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This report will outline my personal experience at the Mercure Hotel in Bedford in the housekeeping department while on Placement for my studies. By getting the full experience analysed, I will be using Driscoll's Cycle of reflection. This model will help me explaining the whole experience by simply answering the 3 questions that the model is based on, which are : “What? So what? Now what?”. I encountered several challenges during my placement, such as managing time efficiently to complete the daily room cleaning tasks and maintaining a high standard of cleanliness despite the high occupancy rate. Reflecting on these specific challenges will help me identify areas for improvement in my future career.(Gladd, 2020)
	Before I delve into my experience in the housekeeping department, I would like to provide some key information about the hotel. The Mercure Hotel, located in the heart of picturesque Bedford, offers a stunning river view. (Book Online, 2024)
	It's important to note that the Mercure Hotel has strategically chosen to outsource its housekeeping department. The hotel has a contract with WGC, which provides housekeeping services for hotels and various other businesses across the United Kingdom. This outsourcing arrangement has significant implications for the hotel's housekeeping operations. For instance, it has streamlined the process of hiring and training housekeeping staff, but it has also led to some challenges in maintaining consistent service quality. Understanding these implications is crucial for the effective management of the housekeeping department. (WGC, 2024).
	Before I delve into my experience in the housekeeping department, I want to set the context by introducing the purpose of this report. This report aims to reflect on my personal experience at the Mercure Hotel in Bedford, particularly in the housekeeping department, during my placement for the' Managing Guest Service Operations module. I will be using Driscoll's Cycle of reflection to analyse this experience.
	Starting with the question “What?” I will briefly introduce how my placement in the housekeeping department started and how it worked for me. As mentioned earlier, the housekeeping department is outsourced to a large company. During my placement, I was responsible for tasks such as room cleaning, linen management, and guest requests. The hotel must ensure that the communication between the housekeeping department and the rest of the hotel is professional, as communication is crucial in this partnership. (AHS Hospitality, 2023).
	While I was building experience working in housekeeping, I managed to understand why the hotel outsourced this department and what the pros and cons are. As a hotel with 121 rooms available to sell, the housekeeping company took a big weight off the management's shoulders. Even if there are still implications from the front office or the management, the main process is managed by the WGC company, allowing the hotel staff to focus on making the hotel more profitable and not worrying about cleaning or managing housekeeping employees. (Patil, 2023)
	The management team was extremely kind to let me shadow them. The manager of the housekeeping team showed me the processes and procedures put in place by their company in accordance with the standards and requirements that Accor has set for their partners. (WGC, 2024a)
	I had the chance to observe and help clean the rooms to the best standards. I needed a refresh regarding the products to use, as I had experience cleaning the rooms from my other placement at Premier Inn,  but after a long break, I needed to refresh my knowledge. The experience as a team member tested my abilities. Attention to detail is a must in a four-star hotel, and after getting the chance to work with a supervisor, I could see even the smallest problems in a room. (Pavlou, 2018)
	Going further in my learning log, I will emphasise the next question of the chosen model, “So what?”.  As soon as I could shadow the department manager, I understood more of the administrative tasks that management must do. Starting from making rotas, spreading tasks or reviewing holiday requests, as these are the most important tasks to do, as explained by JD&RE (2017), I had the pleasure of seeing and learning how to work on the WGC company software.
Lastly, answering the last question of the reflective model, ” Now what?”, I can say that after spending some hours in the housekeeping department, as an employee, as a supervisor and shadowing a manager as well, I can say that this is not the department that I would make a career of. As many customers complain about the services that this department is providing for the hotel, I would not like to take part of it. Until now, I managed to improve my skills by enhancing my attention to details, learned and got refreshed about cleaning products and cleaning practices, and learned that having a multicultural place of work could be a big challenge for the management, especially when most of the does not speak basic English. 
As every company has ups and downs, I will now emphasise a problem I found within this department. As communication is the key, understanding and speaking properly is the only way to offer great services.(Staff, 2009). As the housekeeping team is composed of staff members who come from different countries and whose English is not their first language,  communication is a big problem, which attracts indubitable poor services. Even when I was there, I could see while checking rooms that communication problems lead to misinterpretations; many reviews on TripAdvisor given by customers who stayed at the hotel prove that the services offered by the housekeeping team were poor. (Matt1968, 2024). As a solution, Retraining the staff would be very good, but getting them retrained in their own language would be amazing. All the employees are hard-working, but not understanding the requirements leads to errors impacting the overall customer experience.

Conclusion
Finally, the conclusion will wrap up the whole experience by providing a short resume of what hotel placement represented for me and how this experience shaped my view regarding this department.
As housekeeping is the department that can add an extra touch regarding customer satisfaction, Mercure Hotel is currently struggling to deliver extra quality for its customers. The rooms are, most of the time, dusty or not properly hoovered, customers encountered problems with mould in the windows or bathrooms, and the list could continue.  All these problems made me think better about the kind of experience I would offer customers and what I could do to avoid these situations, which are affecting the hotel's reputation and satisfaction.  Taking part in these cleaning processes and shadowing a supervisor while doing checks helped me improve my attention to detail, making me wish to go the extra mile to ensure customer satisfaction. 
Further, I would not want to get a job in this hotel area, especially because, even if I developed my skills during placement, I still don’t find myself able to deliver these kinds of services, as I prefer direct customer interactions. I am sure I can do more for hotel customers in other departments. 
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