[image: Text

Description automatically generated]

Assignment Title: Student Learning Log

Module: Managing Food and Beverage Operations
Module code: BMIH6002

Lecturer: Jessica Newport

Student Name: Showkoth Choudhoury
Student ID: 2208181
Word Count: 1320


Table of Contents
Introduction	1
Section 1: Reflection on Experience and Personal Development	1
Section 2: The Importance of Financial and Administrative Skills in Hotel Management	2
Section 3: Reflection on Organizational Issues	3
Conclusion and Action Plan	4
Reference list	6





[bookmark: _Toc191666235]Introduction
The Holiday Inn Sunderland is a well-established business and leisure hotel, which prides itself on its travellers above others but also prides itself on its operational efficiency, guest satisfaction and revenue management. While in my placement, I worked in the Back Office Administration department in the Finance and Revenue Management department. The role helped me understand the financial processes, administrative coordination and data-driven decision-making in the operations of the hotel.
Learning Objectives for the Placement
· Improve financial reporting skills, budgeting and revenue forecasting.
· Experience in billing, invoicing and revenue tracking in Opera PMS.
· Be able to understand cost control, profit optimization, and financial audits.
· Identifying and enhancing the skills for data analysis in revenue management decision-making.
· Better communication and teamwork in a hotel’s financial environment.
I have used Gibbs’ Reflective Cycle (1988) where Description, Feelings, Evaluation, Analysis, Conclusion and Action Plan are applied to ensure a structured reflection (Adeani et al., 2020).
[bookmark: _Toc191666236]Section 1: Reflection on Experience and Personal Development
While working at my placement, I interacted closely with the Finance and Revenue Manager, performing daily revenue reconciliation, financial audits, forecasting reports, and the list goes on. I had the key task of verifying the financial accuracy of non-regulated guest transactions, corporate invoices, and third-party bookings.
When I, as a beginner, was caught up in resolving a billing discrepancy for a corporate guest it was a very significant learning experience. Discounts wrongly applied in the Reservation System made the invoice amount differ from the negotiated contract amount (Law et al., 2015). At first, I did not know how to handle that situation but with the help of my manager, I managed to check reservation records, edit invoices and professionally treat the client. This experience taught me about financial accuracy in hotel administration and how to solve problems quickly. I also taught myself to track revenue streams because I analysed occupancy trends, ADR and RevPAR (Martin, 2020). It could identify the pricing strategies and demand fluctuations.
Impact of Personal and Vocational Development
Being placed in an environment like this gives me a firm base on financial management and administrative operations. Key skills I improved include:
Process integrity: Preventing financial errors and ensuring billing accuracy.
Application and Data Analysis: Integration and Usage of Opera PMS data analysis with the use of Excel to identify and study revenue performance and financial trends (Walker, 2021).
Accounting: Handle whatever invoice disputes or financial discrepancies may arise and streamline financial reporting through a partnership with the front office, sales and accounts payable teams (Hayes, Hayes and Hayes, 2021).
The main problem I encountered was a mishandling of revenue from online travel agencies (OTAs) that caused the corrections in the number of OTAs to be incorrectly paid commissions. I learned how to trace transactions, reconcile discrepancies and adjust payments required with close cooperation with the revenue manager. It proved to be very important, from the point of view of financial transparency and accuracy, for hotel administration.
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Hotels achieve profitability and operate efficiently when their organisation holds exceptional financial and administrative competencies (Bharwani and Talib, 2017). The financial expertise I learned during my work experience at Holiday Inn Sunderland enabled me to implement revenue management and cost control systems while coordinating different departments.
Revenue Management and Forecasting: The optimization of hotel revenue depends on adjusting room prices according to market trends as well as customer demands and local competitor prices. The preparation of weekly revenue reports together with ADR (Average Daily Rate) and occupancy trend analysis and RevPAR (Revenue Per Available Room) formed part of my responsibilities (Vives et al., 2018).
The Stadium of Light football match produced an extreme surge in hotel room reservations. Room rates received a certain price increase through dynamic adjustments performed by the revenue manager to achieve maximum revenue while remaining price competitive (Hayes, Hayes and Hayes, 2021). We implemented unique promotional deals for business clientele during periods of low demand so the property maintained constant occupancy levels. The pricing strategy follows principles from Yield Management Theory because it focuses on achieving maximum revenue by controlling prices strategically (Nagle, Müller and Gruyaert, 2023).
Financial Accuracy and Cost Control: Organisations need to maintain accurate billing practises alongside transaction oversight to stop money from disappearing from their revenue stream. I checked all invoices from guests in addition to corporate contracts and commissions paid to travel agencies. During my practical experience, I identified that corporate group bookings received an incorrect £500 discount during a system reservation that caused an underpayment. The adjustment of the billing statement happened through contract verification alongside communication with the Finance Manager to achieve proper financial recovery for the hotel. The incident demonstrated why financial control plays an essential role in blocking revenue decrease (Haynes and Egan, 2017).
Interdepartmental Coordination for Financial Efficiency: Hotel finance operations require collaboration across departments to ensure profitability. I worked closely with:
· The front office will confirm visitor payments and outstanding liabilities. A situation happened in which a guest's pre-authorization payment failed, necessitating fast action before checkout.
· Housekeeping is responsible for monitoring inventory consumption and minimizing surplus linen expenditures. We saved money on refilling by putting in place a controlled stock system.
· Sales and marketing keep track of group bookings and contractual pricing. I aided in assessing an expiring corporate contract, ensuring that negotiated rates were updated to avoid financial inconsistencies.
This coordination is consistent with Taylor's Scientific Management Theory (1911), which emphasizes standardized operational procedures for cost efficiency (Uddin and Hossain, 2015). 
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Delayed Payment Processing for Corporate Clients
One issue which I observed at this hotel is the delayed corporate payments from customers, as it affected the hotel’s negative cash flow and financial report. The payment deadline for many of the company clients had outstanding invoices and was constantly followed up by the Finance team. Financial strain resulting from this issue caused monthly revenue reporting and budgeting to be delayed. It also added to the workload for accounting staff who were required to spend time chasing past-due payments in addition to financial planning.
Proposed Solution: Automated Invoice Reminders
Among the various possibilities, including prepayment policies, credit control measures, and automated invoice reminders, it was decided that an automated billing system, which schedules bill payment reminders to corporate clients, would be the most logical approach. This solution was practical since it consistently used follow-ups without manual effort on the administrative side (Sheoran, 2025). One example is the case of an invoice that is a month overdue for a corporate client that often books meeting spaces. The Finance Manager agreed after a discussion in a team meeting, to set up automated reminders for this issue, and improve the percentage of on-time payments by 40 per cent in the first month. This experimental approach is in line with the best of financials by improving cash flow and reducing payment delays in hotel operations.
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My placement at Holiday Inn Sunderland was an affirmation of financial and administrative skills, which gave me practical hands-on work experience in billing, revenue tracking, cost control etc. Moreover, I accumulated skills needed for hotel financial management, such as problem-solving and data analysis.
Future Action Plan
	Future Aspirations
	Steps to Achieve
	Timeline
	Expected Outcome

	Gain expertise in revenue management.
	Go for an Advanced Revenue Management Training program.
	1-6 months
	Build good price and demand forecasting skills.

	Strengthen financial reporting and cost control skills.
	Make a financing or revenue management internship at an international hotel chain.
	1-3 months
	Gain practical expertise in financial analysis and cost optimization.

	Improve operational efficiency and decision-making.
	Working with financial data and applying forecasting tools to real-world problems.
	Ongoing
	Improve financial accuracy and strategic decision-making skills.
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