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Executive Summary

This report analyses the critical performance of receptionists in a hospitality setting, as proved by Mercure Birmingham West Hotel in this case study and identifies the main challenges and opportunities for improvement. Key elements of research include the importance, influences, and strategies of improving receptionist performance. Key to this was the availability of the thorough training program, integration of technology, and effective means of retaining staff as the main solutions for improving the degree of both service quality and operational efficiency. According to the literature review based on the research question, the performance of the employees of Mercure Birmingham West Hotel is significantly affected by the high staff turnover, poor training, and the absence of advanced technology. This, in turn, has been causing inefficiencies in the operations and inconsistencies in the service delivery to the customers, thereby having an impact on the success of the hotel. The three challenges have the potential to be solved, and in turn, the performance of receptionists can be elevated through the integration of training programs, technological upgrading, and effective strategies for retaining staff. The case study presented an opportunity to see and identify examples from other successful hotels such as Marriott and Hilton Garden Inn and implement them in practice.

With reference to the receptionist position at Mercure Birmingham West Hotel, this report reveals the resilience, flexibility, and responsiveness that are necessary in this position. Specifically, the high-pressure environment as well as the highly dynamic team of workers pointed out important aspects of the need for some sense of stability and support in the maintenance of high standards of service delivery. The provision of continuous professional development and having some proactive feedback mechanisms offers a supportive environment that is collaborative, and it is of importance as shown in the report. Going forward, the lessons learned from this whole experience will help with future professional development oriented towards enhancing time management, emotional intelligence, and being an advocate for comprehensive training programs. Proper addressing in these areas may significantly improve the performance of the receptionists at the Mercure Birmingham West Hotel and lead the business toward long-term success in this highly competitive hospitality sector.
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1. Introduction

Human interactions are critical in the hotel industry, and the receptionist is among the first people whom the guest meets. This report therefore identifies, through an investigation process, ways to improve receptionist performance within Mercure Birmingham West Hotel, a critical touchpoint for high guest satisfaction and loyalty. Consequently, the paper attempts to identify, through an analysis of the specific role of receptionists within the hotel, ways of improving the effectiveness and efficiency levels that contribute to growth and development.

1.1 Aims and Objectives

This research is aimed at enhancing the performance of the receptionist at Mercure Birmingham West Hotel. The research will provide ideas to ensure effective elevation of service quality and operational efficiency by presenting workable solutions to major challenges to current performance. This would eventually lead to improved guest satisfaction and the general success of the hotel. The objectives are:

1. To assess the current performance of the receptionists within Mercure Birmingham West Hotel.

2. To determine the most prevalent problems that reception staff deal with.

3. Critically analyze best practices and technological advancement in receptionist performance in the hospitality industry.

4. To propose practical recommendations that may be useful in improving performance among the hotel's receptionists.

1.2 Research Questions

1. What is the actual performance problem of the receptionist at Mercure Birmingham West Hotel?

2. How is the performance of receptionists and guest satisfaction related?

3. What are the proven practices and technological advancements that could be customized to enhance the effectiveness of receptionists?

4. What would be some specific recommendations to improve the performance of receptionists at Mercure Birmingham West Hotel?

1.3 Background Information

This is a very important job in the hospitality industry, as receptionists are generally the first contacts for guests and help in influencing the general experience that the customer is going to get. Through the performance of a receptionist, guest satisfaction, loyalty, and reputation for any hotel are ensured; hence, the importance of this job in a hotel is significantly realized. The Mercure Birmingham West Hotel is located strategically in the vibrant city of Birmingham and forms part of the global Mercure brand.

It serves both business travelers and tourists, as well as those attending events. The success of the hotel largely relies on the efficiency and effectiveness of serving its clients at the front office. The employee turnover, quite characteristic of the hospitality sector, and infusion of technology with its attendant requirement for continuous training are major pitfalls that Mercure Birmingham West Hotel faces now to maintain high standards of service and guarantee long-term success.

1.4 Scope and Organization

This report aims to address the above issue with a comprehensive analysis of the performance of hotel receptionists at Mercure Birmingham West Hotel. The first step is the review of a literature piece for the purpose of finding out what earlier research studies and best practices reveal about receptionist performance. The methodology section prescribes the case study approach used by the current study, among other methods: reflective writing and netnography. The theme exploration section details the critical analysis of the performance of a hotel receptionist, in a manner not so general, for he said that this could be made actionable. The last section of the report will summarize the key findings and present practical recommendations regarding how to improve performance of the receptionist at Mercure Birmingham West Hotel, including a critical reflective account of personal observation and experience during the placement.

2. Literature Review

The review of related literature is a critical, intensive appraisal of the extant research concerning selected research questions or a particular topic. It puts the current study within the larger body of existing knowledge and serves as a foundation for the study, highlighting where information is lacking (Winchester & Salji, 2016). Receptionist performance in the hotel industry is a theme worth noting. This paper specifically examines the importance of the theme and how it could be enhanced, challenges experienced by a receptionist, and the impact of a receptionist on the success of a hotel.

2.1 Importance of Receptionist Performance

The performance of the receptionists is critically important in the hotel business, as they are the first contact point with visiting guests. Kandampully et al. (2018) further submit that the interaction between a receptionist and a guest has a dramatic effect on the total experience a guest will have in a hotel. As per Ariffin et al. (2013), when a receptionist can provide an efficient, cordial, and personalized service, then it increases the satisfaction level of a guest. Satisfaction is directly proportional to repeat patronage and referral business.

Brotherton (2016) also argues that when a receptionist performs well, then the occupancy rates can be increased, which will contribute to increasing the revenues.

2.2 Best Practices in Enhancing Receptionist Performance

1. Training and Development: Intensive training and development constitute a major strategy in enhancing the performance of a receptionist. In his work, Baum (2015) noted that the areas to look at in the training scheme ought to be the soft skills that include the ability to communicate and offer empathy. It comprises problem-solving and technical abilities, such as how to use booking systems and billing processes. Jehanzeb et al. (2015) supports this and further adds that good training not only harbors increasing quality in service provision, but generally results in the overall increase in job satisfaction and decrease in turnover rates of receptionists.

Kim and Oh (2014) further emphasize the need for continuous professional development, recommending that such training and development opportunities go a long way in ensuring that the receptionists are updated with modern trends in their service provision as well as technological advancement. This ensures efficiency and effectiveness in their operations toward satisfying their guests.

2. Technology Integration: This is the other key factor for enhancing the performance of the receptionist. As postulated by Kim and Oh (2014), modern software systems, including the Property Management Systems (PMS) and Customer Relationship Management tools, make things easier at the front desk during management operations, minimize potential errors, and therefore give the front desk officers the freedom from routine tasks to get involved with guest communication on an individual basis. Harris and West (2013) agreed that with technology, at the front desk, receptionists can handle difficult tasks in the most effective manner; it offers more ways of making them productive and reduces stress.

2.3 Challenges Faced by Receptionists

1. Job-Related Stress and Turnover: The position has a lot of complications involved, although it is the face of the hotel. Most of the receptionists experience high job-related stress and turnover. As O’Neill and Davis (2011) mentioned, it often forces the receptionists to deal with the most stressful situations, such as guest complaints or overbookings of accommodation. Kim and Lee (2021) support this and add job-related stress negatively affects employees job attitudes like satisfaction and burnout. Seldom do they prove able to retain them in that position for long. Service consistency often goes down, which can relate to higher costs for the training of newcomers.
2. Recruitment and Retention: According to Todorović et al. (2018), the hospitality industry has long faced different problems regarding recruitment and ultimately retaining the best receptionists in the job market. Low pay, long, and sometimes unsocial working hours as well as lack of career development opportunities often characterize a challenging work environment, according to Ahmad and Scott (2013), thus resulting in permanent high turnover and difficulties in maintaining an experienced turn-up front office team.
2.4 Impact of Receptionist Performance on Hotel Success

1. Guest Satisfaction and Loyalty: The performance of receptionists directly impacts guest satisfaction and loyalty. This is because, according to Kandampully et al. (2018), if the interactions of guests with the receptionist are positive, it may heighten the experience of guests and they would be satisfied for re-visits. At the same time, if the performance of the receptionist is poor, a study by Nazari et al. (2020) found that guests would file negative reviews and could reduce the level of loyalty to the hotel.
2. Operational Efficiency: Another critical role that receptionists perform is related to the operational efficiency of hotels. According to Brotherton (2016), improved performance by the receptionist could simplify the front office's operation, reduce guest waiting time, and generally increase flow in other activities at the hotel. Such efficiency raises guest satisfaction and, ultimately, boosts the profitability of the hotel.
2.5 Gaps in the Literature

While past research has been based on the need to improve receptionist performance, there have been very few studies that take into consideration challenges and opportunities for individual hotels. The review below tries to bridge this gap by focusing on the Mercure Birmingham West Hotel, presenting a set of tailor-made recommendations prepared after a comprehensive analysis of the context within which operations take place at the hotel.

2.6 Summary and Synthesis

Based on the existing literature, a summary is therefore provided as follows in terms of "what," "why" and "how" of receptionist performance in the hospitality industry:

A. What: Definitions and Impacts

· Definitions: Performance of the receptionist is about how efficient, courteous, and at a personal level, the receptionists are in interacting with the guests (Kandampully et al., 2018).

· Impacts: Good performance from the receptionist enhances guest satisfaction, loyalty, and reputation of the hotel (Brotherton, 2016).

B. Why: Factors Leading to Performance Issues

· Job stress: High-pressure situations, such as the need to handle guest complaints and overbookings, put a certain amount of pressure on a receptionist and inescapably lead to job dissatisfaction and burnout (Harris and West, 2013).

· Hiring and Retention Issues: Low pay, long hours, and lack of opportunities for career advancement led to high turnover rates and issues in maintaining front office staff consistently stable (Todorović et al., 2018; Ahmad and Scott, 2013).

C. How: Solutions Provided

· Training and Development: There could be several comprehensive training programs that can be run in conferring both soft and technical skills which will help in improving the performance of receptionists (Baum, 2015; Kim and Oh, 2014).

· Technology Integration: Involvement of high-end software systems, like the PMS and the CRM tools, would help streamline the operational framework of a hotel through reduced chances of errors and not overloading the reception in performing customized interactions with the guests (Kim and Oh, 2014; Harris and West, 2013).

2.7 Trends in Previous Research

There are two central trends in existing research on receptionist performance.

· Training and Development: Baum (2015); Kim and Oh (2014) emphasized on the need for rigorous training programs, which shall be treated in practical terms as a continuous way of improving the performance of the receptionist and reducing unwanted turnover rates.

· Technology Integration: As Kim and Oh (2014) and highlighted by Harris and West (2013), this is a trend that keeps the requirement that sophisticated technology must be used in support at the front office in efforts to lower errors besides raising the level of efficiency in the long run.

3. Methodology

Case study is a research strategy concerned with in-depth exploration or complexities embedded within real-life settings, and this allows adequate understanding and proper contextualization. According to Yin (2018), it is one of the best ways in which situations can be studied where the definition of boundaries between the phenomenon and the context is not clear, during which many sources of evidence can adjudicate comprehensive understanding. Eisenhardt (1989) argues that "cases are a proper approach if the research focuses on a detailed investigation of a case, event, or instance, towards building a complete view of the phenomena.

3.1 Case Study

Case study is a careful analysis of one or few particularly chosen cases, for instance, individually, organizationally, or event-wise selected cases (Stake, 2005). The method in research allows for an advanced contextual consideration of a rather small number of events or conditions and their standpoints. Case studies focusing on specific instances can often generate insight into dynamics and processes at a very deep level in lifelike situations.

Following are a few capabilities of the case study methodology:

i. Richness in Exploring Complex and Context-Dependent Phenomena: Eisenhardt and Graebner (2007) emphasize case studies can pursue complex and context-bound phenomena in great depth. This comes in particularly handy in many areas, such as hospitality, where the interplay of a variety of factors could significantly shape results.

ii. Theory Generation: Case studies may be designed to generate theories or as sources of hypotheses to be tested by further investigation. During examination of selected cases, patterns and relationships that might have escaped notice through other modes of research might be located (Crowe et al., 2011).

iii. Empirical Application: Case studies represent a rich texture and help to serve practical insights into actual, real-life application problems; therefore, they are designed much more for applied research that is directed toward solving a purpose that may have applicability in organizations or industries (Seshan et al., 2021).

iv. Bridging Theory and Practice: Case studies really help to bridge the gap between theory and practice because through cases, one can realize how what one learns theoretically actually must be applied in the actual world. It, hence, very usefully provides feedback in manners of which theories and models can be further shaped in accordance with empirical evidence (Allsopp et al., 2006).

3.2 Data Collection Methods

The case study applies a wide range of data collection methods in realizing detailed information about the case(s) in question. These include:

1. Interviews: In-depth interviews with those involved in the case provide a first-person look at detailed descriptions of experiences and viewpoints.

2. Observations: Direct observations allow researchers to see what is really happening in real-time or the behavior that takes place in a natural environment.

3 Documents: Reviews relevant documents, such as reports, correspondence, and records, providing a time frame of historical information that supports other sources of data.

4. Archival Records: Archival records such as financial statements, organizational charts, and prior research findings may serve as a complement to information about context and background.

3.3 Limitations

Though a case study methodology offers outstanding benefits, there are some demerits that the researcher needs to consider equally:

i. Potential Bias: There are risks of biases in data collection and analysis, since findings may be influenced by the perspective claimed by the researcher and used in the interpretation. Fielding (2012) brings to light that it could be sensed through triangulation—that multiple data sources and methods attune toward the same findings.

ii. Generalizability: One of the main disadvantages of case studies is that findings can hardly be generalized. Data derived from one or a few cases cannot apply to large populations or general contexts. However, Flyvbjerg (2006) stated that the findings of such a tool as a case study must be valuable and contributory to theory-building even though they are not universally generalizable.

iii. Resource Intensive: Case studies are quite time and resource-intensive exercises—having to put a lot of effort into collecting and analysing multi-sourced data. Concurrently, this can arguably be the limitation of the case study method regarding feasibility and research scalability. (Tsang, 2013).

3.4 Application in This Report

The case study methodology will be most suitable for this report to seek an approach through which it can be evaluated how receptionist performance could be improved at Mercure Birmingham West Hotel. Therefore, case study methodology is the most appropriate since the receptionist performance is complex and context-dependent; it requires a detailed insight into the problem. A more specific focus on Mercure Birmingham West Hotel can lead to more specific recommendations in relation to problems and opportunities within the context. Data for this case study will be obtained from reflective writing, observation of the front desk operation, analysis of associated documents, and archival records. This multifaceted approach would help establish a thorough understanding of all the factors affecting the performance of receptionists at the hotel.

4. Case Study Discussion

4.1 Overview of Mercure Birmingham West Hotel

4.1.1 The Mercure Brand

Mercure is a first-class hotel chain worldwide, belonging to the AccorHotels—the head hotel group in the world. With localized authenticity sustained by well-maintained standards of quality, there exist Mercure hotels in different countries providing guests with a one-of-a-kind experience of local culture flavor and high standards of hospitality (Accor Group, 2024). The Mercure hotels succeed in serving business and leisure patrons with modern conveniences, comfortable accommodations, and superlative service.

4.1.2 Location and Context

The Mercure Birmingham West Hotel is strategically located in the throbbing city of Birmingham, the UK's second city, reputed for its rich industrial history and diverse cultures, presenting a lively business environment (Ostberg, 2024). It's within the West Bromwich area, perfect to give out ideal opportunities to access the very center of Birmingham, the National Exhibition Centre (NEC), and Birmingham International airport (Tripadvisor, 2024). It is conveniently located for business and leisure travelers, close to main transport routes, shopping, and culture.

4.2 Descriptive Information

4.2.1 Turnover and Financial Performance

Mercure Birmingham West Hotel is part of the mid-scale segment of the hospitality industry, with an annual turnover that reflects its capacity and occupancy rates. Even though proprietary financial figures for the hotel are specific and not available, this can be inferred from the fact that Mercure is consistently a brand that ranks well across the world in the midscale segment. However, looking at the overall financials as published by Accor Group in 2023, the premium, mid. and eco. range of hotels had 64% increase in their earnings before interest, taxes, depreciation and amortization (EBITDA) from the last year (Accor Group, 2023).

4.2.2 Staffing and Human Resources

The hotel hosts a diverse body of staff, ranging from management, front office, housekeeping, food and beverage to maintenance. The number of staff that are categorized under the receiving department ranges from six to eight; they are available in three different shifts to offer 24-hour service (Visitbirmhingham, 2024). There is a significant focus laid on training and development to ensure staff acquire the needed skills for effective service delivery (Travelweekly, 2019). On the other hand, a high employee turnover rate in the hospitality industry is a burden in that it means companies would have to continuously recruit and train new employees.

4.2.3 Branches and Locations

As a member of the Mercure network, Birmingham West Hotel enjoys the wide presence that this brand has in the United Kingdom and in other destinations abroad, the Mercure chain comprises 756 hotels all over the world, with them being mostly located in Europe (Accor, 2024). In Great Britain, there is a big network in the main cities and key tourist centers, very recognizable as a standard solid candidate for travelers.

4.3 Key Analysis

This section explores various analysis tools to shed light on the internal and external environment of Mercure Birmingham West Hotel. Using the analyses in this section, Mercure Birmingham West Hotel can identify its hidden strengths, and weaknesses, identify the various external factors that could impact its performance, assess its competitors and competitiveness and get an insight into the social media reach and how well it is received in social media (The Alternative Board, 2023).

4.3.1 SWOT Analysis

A SWOT analysis provides a summary of strengths, weaknesses, opportunities, and threats. Hence, that will be insightful in not only showing the drivers of current performance but also the probable risks and challenges in the future (Kenton, 2023).

Strengths

· Brand Awareness: Owing to its global appeal and brand recognition base, Mercure invites a steady flow of patrons who uphold the quality and standard that is on display at Mercure (Accor, 2020).

· Location: The hotel is located conveniently in Birmingham and can be easily reached from major business and leisure addresses (Visitbirmhingham, 2024).

· Facilities: The hotel is facilitated by a series of modern facilities including a restaurant, bar, gym, conference and many others (West Bromwich Albion, 2024).

· Customer Service: There is sufficient training to ensure that the front office employees are better placed to attend to the guests (British Red Cross, 2024).

Weaknesses

· High Staff Turnover: The hotel was established in 2019 and only after 5 years, there are more than 20 openings at this hotel as per Totaljobs (Totaljobs, 2024). his will consequently result in the quality of service being inconsistent, with high training costs.

· Technology Integration: Other hotels at the west Birmingham area are filled with technology and gadgets, from smart rooms, automation, etc., however it is not the case with Mercure Birmingham West Hotel (Chechi, 2023). Limited use of advanced technology will be a drag on the operational efficiency and guest experience.

· Old Infrastructure: Mercure Birmingham West Hotel was renamed from Black Country hotel which was a few years old building at the time of changing names (Jones, 2019). Therefore, the hotel is likely to have some portions that will probably require renovation to be up to top standards.

Opportunities

· Enhanced Training Programs: Pouring more finances into the training programs would arouse better performing and retaining of the staff members (Press, 2022).

· Technology Upgrades: Advanced reservation and customer management systems can be put in position to streamline operations and positively add up to guest service (Bilgihan & Peter, 2023).

· Local partnerships: These collaborations with local enterprises and attractions not only help in the revenues but also serve as unique features to the guests (Lacalle, 2023).

Threats

· Competitive Market: The Birmingham hospitality market is a toughly competitive one, with a lot of hotels fighting for the same clientele, there are several hotels catering to the same guests as Mercure Birmingham West Hotel (Testa, 2023).

· Economic Fluctuations: As per the research by Khalid et al. (2019), downturns in the economy have a direct impact on the travel patterns and it leads to a decrease in the number of guests and customers.

· Regulatory Changes: More frequent and intense regulatory changes, such as new health and safety requirements leads to an increase in the guests, furthermore, adherence to these regulatory practices to get better ratings have a direct impact on the number of guests (Belarmino & Repetti, 2022).
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Figure 1: SWOT Analysis Summary

4.3.2 PEST Analysis

A PEST analysis identifies the political, economic, socio-cultural, and technological factors that tend to determine functionality within the hotel. The analysis establishes understanding of the external environment, through which strategic opportunities or threats may be identified (Kenton, 2024).

Political Factors

· Compliance and Regulations: The hotel is expected to be compliant with the national and local laws and international regulations in health and safety, employment, and environmental standards. Adherence to these sets of laws must therefore be very important in maintaining continuous operational legitimacy for the hotel and avoiding various forms of legal issues (Binns & Kempf, 2021).

· Brexit: As per a report by ETIAS (2024), the impact of Brexit on UK travel and tourism may potentially have a direct or indirect effect on the number of guests and staff, especially those coming from Europe.

Economic Factors

· Economic Climate: The better the overall economy of the UK is doing, the more disposable income and money spent on travel. Economic downturns do tend to reduce travel and occupancy rates (Delloite, 2013).

· Exchange Rates: The movement in exchange rate would greatly impact the level of inbound tourism. A weak pound tends to attract more tourists, and, therefore, be helpful, while a strong pound has the opposite effect (Ding & Timmer, 2023).

Social Factors

· Demographic Trends: From the research analysis of the demographics of guests in terms of age, nationality, and purpose of travel, these services can be designed as a response to the needs and preferences of the same (Li et al., 2017).

· Cultural Preferences: Meeting the varied and diverse cultural preferences of guests could support an increase in their experience and satisfaction levels. This requires offering service in many different languages and culturally sensitive amenities (Do et al., 2021).

Technological Factors

· Innovation and Automation: Adoption of new technologies for mobile check-in, AI-driven tools for customer service, and automated systems is going to increase operational efficiency and experience for the guests (Talukder, 2024).

· Digital Footprint: A better presence on the internet and effective utilization of social media brings a greater number of guests to a brand. Online reviews and ratings play a crucial role in the image of the hotel, in terms of booking rates (Zhao et al., 2015).
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Figure 2: PEST Analysis Summary

4.3.3 Competitor Analysis (Price vs Quality)

Conducting a competitor analysis provides valuable insights into how Mercure Birmingham West Hotel positions itself in the market relative to its competitors. This analysis examines the balance between price and quality among key competitors, helping to identify the hotel's strengths and areas for improvement. Understanding the competitive landscape is crucial for making informed strategic decisions to enhance the hotel's market position (Adom et al., 2016).

Key Competitors

Hilton Garden Inn
· Overview: Hilton Garden Inn is known for its modern amenities, high service standards, and prime locations. The brand targets business travelers and leisure guests who seek a comfortable, upscale stay (Hilton, 2023).

· Price: Hilton Garden Inn typically operates at a higher price point compared to mid-scale hotels. The pricing reflects the quality of services and amenities offered, such as premium bedding, a well-equipped fitness center, and an on-site restaurant with a varied menu (Hilton, 2024).

· Quality: The quality of service at Hilton Garden Inn is consistently high, with a strong emphasis on customer satisfaction. The brand is renowned for its cleanliness, friendly staff, and efficient service. Guests often praise the hotel's modern, well-maintained facilities and the convenience of additional services like 24-hour business centers and meeting rooms (Haiken, 2024).

· Comparison: Compared to Mercure Birmingham West Hotel, Hilton Garden Inn offers a higher price but justifies it with superior amenities and service quality. Mercure can learn from Hilton’s focus on maintaining high standards and investing in premium facilities to attract a similar clientele willing to pay more for quality.

Holiday Inn Express
· Overview: Holiday Inn Express offers competitive pricing and focuses on providing essential services to travelers. It caters primarily to budget-conscious guests, including business travelers and families looking for reliable, straightforward accommodations. (IHG, 2024)

· Price: Holiday Inn Express positions itself as a more affordable option within the mid-scale segment. The pricing strategy aims to attract a broad range of guests by offering value for money without compromising on essential comforts (McLaughlin, 2023).

· Quality: The brand emphasizes consistency and convenience. Guests can expect clean, comfortable rooms with free Wi-Fi, a complimentary breakfast, and efficient service (IHG PLC, 2024). While the amenities are not as extensive as those at higher-priced hotels, Holiday Inn Express ensures that basic needs are met satisfactorily.

· Comparison: Mercure Birmingham West Hotel and Holiday Inn Express cater to different market segments. While Mercure aims for a balance between affordability and quality, Holiday Inn Express focuses strictly on value for money. Mercure could enhance its competitive edge by clearly differentiating its offering through unique amenities or superior service in specific areas.

Premier Inn
· Overview: Premier Inn is renowned for its budget-friendly rates and consistent quality across its properties. The brand appeals to a wide audience, including families, solo travelers, and business guests, by providing reliable and comfortable accommodations. (Premier Inn, 2024)

· Price: Premier Inn offers some of the most competitive pricing in the mid-scale hotel segment. As per Stephenson (2023), the brand's strategy revolves around affordability, making it an attractive option for travelers looking for cost-effective stays without compromising on basic quality.

· Quality: Despite its lower price point, Premier Inn maintains a high standard of cleanliness, comfort, and service. The brand's "Good Night Guarantee" is a testament to its commitment to guest satisfaction, promising a comfortable night's sleep or a refund (Premier Inn, 2024). The hotels are typically well-located, offering easy access to major attractions and transportation hubs.

· Comparison: Premier Inn’s emphasis on affordability and consistent quality makes it a strong competitor in the budget segment. While Mercure Birmingham West Hotel may not compete directly on price, it can differentiate itself by enhancing the perceived value through better customer service, unique amenities, or superior room quality.
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Figure 3: Competitors Analysis Summary

4.3.4 Netnography

Netnography, or online ethnographies, brings in analysis of the online reviews and social media feedback to give a better understanding of the perceptions and experiences of the guests. It provides data that is important for an understanding of how guests perceive hotel services, and areas needing improvement are flagged (Kozinets et al., 2014).

Online Reviews and Feedback

· Positive Reviews: The location of the hotel is very convenient according to guests, and they also commend their staff as friendly, their rooms as comfortable. Most of the positive feedback points out that the atmosphere at the hotel is wonderful and quality amenities with spa and gym.
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Figure 4: A positive review of Mercure Birmingham West Hotel on Tripadvisor (Tripadvisor, 2024).

· Negative Reviews: Most of the common complaints are that the rooms are a little dated, there are occasionally cleanliness oversights, and the service level is inconsistent. A few guests have complained regarding tardiness of response to needs along with maintenance issues.
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Went to our room and there was a customers belongings within the room.
Then the reception staff could not advise us on how to switch the heating on.
Reception staff could be a more friendly towards its paying customers.

Internal lock defective to the front door to the room, spy hole not clear.
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Date of stay: May 2024

Trip type: Traveled with far
Room Tip: Consider an alternative. Not made clear, charges for car parking and unable to use chip and pin.





Figure 5: A negative review of Mercure Birmingham West Hotel on Tripadvisor (Tripadvisor, 2024).

Social Media Presence

· Social Engagement: The hotel also engages numerous social media platforms with amenities, promotions, and events. Through the engagement of the guests, proper maintenance of the social sites enables building brand loyalty and attracting more customers.
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Figure 6: Facebook Page of Mercure Birmingham West Hotel (Facebook, 2024).

· Comments section: It allows guests to make immediate comments based on experiences. The hotel can respond to such comments immediately and thus it shows the will to make customers satisfied by acting on their concerns with immediacy.
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Figure 7: Comment Section of a Facebook Post of Mercure Birmingham West Hotel (Facebook, 2024).

5. Theme Exploration

The performance of the receptionists working within the hospitality industry is critical, as they are the prime contact points for the guests and mainly determine the overall guest experience. Susanto et al. (2024) testified that the quality of interaction between the receptionist and the guest can leave a striking impact on the level of satisfaction, loyalty, and reputation of the hotel. Receptionists are so indispensable and such a key part of this equation of hotel operations, with check-in, check-out procedures, inquiries, and complaints of the clientele.

Receptionist performance is not only guest-centered but also makes high turnover achievable by the hotel. A study by Chen (2011) shows that with good performance from receptionists, high occupancy becomes possible—with high returns—since happy guests will want to come back again and refer people to the hotel. In addition, receptionists play a critical role in upselling hotel services, which directly contributes to hotel profitability.

5.1 Factors Affecting Receptionist Performance

A few factors affect receptionist performance, among them training and development, job-related stress, turnover rate, and the extent of integration of technology.

i. Training and Development: Training on both soft and technical skills through holistic training packages is imperative for quality improvement in the receptionists' performance. According to Duarte & Silva (2023), there should be training in both soft skills and technical skills. Quality improvement through training enhances service quality besides increasing the job satisfaction and subsequently reducing the turnover of the receptionist.

ii. Job-Related Stress and Turnover: Receptionists usually face a lot of job stress, which disheartens them, and their performance gets affected. According to Salama et al. (2022) further say that the receptionist faces the handling of hard situations, such as guest's complaints and overbookings. These pressures make them suffer from burnout and disgust of the work and are one of the contributing factors to turnover. According to Ahmad and Scott (2013), high staff turnover disrupts services continuity besides escalating service training costs among hotels.

iii. Technology Integration: Another important factor is the adoption of state-of-the-art technology, for this has a great impact on the performance of the receptionist. As Kim and Oh (2014) assert, current software applications such as Property Management Systems, and Customer Relationship Management tools have significantly supported automation at the front desk while significantly reducing errors, giving more time for receptionists to pay attention to guest interaction in a more personalized manner. However sparing application of technology can cause operational inefficiency and poor service quality.

5.2 Solutions for Enhancing Receptionist Performance

i. Comprehensive Training Programs: With comprehensively developed training programs, better performance can be guaranteed from the receptionists. Baum (2015) is of the opinion that in all aspects of a receptionist's job, the training should always be continuous. By utilizing role-playing situations and interactive workshops, receptionists can learn and become more confident about the way they handle different types of cases.

ii. Technology Upgrades: Take, for instance, Kim and Oh (2014) who stipulate that investment in superior technology, such as those integrated in the PMS and CRM systems, enhanced the operations, reduced manual errors, and improved the guest's experience. As per the study by Tuomi et al. (2020), the introduction of self-service kiosks for both check-in and check-out helps to reduce the time taken to wait by those in the queue leading to faster processing of guests while the receptionist attends to more challenging cases.

iii. Staff Retention Strategies: Good staff retention strategies will make the front office remain stable and highly skilled. It is argued by Andrews & Mohammed (2020) that through the creation of supportive work environment, career prospects, and employee recognition programs, morale is raised such that rates of turnover are reduced. Further, competitive salaries with comprehensive benefits will attract as well as retain the talents of receptionists.

5.3 Examples and Evidence from Mercure Birmingham West Hotel

5.3.1 Current Challenges at Mercure Birmingham West Hotel

I observed a few problems with the receptionist’s performance. High waste of time and resources in constantly training new staff, limited and inadequate training for internal employees, and lack of application of technology are issues that affect quality service and guest satisfaction at Mercure Birmingham West Hotel.

i. High Staff Turnover: Receptionists have particularly high turnover, which results in the consistency of services being hampered, with high related training costs. A high staff turnover rate brings about challenges in maintaining a stable and experienced workforce that might result in inconsistencies in guest treatment and fluctuating service quality.

ii. Inadequate Training: Existing training programs at Mercure Birmingham West Hotel have not been able to provide all those features expected out of any qualified receptionist. The current training has been mostly basic, and some learning is only availed during induction of new staff, with little or no professional development later. This gap in training can leave receptionists ill-prepared to handle complex situations and reduce their overall effectiveness.

iii. Limited Use of Technology: There is a dependence on outdated reservation and guest management systems that significantly hamper operational efficiency. Unsophisticated technology at the front office will make it almost impossible for receptionists to handle many responsibilities and deliver personalized service to the guests. This, in addition, will increase the likelihood of faults and delays—a bad side to customer satisfaction.

5.4 Potential Solutions and Areas for Development

i. Enhanced Training Programs: Providing in-depth training on both soft and technical skills will result in higher performance from receptionists at Mercure Birmingham West Hotel. Training will be delivered using workshops, role-playing exercises, and continuous development sessions. With required skills and confidence build up in the receptionists, the hotel will be able to improve its service quality and limit turnover.

ii. Technology Upgrades: Investing in advanced technology would enable them to smoothen front desk operations for better guest experience. With a combined PMS and CRM, even fewer manual errors will be expected, which enhances efficiency and grants the receptionists more time to interact with guests. Implementing self-service kiosks that can supply check-ins and check-outs would further enhance efficiency by reducing customer wait time at the reception and granting receptionists more time for attention to other specifics.

iii. Staff Retention Strategies: Successful staff retention strategies will therefore ensure that the hotel consistently possesses a skilled front office team. Job satisfaction can be ensured through career development opportunities, reward schemes, and appropriate remuneration packages. The hotel, to retain their effective receptionists and further ensure better service consistency, would need to offer and give greater emphasis to alleviating all those factors brewing high turnover rates.

5.5 Supporting Evidence from Other Hotels

5.5.1 Marriott Hotel

The Marriott Hotel chain has adopted very good strategies for enhancing receptionist performance and decreasing turnover. The hotel invests so much in full-fledged training that touches not only soft skills but also technical ones (Shin et al., 2019). Due to various rehearsal situations and continuous professional development opportunities, receptionists have become able to treat clients effectively.

Marriott also uses advanced technology, including an integrated PMS and CRM system, to make sure its front office is managed systematically for all its guests (Bulchand-Gidumal & Melián-González, 2015). Self-service kiosks have reduced the time spent waiting for check in and check out, resulting in receptionists having more time for personal interaction with the guests.

Additionally, Marriott has developed some of the most successful strategies in relation to retention, which are related to the furthering of careers, programs of employee appreciation, and competitive remuneration with benefits (Ramirez, 2023). This is a milestone since these things help Marriott to sustain the professional frontline staff force, leading to constant quality service and high satisfaction among guests.

5.5.2 Hilton Garden Inn

The Hilton Garden Inn has also implemented various strategies for improving the performance of receptionists. It lays enormous stress on training and development with structured programs, which in turn are tailor-made to include all aspects of the job's competence (Barreto & Mayya, 2023). There is ample opportunity for continuous professional development, which in fact serves to keep the receptionists abreast of current trends and technology.

Hilton Garden Inn leverages the latest and newest advanced technology to work with its system for PMS and CRM (Linxi, 2021). This, in return, streams processes at the front desk while giving a more superior experience to guests. Mobile check-in and self-service kiosks have further made operations more efficient and guests more satisfied. Moreover, the Hilton Garden Inn established good retention programs to combat such staff turnover such as developing a supportive work environment, giving room for career advancement, and providing competitive salaries and benefits that have worked to maintain a stable, skillful front desk team consistent with service quality and high guest satisfaction at the hotel (Enachi et al., 2024).

6. Conclusions and Recommendations

6.1 Conclusion

Frontline employees in the hospitality industry are considered key service providers within the services the hospitality provides. To put it more straightforward, receptionists are the staff that stand at the forefront in any given situation with guests and are, therefore, very critical of perception. This study was also carried out to help better the performance of receptionists in the Mercure Birmingham West Hotel considering their current dilemmas and recommend practical guidelines. The main research questions in the subject were the extent of receptionist performance at present, the factors that influence the performance of the receptionists, and strategies based on improvements.

Conclusion: It is the high staff turnover, less training, and lack of usage of the most advanced technology that affects the performance of receptionists at Mercure Birmingham West Hotel. It brings inconsistency in the quality of service, dissatisfaction among guests, and operational inefficiencies. It thus states comprehensive training programs, technological upgrades, and effective staff retention strategies as critical solutions for enhancing the performance of receptionists.

6.2 Implications

The hospitality industry will find the findings of this study particularly meaningful since it is going to imply how quality service will be improved to achieve operational efficiency and thus guest satisfaction. Addressing key influential factors that affect receptionist performance in hotels yields competitive advantages for long-term success.

i. Improving Service Quality: A very significant reason that portrays why the performance of a receptionist should be improved is to maintain the quality of service rendered by the organization. The training program about changes and modifications in technologies may hit new habits into the receptionists and force them to deliver better performances, which will eventually contribute effectively to higher guest satisfaction and hence loyalty toward the hotel. This might prove to be especially important where the expectations of guests are rising in a constant, competitive market.

ii. Operational Efficiency: Automation of the front office with technology upgrades can dramatically reduce human errors, increase efficiency, and free up receptionists to deal with personalized guest interactions. This is how the hotel attains its objectives: by increasing operational efficiency that will lead to an improved overall experience for guests and higher profitability for the hotel in terms of using resources.

iii. Staff Retention and Job Satisfaction: Such strategies as competitive payouts, opportunities for career development, and good work environment should be practiced bringing down the turnover rate and increase job satisfaction with respect to receptionists. This will bring stability to keeping service delivery at a consistent level while also minimizing the cost impacts of recruiting and training new personnel continuously.

6.3 Recommendations

Following are the practical recommendations made to deal with the identified challenges and enhance performance of the receptionist at Mercure Birmingham West Hotel:

i. Implement Comprehensive Training Programs:

· Develop modularized training in both the soft and technical areas, that is, communication and conflict resolution, and then, reservation and payment systems.

· Interactive workshops and role-play scenarios for receptionists to have a feel of what will be happening in the field so that they get equipped and confident when faced with new things.

· Organizing professional development programs from time to time to keep the receptionists informed about the industry trends and technological improvements.

ii. Upgrade Technology Systems:

· An integrated tool of Property Management Systems (PMS) and Customer Relationship Management (CRM) should be invested in to streamline front desk operations, minimize manual errors, and maximize efficiency.

· Install self-service kiosks into check-in and check-out services, thereby reducing waiting times and enabling reception staff to spend more time on more complex tasks.

· Maximize the use of mobile check-in options and the rest of the digitized tools to increase the offerings given to guests and improve operational efficiency.

iii. Develop Effective Staff Retention Strategies:

· Offer a supportive work environment, including career advancement, recognition systems, and attractive remuneration and reward schemes.

· Address high turnover at its roots through improved working conditions: reasonable hours of work with flexi-schedules, and a workable work-life balance.

· Foster a good organizational culture and make employees feel cared for and valued in the organization. Therefore, employees would be encouraged to stay with the hotel in the long term.

iv. Leverage Guest Feedback:

· Actively seek out and analyse feedback from guests such as surveys, online reviews, and social media to pick out areas that need improvement.

· Adopt a system whereby receptionists can pull out feedback from time to time and modify their approach to what is successful.

· Use guest feedback in training programs and services improvements so that the hotel is always current and above guests' expectations.

v. Collaborate with Educational Institutions:

· Form partnerships with local learning institutions to offer practical, hands-on training and internship opportunities for students pursuing courses in the hospitality industry.

· Encouraging employees to take part in further studies and acquire professional certificates which can boost their competencies.

· Join the industry associations and organizations to work with each other on workforce development initiatives and for ensuring the policies which are beneficial towards the hospitality industry.

vi. Enhance Marketing and Recruitment Efforts:

· Emphasize the pros or benefits of working with Mercure Birmingham West Hotel. Asses what career advancements can people have here.

· Utilize social media and other digital avenues to reach out to potential employees; focus on the positive work culture at the hotel.

Develop a referral program and offer attractive incentives to existing employees in helping to recruit desirable candidates.

7. Reflective Account

My work-based experience at Mercure Birmingham West Hotel was an integral part of the course, offering me a practical platform to put into operation theoretical knowledge in the real world. I was placed within the reception department, thereby being exposed fully to the operations of the front office and the interaction with guests. I had expected to learn what one really did as a receptionist on a day-to-day basis, how to approach customers, and even how to get some appreciation of the operational challenges such a hotel may face. Through this experience, I gained much deeper respect for the hospitality industry, and it increased my professional competencies.

7.1 Experience

From the onset, my job at the front desk was very stressful, yet at the same time it was rewarding. Among the responsibilities loaded onto my shoulders was the task of registering guests, checking them in and out, answering very many questions, and solving problems. Every day, a new challenge for me to face and an experience to learn from; one of the most unforgettable was when we overbooked the hotel, and a few confirmed guests showed up without any rooms available for them. This put my problem-solving skills to the test and really pushed my ability to keep calm under pressure.

It was an emotional rollercoaster all this time. Both a point of glory and a positive note when I managed to meet guest expectations and received affirming feedback, but on the flip side, the high impulse nature of my work environment and sometimes tough interactions with guests were tough on me in turn. Very often, the feeling of being overburdened came, especially when multiple tasks were on hand at the same time. But I took it up as a challenge to make the best of the opportunity and try to learn from this ordeal in every possible way.

7.2 Reflection

With the internship that I underwent in the Mercure Birmingham West Hotel, my first fears were realized to be a push towards challenge. Equally, on a contrasting note, it held good things as one understands guests' expectations and, in a way, polished my communicative skills. For example, I learned how to anticipate the needs and give personal service to the guests, most of which translated into good reviews. These moments reinstated that empathy and attentiveness are crucial in hospitality.

But then again, there were also negative aspects. Due to the very high level of staff turnover at the hotel, I was more often shouldering positions that I wasn't fully trained in, so I felt very much out of my depth and frustrated. Lack of comprehensive training and support made it even more difficult. It has finally shown me how important structured training programs and continuous professional development generally are for the hospitality industry.

In this reflective process, it was here that I began to see the importance of what was happening. The high turnover of staff and the ever-demanding working environment really hit home with me about the provision of stability and backup as key elements in allowing one to provide customer service at its very best. The problems that arose were not personal concerns but were symptomatic of the more significant, systemic problems of operation within the hotel.

7.3 Action and Learning

Overall, it was a good mix of both favorable and unfavorable but filled with so many takeaways worthwhile for professional development. Mainly, it's been all about cultivating resilience, adaptability, and great communication skills—surely important life skills for customer-facing roles. However, negative ones have taught me much about the significance of proper training and support systems.

Among the skills in which I found an area for improvement was time management. The ability to handle many different tasks at a time sufficiently becomes highly important for a hotel receptionist in a high-pressure environment. Moreover, I would learn that emotional intelligence would help me manage hard situations and difficult guests with maximal success without harming myself. Skills development would enhance my ability to offer excellent service without harming my well-being.
There were quite a few things that I could have done differently during the placement to make it a better experience for me and others. First, more proactive feedback from supervisors would have helped me to identify areas in which I needed improvement much earlier. Second, sharing best practices with each other and supporting one another might have helped encourage a more cooperative and supportive working environment.

Moreover, in the professional and personal life approach, I would apply lessons learned in good communication, empathy, and continuous learning. The need for structured training, which would then drive me to be an advocate for detailed onboarding programs in future roles; I will better my time management and emotional intelligence for dealing with tough situations.

7.4 Future Steps

I have set some actionable goals to ensure that the continuing growth and application of these lessons are done firmly:

i. Register for More Workshops: Enrol in courses that would help increase capacity in time management, emotional intelligence, and advanced methods of customer service.

ii. Regularly Seek Feedback: Cultivate the habit of constantly seeking feedback from peer members and supervisors.

iii. Advocate Training Programs: Advocate for good pre-service training programs and support systems to make sure the new employees have the necessary resources and support to function effectively in future roles.

Reflection: Regularly reflect on my experiences and interactions, learn from them, and make whatever adjustments necessary.
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