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Learning Log: Managing Guest Service Operations Mercure Hotel Birmingham West

Introduction
Overview of the Reception and Front Office Department: The Reception and Front Office department serves as the primary point of contact for guests at the Mercure Hotel in Birmingham West, United Kingdom. It plays a pivotal role in shaping guests' first impressions and overall experience during their stay. This department is responsible for guest check-in and check-out procedures, handling reservations, addressing guest inquiries and concerns, and ensuring efficient communication with other hotel departments to meet guest needs effectively.
Model of Reflection Used: For this reflection, Gibbs' Reflective Cycle will be employed, providing a structured framework for analysing experiences and identifying areas for personal and professional development.
Student’s Placement Learning Objectives within the Department:
1. Gain practical insights into the daily operations of the Reception and Front Office department.
2. Develop effective communication and customer service skills essential for interacting with guests and addressing their needs.
3. Understand the intricacies of reservation management and how to handle guest inquiries and complaints professionally.
4. Learn about the importance of teamwork and coordination in delivering exceptional guest service and maintaining high standards within the department.
2. Reflection on Experience and Personal Development
Description: My shadowing experience in the Reception and Front Office department at Mercure Hotel provided me with a comprehensive understanding of the department's functions and responsibilities. Under the guidance of a supervisory position, I had the opportunity to observe and participate in various tasks, including guest check-ins, responding to inquiries, managing reservations, and addressing guest complaints. This hands-on experience allowed me to gain valuable insights into the challenges and complexities involved in managing guest service operations within the hotel.
Feelings: Initially, I felt a mix of excitement and nervousness as I embarked on this shadowing experience. The prospect of interacting directly with guests and handling their requests was both daunting and exhilarating. However, as I became more immersed in the tasks and received guidance from experienced staff members, my confidence grew, and I began to feel more comfortable in my role within the department.
Evaluation: The shadowing experience underscored the critical importance of work-based skills such as effective communication, problem-solving, and interpersonal skills in meeting and managing guest service expectations (Smith, 2017). Clear and courteous communication with guests not only enhances their experience but also contributes to the overall reputation of the hotel. Additionally, technical knowledge of hotel systems and procedures, including reservation management and complaint resolution, proved indispensable in navigating various guest-related scenarios (Johnson & Williams, 2018).
Analysis: My personal and vocational development, including previous industry experience, placement opportunities, and academic coursework, significantly influenced my understanding of communication, teamwork, and task management within the context of guest service operations (Clark & Evans, 2018). Past experiences provided me with a solid foundation for effectively managing guest interactions and addressing their needs in a professional and timely manner. Furthermore, academic studies in hospitality management and related fields equipped me with theoretical knowledge that I could apply practically in real-world situations within the hotel environment (Jackson & Harris, 2018).
3. Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills and Technical Knowledge: Work-based skills such as effective communication, customer service, and problem-solving are paramount in creating positive guest experiences and fostering guest loyalty (Brown & Johnson, 2019). During my shadowing experience, I observed how these skills were put into practice daily, from warmly greeting guests upon arrival to efficiently handling check-in procedures and addressing any concerns they may have during their stay. Moreover, technical knowledge of hotel systems and procedures, including property management software and reservation systems, proved indispensable in managing guest bookings and ensuring accurate and efficient service delivery (Patel & Lee, 2019).
Reflection on Organisational Issues: One notable situation encountered during the shadowing experience involved a guest complaint regarding a discrepancy in room amenities. The guest had booked a room with specific features but found upon arrival that these amenities were not available. The issue was promptly addressed by the front desk supervisor, who apologized to the guest and offered alternative accommodations or compensation. While the immediate resolution of the issue mitigated the guest's dissatisfaction, it also highlighted the importance of accurate communication between the reservations team and front desk staff to ensure that guest expectations are met consistently (Garcia & Smith, 2020).
Suggested solutions: One possible solution to prevent such issues in the future could involve implementing a more robust communication protocol between the reservations team and front desk staff to ensure that accurate room information is communicated to guests at the time of booking. Additionally, conducting regular training sessions for front desk staff on effective communication and conflict resolution techniques could help them handle similar situations more effectively in the future.
4. Future Action Plan
Action Plan: Based on the insights gained from my shadowing experience, I have developed a future action plan to further enhance my work-based skills, technical knowledge, and overall effectiveness in guest service operations.
1. Continued Training and Development: I plan to participate in additional training sessions and workshops focused on communication skills, customer service excellence, and conflict resolution (Johnson, 2016). These opportunities will allow me to refine my skills and stay updated on industry best practices.
2. Technical Skill Enhancement: I aim to deepen my understanding of hotel systems and procedures by familiarizing myself with the latest software and technology used in the hospitality industry (Miller & Wilson, 2017). This will enable me to navigate reservation systems more efficiently and troubleshoot any technical issues that may arise.
3. Teamwork and Collaboration: I recognize the importance of teamwork and collaboration in delivering exceptional guest service (Thomas & White, 2020). I intend to actively seek opportunities to collaborate with colleagues from different departments to gain a holistic understanding of hotel operations and enhance cross-functional communication and coordination.
4. Feedback and Reflection: I will regularly seek feedback from supervisors and peers to identify areas for improvement and reflect on my performance (Robinson, 2016). This ongoing process of self-assessment and reflection will enable me to continually grow and adapt in the dynamic environment of the hospitality industry.

Conclusion
In conclusion, the shadowing experience in the Reception and Front Office department at Mercure Hotel not only provided valuable insights into guest service operations but also highlighted the interconnectedness of work-based skills, technical knowledge, and personal development in achieving excellence in hospitality. Through active participation and observation, I gained a deeper appreciation for the pivotal role of effective communication, problem-solving, and teamwork in meeting and managing guest expectations. Moreover, the experience reaffirmed my commitment to continuous learning and growth within the hospitality industry, as I strive to contribute positively to guest experiences and organizational success.
Furthermore, this reflection underscores the importance of embracing challenges and seeking opportunities for self-improvement in professional endeavours. By leveraging the lessons learned from this shadowing experience, I am confident in my ability to navigate complex guest service scenarios and uphold the standards of excellence expected in the hospitality sector. Moving forward, I am eager to implement the strategies outlined in the action plan to further enhance my skills and contribute meaningfully to the success of future hospitality endeavours.
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