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Introduction
I worked at the front office at Novotel Birmingham during my Level 6 internship. The department was in charge of checking in and out guests, assigning rooms, writing daily income reports, and handling complaints. It employed Opera as its main Property Management System (PMS) and connected it to the Accor internal platform for reporting. This job taught me a lot about how digital technologies and face-to-face service work together to make a guest's first and final impression. My three learning objectives were to become better at utilising hotel management systems, help my bosses keep the check-in pace up when there are a lot of guests, and handle at least five visitor questions on my own and in a professional way. I choose Schön's model of reflection because it looks at how we change throughout events and how we learn from them (Schön, 1983). The way the model was set up let me see how my choices affected the results and where I might do better.
Role Reflection Using Schön’s Model
My job every day was to greet visitors, let them know when rooms were available, answer questions, and be ready for shift changes. I followed the front office supervisor about and then helped them directly by taking care of the early shift visitor arrivals board. The team had a flat structure, with the supervisor in charge of the workers but letting everyone make decisions together. This helped me learn by showing me how authority may be utilised to assist rather than control, which is what modern hotel operations literature calls a democratic management style (Vallen and Vallen, 2014). One morning, our PMS stopped working as a lot of visitors were waiting to check in. I utilised a printed arrivals list from the night audit, checked the state of the rooms on the back-office housekeeping board, and gave out key cards by hand to visitors who had already paid. The supervisor was busy. Schön's concept of reflection-in-action—responding on the moment by adjusting existing tools to satisfy visitor demands (Schön, 1983)—is similar to how I think quickly. This event also showed that software problems might lead to service failures if personnel depend too much on automated procedures (Johnston et al., 2012). Later, I thought about how I may have averted uncertainty over payments that weren't confirmed. The manual approach cleared the line, but it also caused finance to phone back about missing card authorisations. This reflection-on-action, where I thought about my choices and what they did, taught me that speed should not come at the expense of precision (Wood, 2013). I then told the staff to print out back-up arrivals lists before each shift during busy times to avoid the same scenario. When a visitor disagreed with a minibar fee, there was another important case. I looked at the guest's folio on Opera, looked at the housekeeping record, and made sure that no entry had been made for that item. I followed brand policy and had the charge erased with the supervisor's authorisation instead of making the problem worse. I politely told the visitor and provided a token of goodwill. This event helped me learn that visitor pleasure is a balance between fairness and discretion (Bardi, 2010). I was good at taking the lead and talking to guests, but not so good at making sure the system was accurate and checking data. The job required clear thinking and good use of software, particularly when things went wrong. I made a plan of action to deal with this:
· To become better at folio audits, read the Opera PMS training guidelines once a week.
· Every Friday, practice manual check-in situations with a friend.
· Make your own checklist to make sure that payment information is correct before giving out keys.
Discussion of a Key Administrative Issue – Software Systems
One big problem I had at Novotel was that Opera and the guest feedback feature did not work well together. Guests regularly used a tablet app to report problems with their rooms, including missing towels, but these warnings didn't show up in the PMS or the staff handover sheet. Because of this, several requests were overlooked, which caused delays and extra work for the night staff. This brought up a bigger problem with software: many hotel systems work in silos, which makes it hard for departments to exchange real-time information. This worry is backed up by academic writing. Johnston et al. (2012) say that service operations commonly fail when systems aren't properly linked. Then, the front desk personnel use informal communication, which is hard to keep track of and not always reliable. I saw that when the tablet notifications were passed on verbally during my placement, they were typically handled successfully. But when the message was missing, guests were less happy. From a theoretical standpoint, the issue pertains to the notion of process mapping. Fallon and Rutherford (2010) say that hotels need to make sure that their guest service operations are in line with their system architecture, not merely their rules. The feedback loop was broken in this situation not because staff didn't read messages, but because the system didn't send them to the right people. I brought the problem to the attention of the front office supervisor, who said that a system update was planned but was put on hold because of financial problems. This has something to do with the topic of how to use resources. Fallon and Rutherford (2010) say in Hotel Management and Operations that many people regard buying software as an expense instead of a long-term way to save time. I can see how judgements made about money at the top office affect how well services are delivered on the ground. I connected this to academic learning by linking it to the Revenue Management and IT Systems program. We learnt in the class how digital technologies may help with forecasting, targeting guests, and making teams more productive. But, as Wood (2013) says, software cannot take the role of good operational thinking. My experience corroborated this—when real-time synchronisation failed, human remedies were typically better than the technology.
Future Trends in Hotel Administration
AI will likely transform the front office. During the placement, the manager showed me a WhatsApp chatbot that could answer basic visitor queries. This gadget had been tested in London and will be utilised in Birmingham next year. Night shift staff may benefit from AI systems answering simple queries like check-out. Some workers were concerned because they feared the chatbot would steal their employment. The industry is concerned about automation overall. The Caterer (2024) reports that hotel AI is growing rapidly, but personnel are still resistant. I noticed this tension as team members debated whether to promote the chatbot or wait for management to standardise it. Bardi (2010) believes technology could enhance human connection in front office professions, which are largely relational. According to Vallen and Vallen (2014), customer satisfaction at midscale hotels like Novotel depends on small, human interactions like eye contact, using the appropriate name, or remembering a preference. AI may help with pre- and post-trip tasks, but it should not replace personal check-in. I considered how my tasks might alter (ASET, 2014). I could not spend less time answering FAQs and more time addressing complex service problems. You must improve your critical thinking and emotional awareness for this development. According to Hagg (2013), internships are ideal for developing soft skills since they complement technical training. My location likely helped me get there.
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