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The Back Office in a hotel manages administrative functions, including finance, revenue management, reservations, HR, procurement, and other IT support to continue its smooth operations (Wu, Wang and Ling, 2021). My placement at Mercure Birmingham West Hotel, a hotel which prides itself in accommodating corporate clients and events, provided me with a chance to help out with the financial administration, reservation management and some HR duties to improve my comprehension of hotel operations. I will analyse my experience systematically using Gibbs’ Reflective Cycle in this task by inspired from Gibbs (1988). 
My learning objectives were:
· To gain hands-on experience in administration
· To develop financial reporting skills
· To understand reservations
· To improve communication and teamwork and
· To identify key challenges in hotel administration to propose effective solutions.
[bookmark: _Toc189839669]Reflection on Experience and Personal Development
Description – What Happened?
During my placement at Mercure Birmingham West Hotel, I worked alongside the Back Office team shadowing the finance, reservations, and HR teams. My main roles included helping with the invoice processing, tracking financial reports, updating employee records, helping out with payroll administration as well as observing how reservations were managed within Opera PMS. Among the biggest issues I had was a guest billing dispute, the problem here was an input error and wrongly charged. In those situations, I had to work with the Front Office and the Finance teams to fix the matter, making sure the adjustments were accurate and the guests happy.
Feelings - What Were My Thoughts and Emotions?
Initially, I felt overwhelming at the complexity of financial processes and revenue management system. Financial reporting and hotel software is technical, and I was not sure how to add value. However, I was keen to get a first-hand knowledge of how the administrative activities run. Initially, when dealing with the billing dispute, I was doubtful and was finally confident when I saw how the finance handled the situation. As inspired by Granberg, Palm and Palmberg,(2021), I eventually got more comfortable with data entry, financial documentation and reservation updates, which in turn resulted in me contributing more efficiently.
Evaluation – What Was Good and Bad About the Experience?
This experience gave me useful insights about hotel administration. While processing billing issues, I had a strong knowledge of coordination with various departments. I also developed my skills in financial management and reporting like revenue tracking and generating reports and managing its expenses. I worked on HR administration tasks like payroll updating and employee records. However, I faced difficulties initially grasping the financial approvals and creating revenue reports that needed careful attention. Additionally, I realised that communication misalignment between departments can lead to operational inefficiency that negatively impacts guest satisfaction and financial performance which is also supported by Yu, Barnes and Ye (2022).
Analysis – What Have I Learned from This Experience?
I learned through this experience about the necessity for interdepartmental communication in the administration of hotel. This guest billing issue is another reminder in identifying the importance of process accuracy and teamwork. My learning is in line from a theoretical side with Total Quality Management (TQM) principles emphasising, efficiency, coordination and continuous improvement.
Conclusion – What Else Could I Have Done?
I should have taken advantage of the opportunity to ask questions earlier with relation to any financial disparities and played proactively with revenue tracking.
Action Plan - What Will I Do Next Time?
Inspired by Bernardi and Busani (2021), I aim to increase my technical skills in Opera PMS, Excel and financial forecasting, engage in team discussions and come up with problem-solving approaches for hospitality management.
[bookmark: _Toc189839670]Critical Analysis of Work-Based Skills and Technical Knowledge 
During my placement at Mercure Birmingham West Hotel, I found that financial management, data analysis and communication are all important skills for the Back Office to work efficiently. This helped me think smoothly on finance, revenue management and HR which made it easier to understand how administrative tasks influence hotel’s financial performance and how they manage employees (Spencer and Lucas, 2021).
Assisting with vendor payments, keeping track of expenses and looking at profit margins was how I gained technical knowledge in financial administration. Not only did I learn how to analyse budget, forecast revenue and learn to control cost, but also to make sure hotel’s financial sustainable. This exposure enabled me to understand how every transaction, every day affects your overall profitability.
What I saw in revenue management and reservations was how the hotel adjusted room pricing strategies by occupancy levels, market demand, and competitor pricing. I found out about overbooking policies and the ways they help maximise revenue at the loss of little sales. Learning these price adjustments in real time reemphasised the significance of using data to make decisions in hotel administration (Hayes, Hayes and Hayes, 2021).
I was involved in working HR and employee relations, familiarising myself with managing staff payroll and work schedules. I noticed how the HR team handles employment laws and workplace policies and how important the organisational structure and the employee management are in the hotel establishment (Hagg, 2013).
There were noticeable gaps in my academic knowledge compared to the practical application. Whilst my course covered yield management and revenue forecasting, my placement exposed me to the process of price changes as per demand conditions. In addition, solving the discrepancies in financial data require a lot of skill of problem solving and attention to detail which theoretical learning alone cannot fully develop them (Benvenuti et al., 2023). This helped reinforce the importance of practical exposure as a practical way of refining technical and analytical skills involved in hotel administration.
[bookmark: _Toc189839671]Reflection on Organisational Issues
While on placement at Mercure Birmingham West Hotel, I observed a communication gap between Front Office and Finance team concerning handling guest billing disputes. An instance was when an incorrect charge was not resolved for several days resulting in bad guest experience, and a lot of work for the finance team. Inefficiencies that affected customer experience and operational performance were due to the lack of real time communication, and standard reporting.
For this, we can have a daily report sharing between departments tool with which errors in Invoice and Payment in guest will be decreased. Also, training the Front Office staff on correct data entry and verification of billing would reduce discrepancies before it escalates (Rapoport and Tiano Jr, 2022). One of the most essential solutions is to integrate automated financial reconciliation on the Property Management System (PMS) to match transactions in various departments and eliminate manual errors.
From a theoretical perspective, Total Quality Management (TQM) principles of process efficiency, communication, and continuous improvement would contribute to the accuracy of financial processes (Hussain, 2021). Additionally, the SERVQUAL model emphasises that back-office activities are crucial to guest satisfaction, indicating how coach interdepartmental communication is vital to fitting guest expectations (Ali et al., 2021). Having addressed these issues, workflow would be significantly improved, errors would be reduced, and the guest experience would be improved; all of which would result in smoother financial administration in hotel operations.
[bookmark: _Toc189839672]Conclusion and Action Plan
While working at Mercure Birmingham West Hotel, I learnt everything about hotel administration, finance and revenue management. I realised this has an impact on operational efficiency through interdepartmental communication and have been able to learn to identify and propose solutions for administrative gaps. I will be constantly developing my skills, by taking online courses to enhance my knowledge and skills in revenue management software, as well as to obtain advanced skills in excel and financial modelling and further experience in corporate finance and in the hospitality sector in order to increase my chances of employment in hotel administration.
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