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Introduction
The IBIS hotel London Stratford is an economy hotel that provides breakfast, restaurant and bar services. The hotel has capacity of 108 rooms, the seating capacity of the restaurant and bar areas is around 50 persons with the service area situated on the ground floor. Some of the amenities offered by IBIS hotel London Stratford include a free Wi-Fi connection and access to outside-door sport arena where guests get to enjoy recreational sports activities. The facility of the IBIS hotel provides accessibility to wheelchairs facilitating the ease of movement for persons with disabilities. For this reflective essay, the experience, reflection and action Jesper (2013) ERA cycle model will be utilised to discuss the managing guest services operations at IBIS hotel London Stratford. 
Experience
The front office department of the IBIS hotel is responsible for welcoming guest and managing guests’ reservations through check-ins and check-outs. Other roles of the front office department entail processing payment for guest services, responding to complaints by the guests and also providing recommendations to guests to ensure that they are comfortable and satisfied with the services offered at the hotel. From my experience with the front office department at IBIS hotel, I have noticed that the department struggles with professionalism management, effective audit management and inappropriate service design which negatively affects quality service delivery to guests arriving at the hotel.
The staff at the reception department at IBIS hotel are friendly and supportive apart from the general manager who fails to uphold professionalism in the interaction with guests who arrive at the hotel. Professionalism in the hotel industry is crucial for quality service delivery through factors such as knowledge pursuance that relates to the flexibility and adaptability of frontline hotel workers to meet the needs of guests (Lee, 2014, p.147). The management achieves knowledge pursuance by training and guiding its workforce on how to respond to guests’ needs (Kandampully et al, 2018, p.13). Self-management is also a function of professionalism where front-line employees remain focused on the goals of quality service by adopting professional behaviours and attitudes in their interactions with guests.
The IBIS hotel reception department struggles with effective audit management with room occupancy and stock revenue management being done only when the audit process is being undertaken. The lack of effective audit management by the reception department highlights the deficiency of bookkeeping management skills for the frontline workforce (Abdelrahim and Al-Malkawi, 2022, p.2). Failure to audit the guest services affects the transactions related to reservations, registration of guests, guests stays and also checkout (Bardi, 2010, p.236). Work-based skills in bookkeeping management and technical skills in filling the transactions electronically for the effective management of the hotel’s transactions are needed for the reception department employees.
IBIS hotel London Stratford front office design is confusing for most guests, and this is because the design of the service area does not meet the criteria for a front office desk. Customers ought to feel and sense the ambience of the front office for them to benefit from the guest services offered by the reception department (Akoğlan Kozak and Acar Gürel, 2015, p.234). The management of the hotel will require technical skills and knowledge for the appropriate design of the reception area to facilitate effective service delivery for guests (Chang and Chiu, 2023, p.206). 
Reflection
My experience at the IBIS hotel London Stratford was insightful in terms of learning and understanding how guests’ services operate to deliver professional services to hotel guests. The interaction between guests and staff at the reception department affected the quality-of-service delivery as the staff is responsible for welcoming guests, assisting them in checking in and responding to queries and complaints brought forward by the guests (Grobelna, 2021, p.29). I observed that for quality service delivery, all members of staff at the reception department have to possess effective communication skills (Baker et al, 2014, p.645). The purpose of communication as a work-based skill is to provide support and guidance to guests as well as to collaborate and partner with other members of staff in guest service delivery (Harris, 2021, p.25). From my observation, the reception department was the most contacted service area at IBIS hotel as it is the first point of interaction between the guests and the hotel.
As part of the effective service delivery for hotel guests, I observed that the auditing of hotel operations played a crucial part in ensuring that the hotel services were in line with the outlined goals and objectives of service delivery. From my work experience the reception department is responsible for financial bookkeeping which means that the staff at the reception area needs to be skillful in revenue management for the effective tracking and documentation of all the transactions that take place while the guests are still checking in and out of the hotel (Sahu, 2023). Technical skills are also essential in revenue management given that the efficiency of operations relies on the systematic recording of transactions to pave the way for improved decision-making using the financial data recorded in the revenue management system of the hotel.
While working at the IBIS hotel London Stratford, I observed that the design of the reception department at the IBIS hotel negatively affects service delivery as guests struggle with accessing the service area. I believe that the service design of the IBIS hotel reception department fails to differentiate the services offered at the front desk from the hotel services in other areas hence the need for technical knowledge for the service managers (Weathers Nixon, 2010, p.11). From my academic research hotels can rely on innovation and technology in designing service areas that are appropriate for frontline workers in hotels to allow for the efficiency of operations (Akoğlan Kozak and Acar Gürel, 2015, p.229). Using technology, the reception department at IBIS hotel can be designed to create a unique ambience which creates value for guests who arrive at the hotel as they can be able to access the services  they require without challenges.
Action
I plan to practice professionalism in my interaction with work colleagues to foster collaboration of efforts in customer service delivery. Having witnessed the negative impacts of unprofessionalism, I plan to cultivate teamwork and communication in my interaction with work colleagues to increase productivity in my work roles (Parasnis et al, 2012, p.1764). My future goals within the hospitality industry are to positively impact work teams with soft skills of teamwork, communication and leadership to increase my knowledge and skills in hotel management. From my experience at the IBIS hotel London Stratford, financial management forms a crucial part of operations management. I plan to take up training in financial bookkeeping to gain skills in reviewing and updating financial logbooks so that I can gain competency in financial risk management for hospitality firms.
Conclusion
The reception department at IBIS hotel London Stratford faces the challenges of managerial lack of professionalism, ineffective financial management techniques and the inappropriate service area design of the front office. Training managers on communication, teamwork and leadership can assist in overcoming unprofessionalism conduct. Technical skills training in financial bookkeeping can assist the reception department managers in the effective tracking of financial transactions at the hotel. When it come to service area design, innovation and technology become crucial in the appropriate design of the reception department.
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