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[bookmark: _Toc200634919]Introduction 
The Front Desk department plays a vital role at the Novotel Southampton Hotel as it supports a pleasant stay for guests and efficient hotel running. The front desk staff welcomes everyone, checks them in and out, handles bookings, offers assistance from the concierge, addresses guest questions, and resolves any issues during visitors' stay (Accor, 2019). The team ensures that housekeeping, maintenance, and other departments are fully involved in delivering the best service. During placement, the primary skills I developed includes managing the front office, enhancing client communication, and improving problem-solving abilities with customers.



[bookmark: _Toc200634920]Section 1: Role Reflection – Using Gibbs Reflective Cycle
This cycle guides you to go through six planned sections—description, feelings, evaluation, analysis, conclusion, and action plan—to think about what happened and improve later.
[bookmark: _Toc200634921]Description:
At Novotel Southampton, I was in the position of Front Desk Assistant. The primary duties included checking in and checking out guests, handling bookings, responding to guest inquiries, collaborating with other teams, and managing guest accounts using the Property Management System (PMS). A member of the Front Office staff, known as the Front Office Manager, was the primary leader in the Front Desk department.
[bookmark: _Toc200634922]Feelings:
During my time at the Front Desk, nervousness prevailed at the beginning because the role is very fast-paced. As I became more certain, I found it easier to communicate with the guests and operate the systems well. Having the team and supervisors help me was very important for my motivation and confidence.
[bookmark: _Toc200634923]Evaluation:
The success of the company’s operations depended a lot on how well the supervisors led. Because supervisors communicated well and acted promptly, the work environment stayed unified. The required job skills involved speaking, multitasking, and professionally handling the work and complaints. The use of Opera PMS helped the hotel handle bookings accurately and gain insight into its guests, ultimately improving the service they received (Amissah, Blankson-Stiles-Ocran and Mensah, 2022).  At a time when there were many guests, a system error caused problems with reservations. Since they worked together and the supervisor remained calm, the team found a solution to the problem quickly.
[bookmark: _Toc200634924]Analysis:
It was especially clear at Novotel Southampton that the administrative process worked well when several guests showed up at the same time during a weekend when the hotel was crowded. I would need to manage the Opera PMS to organize bookings, welcome guests, and answer requests properly. Being able to work on several tasks and pay close attention was necessary as one error could result in a problem with bookings. Being organized in stressful moments kept the process of check-in running smoothly (Utete, 2024). Another guest had an issue over a billing mistake. I resolved the unclear charges using explanations and strategy, and I handled them together with the accounts team. Being relaxed when facing pressure and learning new systems fast are some of my strengths. Handling complaints on my own seemed hard to do at first, but as I gained more experience and assistance, I became more confident in what I did. 
[bookmark: _Toc200634925]Conclusion:
The study made it clear that to manage the Front Desk well, I need leadership skill as well as the ability to communicate, and gain technical knowledge. Having helpful supervisors allowed me to cope well under pressure and keep delivering excellent service.
[bookmark: _Toc200634926]Action Plan:
To improve professionally, the following action plan can be helpful:
· Participate in workshops designed to help provide customer service and manage disagreements (Zia et al., 2022).
· Get an expert level of understanding of Opera or any other PMS software.
· Look for opportunities to learn from experts or observe them in action as they manage hotels (Wood, 2024).
· Improve my time-management skills through specialised training.



[bookmark: _Toc200634927]Section 2: Discussion of Key Hotel Administration Issues 
In my work experience at Novotel Southampton, I saw that a lack of a uniform training process for temporary and regular guests damaged both the operations and what guests experienced. According to Mohsin, Brochado and Rodrigues, (2022) Novotel’s use of the Opera PMS system became apparent when it was found that a lot of the staff were not trained well enough in it. Therefore, the check-in process took more time, mistakes in reservations happened more often, and different departments seldom coordinated well. Jetson (2024) points out that if training is not formal or set, it leads to inconsistent results and a higher employee turnover. What I saw on placement proved that this was true. A temporary employee who was not fully informed about PMS was not able to deal with a booking conflict while guests were at their peak. As a result, both guests and senior staff were put under more strain and work had to be pushed back. 
As discussed by Guizzardi, Ballestra and D’Innocenzo, (2024) to prepare for their jobs, new employees were insufficient, which negatively affected the team’s performance and made everyone more stressed. Similar to the concerns expressed in literature, these real-life cases reveal how lacking in preparation can lower productivity and hurt workers’ spirits. Though training procedures were made by Novotel, they did not find their way into all hotels or all staff’s routines. This inconsistency showed how hard it is to use textbook information in real life. Operational manuals and academic studies emphasize how important proper communication and integration of systems are, but this did not always mean it worked out that way in practice. Alreahi et al., (2022) points that those hired on a temporary basis usually had little training, so they had to learn by watching or just trying things out, which was not useful or secure for the business at an unusually busy front desk.

Section 3: Future Trends in Hotel Administration
AI and automation are making a large impact on how hotels operate, making it possible to elevate care for guests and the work done by the front office. Previously, we had an old PMS and spoke with guests in person, as M’hamed and Idrissi (2024) mention. Still, I came across some automation in the process, such as getting email confirmation and using express checkout machines. These tools helped make operations more efficient, but difficulties such as wrong data entries and slow updates to guest records still appeared. Using AI can boost operations by easily handling tasks that used to require a lot of time, such as data entry, identifying guests, and processing payments. 
This way, the staff could concentrate on providing extra services, such as addressing issues and meeting the needs of well-known guests. In practice, a sizable section of a front desk employee’s shift is spent handling administrative duties, which cuts down on the time left for guest interaction. As outlined by Kaur and Jindal (2024) using AI will probably result in guest satisfaction growing and employees being more productive. I think these concerns are important because personal exchanges with guests had a major impact on their satisfaction at Novotel. Because AI is being adopted more, I will probably need to learn new things and continue to excel in serving customers. I should become better at tech skills as well as communication with people to provide a mix of automated and personalized service for guests as their expectations grow.


[bookmark: _Toc200634928]Conclusion 
In conclusion, working at Novotel Southampton provided me with valuable knowledge about how the Front Desk team operates and manages its responsibilities. It was clear that a smooth guest experience required possessing good hotel management skills, teamwork, and strong communication skills. The function highlighted the connection between leadership and training, as well as its impact on the quality of care. Every objective was achieved: participants learned about front office work, improved their communication skills, and became more effective at solving problems. The various learning and knowledge I acquired at the front desk helped me prepare for future roles in hotel administration and catering to guests.
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I acknowledge the utilisation of the Grammarly (https://www.grammarly.com/) on 11th June 2025 to check the grammatical issues, syntax and the readability of my job. I also confirm that no such AI generated contents has been utilised during the conduction of this job. I confirmed that I have the copies of the notes, draft along with other resources that has been utilised before, as well as after the utilisation of the AI tool. I can provide these resources, notes and the draft as the evidence of thew ethical use of the Grammarly
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