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 “A customer is the most important visitor on our premises. He is not dependent on us. We are dependent on him. He is not an interruption of our work. He is the purpose of it. He is not an outsider of our business. He is part of it. We are not doing him a favour by serving him. He is doing us a favour by giving us the opportunity to do so.”  - Mahatma Gandhi.
Ibis London Elstree Borehamwood Hotel, a pet-friendly hotel built in 2007 with 122 rooms with daily housekeeping, offers its guests the best service and comfortable accommodation available in its category at competitive prices. As well with free parking and Wi-Fi to enhance the hotel's guest experience. This learning log explains how the 3-star hotel can handle guest service operations. 
The task of the front office department is to greet visitors and create a positive first impression on their guests. According to Abraham Maslow (1973), a theory of human motivations This theory is used to study how individuals are involved in behavioural motivation. Maslow used various terms such as physiological, social, "self-actualization, belongingness, love and safety, which help describe the pattern by which human motivation is generally moved to motivate. (Mcleod, 2023) These needs are examined for the visitors so they can be satisfied, which leads to their acceptability. Incorporating assumptions and needs enables providing the proper services to guests. When it comes to customer service, each guest needs to be satisfied, which is why it is important to identify when they are making reservations, keeping track of guest performances, approaching guests with a personal touch, for example, by referring them by surname, asking them about their experience at the hotel, asking them upon arrival how their journey was, or ensuring guests can get a good night's sleep at the hotel. (Alamer,2023). The Ibis hotel in Borehamwood is making the most of your stay by offering services so guests can spend quality time with personal or business purpose. 
Conforming to Cambridge Dictionary (2023) communication is the process through which messages or information are transferred from one place or person to another or the messages themselves. It also includes the act of interacting with other people. When working in a hotel, it is crucial to be aware of non-verbal communication because it is constantly displayed through body language (posture), facial expressions (smile, eye contact), and non-verbal communication. According on intonation and tone of voice, statements can change their meaning in paraverbal communication. The reception of the Ibis hotel is available 24 hours a day for customers, ensuring the highest level of service. This work typically requires standing for long periods of time while continuously interacting with customers or other staff members. front desk operations, with the idea that the front desk acts as the hotel's central information centre, facilitating communication between various departments, visitors, and staff. As an example, if the receptionist does not notify the housekeeping staff to make appropriate preparations for arriving guests, the entire hotel system may fail. Operational failures can also be seen when the front desk fails to forward a customer complaint to the maintenance department or when the front desk neglects to make a reservation for the visitor; the result is that the visitor may not be serviced. The same thing can happen if the front desk ignores the housekeeping staff's notice that the room needs to be repaired or redecorated (Sawyers, 2017). Also, answering phones, making reservations, and using facilities are all administrative tasks included in front desk operations. Guests frequently contact the reception for a variety of reasons, such as collecting messages, picking up keys, check out, making inquiries, and answering questions from customers about hotel amenities. Additionally, the front desk assists in solving consumer problems (Mondal, 2023).
According to Solomon's assertion in the book Heart of Hospitality, "The hospitality industry transforms essentials like a bed, a room, and a meal into an experience that is warm, comforting, memorable, and even magical" (Solomon, 2016). To locate the "wow" element, comprehend needs, and make this happen for the guest. focusing all aspect of the business, including interactions and design, to the production of great service. With a focus on leading with the heart, AccorHotels' "Heartist" vision encourages staff that rely on ingenuity, empowerment, and originality to create warm, genuine, and spotlight interactions with visitors (Accor Hotel, Nd). To deliver outstanding service, effective communication is essential. The staff is educated about the amenities provided by the hotel and ought to make tailored recommendations based on the interests of the visitors. They also give visitors' wishes careful consideration and respond quickly to any issues that may arise while they are staying. Customers will ultimately have a pleasant experience because they will feel acknowledged and respected. For instance, it makes an effort to provide customised options or plan special events based on the guest's interests, which can give their stay a sense of exclusivity that sets it apart from others. Furthermore, giving considerate extras like handwritten cards, decorated room demonstrates a dedication to providing superior service. 
Based on the book by Roy. C Wood-Hospitality Management The housekeeping team is described as the "unsung heroes within the hotel". Visitors anticipate a spotless and sanitary lodging experience. Customers constantly demand the highest levels of cleanliness, as well as spotless public areas, bathrooms, bedrooms, and amenities. As usual, housekeeping is one of the hotel's biggest departments. Housekeepers undertake extremely trivial tasks like dusting, rearranging furniture, vacuuming floors and curtains, changing bed linens, cleaning sinks, toilets, and bathtubs, and doing all this numerous times per shift (Hollander, 2022). There is no laundry in the hotel, but a couple of alternative solutions are available to guests. The housekeepers have a cleaning checklist that they must adhere to, so they know exactly what to do as soon as they enter the room to avoid forgetting or neglecting anything. Customers at the Ibis Hotel have a positive experience thanks to clean rooms and excellent housekeeping services. This outweighs any other wrongs they may encounter within the organisation. Cleanliness, particularly the alluring cleaning services that are provided, is one of the factors that supports the company's positive reputation (TripAdvisor, Nd). 
The lack of meeting rooms in the Accor Hotel significantly hinders corporate customers. As a crucial facility for gatherings, training sessions, conferences, seminars, and other corporate events, meeting rooms not only foster business interactions but also provide an essential platform for professional development and networking. Furthermore, well-equipped meeting rooms create an environment conducive to creative problem-solving, ideation, and decision-making, which are highly sought-after features for business executives. Even without a private conference space, the hotel maintains a peaceful atmosphere for business travellers. Accor Hotel Borehamwood's missing facilities, namely meeting rooms and leisure centre a significant challenge to the hotel's ability to attract and cater o diverse guest segments. The lack of these facilities hampers its prospects in the competitive hospitality market, where an all- round guest experience remains crucial for success. In the guest for excellence, it is essential for Ibis hotel to recognise these shortcomings and adopt a holistic approach to service provision, ensuring that guest professional and leisure requirements are met (Demir et al., 2021).
As mentioned above, guest service management is essential and plays a key role in ensuring that customers receive high-quality services. This is crucial as the hospitality industry faces intense competition. The number of hotels available on the market has increased dramatically. Therefore, top quality services are vital for a hotel to maintain its clientele and attract tourists. As a result, all organisations benefit from its implementation. The collaboration of the management team with all levels of employers can make this approach most effective. The hotel's top management must provide strong support for staff to adopt this approach. Providing exceptional customer service, the Ibis London Elstree Borehamwood Hotel can be the tipping point that results in loyal customers who return for excellent service.
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