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Introduction 
The following outlines my time spent in the housekeeping department, where I learnt how duties are assigned to staff members and how cleaning materials must be utilised to keep everyone safe. It also reveals how, aside from a biscuit supplied to loyal guests, there is no additional customised service offered in the department, which led to me showing the worker how to build a swan out of a towel. It also describes how disappointed I was to learn that the general manager had anticipated the department to serve the guests with outdated biscuits. Gibbs' Reflective Cycle (1988, cited in Jasper, 2013) is utilised to reflect on my practice. 

My experience in housekeeping department at Novotel Southampton
In the housekeeping department I have started my day by shadowing the housekeeping manager, who has showed me the early tasks a manager does before the rest of the team arrives. This included checking messages left from night shift in case there is something specific to the rooms, checking the number of in-house guests and number of departures on the day, and looking at which side and level the rooms are to best allocate to the housekeeping team, as well as giving extra cleaning job. For example, some staff members must leave earlier because of their children which means they work less hours so will have less rooms to clean. I have also been shown how the manager logs everything on paper as he does the check round than returns to his office to log it on the system so that front office knows where to check in the arriving guests. In addition, I have been given a few things to read and to keep, that explained about safety and the cleaning products being used in the department. Then I have been shown the difference between the rooms, such as standard and executive and what is being offered in each room. Which also led to the manager saying that guests who are loyal Accor members are given a special biscuit in their room, however the hotel had boxes of biscuits which were past their best by date as they have not been used. When I asked about it, I have been told that the general manager instructed for the expiring date to be taken off and to continue using the biscuits for the guests. This is overstretching the company (Priestley, 2020). The housekeeping manager however was not pleased about this instruction and placed the boxes in the staff room. Later I have been left with a member of the housekeeping team who has showed how the room is expected to be cleaned. When I asked if they ever do anything special for any of the guests, I have told that they are not. So, I have asked if I am allowed to leave towel origami for the guests in the rooms that the staff member was cleaning.

My thoughts and feelings about the experience
In comparison to other departments within the hotel, I appreciated that the manager went over all of the safety precautions with me before leaving me with other staff members. This conveyed the impression that he was prepared to have me on board and that my safety was important to him (Lencioni, 2012). However, I was taken aback when I learned about the biscuits, especially since the orders came from the general manager. Yet I admired how the housekeeping manager refused to serve the expired biscuits to guests, even if it meant he did not follow the instructions (Kolditz, 2014). I would have anticipated some basic consideration for guests celebrating a special event (Crowe, 2023), and I was saddened to see that no action was done. But it has given me joy to make towel swans for the adults' beds and towel elephants for the children’s beds, picturing their smiles as they enter the room.

The experiences positive and negative aspects
The main positive aspect about my experience was that the housekeeping manager was organised and followed the procedures to keep everyone in the department safe as well as having their needs in mind (First 2 help you, n.d.). In addition, I liked that I was allowed to make towel origami as well as showing the staff member I was paired with, how to make a simple swan. This has piqued the interest of the personnel, who have stated that she will practise more at home and put this new skill to use in the future. The biscuit scenario is a major disadvantage, as using out-of-date products will cause more harm than good to the business.
Extremely positive or negative emotional reactions from guests might create lasting experiences that they can subsequently share with those in their immediate vicinity. Events that are neutral and do not stir any strong feelings are rapidly forgotten. Of course, the hotels’ main goal should be to elicit pleasant feelings. Even the best in their profession occasionally fail to notice the little details (Gawande, 2011).

The cause and potential contributing factors of the incident
Having left boxes of out-of-date products can be the cause of poor stock list, the lack of having someone in charge of those products or the simple fact that to many have been ordered and not used.  The leadership team's lack of interest in the visitor may be the reason why the cleaning crew has never thought of doing something extra (Sinek, 2009). In addition, there is the potential of becoming locked in a routine and working loop, which can lower team morale and cause them to merely execute the bare minimum (Lencioni, 2002). 

Different ways that issues could have been carried out 
My initial reaction to the outdated product was to purchase less of it, but there is a minimum order quantity. In this instance, if the product is not entirely consumed before its expiration date by the guests who are silver Accor members, it ought to be provided as a complimentary gift to all visitors. In this manner, the biscuits are utilised before they go bad and the hotel leaves a positive impression on every visitor, who may then write a positive review, stay again, or even tell their friends and family about the hotel. A small gesture that doesn't come at additional expense to the property (Syed, 2016). 
When a customer first checks into a room and notices that everything they need is in its proper location and that their home's amenities are included, it creates the sense that they are in a home away from home. This is one way that housekeeping helps make a favourable first impression on the guests.

How to handle a comparable circumstance in the future 
A positive guest service is about gathering minor details that the receptionist or anyone who hears or discovers more about the client during the course of their employment. Then, as part of a team, give service based on that information, creating an emotional connection. For example, when the manager is preparing the room list, he could include information about guests such as if they are celebrating an anniversary or a child's birthday. This will enable the staff to provide more tailored service. With this information, I could have taught the staff member alternative ways to place the towel origami, such as two love swans for couples or a sitting elephant that looks more like a cuddly toy for smaller children (Towel folding tutorial, 2016).

Conclusion
Surprisingly, there was not much to learn about guest service, even though I had observed the manager and learnt how to assign the team and jobs. Nonetheless, I was able to use and impart to the team the knowledge I had learned from earlier courses, which should enhance the housekeeping department's guest service.
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