision. I developed practical skills, gained insights into the industry’s future, and applied theoretical knowledge. I can assure that satisfaction really happened as my learning objectives were largely met.
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