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Student Learning Log: Placement Development Record at Mercure Hotel Birmingham
Overview of the Hotel’s Food and Beverage Operation 
The Mercure Hotel Birmingham boasts a diverse Food and Beverage (F&B) department, including a full-service restaurant, a casual café, room service, and extensive event catering services. The department is renowned for its high-quality cuisine and exceptional guest service, offering varied dining options to cater to the preferences of both business and leisure guests.
Learning Objectives
1. To understand the supervisory role within the F&B department.
2. To develop practical skills in guest service management.
3. To enhance communication and teamwork abilities.
4. To gain insights into operational procedures and standards.
5. To critically analyze and address an organizational issue within the department.
Section 1: Reflection on Experience and Personal Development Using Gibbs’ Reflective Cycle (1988)
1. Description: During my placement at the Mercure Hotel Birmingham, I shadowed a supervisor in the F&B department, observing and participating in daily operations such as managing staff, ensuring service standards, and handling guest complaints. My tasks included overseeing breakfast service, assisting with event setups, and conducting inventory checks.
2. Feelings: Initially, I felt overwhelmed by the fast-paced environment of the hotel’s F&B operations. However, as I became more familiar with the processes and built relationships with the team, my confidence grew. I felt a sense of accomplishment when I successfully managed breakfast service on my own for the first time.
3. Evaluation: Positive aspects of the experience included hands-on learning opportunities and observing effective leadership in action. Challenges involved managing multiple tasks simultaneously and dealing with occasional difficult guests. Overall, the supportive environment at Mercure helped me overcome these challenges and learn effectively.
4. Analysis: The experience underscored the importance of multitasking, quick decision-making, and maintaining a positive attitude. My prior industry experience and academic knowledge were instrumental in adapting to the role and understanding the complexities of the F&B operations at Mercure.
5. Conclusion: This placement has been invaluable in enhancing my understanding of the supervisory role in the F&B department. The practical experience gained has significantly contributed to my development of essential work-based skills and technical knowledge required for effective guest service.
6. Action Plan: To further develop my skills, I plan to focus on improving my time management and conflict resolution abilities through targeted training and practical application. Additionally, I aim to seek feedback regularly to identify areas for improvement.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Work-based skills and technical knowledge are crucial for maintaining high guest service standards in the F&B department. During my shadowing experience, I observed the following key areas:
1. Communication: Effective communication is vital in the F&B department at Mercure. Supervisors must clearly convey instructions to staff and interact professionally with guests. This includes active listening and providing constructive feedback. For instance, I observed how clear communication from the supervisor helped in seamlessly coordinating a large banquet event.
2. Teamwork: The ability to work cohesively with a team is essential. The teamwork at Mercure ensures smooth operations, especially during peak hours. I witnessed how collaborative efforts among staff enhanced efficiency and guest satisfaction, such as during the busy breakfast service.
3. Task Management: Supervisors must prioritize tasks, delegate appropriately, and manage time efficiently. The ability to juggle multiple responsibilities is a skill I found particularly challenging yet critical. Observing the supervisor’s ability to manage tasks during a high-profile event provided valuable insights.
4. Personal Skills: Attributes such as patience, empathy, and resilience are important in dealing with diverse guest needs and resolving issues promptly. For example, handling a guest complaint about a delayed room service order required a calm and empathetic approach.
5. Guest Services: Technical knowledge, including familiarity with the menu, service protocols, and POS systems, is fundamental. Supervisors must ensure that service standards are consistently met, contributing to a positive guest experience. My involvement in updating the POS system with new menu items highlighted the importance of technical proficiency.


Section 3: Reflection on Organisational Issues 
During my placement, I encountered an issue related to staff training and development at Mercure Hotel Birmingham. There was a noticeable gap in consistent training, leading to variability in service quality. This affected the department’s performance and guest satisfaction.
Impact: Inconsistent training resulted in some staff members being less confident and effective in their roles, which occasionally led to guest complaints and operational inefficiencies. For example, differences in the way new staff handled guest inquiries revealed the training gap.
Possible Solutions:
1. Standardized Training Program: Implementing a comprehensive and consistent training program for all staff can ensure uniform service standards. This can include regular training sessions and a detailed training manual.
2. Continuous Professional Development: Encouraging ongoing training and development opportunities for staff to keep skills updated and improve service quality. Workshops and refresher courses could be beneficial.
3. Mentorship System: Pairing new employees with experienced staff can provide on-the-job training and support. This mentorship can help new staff integrate more quickly and effectively into their roles.
Theoretical Support: According to Kolb’s Experiential Learning Theory (1984), learning through experience is most effective when followed by reflection and active experimentation. This supports the idea of continuous training and mentorship to enhance learning and performance.
Section 4: Future Action Plan Based on my experience at Mercure Hotel Birmingham, I have developed the following action plan to improve my work-based skills and technical knowledge:
1. Enhance Communication Skills:
· Attend workshops on effective communication and conflict resolution.
· Practice active listening and clear articulation of instructions.
2. Improve Teamwork Abilities:
· Engage in team-building activities.
· Volunteer for team projects to gain more collaborative experience.
3. Develop Task Management Skills:
· Use time management tools and techniques.
· Set SMART goals (Specific, Measurable, Achievable, Relevant, Time-bound) for tasks.
4. Refine Personal Skills:
· Work on emotional intelligence through mindfulness and empathy exercises.
· Seek feedback from peers and supervisors to identify areas for improvement.
5. Enhance Guest Service Knowledge:
· Participate in training sessions on service standards and technical skills.
· Stay updated with industry trends and best practices.



















Conclusion 
The shadowing experience at Mercure Hotel Birmingham has been transformative, providing deep insights into the practical aspects of managing the Food and Beverage (F&B) department. It has enriched my understanding of the critical importance of work-based skills and technical knowledge in delivering exceptional guest service.
Throughout my placement, I engaged in various operational tasks, including managing staff, overseeing service standards, handling guest complaints, and participating in inventory management. These activities highlighted the necessity of effective communication, robust teamwork, and efficient task management. The ability to convey clear instructions, provide constructive feedback, and interact professionally with guests proved vital in maintaining seamless operations.
Challenges such as managing multiple tasks simultaneously and dealing with difficult guests taught me resilience, patience, and empathy. My involvement in updating the POS system and ensuring menu familiarity demonstrated the essential role of technical knowledge.
Addressing an organizational issue related to staff training and development revealed the impact of consistent training on service quality and efficiency. Proposed solutions like a standardized training program and a mentorship system are designed to enhance overall performance.
The experience solidified my understanding of effective F&B management's broader implications on guest satisfaction and business success. The skills and knowledge gained are aligned with my personal and vocational development goals, emphasizing the critical role of experiential learning.
My future action plan focuses on refining communication, improving teamwork, enhancing task management, and developing personal skills such as emotional intelligence. These improvements will contribute to my effectiveness in a supervisory role and align with my long-term career aspirations in the hospitality industry.
In summary, this placement has bridged the gap between theoretical knowledge and practical application, highlighting the importance of continuous personal and professional development. The insights and skills gained will shape my future career, providing a strong foundation for success in the dynamic F&B sector. I am committed to applying these learnings to contribute positively to any organization, striving for excellence in guest service standards and operational efficiency.
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