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Introduction
Overview of Mercure Hotel’s Food and Beverage Operation
The Mercure Hotel in West Bromwich is renowned for its commitment to delivering exceptional guest experiences through its comprehensive food and beverage operations. The hotel features multiple dining options, including a fine dining restaurant that offers an exquisite menu curated by skilled chefs, a casual bistro for relaxed meals, and a well-stocked bar that serves a variety of beverages. Additionally, the hotel provides room service to cater to guests who prefer dining in the comfort of their rooms.
The food and beverage department is an integral part of the hotel's operations, employing a diverse team of professionals. This includes chefs, waitstaff, bartenders, and supervisors who work collaboratively to ensure high standards of service. The department operates under a structured hierarchy, with supervisors playing a critical role in managing daily operations, coordinating between different sections, and ensuring that service standards are consistently met.
The department's mission is to deliver high-quality food and beverage services that exceed guest expectations, contributing to the overall guest satisfaction and reputation of the hotel. Emphasis is placed on the quality of food, the efficiency of service, and the professionalism of staff. The operational strategy includes regular staff training, adherence to health and safety regulations, and continuous improvement through guest feedback.

Section 1: Reflection on Experience and Personal Development
Learning Objectives
My placement learning objectives at Mercure Hotel included:
· Understanding the supervisory roles and responsibilities within the food and beverage department.
· Enhancing my guest service skills.
· Gaining insights into operational procedures and workflow management.
Supervisory Shadowing Experience
During my placement, I shadowed a supervisory position in the food and beverage department. This role involved overseeing daily operations, managing staff schedules, ensuring compliance with health and safety regulations, and addressing guest complaints. This hands-on experience allowed me to observe the intricacies of effective supervision, including decision-making and leadership.
Reflecting on this experience, I realized the critical importance of clear communication, both with the team and the guests. Effective communication was essential in coordinating tasks, resolving conflicts, and maintaining service standards (Argenti, 2017). Additionally, I gained a deeper appreciation for the importance of teamwork. Supervisors at Mercure foster a collaborative environment, encouraging staff to support each other and work towards common goals.
Impact of Personal and Vocational Development
My prior academic journey and industry experiences significantly shaped my understanding and performance during this placement. Courses on hospitality management and customer service provided a theoretical foundation, while previous placements honed my practical skills. For instance, during a busy dinner service, my prior experience in managing high-pressure situations enabled me to assist the team effectively, ensuring smooth operations and high guest satisfaction.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Skills and Knowledge
Work-based skills such as time management, problem-solving, and leadership are crucial in the food and beverage department. Technical knowledge, including familiarity with point-of-sale (POS) systems, understanding of dietary requirements, and compliance with health and safety standards, is equally important in meeting guest service standards (Baum, 2015).


Examples from Experience
One specific example from my shadowing experience was during a corporate event. The POS system malfunctioned, leading to delays in service. Applying my problem-solving skills, I coordinated with the IT department to resolve the issue quickly while communicating with the guests to manage their expectations. This incident highlighted the importance of technical proficiency and effective communication in maintaining service quality (Jayawardena et al., 2013).
Section 3: Reflection on Organisational Issues
Organisational Issue Encountered
One significant organisational issue I encountered was the inconsistency in staff training. The variation in training quality and content led to discrepancies in service standards, affecting overall guest satisfaction.
Impact and Solutions
The impact of this issue was evident in the varied guest experiences and occasional service lapses. To address this, I suggest implementing a standardized training program for all new hires and regular refresher courses for existing staff. This could ensure uniform service quality and improve staff competence (Sonnenschein, 2017). Utilizing Kirkpatrick’s model of training evaluation can help assess the effectiveness of these training programs and make necessary adjustments (Kirkpatrick & Kirkpatrick, 2006).
Section 4: Future Action Plan
Action Plan for Future Development
Based on my experience at Mercure Hotel, I have developed the following action plan to enhance my professional growth:
· Communication: Attend workshops on effective communication and practice active listening techniques to improve interactions with guests and colleagues.
· Teamwork: Engage in team-building activities and seek feedback to improve collaborative skills.
· Task Management: Implement time management strategies, such as prioritizing tasks and using planning tools to enhance efficiency.
· Guest Services: Participate in customer service training programs to better understand guest expectations and service standards.
This action plan aligns with my personal and vocational development goals, contributing to my professional growth within the hospitality industry.















Conclusion
In conclusion, my placement at the Mercure Hotel in West Bromwich has been a transformative experience, significantly enhancing my understanding and skills within the food and beverage industry. Shadowing a supervisory position provided me with a unique perspective on the operational and managerial aspects of the department. This experience highlighted the critical importance of communication, teamwork, and technical knowledge in maintaining high service standards and ensuring guest satisfaction.
The hands-on experience of dealing with real-world challenges, such as resolving POS system malfunctions and addressing inconsistencies in staff training, underscored the necessity of practical skills and adaptive problem-solving. Moreover, my reflections on these experiences, guided by the use of reflective models, have deepened my appreciation for the complexities of managing a dynamic and guest-centric environment.
Identifying and addressing the organisational issue of inconsistent staff training revealed the broader implications of standardised training programs and their impact on service quality. By proposing a structured training program and referencing relevant theories, I have developed a practical solution that could enhance the operational efficiency and service consistency of the department.
Looking ahead, my future action plan is designed to build on this foundational experience. By focusing on areas such as communication, teamwork, task management, and guest services, I aim to further refine my skills and contribute to my professional growth within the hospitality industry. This placement has not only equipped me with valuable skills and insights but also reinforced my career aspirations to excel in the food and beverage sector.
Overall, the shadowing experience at Mercure Hotel has been instrumental in shaping my professional trajectory, providing me with the necessary tools and knowledge to pursue a successful career in hospitality. The integration of personal and vocational development throughout this placement underscores the importance of continuous learning and adaptation in achieving professional excellence and delivering exceptional guest experiences.
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