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Introduction
Housekeeping is a crucial aspect of any hospitality business and can significantly impact a guest's experience. When guests enter a spotless room, they are more likely to return. Conversely, poor service can deter them from coming back (Preno, 2024).
While cleaning a hotel room involves straightforward tasks like vacuuming, dusting, and tidying up, ensuring every room is immaculate without causing damage to its contents requires careful attention and effective practices (Room checking, 2024). At York House Hotel Eastbourne, the housekeeping team is committed to providing a pristine environment that enhances guest satisfaction and upholds the brand reputation. The housekeeping department at York House Hotel in Eastbourne is comprised of a dedicated team of twelve staff members. These individuals work on a pro-rata basis, ensuring flexibility and coverage across all required shifts. Their shift begins at 9:00 AM and continues until all assigned tasks are completed.
In this reflective essay, Gibbs' Reflective Cycle will be used as a reflective tool to help understand the incident, evaluate the experience, analyse what could have been done differently, draw conclusions, and develop a concrete action plan for future improvements.
1.Description
During my placement at Hotel York Eastbourne, I was assigned to the housekeeping department, which is responsible for cleaning and maintaining guest rooms. My role involved a variety of tasks, including cleaning rooms, making beds, and ensuring that all areas met the hotel's high standards of cleanliness. Additionally, I assisted with laundry duties, and occasionally interacted with guests to address their needs.
The issue starts when I was shocked to witness this, As I walked past the bathroom, I saw one of the staff members in the process of stripping a pillowcase from a pillow. Initially, I thought they were going to place the pillowcase in a laundry bin, However, what happened next left me speechless.
Instead of following any of the expected protocols, the staff member carried the pillowcase into the bathroom and began to use it to clean the toilet seat. My mind raced with disbelief as I watched them wipe down the seat with the fabric meant for bedding. The idea of this cross-contamination between the bedroom and the bathroom was shocking.
A TikTok user highlighted that Most of hotels outsource their laundry service, and it is too expensive to pay for the sheets and pillowcases to be washed every day. it's just way too costly to do that after every guest. Housekeepers only get 30 minutes to clean a room and 45 minutes to clean a suite.
She said "Do you really think they have time to clean every single sheet and changed every single pillowcase and towel after every single guest? No (The Sun, 2022). 
We never know, probably that pillowcase will get mixed up and end up never being washed. It could be mistakenly replaced in another room, potentially leading to serious illness for the guest who uses it. This kind of oversight in cleanliness can have significant health consequences and underscores the importance of strict hygiene protocols in hospitality settings
2.Feelings
I felt a surge of concern for the hygiene and safety of the Hotel. It was hard to comprehend how such a lapse in cleanliness standards could occur. The staff member seemed unaware to the health risks involved, continuing their task without hesitation.
Unable to stand by and do nothing, I decided to address the situation. Approaching the staff member, I tried to remain calm but firm. "Excuse me," I said, "I just saw you use a pillowcase to clean the toilet seat. Are you aware of the potential health risks and cross-contamination this could cause?"
The staff member looked up, seemingly startled by my intervention. There was a moment of awkward silence before they responded, "I'm sorry, I didn't realise it was an issue, and anyway It will be washed". It was clear that there was a gap in their understanding of proper cleaning protocols. (Eids, 2023).
I realised this might be a broader issue than just one person's mistake. I asked to speak with the manager to bring this to their attention. When the manager arrived, I explained the situation, emphasising my concerns about hygiene and the need for better staff training.
The manager listened attentively and seemed genuinely concerned. They assured me that they would investigate the matter immediately and take corrective actions to ensure such incidents would not happen again. 
3.Evaluation
Reflecting on my experience in housekeeping department, I can identify both positive and negative aspects. On the positive side, I developed a strong work ethic and improved my time management skills. Housekeeping training is fundamental for creating a comfortable and healthy living environment (Astoria culinary,2023). The training provided by the housekeeping lead was comprehensive, allowing me to perform my duties efficiently and effectively, I also gained insight into the importance of teamwork and communication, as these were essential for coordinating tasks and ensuring that all areas of the hotel were maintained to a high standard (shift Base, 2024).
On the downside, the physical demands of the job were challenging. The repetitive nature of some tasks, combined with the pressure to complete them within a set timeframe, sometimes led to exhaustion. 
4. Analysis
Health experts say the first thing that comes to mind when reserving a hotel is six simple yet important words: “Am I Going to Be Safe?” (Stay Express, 2024). The incident of a staff member using a pillowcase to clean a toilet seat raises significant concerns about the hygiene practices and training protocols at York Hotel. This action represents a serious breach of cleanliness standards, posing a high risk of cross-contamination. additionally, the toilet seat is a prime location for the accumulation of germs, bacteria, and other harmful microorganisms (Infection cycle, 2023). In households with multiple occupants, the risk of cross-contamination is heightened, as each person using the toilet may inadvertently contribute to the accumulation of germs on the seat. Furthermore, in public restrooms or hotels bathrooms, where numerous individuals utilise the facilities throughout the day, the potential for exposure to harmful bacteria is even greater (Storable, 2024). Pillowcases are meant for bedding, and using one to clean a toilet seat can transfer harmful bacteria and viruses from the bathroom to areas where guests rest, or to laundry staff and potentially leading to illness or death. According to React website, a study was carried out by the Global Burden of Disease 2019 Antimicrobial Resistance collaborators, led by Institute for Health Metrics and Evaluation (IHME), found that 7.7 million deaths around the world were linked to bacterial infection. That is 13.6%, or 1 in 8, of all global deaths (React, 2022). 
5. Conclusion
This incident highlights serious concerns regarding the hygiene and safety standards of the Hotel. The use of a pillowcase to clean a toilet seat represents a significant risk of cross-contamination, potentially spreading harmful pathogens from the bathroom to the bedroom. This not only poses a health hazard to guests but also reveals a substantial gap in the staff's training and awareness of proper cleaning protocols. 
6. Action Plan
Maintaining good hygiene practices has become more important than ever. Whether at home, in the workplace, or in a restaurant, preventing the spread of harmful pathogens is crucial for safeguarding our health and the well-being of those around us (360 Training, 2023). To address the incident, the Hotel should implement a detailed action plan. Firstly, all staff members need comprehensive retraining on hygiene standards and proper cleaning protocols to ensure they understand the importance of preventing cross-contamination. This training should include practical demonstrations and clear written guidelines.
Conclusion
My placement in the housekeeping department at Hotel York Eastbourne was a transformative experience that provided me with a comprehensive understanding of the operational and interpersonal skills required in the hospitality industry. However, the incident involving the use of a pillowcase to clean a toilet seat at Hotel York Eastbourne highlights significant concerns regarding hygiene and safety standards. This breach poses serious risks of cross-contamination, indicative of a gap in staff training and awareness of proper cleaning protocols. While the manager's response was prompt and promising, it underscores the need for comprehensive training, strict adherence to protocols, and ongoing supervision.
To address this issue, an action plan must be implemented. This includes retraining staff on hygiene standards and cleaning protocols, establishing strict cleaning procedures, conducting regular audits, and transparently communicating measures taken to enhance hygiene practices to guests. 
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