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Introduction


The Mercure Birmingham West Hotel, affiliated with the renowned Accor Group, is
distinguished for its dedication to delivering outstanding service and a dynamic environment
for meetings and conferences. The events department of the hotel is essential for maintaining
superior service standards and effectively addressing customers' expectations. The administrative functions of this department are complex, requiring collaboration,
communication, and a thorough understanding of guest service dynamics. This employment
provided me with invaluable practical knowledge and insights into the operational aspects of
hotel administration.


During my internship, my primary learning objectives were:


To develop hands-on expertise in managing diverse hotel events, including company
meetings and social gatherings.
To understanding the administrative processes related to event planning and management is
crucial.
To build proficient communication and collaboration abilities crucial for delivering
exceptional guest service.
To examine the impact of technology and software on improving the efficiency of event
management.
I aim to assess my personal development, identifying my strengths and areas that require
improvement.
This reflective learning log seeks to chronicle my experiences and evaluate their impact on
my professional development in hotel management.


Reflection on Experience and Personal Development


During my placement at the Mercure Birmingham West Hotel, I accompanied a Rob, a supervisor in the events department, enabling me to witness and engage in the complexities of event management. I assisted in the event planning phases, which involved room setup, liaising with catering personnel, and ensuring the fulfilment of all technical specifications to ensure a flawless experience for attendees. My most memorable learning experience occurred at a significant business function, where I had the opportunity to assist with the setup. Due to our strict schedule, I realized the importance of time management and organization. My supervisor underscored the need for each team member to comprehend their responsibilities and assignments to prevent confusion and delays. This event highlighted the significance of collaboration and efficient communication in a high-stress setting. I discovered that effective communication among team members is crucial for ensuring that all individuals comprehend their obligations and can do their jobs properly.
Furthermore, my academic background established a robust foundation that can be applied to
real-world scenarios. Courses I had taken, such as Service Operations Management,
highlighted the need for collaboration in hospitality environments. My placement solidified
this theoretical understanding as I participated in several team meetings, witnessing how
effective teamwork led to excellent event implementation. Collaboration between the events
team and the catering crew was vital during a wedding reception, since coordination was
necessary to fulfil the couple's expectations. My capacity to use this theoretical framework in
practical contexts improved my educational experience.
Moreover, I found that my interactions with customers challenged my customer service
abilities. Interacting with customers during site visits and conversations enabled me to refine
my ability to solve issues and provide customized solutions. I assisted a couple in their
wedding planning, making sure to incorporate their preferences into the overall arrangement.
This practical experience underscores the significance of personalization in hospitality since
it directly enhances client pleasure (Heskett et al., 2016). My comprehension of the emotional
dimensions of customer service intensified, underscoring the need for empathy and active
listening.


Critical Analysis of Work-Based Skills and Technical Knowledge


Practical abilities and technological expertise are essential for proficient hotel management,
especially in the events department. During my placement, I learned crucial skills, such as
flexibility, problem-solving, and meticulous attention to detail. An incident that demonstrated
these talents was a last-minute alteration in the event schedule owing to unforeseen delays
from a vendor. My supervisor had to swiftly modify the event calendar, reallocating roles and
duties to guarantee a seamless changeover. This event underscored the need for adaptability
in hospitality, where unexpected situations often occur.
I obtained practical expertise in event management software, which is essential for
optimizing procedures in my area. The program enabled us to monitor visitor lists, coordinate
scheduling, and enhance communication among various departments. I acquired the skills to
enter data precisely and produce reports, which were essential for comprehending the extent
of our activities. This competency not only improved my organizational skills but also
provided me with the technical competencies that are increasingly vital in contemporary hotel
administration (Morrison, 2017).
I also developed the capability to analyse and assess visitor inputs. Subsequent to the events,
I facilitated the collection of feedback from participants and synthesised their comments for
our documentation. This method emphasized the need for ongoing improvements in
hospitality, where guest happiness directly influences corporate performance. Through the
analysis of comments, I noticed patterns and opportunities for improvement, underscoring the
significance of guest perspectives in informing future offers (Johnston et al., 2012). Moreover, my experiences in the events department underscored the need for robust
organizational abilities when handling several jobs simultaneously. The ability to prioritize
and allocate duties efficiently was essential for the perfect execution of all event components.
At a significant conference, I managed the logistics for many sessions occurring concurrently.
This necessitated careful preparation and extreme attention to detail, guaranteeing that every
component, from audio-visual apparatus to seating configurations, adhered to our stringent
requirements.






Reflection on organizational issues.


During my internship, I identified an organizational problem that underscored the difficulties
of communicating inside the hotel. Conflicts arose between the events staff and the sales
team regarding event reservations. The sales staff often secured events without sufficiently
notifying the events team, resulting in multiple reservations and scheduling issues. This
imbalance induced tension and irritation among personnel and adversely affected passenger
experiences.
I presented many methods to enhance inter-departmental collaboration. Implementing a
common calendar system would improve visibility for both teams regarding event
reservations. This technology would enable the sales and events teams to cooperatively
access availability and manage reservations, minimizing the likelihood of disputes. I also
suggested monthly inter-departmental meetings to enhance relationships and promote
alignment on objectives and expectations (Fowler, 2018). This collaborative strategy may
alleviate misunderstandings and foster a more unified working atmosphere.
Theoretical frameworks like Tuckman’s phases of group formation (Tuckman, 1965)
underscore the significance of collaboration and communication in conflict resolution.
Comprehending these ideas enhanced my appreciation for the dynamics of team relationships and the need to foster trust and open communication channels. Implementing these principles
revealed that cultivating a collaborative culture inside the hotel might markedly improve
operational efficiency and visitor pleasure.
In summary, my experiences during my placement at the Mercure Birmingham West Hotel
have underscored the significance of excellent communication, collaboration, and adaptation
in hotel management. These competencies are crucial, not just for event management but also
for guaranteeing a favourable visitor experience.
During my work at the Mercure Birmingham West Hotel, I acquired significant insights into
the complexities of hotel administration and event management. The practical experience I
gained underscored the significance of work-related abilities, like communication,
collaboration, and flexibility, in providing outstanding guest service.


Conclusion and Action Plan


I want to expand my skill set by pursuing more training possibilities in event management
and customer service. Participating in training and obtaining certifications in event planning
may enhance my comprehension of industry best practices. I want to connect with experts in
the hospitality sector to get insights and mentoring. I will stay informed about current trends
and advancements by participating in industry groups and attending conferences.
Moreover, I acknowledge the significance of furthering my education in dispute resolution
and negotiating techniques. These abilities will be essential in my future endeavours in hotel
management, especially since I want to assume leadership responsibilities where cooperation
and teamwork are critical. This internship has enhanced my academic understanding and established a practical basis
that will guide my future career in the hospitality sector. By incorporating the insights gained
from this experience into my professional practice, I am more adept at confronting the
problems of hotel management and providing outstanding service in the dynamic hospitality
sector.
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