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Student Learning Log

My work placement at Mercure Cardiff North hotel involved shadowing team members who are part of the Back Office department and Administration Operations. This was quite an interesting experience as I had never known about the Back Office department before this. I learnt that most of the important analysis happens in the Back Office and this is  crucial in the success or failure of the hotel. From my knowledge, the Back Office at Mercure Hotel consisted of people working in Administration, Accounts, HR, Events & Conferences and online reservations. In Mercure hotel, they had 5 team members working at one time, each one working a different role and then a general manager overlooking the day-to-day work of the hotel and handling any complaints in a timely manner. This is the area where HR spends most of its money to recruit people that specialise in each role to help the hotel succeed in the hospitality industry (Leverkuhn, 2023).

I believe this placement has helped my vocational development as I can see a big difference in the way I view things now, I have learnt how to analyse data and situations so that I can see things a bit more clearly and I have great attention to detail, whereas previously I would have overlooked certain key points because I didn’t see the link between that and what I was working on. I have learnt that in order to have a consistently profitable business rather than just a one-off success, I need to plan ahead and adapt my business using the information I have about the hotel and the customer base.

Also, before I started this placement, I was unaware of the laws related to data protection as a lot has changed over the two decades that I spent being a full-time mum and housewife. However, shadowing in the Back Office department taught me the importance of confidentiality, as we have access to so much information about the hotel, the customers and much more that we have a legal responsibility to keep things confidential. A personal development that I noticed was that I learnt to be adaptable, I was able to go from one role to another and take on board the information that was passed onto me from the team member I was observing and put myself in their position in order to make a decision on what I would do if I was them, what information do I need to look for first, what needs to be prioritised and then be able to do the same in another role that’s completely different (Emblog, 2019).

Observing the admin team, I realised the importance of being organised and being able to prioritise my workload because there’s always a lot of admin work that needs to be done and some were more important than others and had a strict deadline so they would have to be prioritised. This placement helped me realise a lot of things about myself, it taught me that I have good organisation and time management skills, I am capable of doing data entry work and I could do really well  in an admin role. I also learnt that I have excellent numeracy  skills and I am now aware that I can do good mental maths too which can be useful in many roles. 

Observing the events and conferences team in the Back Office department showed me how important good communication is between the hotel and their guests. The events and conferences team would receive communication through phone and email regarding certain conference and event bookings. The guests would have to discuss what they would like from the certain event and the events team would then advise what it is they can provide. Now good communication and attention to detail is necessary because the guests that use these services are normally very particular, especially when it involves big events and there are lots of factors to take into account. The events team then individually go and coordinate it all to bring the special event or conference to life. If there is miscommunication or lack of attention to detail, the end result will not be what the guest is expecting and therefore it would lead to unhappy guests. This taught me to be clear and concise about what we can provide as a hotel, ask the right questions and only promise to do what we can reasonably do, do not over promise anything because it’s better for a customer to have lower expectations and then be impressed than have high expectations and be disappointed (Advanced Hospitality Technology, 2023).

I feel like there were a few missed opportunities whilst I was in the Back Office department. One of my main vocational development goals was to improve my IT skills, however I feel as though I could not  practice using my IT skills because I had not had enough time with the Back Office team in comparison to the other departments. Also I was not familiar with any of the software used and there were so many areas and so much information to cover in such a short amount of time, I couldn’t get the grasp of the softwares used. Also I feel as though I learn better by actually doing the task at hand, than watching someone else do it, so I feel if I had more chances to practice using the software, I would have picked it up faster. Also , I feel as though I could have benefitted if I had a full session each with each team member doing a different role so that I can see how they all link together and I could’ve understood the job role better.

An operational issue which I feel that I have seen is that the Back Office department is located at the hotel which means that it is a lot of people in one area of the hotel, some on phones or some that need peace and quiet in order to analyse their data. I feel like this could be resolved by outsourcing the back-office roles to another company because it works out cheaper overall, takes no space physically at the hotel and that office space can be used for something more beneficial to bring in money. It will also mean that the new software needed for each role doesn’t need to be bought and regularly updated because if it was outsourced to another company, they would be doing this automatically at no extra costs. Also the time, money and resources can then be used for something more beneficial to the hotel (Manella, 2023).

[bookmark: _Int_9OvGudlN][bookmark: _Int_4dUiuyp7][bookmark: _Int_YZ9UEWBU]Personally, I found working within the back office department to be quite fast paced and demanding because I feel that the people that worked there were people that were very knowledgeable and experienced when it came to their role and each role was very packed with things that need to be done on a daily basis to help the hotel become profitable. I found the experience extremely interesting and I feel as though I have gained a lot of knowledge from this short time observing in the back office department. However, I do not think it is something that I would be suited to at this very time, it could be something that I might look to work towards in the future as I continue to build my career in the hospitality industry. 
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