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During my work placement at the Mercure Telford Centre hotel, I had the opportunity to shadow the reception manager, gaining valuable insights into the operations and customer service aspects of the hotel industry. To reflect on this experience, I will use Gibbs Reflective Cycle which includes a system of six stages, description, feelings, evaluation, analysis, conclusion and action plan (Robinson, 2022).
The Mercure Telford Centre hotel is one of the largest hotels in Telford with 153 bedrooms, restaurant, bar, meeting and events rooms and a leisure club (Accor, 2024). So, as you can imagine the receptionists are kept very busy all day with the hotel being at full capacity most of the time and various different meetings and events being held daily.

The reception desk in a hotel is normally the first point of contact for guests, their experience here creates an impression that can impact their overall perception of the hotel, so it is very important for reception staff to create exceptional guest experiences and leave a lasting impression (YGS, 2023).
The hotel reception is often referred to as the nerve centre of the hotel, the manager of the hotel is represented to guests by the front office so they must make sure all information is communicated correctly to the different departments to ensure guest satisfaction (Bardi, 2010).
Description

My placement at Mercure Hotel involved shadowing the reception manager Emma. My daily tasks included observing and assisting with check-ins and check-outs, handling guest enquiries, managing reservations, taking payments and learning about the hotels internal processes and systems.

I was introduced to the reception team and given a brief overview of the hotel’s operations. Emma explained my role and what I could expect to learn during my placement. To begin with I spent a lot of time observing how she interacted with guests, resolved issues and coordinated with other departments to ensure smooth operations.

Throughout the placement, I was gradually given more responsibilities. I learned how to use the hotel’s property management system, handle telephone enquiries, take payments and operate the car parking system and assist with the preparation of reports. I also observed how Emma handled difficult situations, such as guest complaints and overbookings and how she remained calm and professional.
Feelings
Initially, I felt a mix of excitement and nervousness, I was eager to learn but also anxious about the expectations and responsibilities. Observing Emma’s confidence and professionalism, I felt inspired but also apprehensive that I would not be so confident as I didn’t fully understand the procedures yet.
As the days progressed, my confidence grew. The supportive environment created by Emma and the reception team made me feel comfortable. I felt a sense of achievement when I successfully handled tasks independently, such as processing a guest check in without assistance.

Evaluation

Overall, the placement was highly beneficial, I gained practical experience and developed a deeper understanding of the hospitality industry. The hands-on experience has been invaluable and it has bridged the gap between written theory and real-world application.

Positive aspects of the experience included the supportive team environment, the opportunity to observe and learn from an experienced manager and the gradual increase in responsibilities which allowed me to build my confidence and skills.
However, there was some challenges. The complexity of the property management system was initially overwhelming and observing Emma deal with dissatisfied guests was stressful. Additionally, balancing multiple tasks during busy periods was challenging and I sometimes felt underprepared for some situations.

Analysis

The experience highlighted several key areas of learning and development. First the importance of effective communication was evident. Observing Emma, I learnt how clear, concise and empathetic communication could resolve issues and enhance guest satisfaction. This skill is crucial in maintaining positive guest relations and ensuring smooth operations.

Second, I recognised the significance of problem-solving skills. Handling guest complaints and overbookings required quick thinking and creativity. Emma’s approach to these situations taught me the importance of staying calm and finding practical solutions that meet the guests needs. 
The hotel was overbooked twice while I was working on reception, firstly the staff must inform the guests of the overbooking on arrival, some guests are fine with this while others are not happy about it, then we had to call round all local hotels to find somewhere with room availability. The guest that was not happy we offered him some drink vouchers so he could relax in our bar area with some free drinks before going to the hotel across the road to stay for the evening. I understand hotels overbook the room allocation to maximise profit, but if there are no cancellations, it is very awkward for the receptionists to deal with upset guests and the situation leaves guests with a very negative impression of the hotel (Gillan, 2023).
Third, the placement emphasised the need for adaptability. In hospitality things can change quickly and being able to adapt to new situations is essential. My initial struggles with the property management system and multitasking improved as I came more familiar with the systems and routines, demonstrating persistence and continuous learning.
Conclusion

Reflecting on my experience, I realise the significant progress I made in understanding hotel reception operations and developing essential skills. The placement has reinforced my interest in the hospitality industry and highlighted areas where I can continue to grow.

If I were to experience this again, I would focus on improving my technical skills on using the hotels booking systems and seek more opportunities to handle guest interactions early on to build my confidence in dealing with various situations.

Action plan
To build on this experience and further develop my skills, I plan to take the following steps:

For the remainder of my work placement, I will do more training on the property management system to help me become more proficient and confident in using the system to obtain more work-based learning opportunities (QAA, 2018).
Improve my communication skills, I will try to obtain a job role on a hotel reception so I can gain more experience in communicating with guests effectively, where I can practice on skills, such as: active listening, conflict management techniques and making good first impressions (Torrens University, 2024).
I will work on problem solving skills by reading case studies and literature of effective problem-solving strategies in the hospitality industry (Xu, Wang & Wang, 2023).
Increase my adaptability skills, for the remainder of my placement, I will help out in different areas of the hotel, such as: food and beverage, meetings and events, leisure and housekeeping. This broader experience will help me to understand the hotels operations and improve my ability to adapt to various roles and situations.

My learning objectives for my time on reception were:

Gain a thorough understanding of the daily operations at the hotel reception, including check in’s, check out’s, reservations and guest enquiries.

Enhance my ability to provide excellent customer service and handle guest enquiries and complaints effectively.
Develop technical skills to be able to operate the hotel’s various management systems and tools effectively.

Learn to make quick and effective decisions in response to various operational and guest related challenges (Moore, 2022).
Improve my ability to manage multiple tasks and priorities effectively in a fast-paced environment (Indeed, 2023).
These learning objectives provided a structured framework for my placement at the Mercure hotel, ensuring that I gained a comprehensive understanding of the reception operations and developed essential skills for a career in the hospitality industry. By focusing on these objectives, I was able to make the most of my placement experience, enhancing my professional growth and preparing myself for future opportunities (ASET, 2017).
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