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Overview of Hotel Administration Operation
Mercure Hotel Birmingham is a renowned establishment that combines contemporary amenities with historical charm. The administration of the hotel is multifaceted, involving various departments such as Front Office, Back Office, Sales, Human Resources, Finance, and Revenue Management. Each of these departments plays a crucial role in ensuring the smooth operation of the hotel, maintaining high standards of guest satisfaction, and optimizing overall hotel performance.
The Front Office handles guest interactions, including check-ins, check-outs, and reservations. The Back Office supports operational tasks like data entry, inventory management, and administrative support. The Sales department is responsible for promoting the hotel and securing bookings, while Human Resources manages staff recruitment, training, and welfare. The Finance department oversees financial transactions, budgeting, and financial reporting. Revenue Management focuses on maximizing the hotel's profitability through strategic pricing and inventory control.
Learning Objectives for Placement
The primary learning objectives for my placement at Mercure Hotel Birmingham included:
· Gaining a comprehensive understanding of the hotel's administrative processes.
· Developing practical work-based skills relevant to the hospitality industry.
· Enhancing technical knowledge related to hotel operations.
· Improving communication and teamwork abilities.
· Gaining insights into managing guest services and meeting guest expectations.
Section 1: Reflection on Experience and Personal Development
During my placement at Mercure Hotel Birmingham, I had the opportunity to shadow a supervisory position in the Front Office department. This experience was invaluable in providing a deeper understanding of the daily operations and the importance of maintaining high standards in guest services. I observed and participated in key activities such as guest check-ins and check-outs, reservation management, and handling guest inquiries and complaints.
Reflecting on this experience, I realized the importance of effective communication and problem-solving skills. My previous industry experience and academic studies had laid the groundwork for understanding the basic principles of hotel management, but this placement highlighted the need for continuous personal and vocational development. Effective communication and teamwork emerged as critical components in achieving and maintaining guest service standards. For instance, coordinating with the housekeeping team to promptly address guest requests required clear and efficient communication.
Moreover, this experience underscored the importance of adaptability and resilience. Dealing with unexpected situations, such as last-minute cancellations or overbookings, required quick thinking and the ability to remain calm under pressure. These experiences contributed significantly to my personal growth and professional development, reinforcing the value of hands-on experience in complementing academic knowledge.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are essential in managing hotel administration at Mercure Hotel Birmingham. During my shadowing experience, I encountered several critical skills, such as time management, attention to detail, and proficiency in using the hotel's property management system (PMS).
For example, navigating the PMS efficiently allowed for accurate and swift check-ins, which minimized guest wait times and reduced the likelihood of errors. Understanding the financial transactions and revenue management strategies provided insights into the economic aspects of hotel operations, underscoring the importance of analytical skills and financial literacy.
In addition, the ability to manage multiple tasks simultaneously was crucial in maintaining operational efficiency. Balancing the demands of guest interactions, administrative duties, and team coordination required effective time management and organizational skills. This was particularly evident during peak times, such as check-in and check-out periods, where the ability to prioritize tasks and manage stress was essential.
Technical knowledge also played a significant role in ensuring operational success. Familiarity with the hotel's PMS and other software systems enabled me to handle reservations, manage guest profiles, and process payments efficiently. This technical proficiency not only improved my performance but also enhanced the overall guest experience by ensuring seamless and efficient service delivery.
Section 3: Reflection on Organisational Issues
One significant issue I encountered at Mercure Hotel Birmingham was managing overbookings during peak seasons. This situation created stress among staff and dissatisfaction among guests, impacting the department's performance and the quality of guest services. The overbooking issue led to lengthy check-in times and occasionally required relocating guests to other hotels, which negatively affected guest satisfaction.
To address this issue, I suggest implementing a more robust revenue management strategy that accurately forecasts demand and adjusts booking limits accordingly. Additionally, training staff to handle overbooking situations with empathy and providing compensation to affected guests can help mitigate negative experiences. Applying Herzberg’s Two-Factor Theory, which emphasizes the importance of hygiene factors (such as compensation) and motivators (such as recognition), can improve both employee satisfaction and guest service quality (Herzberg, 1968).
Furthermore, the use of technology can play a crucial role in mitigating such issues. Advanced forecasting tools and algorithms can help predict peak periods more accurately, allowing the hotel to manage reservations more effectively. Integrating these tools with the PMS can provide real-time data and analytics, enabling proactive decision-making and reducing the likelihood of overbookings.
Another organizational issue that surfaced was the communication gap between different departments. For example, miscommunication between the Front Office and Housekeeping departments occasionally led to delays in room readiness, impacting the guest experience. To address this, I recommend implementing regular inter-departmental meetings and utilizing communication platforms to ensure all teams are aligned and informed.
Section 4: Future Action Plan
Based on my experience at Mercure Hotel Birmingham, I have developed a future action plan to enhance my skills and knowledge:
· Improving Communication Skills: Engage in active listening exercises and seek feedback to refine my communication techniques. Participating in workshops and training sessions focused on effective communication can also be beneficial.
· Enhancing Teamwork: Participate in team-building activities and collaborate on projects to strengthen teamwork abilities. Understanding different team roles and dynamics can help improve collaboration and productivity.
· Developing Technical Proficiency: Enroll in courses focused on advanced hotel management software and financial analysis. Staying updated with the latest technological advancements in the hospitality industry can enhance my technical skills and efficiency.
· Expanding Knowledge in Revenue Management: Study industry reports and attend seminars to gain a deeper understanding of revenue management strategies. Engaging with industry professionals and experts can provide valuable insights and best practices.
This action plan aligns with my personal and vocational development goals, contributing to my professional growth within the hospitality industry. By focusing on these areas, I aim to enhance my capabilities and prepare for future supervisory or managerial roles.



Conclusion
The shadowing experience at Mercure Hotel Birmingham has been instrumental in developing my work-based skills, technical knowledge, and understanding of guest service standards. It highlighted the importance of communication, teamwork, and task management in achieving operational excellence. This placement, combined with my academic journey, has shaped my career aspirations and provided a clear path for future professional development.
Overall, the experience emphasized the value of practical, hands-on learning in complementing academic knowledge. It reinforced the importance of continuous personal and professional development in achieving success in the hospitality industry. The insights gained from this placement have not only enhanced my skills and knowledge but also provided a solid foundation for my future career in hotel management.
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