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Introduction
During my placement at the Mercure Hotel in West Bromwich, I was given the opportunity to shadow a supervisory position within the front office department. This placement was part of my academic curriculum designed to provide practical experience and deepen my understanding of hotel administration. The Mercure Hotel, part of the globally recognized Accor Group, is known for its high standards of guest service and efficient operational management, making it an ideal environment for learning and development.
The primary aim of this placement was to enhance my understanding of administrative operations and to develop the critical skills required for effective hotel management. By working closely with a supervisory figure, I was able to observe and engage in various administrative tasks, gaining insights into the complexities of hotel operations. This experience was crucial in helping me bridge the gap between theoretical knowledge acquired during my studies and practical application in a real-world setting.
To reflect on my learning experience, I have chosen Gibbs' Reflective Cycle (1988) as the framework for this log. Gibbs' model is particularly useful for this purpose as it encourages a structured reflection on experiences, promoting deeper understanding and continuous learning. The cycle involves six stages: description, feelings, evaluation, analysis, conclusion, and action plan, each of which will guide my reflection on the shadowing experience and my development within the administrative role.
This learning log will critically analyze the importance of work-based skills, such as communication, teamwork, and task management, within the context of hotel administration. It will also examine how personal and vocational development, including previous industry experience and academic learning, contribute to understanding and managing guest service expectations. Furthermore, I will reflect on a specific organizational issue encountered during my placement, propose practical solutions, and outline a future action plan for continued professional growth.
In summary, this placement provided a comprehensive learning experience that allowed me to develop essential skills, gain valuable insights into hotel operations, and identify areas for future improvement. By reflecting on this experience, I aim to highlight the importance of continuous professional development and the impact of practical experience on achieving and maintaining high standards in the hospitality industry.
Section 1: Reflection on Experience and Personal Development
Overview of Shadowing Experience:
In my role at the front office of Mercure Hotel, I was responsible for observing and assisting with guest check-ins, handling reservations, and managing guest inquiries. Shadowing the front office manager provided me with insights into daily operational challenges and the importance of maintaining high guest service standards.
Contribution to Work-Based Skills and Knowledge:
One key learning moment occurred during a particularly busy check-in period. The front office manager demonstrated exceptional communication and multitasking skills, ensuring that each guest felt attended to despite the high volume of arrivals. This experience underscored the importance of clear communication and effective time management in a high-pressure environment (Baum, 2006).
Impact of Personal and Vocational Development:
My previous industry experience and academic journey have significantly contributed to my current understanding and performance. For instance, my coursework in hospitality management provided a theoretical foundation that I could apply in real-world situations. Additionally, previous placements taught me the importance of adaptability and customer service, which proved invaluable during my time at Mercure Hotel (Lashley and Morrison, 2000).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills and Knowledge:
Work-based skills such as effective communication, problem-solving, and technical proficiency in using reservation systems are crucial in hotel administration. These skills ensure smooth operations and high levels of guest satisfaction, which are essential for the hotel's reputation and success (Jones and Lockwood, 2002).
Specific Skills and Knowledge Encountered:
During my placement, I frequently used the hotel's reservation management system, which required technical knowledge and accuracy. My supervisor's ability to quickly navigate the system and resolve booking conflicts was a key learning point for me, highlighting the importance of technical proficiency in administrative roles (Walker, 2010).
Section 3: Reflection on Organisational Issues
Identification of an Issue:
An issue I encountered was the miscommunication between the front office and housekeeping departments, leading to delayed room readiness for incoming guests. This not only affected guest satisfaction but also put additional pressure on the front office staff.
Impact on Performance and Operations:
The delayed readiness of rooms caused a backlog at the front desk, increased guest wait times, and resulted in multiple complaints. This highlighted the need for improved interdepartmental communication and coordination (Davidson et al., 2006).
Proposed Solutions:
Implementing a more integrated communication system, such as a shared digital dashboard accessible to both front office and housekeeping, could streamline operations and ensure timely room availability. This approach aligns with the principles of lean management, which emphasize efficiency and waste reduction (Womack and Jones, 2003).
Section 4: Future Action Plan
Areas for Improvement:
Based on my experience, I need to improve my proficiency in using hotel management software and enhance my communication skills to handle guest inquiries more effectively.
Steps or Strategies for Improvement:
To address these areas, I plan to undertake additional training in hotel management software and seek opportunities to practice my communication skills in high-pressure situations, perhaps through role-playing exercises or additional shadowing (Bardi, 2011).
Alignment with Personal and Vocational Development:
These improvements will not only enhance my immediate performance but also align with my long-term career goal of becoming a hotel operations manager. By building on these skills, I aim to contribute more effectively to the hotel's success and improve guest satisfaction (Baum, 2006).













Conclusion
Reflecting on my placement experience at the Mercure Hotel in West Bromwich, I have gained profound insights into the multifaceted nature of hotel administration. The opportunity to shadow a supervisory role in the front office department allowed me to observe and engage in the critical operations that ensure the smooth functioning of the hotel. Through this experience, I have come to appreciate the complexity and importance of work-based skills such as communication, teamwork, and task management.
The hands-on experience complemented my academic knowledge, bridging the gap between theory and practice. It was evident that effective communication and teamwork are paramount in maintaining high guest service standards. I observed how the front office manager adeptly handled guest inquiries and complaints, demonstrating the necessity of patience, empathy, and problem-solving skills in achieving guest satisfaction. This has significantly influenced my understanding of guest service expectations and the skills required to meet them.
Moreover, the placement highlighted the importance of technical knowledge in hotel operations. Proficiency in reservation management systems and other administrative tools was crucial for efficient workflow and accuracy in handling bookings. The experience underscored the need for continuous learning and adaptability in a rapidly evolving industry.
One of the key takeaways from my placement was the identification of organizational issues, particularly the miscommunication between the front office and housekeeping departments. This issue emphasized the importance of interdepartmental coordination and the impact of such challenges on overall hotel performance and guest satisfaction. By proposing practical solutions based on lean management principles, I recognized the value of theoretical frameworks in addressing real-world problems.
The experience also allowed me to reflect on my personal and vocational development. It became clear that ongoing professional development is essential for career advancement in the hospitality industry. By identifying areas for improvement, such as enhancing my proficiency in hotel management software and refining my communication skills, I have developed a concrete action plan for my future growth.
Looking ahead, I am committed to implementing the strategies outlined in my action plan. These include undertaking additional training, seeking mentorship opportunities, and engaging in continuous self-improvement. Aligning these strategies with my long-term career goals will help me contribute effectively to the hotel’s success and advance in my professional journey.
In summary, the placement at the Mercure Hotel has been a pivotal experience in my academic and professional development. It provided me with invaluable practical insights, reinforced the importance of work-based skills, and highlighted the need for continuous learning and adaptability. This experience has not only shaped my understanding of hotel administration but has also inspired me to pursue excellence in the hospitality industry. I am confident that the skills and knowledge gained during this placement will significantly contribute to my future career aspirations and professional growth.
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