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The Finance Department at Novotel Birmingham is responsible for all monetary procedures such as, daily revenue reconciliation, bookings billing, budget management, and end-of-month reconciliations (Yvanovich, 2018). It supports hotel operations through timely delivery of financial reports, cash flow, and corporate accounting compliance. During my placement, my main learning objectives were:
1. Learn to confidently use the required digital tools like PMS. 
2. Increase advanced Excel skills for financial analysis and reporting.
3. Improve communication and collaboration skills.
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My responsibilities as a Finance Assistant included reconciling daily revenue reports via the Property Management System (PMS) and assisting with the monthly budget reviews. Although, my main role was to support more advanced professionals within the department, I also took a leadership role by liaising with the supervisors of the front-office department and housekeeping department in planning critical financial tasks. 

My supervisory interactions directly affected operational processes by increasing the efficiency of communication and problem-solving. One of my biggest contributions was organising daily front-office meetings, which aimed to clarify any concerns about our upcoming report. This ensured all managers across various teams are informed about the decisions in our department. These meetings reduced discrepancies on a daily basis by approximately 15% within two weeks of establishing these meetings. 
I also contributed to the technical part of the role by becoming proficient at using the PMS and the in-house Customer Relationship Management (CRM) system. I created real-time revenue dashboards that reduced the time spent on reporting from several hours to less than sixty minutes. My biggest challenge I observed were periods of "backlogs in posting," due to the peak-season times we experienced. I addressed this situation by proposing but not fully implementing, rotational shifts. However, I feel this task could be further improved by implementing automation tools. 

One memorable moment during my placement was when a late check-out fee was charged incorrectly. Immediately, I crossed check within our PMS logs and followed proper email protocol. By doing so, I avoided confusion and possible disputes with the guests. Another example was when we needed to create a cash flow estimation for a conference event. This required strong Excel knowledge, collaboration with the Sales and Events Managers, and authorisations. I successfully completed this task and received positive feedback from my manager. I was able to demonstrate both effective communication and financial expertise (Lacalle, 2024).  

By reflecting on my role, I recognised my strengths in analytical accuracy and collaboration. However, I also acknowledge some weaknesses in my technical knowledge and delegation skills. To fill these gaps, I will commit to the following action plan (Walker, 2023):
1) Obtain an advanced Excel certification by September 2025.
2) Improve my forecasting skills by shadowing my manager and asking for feedback by the end of June 2025. 

3) Attend a workshop on leadership and delegation by December 2025 to continue to develop as a leader and continue my professional development in the hotel industry. 
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One of the issues I have noticed during my placement was the lack of formal training for finance staff, especially for beginner members. Reflecting on the principles I learnt during the Personnel Resourcing & Development (Level 5) module, it became evident the company needs to improve their training practice. Haag (2013) mentioned effective internal training required learning outcomes clearly stated from the beginning and detailed instructions for novice staff members. However, at Novotel, I had one hour of induction, which included a brief explanation of the digital tools used by the department. The rest of the training was through experience while being observed informally by my Finance Manager.
ASET's Good Practice Guide states well-structured, scaffolded learning in the workplace leads to improved competence and confidence (ASET, 2017). Nevertheless, my experience coincided with the QAA (2018) concern that many hotels under-invest in systematic skills development leaving staff with varying degrees of performance and completing tasks other than efficient. For example, daily reconciliation tasks took 30 minutes more than it was specific in the KPI target. I believe this variability to not being formally trained on the hotel's CRM system. 
Moreover, Wood (2013) states that HR is responsible for learning interventions that lead to service-quality alignment. At Novotel, the disorganised approach meant finance assistants primarily depended on peer-to-peer sharing of information, which placed them at risk of committing unintentional errors. Although, peer learning is important in creating a collaborative team, it cannot replace formal, documented training sessions, assessment, and feedback. These were all elements suggested in the Personnel Resourcing and Development module. 
In my opinion, Novotel could solve the training gap by implementing blended learning modules, where staff members study both in-person and online. Doing this would also allow for the integration of formal evaluation (i.e. quizzes for capacity and improvement on learning) and face-to-face learning. Thus, this knowledge transfer offer would benefit Novotel staff's accuracy and speed of onboarding. 
[bookmark: _Toc200906149]Section 3: Future Trends in Hotel Administration
The hotel industry will see many emerging trends in the next few years. Firstly, artificial intelligence (AI) tools will help automate repetitive tasks. Ivanov and Webster (2017) mentioned that AI-based analytics can reduce human error in financial forecasting by more than a quarter. However, the authors concluded that this is contingent on the staff’s digital literacy and understanding of those AI tools. I also noted that during my placement there were many repetitive and time-consuming tasks. I believe automating them would allow us to focus on more analytical tasks that require human thinking. 
Changer in consumer expectations will also mark the hotel industry. Particularly, trends in personalisation will be rising. These require financial responses tailored to their needs. Buhalis and Sinarta (2019) posit that services such as, instant billing can increase guest satisfaction. However, many guests still called to get clarification about their e-billing. A better strategy for Novotel would be to set up automated invoice dispatch to guests based upon their stay through CRM notifications, which would certainly be more aligned with the new model focused on immediate responses. 
Finally, advancements in technological tools like cloud-base integration and big data analytics will have an impact on operations. Gursoy et al. (2019) found that many hotel operators are confident in the benefits of using AI, but few of them implement the required data governance frameworks. At Novotel, separate spreadsheets and no data-check technology meant revenue reports were almost always completed through manual cross-checks. More effective centralised cloud platform technology would create operating system that would allow organisational-level accuracy as well as, employee skill development in data‐management competency. Overall, the research findings show many benefits of these technological tools, but some of them underestimate the required investment in resources and training staff (Waqanimaravu and Arasanmi, 2020; Seočanac, 2022). In my opinion, without additional resources to up-skill employees, adopting technology will risk worsening operational processes rather than improving them. 
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After completing my placement at the Novotel Birmingham, I reflected on how important structured training and honest communication contribute to successful financial operations. By reflecting on my role, I was able to evaluate and identify both my strengths (such as, adaptability, collaboration, and communication) and weaknesses (lack of technical knowledge, delegation, and leadership skills). My reflection also helped me identify a current problem (lack of training) within the administrative team at the hotel. This might indicate a need for formal learning pathways. If we consider the future of finance and hospitality operations, emerging AI-driven tools, personalised services, and integrated cloud-based systems may speed up operations. However, to maximise the benefits of these trends, it is essential to focus on properly training staff members. Overall, these insights have helped me better consider the actions I need to take for my professional development. 
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