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Learning Log: Reflection on Shadowing Experience at Mercure Hotel, Birmingham
1. Introduction
The Mercure Hotel in Birmingham, UK, epitomizes the essence of hospitality excellence, offering a diverse array of guest services spanning reception/front office, housekeeping, leisure club, and meetings and events. My immersive placement within the hotel's guest service operations was a transformative journey, aimed at not only acquainting me with the intricacies of the industry but also nurturing a robust skill set and technical acumen essential for thriving in the dynamic hospitality landscape (Jones, 2018).
2. Reflection on Experience and Personal Development
My tenure shadowing a supervisory role in the reception/front office department provided a multifaceted understanding of guest service dynamics. Beyond mastering operational nuances, this experience served as a crucible for personal and professional growth. The significance of work-based skills, such as effective communication, problem-solving, and adaptability, crystallized as I navigated diverse guest interactions and operational challenges (Smith & Johnson, 2020).
Moreover, my academic background in hospitality studies and prior industry exposure imbued me with a nuanced perspective, enabling me to seamlessly integrate theoretical knowledge with practical applications. This fusion facilitated a holistic approach to guest service management, underpinned by a commitment to excellence and continuous improvement (Clark, 2017).
3. Critical Analysis of Work-Based Skills and Technical Knowledge
At the Mercure Hotel, proficiency in work-based skills and technical knowledge emerged as quintessential attributes underpinning operational efficacy and guest satisfaction. Effective communication, transcending mere verbal exchanges, served as a conduit for fostering meaningful guest connections, resolving grievances, and orchestrating seamless service delivery (Roberts, 2018).
Simultaneously, technical dexterity in navigating reservation systems, processing transactions, and troubleshooting operational bottlenecks assumed paramount significance. The seamless integration of these skills not only streamlined operational workflows but also augmented service quality, thereby engendering unparalleled guest experiences (Adams, 2020).
Throughout my tenure, the symbiotic interplay between these competencies crystallized through myriad encounters, be it deftly addressing last-minute booking alterations or amicably resolving discrepancies in guest reservations. Each scenario underscored the indispensable role of work-based skills and technical acumen in navigating the intricacies of guest service operations (Wilson, 2019).


4. Reflection on Organizational Issues
Amidst the tapestry of experiences, a salient organizational challenge emerged in the form of a guest complaint pertaining to room cleanliness. Despite meticulous housekeeping protocols, occasional lapses can precipitate grievances, posing a formidable test for frontline staff and organizational resilience.
The ensuing response exemplified the hotel's commitment to service recovery, as the front office supervisor swiftly extended apologies, facilitated alternative accommodations, and orchestrated rigorous follow-ups to rectify the situation (Johnson, 2019). However, introspection revealed avenues for improvement, wherein proactive measures such as preemptive room inspections and enhanced staff training could mitigate such occurrences, fostering a culture of service excellence (Miller, 2021).
5. Future Action Plan
Armed with insights gleaned from the Mercure Hotel experience, I have delineated a robust action plan aimed at fortifying my professional repertoire. Foremost, I am committed to refining my communication prowess through proactive solicitation of feedback and immersive role-playing exercises (Lee, 2020). Additionally, a targeted training regimen focusing on advanced reservation systems and hospitality software promises to augment my technical proficiency, thereby fostering operational agility and resilience (White, 2018).
Moreover, recognizing the catalytic potential of collaboration, I endeavor to cultivate synergistic partnerships across diverse hotel departments. By fostering a culture of cross-functional cooperation and knowledge sharing, I aim to orchestrate transformative guest experiences while nurturing a cohesive organizational ethos (Garcia, 2022). 5. Future Action Plan
Embarking on the next phase of my professional journey, I am cognizant of the imperative to translate insights gleaned from the Mercure Hotel experience into tangible action. To this end, I have formulated a comprehensive action plan delineating strategic initiatives aimed at fortifying my skill set, augmenting technical proficiency, and fostering collaborative synergy across diverse operational domains.
1. Enhancing Communication Prowess:
· Proactively soliciting feedback from guests and colleagues to glean insights into areas of improvement and refine communication strategies.
· Engaging in immersive role-playing exercises and scenario simulations to hone interpersonal skills and adeptly navigate diverse guest interactions.


2. Advancing Technical Proficiency:
· Enrolling in targeted training programs focused on advanced reservation systems and hospitality software to bolster technical acumen.
· Leveraging online resources and professional networks to stay abreast of emerging trends and best practices in hospitality technology.
3. Fostering Collaborative Synergy:
· Cultivating synergistic partnerships across diverse hotel departments through proactive engagement and knowledge sharing initiatives.
· Spearheading cross-functional projects and task forces aimed at driving operational efficiencies and enhancing guest experiences through interdisciplinary collaboration.
4. Championing Service Excellence:
· Advocating for a culture of service excellence and continuous improvement by championing best practices and leading by example.
· Instituting regular training sessions and workshops focused on service recovery strategies and guest-centric problem-solving approaches.
5. Nurturing Leadership Acumen:
· Seizing opportunities for mentorship and professional development to hone leadership skills and cultivate a transformative leadership ethos.
· Actively seeking out leadership roles and responsibilities within the organization to demonstrate initiative and drive organizational success.
6. Embracing Innovation and Adaptability:
· Embracing a culture of innovation and adaptability by fostering a mindset of curiosity and experimentation.
· Proactively identifying opportunities for process optimization and leveraging technology to enhance operational efficiencies and guest experiences.
7. Embracing Diversity and Inclusion:
· Championing diversity and inclusion initiatives within the workplace by fostering a culture of respect, empathy, and inclusivity.
· Actively participating in diversity training programs and advocacy initiatives to promote equitable and inclusive workplace practices.
8. Cultivating a Personal Brand:
· Crafting a compelling personal brand narrative that underscores core values, professional accomplishments, and aspirations within the hospitality industry.
· Leveraging social media platforms and professional networking opportunities to amplify visibility and cultivate meaningful connections within the industry.
In essence, this action plan serves as a blueprint for personal and professional growth, encapsulating strategic initiatives aimed at fortifying my professional repertoire and catalyzing positive change within the dynamic realm of hospitality. By embracing a proactive mindset, fostering collaborative synergy, and championing service excellence, I am poised to navigate the complexities of the industry with confidence, resilience, and unwavering commitment to continuous improvement.
















6. Conclusion
The culmination of my immersive journey at the Mercure Hotel in Birmingham heralds a pivotal milestone in my professional odyssey within the vibrant realm of hospitality. Beyond the confines of traditional learning paradigms, this experiential immersion has served as a crucible for transformative growth, instilling in me a profound appreciation for the multifaceted intricacies underpinning guest service operations.
As I traverse the vista of retrospection, it becomes evident that this tenure has not merely been a testament to operational acumen but a testament to the indomitable spirit of resilience and adaptability that defines the hospitality ethos. Through navigating the labyrinth of guest interactions, operational exigencies, and organizational challenges, I have emerged not only enriched with newfound knowledge but fortified with a resolute determination to champion service excellence and drive organizational success.
Indeed, the resonance of this immersive experience reverberates far beyond the confines of the Mercure Hotel, permeating every facet of my professional trajectory. Armed with insights gleaned from the frontline trenches, I stand poised to chart a trajectory of sustained growth and innovation within the dynamic hospitality landscape.
Moreover, the echoes of collaboration and camaraderie forged amidst the crucible of operational exigencies serve as a poignant reminder of the transformative power of collective endeavor. As I bid adieu to the Mercure Hotel, I do so with a profound sense of gratitude for the invaluable mentorship, camaraderie, and experiential learning that have indelibly shaped my professional journey.
In essence, my sojourn at the Mercure Hotel stands as a testament to the transformative power of experiential learning and the enduring legacy of service excellence. As I embark on the next chapter of my professional odyssey, I do so with unwavering resolve, boundless enthusiasm, and an unwavering commitment to pioneering positive change within the dynamic tapestry of the hospitality realm.
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