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Introduction
A valuable educational experience was gained through the hotel placement at Ibis London Stratford, that was undertaken as a component of university course module. Located in a lively East London area with convenient travel to Central London, Ibis  London Stratford hotel services provide to guests’ buffet breakfast, restaurant and bar. The hotel also offers accommodation to its guests with a total of 108 rooms which includes rooms for wheelchair mobility and wi-fi connection (Accor, 2024). However, guests at Ibis hotel are not offered with room services, and therefore have to access the services they require by visiting the ground floor of the hotel, which provides breakfast, restaurant, bar and reception services. My placement at the hotel allowed me the opportunity to manage guest services in collaboration with other staff members. The reception’s responsibilities include greeting and registering guests as the check-in, making guest reservations, baggage duties, responding to guests’ complaints, queries, requests, emails, phone calls and, coordinating with housekeeping, which is an outsourced company, to provide exceptional accommodation services. More importantly, the reception area helps to streamline hotel operations by facilitating shift administration handovers. The Gibb’s cycle model of reflection will be used to reflect upon my hotel placement in the reception guest services at Ibis hotel.
Description
Placement within the reception division, enabled me to participate in the activities allocated to the reception desk.  I collaborated with members of staff from the reception area to welcome guests, greeting them, book their reservations, respond to guest requests, as well as solicit feedback from guests who were checking out. I was able to perform these tasks assigned to me from the observation I made seeing staff members doing their duties. Majority of the guests that arrived at the hotel, struggled to find the reception, due to the bar section is the actual reception area too which was caused by the failure to identify the reception desk where guests could seek for assistance, they were left confused. I was also responsible for engaging with the endeavours associated with team members in the administrative divisions whom I found to be supportive and approachable, allowing to ensure the streamlined delivery of guest services.
Feelings
Learning and collaborating with Ibis staff members was a beneficial experience , since it encouraged me to gain knowledge and implement my academic abilities to management of hotel guest services operations. The staff members’ friendly behaviour provided me with autonomy to handle some of the reception desk activities and communicate with guests arriving at the Ibis hotel. However, I was dismayed by the hotel manager’s insufficient of professionalism in reception are during peak times, which limited communication between staff members and task coordination within the hotels other departments. Furthermore, I feel that Ibis hotel management is unconcerned of its reception area layout, which identifies as their bar area, and detracts from the service area’s professional surrounding. 
Evaluation
My time on placement of working in the reception area enabled me to gain hands-on experience with the Ibis team and guests of the hotel. I got the opportunity to learn about the execution of tasks at the reception area. The teamwork skills displayed by members of staff were encouraging as I developed key abilities by collaborating with staff members from other areas of hotel operations during delivery of service. The importance of teamwork is due to the fact it creates a path for being adaptable and flexible to handle different operations of the hotel, particularly during peak times where the hotel is operating at its peak efficiency with the aim of serving the guests arriving at the hotel. (Bronotte, 2023). In the absence of the hotel manager highlighted the management’s shortage of professionalism. An unprofessional conduct from management impacts employees feeling of confidence with a decline in job independence as most members of staff rely upon management for assistance and direction. (Cockburn-Wootten, 2019, p.4). According to my observations, during peak hours, the reception are struggles to oversee the services for guests as effectively and regularly as it should. A shortage of internal oversight hinders effectiveness in operations, which contributes to the rising expenses related to functioning a hotel. (Annaraud et al., 2014, p.28). The lack of aesthetic and uniqueness of the reception area has been found to have an impact on the standard of guest services. (Alonso, and Ogle, 2008, p.333). Management of Ibis hotel should consider the association between the service layout and the quality of service when developing the reception area, especially since it is the initial site of interaction guests and the establishment. 
Analysis
The effective coordination between the reception department and the areas of housekeeping and maintenance was facilitated by the teamwork and communication skills of the members of staff at the IBIS hotel. Teamwork skills enhance the communication among members of staff eliminating work conflicts and promoting work efficiency (Kapoor and de Villa-Lopez, 2015, p.14). The irregular performance of operations management for guests’ services is due to the lack of an effective internal control system that keeps track of the firm’s operations to optimise costs and revenues. Hotel firms that adopt automated financial management systems are in a good position to remain competitive by controlling operations costs and maximising their revenues (Ma, 2021, p.3). In terms of enhancing the accuracy of the operations management process, the IBIS hotel ought to utilise digital tools which can keep track of sales history and the seasonality of guests’ arrivals at the hotel. Using data-driven insights, forecasting labour demand becomes possible which eliminates operations bottlenecks (Guetal, 2024). Additionally, data-driven insights allow firms to maximise revenue sources through effective pricing of guest services (Colaco, 2020). The challenge of service delivery at the reception desk was attributed to the lack of an effective design for the front office. The design of the reception ambience represents a service blueprint which is a crucial touchpoint between the customer and the hospitality firm (Jamieson and Hassan, 2023, p.54). The IBIS hotel lacks professionalism in the design of its service environment which negatively affects the quality of customer service.
Conclusion
Working at the reception department has been insightful despite the challenges with unprofessionalism as displayed by the manager. Interaction with members of staff has taught me the value of teamwork and open communication in the performance of guest operations. In my future work, I plan to incorporate the skills of teamwork for work efficiency. My experience with the team responsible for the management of guests’ operations has also taught me the significance of internal control systems in the form of regular auditing procedures. Understanding the procedures of an audit process which entails planning, fieldwork, reporting and review will further enhance my competence in the effective management of a firm’s operations (Dukes and Lokey, 2023). I plan to incorporate financial management skills in future roles in operations management to avoid the mistake of inefficient hotel operations.
Action Plan
Based on my placement experience at the reception department, the two areas that I need training on in terms of the management of hotel operations include financial management and service design of areas of service. Financial management contributes to an effective internal control system that keeps track of expenses, costs and revenues (Denehy, 2022). Service design enhances the quality-of-service delivery by attracting guests and providing services as per the requests of the guests (Szende and Reddy, 2022). Advanced training in financial management and service design in the hospitality sector will enhance my skills, knowledge and competencies as a professional.
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