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Introduction


The Mercure Birmingham West Hotel is a significant entity in the hotel industry, serving
both corporate and recreational patrons. Strategically situated in Birmingham, it provides a
range of services, including lodging, eating, and event venues. The front office, especially the
reception department, functions as the core of the hotel, serving as the main point of contact
for visitors and establishing the ambiance for their whole visit. During my placement at the reception department, I sought to enhance my communication and interpersonal skills, and gain practical experience in front office operations, and master the management of client
complaints.


Learning Objectives:


To improve customer service and communication skills.
To obtain practical expertise in overseeing check-ins and check-outs.
To Understand the operating procedures of the reception department.
To Gain the skills to manage and rectify guest complaints.
To Establish myself with the hotel administration software and reservation systems.


Reflection on Experience and Personal Development


Throughout my placement, I observed Arita Riska, the reception supervisor, who significantly facilitated my learning process. One of my principal duties was facilitating visitor check-ins and check-outs. I intently studied the procedure, recognizing the significance of excellent communication and a kind attitude in establishing a favourable first impression. I saw the significance of welcoming each person with a smile, establishing eye contact, and addressing them by name wherever feasible. This not only made the visitors feel appreciated but also facilitated the establishment of a rapport that is essential in hospitality (Bardi, 2010).
During my time at the front office, I had several problems, especially during peak check-in
periods when the lobby was crowded with people. Observing Arita and Stefan, a colleague
receptionist, during these hectic intervals taught vital lessons in multitasking and
prioritization. They maintained a serene and systematic atmosphere, guaranteeing that each visitor received timely attention, minimizing wait periods, and alleviating possible
annoyances (Johnston et al., 2012). This experience has markedly improved my capacity to
operate under pressure and prioritize duties—competencies that are essential in the dynamic
hospitality sector (Fallon & Rutherford, 2010).
Reflecting on my educational journey, I found that the knowledge I gained from my hotel
management studies provided a solid foundation for my practical experiences. Courses on
customer service management and operations emphasize theoretical principles, including the
importance of visitor happiness and loyalty. This theoretical foundation was very pertinent
during my placement, since I was able to use these ideas in practical situations (Wood, 2013).
Moreover, prior industrial experiences, including my position at a café, enhanced my
flexibility in several customer-facing tasks. This employment enabled me to enhance my
comprehension of hotel operations and the complex dynamics of front office management,
surpassing my previous experiences.


Critical Analysis of Work-Based Skills and Technical Knowledge

The significance of work-based skills in the hospitality sector is paramount. Throughout my
employment, I discerned that outstanding customer service is fundamental to visitor
happiness. Competencies such as proficient communication, attentive listening, and
emotional intelligence are crucial for comprehending and fulfilling guest requirements (Hagg,
2013). For instance, I aided a passenger who was exasperated due to a discrepancy with their
reservation. Through attentive listening and empathy toward their concerns, I successfully de-
escalated the issue and provided a resolution that included upgrading their accommodation at
no extra charge. This not only rectified the problem but also made the passenger feel appreciated, demonstrating the clear relationship between service proficiency and client
happiness (Tewan, 2009).
Furthermore, flexibility and problem-solving are essential competencies in front office
operations. Daily occurrences provide distinct problems, ranging from unforeseen visitor
enquiries to technical malfunctions within the booking system. I had a glitch in the hotel’s
online booking system, resulting in several duplicate reservations for various rooms. I
coordinated with my colleagues to address the problem by redistributing visitors to available
rooms and communicated effectively to alleviate any displeasure. This experience
underscored the need of collaboration and proactive problem-solving in sustaining
operational efficiency and visitor happiness.
Technical expertise is equally essential in front office operations. Proficiency with the hotel's
administration tools, including Opera PMS, allowed me to effectively handle bookings and
address guest enquiries. Initially, mastering this system was intimidating; but, with Areta's
assistance, I quickly attained proficiency in managing activities such as guest check-ins and
check-outs, changing room statuses, and creating reports. By addressing visitor demands
promptly and properly, this technical proficiency not only optimised operations but also
improved the entire visitor experience (Vallen & Vallen, 2014).
The insights acquired during my internship highlight the need of ongoing professional growth
in the hospitality sector. Participating in training programs centred on customer service
excellence or software competence will augment my skills and make me a more successful
team member in the future.


Reflection on Organisational Issues

A Major concern regarding a burst water pipe into the property, was a significant incident that transpired on my introduction to the Front Desk. It was of utmost concern as the entire Hotel was forced to standby, whilst engineers were bought into action to locate the area of distress. Thankfully with the help from the maintenance department and a head on task force initialised by the general manager, what ensured was a swift response and back to standard proceedings within 24 hours.
I also encountered a significant guest service issue at the reception department due to a delayed check-in. One day, a group of guests came for an event but experienced a delay due to a mistake over room availability. The situation negatively impacted both the visitors'
experience and the department's operations, as they became increasingly upset.
This event underscored the need for unambiguous communication and efficient operating
protocols. Improved coordination between the housekeeping and front office staff could have
mitigated the uncertainty resulting from the absence of an efficient room distribution
procedure (Rughubalan, 2009). Following a discussion with Arita, we generated viable
strategies to avoid such incidents in the future. A recommendation was to establish a real-
time communication system between housekeeping and the front office, guaranteeing that
personnel are informed of room statuses immediately upon readiness for occupancy.
After analysing this case, I acknowledged that visitor grievances may profoundly affect a
hotel's image. Prompt and efficient resolution of problems not only addresses current
concerns but also signifies a dedication to client pleasure, essential for sustaining a
competitive advantage in the hospitality sector (QAA, 2018).
Additionally, using the service recovery paradox hypothesis, which asserts that adept
management of grievances may result in greater satisfaction than if no problems had occurred
initially, we investigated methods to improve our reaction to guest complaints. This may
include instructing personnel on problem-solving methodologies and enabling them to make
choices that enhance visitor experiences.


Conclusion and Action Plan

Upon reflecting on my placement at the Mercure Birmingham West Hotel, I have acquired
essential insights into the complexities of guest service operations. My tenure at the reception
department has substantially advanced my personal and professional growth, improving my
communication, multitasking, and technological abilities. Shadowing a supervisory role has
given me a thorough understanding of the significance of practical skills and technological
expertise in fulfilling guest service standards.
As I advance in my profession, I acknowledge the significance of ongoing education and
growth in the hospitality sector. I want to pursue future training opportunities to augment my
skill set, specifically in dispute resolution and advanced customer service skills. I will
concentrate on acquiring further experience in different hotel departments to enhance my
comprehension of hotel operations and increase my adaptability across diverse jobs.
Together, my placement has reinforced my dedication to a career in hospitality and has
provided me with the essential skills and expertise to thrive in this competitive business. I am
keen to apply the insights gained during my internship to my future pursuits, guaranteeing
outstanding service to visitors and positively impacting the organizations I join.
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