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Learning Log: Reflection on Shadowing Experience at Mercure Hotel, Birmingham
1. Introduction
The Mercure Hotel in Birmingham, UK, exemplifies high standards in hospitality, providing a comprehensive suite of services that includes reception/front office, housekeeping, leisure club, and facilities for meetings and events. During my placement in the guest service operations of the hotel, I gained in-depth exposure to the practicalities of delivering exceptional guest experiences. This experience was instrumental not only in enhancing my understanding of the hospitality industry but also in developing critical skills and technical knowledge essential for professional success. My placement experience highlighted the importance of adaptability, customer-centric service, and a keen eye for operational efficiency – all of which are crucial for excelling in the dynamic and evolving hospitality sector (Jones, 2018).
As I embarked on this placement, I was aware of the various operational and interpersonal demands within guest service, especially in a role requiring close interaction with guests and quick resolution of their needs and concerns. In this learning log, I employ Gibbs’ Reflective Cycle (1988) as a structured model to explore and expand upon my experiences at Mercure Hotel. Gibbs’ model encourages thorough reflection by moving through six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This framework has been invaluable in enabling me to organise my thoughts and experiences systematically, helping me to pinpoint specific areas of growth, insights, and strategies for my future career.
2. Reflection on Experience and Personal Development
Shadowing a supervisory role in the reception/front office department offered a nuanced understanding of the complexities involved in managing guest interactions and service expectations. Observing and partaking in front-office operations, I was exposed to diverse guest demographics, each with unique needs and preferences, which underscored the importance of customising interactions to ensure satisfaction and service excellence. Effective communication, a critical skill in this setting, went beyond polite exchanges; it involved empathy, attentiveness, and the ability to adjust one’s approach based on the guest's mood and requirements.
The placement challenged me to apply my theoretical knowledge of hospitality to real-world scenarios, bridging the gap between academia and industry. My background in hospitality studies gave me a strong foundation, but I realised that each situation demanded a tailored response that theory alone could not fully address. This placement became a platform for honing essential skills, such as active listening, adaptability, and problem-solving, as I encountered diverse situations and expectations from guests. I observed that even minor delays or misunderstandings could significantly impact guest satisfaction, underscoring the need for agility and swift resolution strategies (Smith & Johnson, 2020).
Moreover, this experience underscored the value of continual personal development. Each interaction was an opportunity to reflect on my approach, identify areas for improvement, and refine my interpersonal skills. By maintaining a reflective mindset, I was able to learn not only from my actions but also from observing the approaches and techniques of more seasoned staff members.
3. Critical Analysis of Work-Based Skills and Technical Knowledge
In the context of guest services, proficiency in work-based skills and technical knowledge is paramount. From handling reservations and managing front-office systems to troubleshooting operational issues, each task required a blend of technical acumen and interpersonal skills. Through my role, I gained hands-on experience with reservation systems, which involved maintaining a careful balance between accuracy and efficiency, especially during peak hours or when handling special requests. This technical proficiency, coupled with effective communication skills, allowed me to manage these tasks with an emphasis on guest satisfaction (Adams, 2020).
Communication skills emerged as a critical asset, not only in handling guest inquiries but also in fostering a sense of trust and rapport. I realised that even subtle aspects of communication, such as body language and tone, could significantly influence a guest’s experience. The ability to listen actively and respond to non-verbal cues proved crucial, as it allowed me to gauge guest satisfaction levels and anticipate potential issues before they escalated. Additionally, I observed that effective communication among team members was essential for maintaining smooth operations, especially during high-demand periods (Roberts, 2018).
Technical dexterity, particularly with front-office software and reservation management systems, was essential for handling tasks efficiently and preventing errors that could lead to guest dissatisfaction. During my placement, I encountered several situations where last-minute booking changes or reservation discrepancies had to be resolved swiftly to maintain guest satisfaction. This experience reinforced the importance of attention to detail and the need for proactive measures to mitigate potential issues. Each scenario highlighted the critical role of work-based skills and technical knowledge in ensuring a seamless guest experience, and I emerged from these challenges with a heightened sense of competence and confidence (Wilson, 2019).
4. Reflection on Organisational Issues
An organisational issue that stood out during my placement was a guest complaint regarding room cleanliness. Although the hotel had well-established housekeeping protocols, occasional lapses were inevitable. In this instance, a guest expressed dissatisfaction with the room condition, presenting a challenge for the front-office team and testing the hotel’s service recovery procedures. Observing the supervisor’s approach to managing the complaint provided valuable insights into the importance of empathy, quick decision-making, and a structured recovery strategy (Johnson, 2019).
The supervisor’s response, which included a sincere apology, arranging alternate accommodation, and follow-up communication, demonstrated the hotel’s commitment to rectifying issues and maintaining guest satisfaction. However, the incident also highlighted the need for proactive measures, such as preemptive room checks and enhanced staff training, to prevent similar issues from arising. Reflecting on this experience, I recognised the importance of both preventive and reactive strategies in upholding service quality and organisational resilience (Miller, 2021).
5. Future Action Plan
To leverage the insights gained from my placement, I have developed a future action plan aimed at strengthening my skills and building a more comprehensive understanding of the hospitality sector. My goals focus on enhancing communication, advancing technical skills, promoting collaboration, and nurturing leadership qualities.


1. Enhancing Communication Skills
· I plan to solicit regular feedback from guests and colleagues to refine my communication strategies.
· Engaging in role-playing exercises will allow me to develop a nuanced approach to handling diverse guest interactions, ultimately enhancing my ability to respond effectively under varying circumstances.
2. Advancing Technical Knowledge
· To bolster my technical acumen, I aim to participate in advanced training for front-office systems and other hospitality software.
· I will also make use of online resources and professional networks to stay informed about emerging trends and best practices in hospitality technology, which will ensure I remain agile and adaptable in a fast-evolving field.
3. Promoting Collaboration and Cross-Functional Synergy
· Building partnerships across departments is essential for improving operational efficiency and creating seamless guest experiences. I plan to take the initiative in fostering a culture of knowledge sharing and collaboration.
· I am interested in leading cross-functional projects and task forces that encourage teamwork and contribute to an enhanced understanding of different roles within the organisation.
4. Championing Service Excellence and Continuous Improvement
· Promoting a culture of service excellence requires dedication to continuous improvement. I aim to advocate for regular training sessions focused on service recovery and guest-centric problem-solving.
· Leading by example, I will demonstrate a commitment to maintaining high standards in service delivery and instil a proactive approach to managing guest expectations and issues.

5. Developing Leadership Abilities
· I am determined to develop my leadership skills by actively seeking mentorship opportunities and professional development resources.
· Taking on leadership responsibilities within the hotel setting will provide a practical platform to demonstrate initiative, drive, and dedication to organisational goals, preparing me for more advanced roles in the future.
6. Embracing Innovation and Adaptability
· The hospitality sector is evolving rapidly, and innovation is a key driver of success. By adopting a mindset of curiosity and experimentation, I aim to identify opportunities for process improvements that enhance operational efficiency and guest experiences.
· Additionally, I plan to actively explore new technologies and stay adaptable to change, which will enable me to contribute to forward-thinking organisational strategies.
7. Championing Diversity and Inclusion
· A commitment to diversity and inclusion is essential for fostering a respectful, empathetic workplace. I will support diversity initiatives within the organisation and promote inclusive practices.
· Participating in diversity training programs will equip me with the knowledge and tools to contribute to an equitable and supportive work environment.
8. Building a Personal Brand
· Establishing a personal brand that reflects my values, achievements, and career aspirations will be instrumental in building credibility and visibility in the industry.
· By engaging with social media and professional networks, I aim to create meaningful connections and open doors to future career opportunities.

6. Conclusion
My placement experience at Mercure Hotel in Birmingham has marked a turning point in my journey within the hospitality industry. This immersive opportunity extended beyond classroom learning, serving as a crucible for personal and professional growth. Each experience – from guest interactions to operational challenges – enriched my understanding of the hospitality ethos and underscored the importance of resilience, adaptability, and continuous improvement.
As I move forward, I am equipped with valuable insights and a refined skill set, poised to navigate the complexities of the industry. The experiences and lessons I gained at Mercure Hotel will serve as a foundation for future growth, and I am motivated to continue developing my skills, embracing challenges, and striving for service excellence in all facets of hospitality.
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