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Reflective Learning Log
Using Gibbs’ Reflective Cycle to Reflect on Placement Experience in Hotel Administration at Mercure Birmingham West Hotel

Introduction
Hotel administration, which includes positions like the front office, the back office, and guest service management, is a crucial component of hospitality operations. I had the chance to work at the Front Office of the Mercure Birmingham West Hotel, an essential administrative division in charge of greeting visitors, taking reservations, responding to questions, and addressing problems. I gained technical knowledge, work-based skills, and a deeper comprehension of hotel administration as a result of this experience.
During the placement, I wanted to learn how to do technical duties like checking guests in and out and answering their questions.

• Developing interpersonal and communication skills through interactions with team members and guests. 
• Being aware of how administrative positions assist with general hotel operations.
• Improving problem-solving abilities through practical problems like guest requests and complaints.

With an emphasis on administrative duties and guest service management, this reflection critically examines my experiences and development during the placement using Gibbs' Reflective Cycle (1988).

Section 1: Reflection on Experience and Personal Development
Description (What happened?)
Writing personalised welcome cards for guests, handling check-in and check-out procedures, and answering questions regarding hotel amenities like the restaurant and recreation centre were all part of my duties at the front desk. Additionally, I handled emails with specific requests, such as birthday celebrations decor request for room   and parking reservations inquiries like if its free or paid.
One significant issue was when a couple got into a loud argument in their room, which caused the other guests to complain. The scenario worsened because the couple would not stop. I told the manager, who promptly spoke with the pair and made sure everyone in the area felt reassured, resolving the matter.
Answering an email question regarding a guest's particular celebration was another important task.  For their partner's birthday, the guest asked for decorations and balloons. Collaborating with the management to execute the request taught me the value of paying close attention to details and going above and beyond to satisfy guests.

Feelings (What were your feelings?)
I was first anxious about dealing with complaints and guests because I didn't know how to handle unexpected challenges. But as I accumulated experience, my confidence in my skills grew. Because it disturbed other guests and I was concerned about how it would affect the hotel, the arguing couple's episode caused me uneasiness. I felt reassured and learnt how to handle similar situations from watching the manager effectively settle the matter.
I was thrilled and inspired by the unique birthday request because I loved being a part of an effort to make a guest's stay enjoyable. I learnt from this work that even seemingly insignificant actions can have a significant impact on how satisfied guests are.

Evaluation (What was good and bad?)
Among the benefits of the placement were the following:
 • I developed my communication abilities by learning how to engage with guests in a professional manner.
• I had hands-on experience with front desk operations, including managing unique requests.
• I learnt the value of leadership and prompt decision-making from watching the manager address complaints.
But there were drawbacks as well: 
• Initially, managing visitor complaints—particularly those involving disputes was stressful. 
• Managing several projects at rush hour put my time management abilities to the test.

Analysis (What can you learn?)

The experience brought to light a number of lessons:
· Communication: Effectively handling guest enquiries and complaints requires clear and sympathetic communication.
· Problem-Solving: To resolve problems like guest disagreements without interfering with operations, quick thinking and coordination are essential.
· Attention to Detail: It takes accuracy and creativity to fulfil unique requests, such birthday arrangements.
These abilities are essential for properly managing hotel administration and providing first-rate guest service.



Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills
In hotel administration, work-based abilities like time management, cooperation, and 
communication is essential:
• Communication: Professionally handling complaints and questions from guests fosters satisfaction and trust. For instance, giving guests thorough information about the leisure facilities and breakfast selections improved their stay.
• Teamwork: Ensuring seamless service delivery required cooperation among coworkers, such as arranging specific room arrangements with cleaning.
• Time management: Managing several things at once, like responding to email questions and scheduling check-ins, helped me become more skilled at setting responsibilities. 



Importance of Technical Knowledge
Technical expertise is just as crucial to front office operations:

• Reservation Systems: I gained a better understanding of how administrative duties assist overall hotel operations by learning about check-in and check-out procedures.
• Complaint Handling: The manager's handling of the couple's disagreement brought back the significance of conflict resolution techniques.
• Guest Engagement: I learnt how to create unique guest experiences by writing individual welcome cards and attending to particular requests.

Combining these abilities and expertise guarantees smooth hotel management and improves the overall guest experience.


Section 3: Reflection on Organisational Issues
Description of the Situation
An important organisational challenge was the arguing couple's problem. Their argument disturbed nearby visitors, which resulted in complaints. This incident made it evident that staff and guests must communicate clearly and resolve conflicts peacefully. 
Effect on Reputation and Operations
• Operational Impact: The disruption briefly distracted attention from other work because it impacted nearby guests and needed the manager's urgent attention.
• Reputation Risk: If complaints had gone unanswered, the hotel's reputation might have suffered from negative reviews. 

Suggested Remedies
To avoid such circumstances, I advise:
1. Proactive Communication: To reduce disruptions, provide guests with clear directions on how they should conduct themselves during check-in.
2. Conflict Resolution Training: Giving employees the tools they need to resolve conflicts without constantly involving the manager.
3. Improved Monitoring: Putting in place a mechanism for quickly receiving and handling noise complaints.
These solutions align with Herzberg’s Two-Factor Theory, which emphasises addressing “hygiene factors” like guest comfort to prevent dissatisfaction.

Conclusion and Action Plan (Expanded)
Key Insights
My placement in the Front Office at the Mercure Birmingham West Hotel provided valuable insights into hotel administration. I discovered just how important it is to manage guest interactions and administrative duties with communication, problem-solving, and attention to detail. I learnt from the arguing couple event how important dispute resolution is to preserving both operational effectiveness and guest happiness. Furthermore, meeting unique requests like birthday celebrations showed how even modest efforts may make a big impression on guests. 

Action Plan for the Future
I intend to take part in training to improve my conflict resolution abilities so that I can manage visitor conflicts with confidence and professionalism. 
• Enhance Time Management: Develop task prioritisation skills to efficiently oversee hectic front desk operations.
• Increase Technical Knowledge: To succeed in administrative positions, learn more about reservation systems and guest relationship management.

By using these strategies, I will be able to contribute successfully to hotel management positions in the future, guaranteeing excellent service and satisfied guests. I am even more dedicated to professional development and hospitality excellence as a result of my experience at the Mercure Birmingham West Hotel.
My placement at the Mercure Birmingham West Hotel's front desk has been a life-changing educational opportunity that has helped me comprehend the interpersonal and operational facets of hotel management. I gained important abilities including time management, problem-solving, and good communication—all of which are essential for handling administrative duties and guest interactions. 
I intend to improve my abilities going forward by obtaining training in advanced time management techniques and conflict resolution. Increasing my understanding of administrative procedures and reservation systems will also help me succeed in future positions. This experience has strengthened my resolve to provide outstanding customer service and attain hotel administration excellence.

References
· Gibbs, G. (1988). Learning by Doing: A Guide to Teaching and Learning Methods. Oxford: Further Education Unit.
· Herzberg, F. (1959). The Motivation to Work. New York: Wiley.

