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Introduction: 
Situated in the heart of West Bromwich, the Mercure Hotel stands as a beacon of hospitality excellence, offering a unique blend of contemporary luxury and warm, personalized service. As a prominent fixture in the local hospitality landscape, the Mercure Hotel prides itself on its unwavering commitment to guest satisfaction across all facets of its operations (Mercure Hotels, 2023).
Within the bustling corridors of this esteemed establishment, various departments play a pivotal role in orchestrating seamless guest experiences. From the welcoming smiles at the reception/front office to the meticulous attention to detail in housekeeping, every aspect of the Mercure Hotel's guest service operations is meticulously crafted to exceed expectations (Walker, 2016).
As a student embarking on a placement journey within this esteemed institution, the opportunity to shadow a supervisory position within one of these departments is not merely an educational endeavor but a gateway to a world of experiential learning. Throughout my time at Mercure Hotel, West Bromwich, I have witnessed firsthand the dedication, passion, and expertise that underpin every interaction, reinforcing the hotel's reputation as a paragon of hospitality excellence (Lashley & Morrison, 2018).

Learning Objectives: During my placement at the Mercure Hotel in West Bromwich, I set several specific learning objectives to guide my development and ensure I gained the most from this experience. These objectives were designed to enhance my understanding of the practical aspects of guest service operations and to refine my professional skills in a real-world setting.
1. Understanding Guest Service Operations: My primary objective was to gain a comprehensive understanding of the daily operations within the reception/front office department. This involved learning the specific procedures for guest check-in and check-out, reservation management, and handling guest inquiries. By shadowing a supervisor, I aimed to observe and participate in the seamless execution of these tasks, which are critical to maintaining high standards of guest satisfaction (Walker, 2016).
2. Developing Effective Communication Skills: Communication is a cornerstone of the hospitality industry. Therefore, one of my key objectives was to improve my ability to communicate effectively with both guests and colleagues. This included enhancing my verbal and non-verbal communication skills, learning how to manage guest expectations, and handling complaints with professionalism and empathy (Jones et al., 2020).
3. Enhancing Teamwork and Collaboration: Another important objective was to develop my teamwork skills. The hospitality industry thrives on collaboration, and the reception/front office department is no exception. I sought to understand the dynamics of working within a team, including the importance of clear communication, mutual support, and coordinated efforts to ensure a smooth operation (Kandampully et al., 2018).
4. Improving Task Management and Problem-Solving Abilities: Effective task management and problem-solving are essential skills in the fast-paced environment of a hotel. I aimed to learn how to prioritize tasks, manage time efficiently, and address unforeseen challenges promptly. By observing and engaging in the problem-solving processes employed by my supervisor, I intended to build my capacity to handle similar situations independently in the future (Baum, 2020).
5. Gaining Technical Proficiency: In today’s technologically advanced hospitality industry, proficiency in hotel management software is crucial. Therefore, a significant objective was to become adept at using the various technical tools and systems employed in the reception/front office, such as reservation systems, property management systems, and communication tools. Mastery of these technologies is vital for efficient and accurate service delivery (Pizam, 2017).
6. Reflecting on Personal and Professional Growth: Lastly, I aimed to continuously reflect on my personal and professional growth throughout the placement. By utilizing reflective models such as Gibbs’ Reflective Cycle, I sought to critically analyze my experiences, identify areas for improvement, and develop a deeper understanding of my strengths and weaknesses (Gibbs, 1988).
These learning objectives were carefully crafted to ensure that my placement at Mercure Hotel, West Bromwich, would not only provide practical experience but also contribute significantly to my overall professional development. Each objective was aligned with my long-term career aspirations in the hospitality industry, ensuring that I emerged from this experience with enhanced skills, knowledge, and confidence.

Section 1: Reflection on Experience and Personal Development Reflecting on my experience shadowing a supervisory position in the reception/front office department, I utilized Gibbs' Reflective Cycle to structure my reflection (Gibbs, 1988).
· My time in the reception/front office department exposed me to the intricate workings of guest check-in/check-out procedures, reservation management, and handling guest inquiries.
· This experience significantly enhanced my understanding of the importance of work-based skills such as multitasking, problem-solving, and attention to detail in ensuring smooth guest interactions.
· Furthermore, reflecting on my personal and vocational development, I realized how my previous industry experience and academic journey have equipped me with foundational knowledge that I could apply to real-world scenarios within the hospitality sector (Smith, 2019).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge In critically analyzing the importance of work-based skills and technical knowledge within the reception/front office department at Mercure Hotel, West Bromwich, it became evident that effective communication, both verbal and non-verbal, is paramount in meeting guest service expectations (Jones et al., 2020).
· My experience highlighted the significance of technical knowledge in utilizing hotel management software for room allocation, managing reservations, and processing payments promptly.
· For instance, mastering the use of the hotel's reservation system enabled me to handle last-minute booking requests efficiently, contributing to a seamless guest experience.
Section 3: Reflection on Organizational Issues During my placement, I encountered a situation where a guest raised concerns about the cleanliness of their room upon check-in.
· This issue had a direct impact on the department's performance and guest satisfaction, emphasizing the importance of addressing guest concerns promptly to uphold the hotel's reputation (Brown & Smith, 2017).
· While the immediate response involved apologizing to the guest and arranging for immediate room service, reflecting on this situation led me to consider proactive measures such as implementing regular quality checks to prevent similar incidents in the future.
Section 4: Future Action Plan Based on my experience at Mercure Hotel, West Bromwich, I have developed a future action plan aimed at enhancing my skills and knowledge in guest service operations.
· This includes attending additional training sessions on conflict resolution and customer service excellence to better handle challenging situations.
· Furthermore, I plan to actively seek feedback from guests to continually improve service standards and contribute to the hotel's success.











Conclusion: 
In conclusion, my placement experience at Mercure Hotel, West Bromwich, has been nothing short of transformative, providing me with a profound understanding of the intricate nuances that define the hospitality industry. As I reflect on the myriad experiences and challenges encountered during my time at this esteemed establishment, several key insights emerge, shaping not only my professional trajectory but also my personal growth journey (Baum, 2020).
The lessons learned extend far beyond the confines of guest service operations, transcending into realms of resilience, adaptability, and empathy (Kandampully et al., 2018). Each interaction, whether with guests or colleagues, has served as a catalyst for introspection, prompting me to refine my skills, broaden my horizons, and cultivate a deeper appreciation for the art of hospitality.
As I bid farewell to Mercure Hotel, West Bromwich, I carry with me a treasure trove of memories, lessons, and aspirations, poised to embark on the next chapter of my journey with renewed vigor and determination. Armed with newfound knowledge, skills, and a profound sense of purpose, I am confident in my ability to navigate the complexities of the hospitality industry and contribute meaningfully to its continued evolution (Bowie et al., 2016).
The Mercure Hotel will forever hold a special place in my heart, not only as a bastion of hospitality excellence but as a crucible of growth, discovery, and endless possibility. As I step into the future, I do so with gratitude for the invaluable experiences and opportunities afforded to me, knowing that the lessons learned here will serve as guiding beacons on my path to success (Pizam, 2017).
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