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[bookmark: _Toc158933240]Introduction:

I am doing my placement at Premier Inn Central, Gravesend. While there are many existing models used to write reflective journal, I am using Gibbs’ reflective cycle to write my student journal (The University of Edinburgh, 2024). Hotel Premier Inn is a brand by Whitbread company, which is one of the UK’s largest budgets hotel chains. Its main feature is low prices and a high product consistency (The Estates Gazette, 2007). I believe during my placement in Premier Inn, I will learn how to examine and understand issues such as resource allocation, marketing, management styles, workplace culture, health and safety, software systems, training, changing nature of consumer needs, therefore I will develop my communication, teamwork, task management skills, personal skills, guest services and operational competency. Moreover, I will learn how to deal an organisational issue and complains professionally. 
[bookmark: _Toc158933241]Overview of Administration Operation:
Premier Inn Centrals’ main organisational sections are the front office, back office, and housekeeping. These sections perform enormous duties to run the hotel successfully. Front office is the heart of the hotel where back office operates behind the scenes. In the back office all the administrative, financials, and operational duties are managed to keep the business running smoothly (Vallen & Vallen, 2013). The responsibility of back office is to over-see the hotels settlements, where GM and Managers ensure that financial transactions are complete accurately and verify that trade agreements are upheld while facilitating the transfer of assets as necessary. Back-office staff ensures the accuracy and completeness of paperwork associated with financial transactions. They also monitor both incoming and outgoing funds. The back-office team manages logistics, coordinates deliveries, and enhances the overall efficiency of the supply chain operations (Rutherford, O’Fallon & Rutherford, 2006). 
[bookmark: _Toc158933242]Section 1: Reflection on Experience and Personal Development 
My position as a student placement, where I was shadowing the site Manager and duty Manager, who is the responsible person for the back-office tasks.  Furthermore, their duty is to ensure that team members are getting the essential training and completing day to day duties, running the floor during a service, and ensuring guests are happy and dealing complaints in a professional manner. Moreover, scheduling Rota, pay roll, linen count, checking weekly working time regulations (legistation.gov.uk, 1998). 
Any member of Whitbread company must have to do Academy online training (Whitbread, 2024) and Asbestos safety Training (Health and Safety Executive, 2024). I found that training itself helpful, as it ensured that I know everything including health and safety, Asbestos safety and what to do on a fire event. Premier Inn Central has been introduced a new operating system called Opera, consequently, all the existing member of front office had to do the training of how to work on this new operating system (oracle, 2024). One day, the server was updating, and the system got jammed and there were guests waiting to checked-in, and the receptionist got very anxious, then I had to cut the key from the back-office computer and checked-in the guests. 
Another day, one of the members of staff was complaining about the pay roll that she has been overly paid which will affect the tax amount. Then she had been explained that month was 5 weeks a month. Therefore, when I was checking weekly working time Regulation report, I found out that two persons did not log their break time properly. I shadowed the manager, and they had a one-to-one discussion, and explained the importance of break time legislation, which should be logged properly.

[bookmark: _Toc158933243]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
The importance of work-based skills and technical knowledge in managing hotel administration is enormous. Critical thinking, analytical thinking, and goal-oriented communication, Strategic thinking, task management skills, personal skills, teamwork, and problem- solving thinking can be gained by work-based experiences (Grooters and Zaal, 2024). 
While I was working in the back office with my manager, where we were managing unallocated deposit for no show and late cancellation, I used my software knowledge skills to accomplishes this task with the help of my manager. Thus, in Deposit ledger we found the report for reservation with status of CXL and NOSH and then opened the Guest Ledger along with the reviewing reservation under these two category for check-in Posting Master rooms where was the balance on the folio, I had to locate the reservation and then review the cancellation penalty, if the cancellation penalty applied then settle the interim Folio and then generate a VAT invoice and click settle and send folio, then the process unallocated deposit will be removed from the Deposit or Guest Ledger. To handle situations like this task management, software knowledge and problem-solving skills helped me a lot.
[bookmark: _Toc158933244]Section 3: Reflection on Organisational Issues 

In a similar vein, while I was checking the weekly transection, I found out that there was an amount of £2410 in the cash report, which is not right. To found out about the balance, I checked the guest profile and business accounts where I found out that, these three was three different transections of £410, which had been put through by cash window instead of business account. Therefore, I had to go to the guest profile and then billing and seen that these three guests paid by card but its accidently put through by cash window. This is a technical fault by the reception team which happed because of lack of adequate training of the new system Opera.
To solve this problem, I opened both cash and card window and drag the cash window’s information to the card window, as the guests were still in house that’s why it is been transferred cash to card account, therefore, the money was showing in the Premier Inns’ business account. 
From the above experience I have learnt how to fix technical errors while using PMS system and used my problem-solving skills to stay calm and consistence. This placement improved my confidence and efficiency working under pressure. Technical knowledge is very important as if this problem has not been solved then there was a £2410 amount of money will be sort in the cash amount. Efficiency on IT and PMS system helped me to solve this matter. Therefore, manager had to have a one-to-one conversation and arrange proper training for the staff. 
[bookmark: _Toc158933245]Section 4: Future Action Plan 
Based on the experience what I have gained while shadowing the manager and deputy manager of Premier Inn, I identified that I need to do more practice on Microsoft Excel and improve my typing speed. It will be a challenge for me to concentrate on advance computer skills to operate back office’ tasks. This action plan will help me gain more confident, knowledge and task management which is plays a very important role in the hotel management. 
[bookmark: _Toc158933246]Conclusion:
Working in Premier Inn is a lifetime achievement. I have gained an enormous experience of teamwork, time management, problem-solving skills, technical and technological skills. Work based experience helped learning an immense knowledge about accounts and financials.
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