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Introduction
In a hotel environment, the Meetings & Events (M&E) and Revenue Office departments work closely together to maximise event profitability while ensuring seamless guest experiences. While M&E is responsible for planning, coordinating, and executing events, the revenue team plays a crucial role in pricing event spaces, forecasting demand, and optimising revenue streams.
During my placement at Holiday Inn Peterborough, I had the opportunity to shadow both teams, gaining valuable insights into event sales strategies, pricing models, revenue forecasting, and operational coordination. This experience highlighted the importance of effective communication, structured workflow management, and adaptability in ensuring both financial success and high guest satisfaction.
To structure my reflection, I will use Gibbs’ Reflective Cycle (1988), allowing me to critically evaluate my learning, examine an administrative issue I identified, and propose practical solutions.

Section 1: Reflection on Experience and Personal Development
Work-Based Skills and Technical Knowledge Acquired
1. Revenue Management for Meetings & Events
The revenue team works closely with M&E to determine event pricing, forecast demand, and optimise space utilisation. During my placement, I gained experience in:
· Dynamic Pricing for Event Spaces:
· Learning how event pricing fluctuates based on seasonality, demand trends, and competitor rates.
· Understanding how historical booking data is used to determine ideal pricing structures.
· Revenue Forecasting & Budgeting:
· Analysing past event revenue performance to predict future bookings.
· Understanding the importance of corporate contracts and long-term partnerships in maintaining steady revenue.
· Cross-Department Coordination:
· Communicating pricing changes and availability updates with the M&E sales team.
· Ensuring that event bookings align with hotel room occupancy forecasts to avoid underbooking or overbooking conflicts.
2. Event Coordination & Operational Execution
In the M&E department, I observed how events are planned and executed, with a strong focus on:
· Client Communication & Customisation:
· Understanding how event managers liaise with corporate clients, wedding planners, and organisers to tailor event packages.
· Learning the importance of flexibility and personalisation in event planning to meet client expectations.
· Logistics & Setup Coordination:
· Observing how event spaces are prepared, ensuring AV equipment, seating layouts, and catering services are aligned with event requirements.
· Assisting in on-the-day event execution, handling last-minute changes and client requests.
· Post-Event Financial Analysis:
· Reviewing event profitability and identifying opportunities for cost-saving without compromising quality.
· Understanding how client feedback is used to improve future event planning.
How My Placement Enhanced My Understanding
This placement allowed me to apply theoretical knowledge in a practical setting, particularly in understanding:
· Revenue Management Theories:
· Concepts such as RevPAR (Revenue per Available Room), ADR (Average Daily Rate), and demand-based pricing were applied when managing event bookings.
· The Link Between M&E and Revenue Maximisation:
· I saw how pricing strategies in conference and event spaces influence overall hotel revenue, particularly during high-demand periods.
· The Importance of Seamless Communication:
· M&E and Revenue must work in sync to ensure that event bookings align with room availability, maximising overall hotel occupancy and profitability.

Section 2: Critical Evaluation of Work-Based Skills in Meeting Guest Expectations
Why Strong Revenue & Event Management Skills Are Essential
1. Revenue Optimisation & Financial Success
a. Incorrect pricing or poor forecasting can lead to underutilised event spaces, directly impacting revenue.
b. Events generate significant income not just from bookings but from add-ons such as catering, AV rentals, and accommodation packages.
2. Guest Satisfaction & Event Success
a. Guests expect smoothly executed events, with no last-minute disruptions due to miscommunication or logistical errors.
b. A well-coordinated M&E and Revenue team ensures that client expectations are met while maintaining profitability.
3. Operational Efficiency & Team Collaboration
a. Effective interdepartmental communication ensures that pricing, room allocations, and service quality are maintained at the highest standard.

Section 3: Identified Administrative Issue & Practical Solutions
Issue Identified: Lack of a Structured Workflow for Event Pricing & Communication
During my placement, I noticed that before the current revenue manager took over 18 months ago, there were several inefficiencies in how M&E and Revenue communicated:
· Event pricing inconsistencies → Sales teams sometimes quoted outdated rates due to a lack of centralised information.
· Slow internal response times → Last-minute changes to event bookings weren’t always communicated quickly to relevant teams, leading to operational delays.
· Limited visibility of available spaces → The M&E team sometimes struggled to access real-time availability updates, causing double-booking risks.
Impact on Guest Experience, Operations & Reputation
· Guest Experience:
· Miscommunication sometimes led to double bookings or last-minute pricing adjustments, frustrating clients.
· Guests who expected a seamless event experience were affected by delayed responses from the team.
· Operational Challenges:
· The M&E and Revenue teams worked reactively rather than proactively, which slowed down decision-making.
· Lack of centralised information created confusion among event planners and front office staff.
· Hotel Reputation:
· If unresolved, these inefficiencies could have led to negative client feedback and a loss of repeat business.

How the Issue Was Resolved & Solutions Implemented
The new revenue manager introduced several strategic improvements to streamline workflow and improve efficiency between M&E and Revenue:
1. Centralised Event Pricing Database:
a. A shared digital system now stores all up-to-date event pricing, preventing inconsistencies.
2. Faster Internal Communication via Digital Tools:
a. The hotel introduced a real-time messaging platform for immediate updates on event bookings and room availability.
3. Weekly M&E & Revenue Meetings:
a. Regular meetings were scheduled to ensure both teams were aligned on pricing updates, availability, and upcoming event logistics.
4. Stronger Cross-Training Between Teams:
a. M&E staff were trained on basic revenue management principles, ensuring they understood how pricing decisions impact hotel profitability.
Theoretical Link: Herzberg’s Two-Factor Theory (1959)
These improvements align with Herzberg’s Two-Factor Theory, which identifies:
· Hygiene factors (e.g., clear communication and structured workflows) that prevent dissatisfaction.
· Motivators (e.g., increased staff engagement and shared decision-making) that enhance job satisfaction and performance.
By implementing both, the Revenue and M&E teams became more efficient, proactive, and motivated.

Conclusion & Future Action Plan
Key Insights from My Placement
1. Revenue management and M&E must work together to maximise both financial success and guest satisfaction.
2. Administrative structure and communication significantly impact event operations and revenue optimisation.
3. Strategic leadership and process improvements lead to stronger team performance and better client experiences.
Future Action Plan
· Further Develop Revenue Analysis Skills → Take courses in advanced pricing strategies and forecasting.
· Enhance Leadership & Problem-Solving Abilities → Gain experience in team coordination roles.
· Improve Understanding of Event Sales & Contract Negotiations → Learn more about corporate event sales strategies.
This placement has deepened my understanding of revenue and event management, reinforcing my interest in a future career in hotel financial operations.
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