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Reflective Journal
Using Gibbs’ Reflective Cycle to Reflect on Placement Experience at Mercure Birmingham West Hotel

Introduction
Guest service is at the foundation of hospitality, and my placement at the Mercure Birmingham West Hotel offered invaluable knowledge into the operations of Food and Beverage (F&B) and Front Office departments. 
My main learning goals were to: 
• Develop work-related abilities like cooperation and communication.
• Acquiring knowledge of technical processes including check-in and check-out.
• Improving problem-solving abilities via interactions with guests. 
• Seeing how effectively management respond to complaints.

Using Gibbs' Reflective Cycle (1988), this reflective journal explores my experiences with an emphasis on work-based skills, personal growth, and how particular events influenced how I manage guest service expectations.


Section 1: Reflection on Experience and Personal Development
Description
During my placement, I worked across two main departments: 
Food and Beverage and Front Office.
In F&B, I cleaned, set up tables, and assisted in serving guests in the hotel restaurant. In addition, I was responsible for monitoring payments, restocking the buffet, keeping the space clean, and crossing off the names of breakfast guests. There was one noteworthy occasion where guest   had to wait longer than anticipated after receiving the incorrect dish. I let Julia, the manager, know, and she quickly fixed the problem by making a different meal to satisfy the customer's request.
I later moved to the front office. My tasks included writing personalised welcome cards for guests, learning check-in and check-out procedures, and responding to guest queries about leisure facilities, breakfast, and restaurant details. 
In one difficult scenario, a couple's noisy argument in their hotel upset nearby guests. The management promptly fixed the problem after being informed, guaranteeing that the guests were satisfied. Even though I didn't work in housekeeping, I watched how they operated and saw how well they handled complaints and upheld their high standards of cleanliness.

Feelings
At first, especially in F&B, I was anxious about interacting with customers and handling new tasks. But as I developed experience, I felt more comfortable attending to guests' needs and providing them. I loved acquiring technical skills in the front desk, such as checking people in and out, and I valued the chance to use welcome cards to customise the experience for guests. 
I was a little nervous after the restaurant's food complaint event since I wasn't sure how to respond to the guest's annoyance. But it gave me comfort to see the management handle it carefully. Like the argument between the pair, it was awkward, but I was glad it was over soon. All in all, these situations increased my self-assurance in managing difficulties related to guest service.


Evaluation
The placement offered both positive and challenging experiences.
Positives:
· Working with coworkers to effectively serve guests helped me improve my teamwork abilities in F&B.
· By answering questions from guests, I developed my communication skills and learnt technological procedures in the front office.

 Difficulties: 
· Due to my inexperience, managing complaints from guests was originally quite difficult.
· Balancing several activities at once, particularly during the hectic breakfast hours, put my time management abilities to the test.
· Despite these difficulties, the experience was fulfilling and greatly advanced my career to my professional growth.
Analysis
These experiences taught me the importance that flexibility and problem-solving skills are to providing excellent customer service to customers. For example: 
• In the food and beverage section, I discovered that controlling guest expectations necessitates prompt decision-making and effective communication. Julia's effective resolution of the food problem demonstrated the importance of these abilities.
• In front Desk section: I observed how personalised attention, such as creating welcome cards, improves the visitor experience at the front desk. I learnt the importance of attention to detail from answering questions about events and leisure facilities.  These encounters and experiences also brought back the significance of leadership and teamwork are. Watching Julia and the Front Office manager handle complaints showed me how effective leadership ensures smooth operations and guest satisfaction.


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills
Meeting guest service standards requires critical work-based abilities including problem-solving, time management, and communication. 
Throughout my placement: 
• Communication: I became more skilled at interacting with guests by providing clear answers to their questions and handling problems in a professional way. For instance, giving guests thorough information about the breakfast and leisure options and activities made them feel appreciated.
• Problem-Solving: I learnt to maintain calm and concentrate on finding solutions by watching managers handle situations like the couple's dispute and the food complaint.
• Teamwork: I learnt how teamwork guarantees smooth service delivery by working with coworkers in the food and beverage sector and watching housekeeping employees.

Importance of Technical Knowledge
Technical knowledge, such as operating the reservation system, is just as essential. I acquired experience answering emails and handling guest requests in the front office, where I also learnt the protocols for checking people in and out. For example, I was able to improve the guest's stay by providing individualised care by responding to an email regarding the celebration of their birthday.  Hotel employees can meet guests' expectations and create loyalty by combining technical expertise with work-based abilities.


Section 3: Reflection on Organisational Issues
Description of the Situation
One significant event happened in the restaurant when a customer was delayed and given the incorrect dish. The visitor got upset and asked to talk to the management. Julia swiftly fixed the problem by expressing regret and making the right dish right away. A couple arguing in their room and upsetting other guests was another instance. The manager of the front office took quick action to resolve the problem with the least amount of disturbance.
Impact on Operations and Reputation:
Because personnel had to prioritise fixing the problem, the food complaint caused some delays in restaurant operations. The couple's fight impacted other guests' experiences and might have resulted in negative ratings, but Julia's prompt intervention stopped additional unhappiness and maintained the hotel's reputation. The manager's quick action lessened the damage to the hotel's image.
Proposed Solutions
The hotel could do the following to better handle these kinds of problems: 
1. Provide conflict resolution training to employees, enabling them to handle complaints without constantly consulting a manager.
2. To reduce mistakes and delays, the restaurant should implement a pre-service
 checklist.
3. Implement a noise policy to proactively handle conflicts. 







Conclusion and Action Plan
I learnt a lot from my placement at the Mercure Birmingham West Hotel, including: 
• What an essential technical knowledge, teamwork, and clear communication are to providing outstanding consumer service. 
• The function of strong leadership in handling complaints and guaranteeing successful operations. 
• The importance of customising experiences for guests to increase satisfaction and loyalty. 

Action Plan for the Future

To better develop my abilities: 
• I'll look for conflict resolution training so I can confidently address guest problems.
• By setting priorities for tasks during busy times, I will concentrate on enhancing time management.
• To improve my leadership skills, I'll keep watching and picking up tips from experienced managers.
These strategies will prepare me for a successful career in the hospitality industry, where managing guest service expectations is paramount.

In conclusion,
experiences in the front office and food and beverage departments brought me the value of leadership, flexibility, teamwork, and clear communication. I decided to concentrate on developing these abilities for future positions after watching managers effectively handle guest complaints. Personalising visitor experiences, like sending welcome cards, also showed how important little actions are in making a lasting impression.
By pursuing conflict resolution training and refining my time management skills, I hope to improve my capacity to address guest complaints in the future and operate efficiently during busy times. 
In order to improve my leadership and supervisory skills, I will also keep learning from experienced managers. These concepts and strategies will help me advance professionally in the hospitality sector while also preparing me for challenges in the future. I feel more prepared to help provide outstanding guest service and uphold the high standards required in the business by combining my theoretical knowledge with real-world experience. My placement has been vital in helping me to develop my professional goals, emphasise the value of lifelong learning, and adjust to the ever-changing needs of the hospitality industry.
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