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[bookmark: _heading=h.esf62pgbq3al]1. Introduction 
The Housekeeping department in Mercure Doncaster Danum City Centre is the working backbone of the satisfaction of the guests. The same is in charge of ensuring that the standards of cleanliness are upheld in 89 guest rooms, meeting facilities and the public. It is in the High Street of the city centre at Doncaster where this AccorHotels development targets business and leisure travellers visiting South Yorkshire as its main clients. It has a staff of room attendants, supervisors, and management staff, and provides such services as cleaning rooms daily, express checkout cleaning, linen handling, and responding to the requests of guests (Walker, 2021). Therefore, it proved to be ideal to investigate the crossroads of operational efficacy and managing guests' experience within the mid-scale hotel setting.
[bookmark: _heading=h.gua6ouccbxwg]2. Main Body: Department Reflection: Marketing and Guest Experience
[bookmark: _heading=h.zapl05eqfqjq]2.1 The Guest Experience Issue: Inconsistent Service Recovery Approaches
When doing my placement at Mercure Doncaster, I found a major problem that led to poor guest satisfaction, and it involved inconsistent and reactive strategies to recover service failure when housekeeping failed. I have observed the cases when the guests complained about lacking some amenities, under-cleaning, or slow service. The lack of operational models was not the problem itself, but the absence of standardised recovery procedures (Wood, 2013). Other managers instantly paid compensation, and others apologised and corrected the situation without any extra gestures. This discrepancy misled the guests regarding the level of service and even lost the chance to turn bad experiences into moments that would create a sense of loyalty.
This observation is directly related to service recovery concepts of Hospitality and Guest Services of Level 4, specifically with the Service Recovery Paradox (Week 4 of Hospitality and Guest Services). This is where customers who have failed and later enjoyed a wonderful recovery would be more loyal compared to customers who never have any problems. Nevertheless, the module highlighted the fact that this paradox must be effective only once and that the solution should always be to do it right the first time. The Mercure Doncaster observation that I made was the lack of integration between theoretical knowledge and its practical application
[bookmark: _heading=h.o17ozneykiy8]2.2 Significance of the Issue
Housekeeping service recovery has a direct influence on guest satisfaction, brand image, and bottom line. Jones (2008) points out the importance of housekeeping activities as the most visible part of hotel service offering, and cleanliness as the major determinant of customer satisfaction as well as repeat visits. Failures in this basic area of housekeeping in an internship would make recovery response critical in the formation of negative or positive lasting impressions among guests (Hagg, 2013). The non-material quality of hospitality services, implies that guests cannot assess service quality until post-consumption, which implies the importance of learning about failure to manage in whole perceptions (Week 2 of Hospitality and Guest Services).
Wood (2013) points out that the quality of service in hospitality should be interpreted based on the subjective experience of the guest and not necessarily in the operations-based metrics. Transactional as opposed to transformational staff in the housekeeping environment was noted in the Mercure Doncaster. The given approach disregards what Week 3 sources have pointed to as the relevance of using all five senses and creating emotional relationships to make the customer experience more enriching (Week 3 of Hospitality and Guest Services).
Service recovery is associated with guest loyalty, with enormous business ramifications. The materials in Week 7 highlighted that it is much cheaper to retain an existing customer compared to making new ones or acquiring new ones (Week 7 of Hospitality and Guest Services). In case of housekeeping failures that are not properly recovered, hotels lose not only the individual processing of each booking but also the following income that can be received after the visit and recommendation. With the increase in online reputation management as a factor in booking decisions in the digital space, unaddressed complaints related to housekeeping issues may grow to negative reviews (Felce, 2019). The propagation of the effect of a single service failure amongst prospective future customers.
[bookmark: _heading=h.fl714ln43u9l]2.3 Self-Reflection: More Role and Learning
My experience with service recovery cases developed during placement. First, I could see how senior staff managed to deal with complaints, with differences in style. As I got used to it, I dealt with small guest issues myself, including delivering forgotten objects or setting up priority cleaning. These experiences led me to understand that I only used operational fixes: bringing the forgotten toiletries or making sure that the room is re-cleaned, without properly responding to the emotional reaction of the guests.
When thinking about the concept of the WOW Factor in Week 2 (Week 2 of Hospitality and Guest Services). The service recovery needs to be more than simple compliance with the basic expectations, but rather the situations that leave a lasting positive impression in the mind of the consumer (Anon, 2010). On receiving a complaint from someone who was frustrated that their room was very untidy, I apologised and at the same time emphasised cleaning. I might have provided free refreshment to people who were waiting, and I would have acknowledged the inconvenience more sympathetically and scheduled something such as a late checkout being free. These touchpoints, based on the five-senses guest experience enhancement model as presented in Week 3, would have created a negative experience in superior care provision (Week 3 of Hospitality and Guest Services).
The lesson I acquired was that competency in technical housekeeping should be combined with emotional intelligence and an understanding of guest psychology. The focus on the module visitors as guests, and not customers (Week 3), is especially applicable to the service recovery, where the aim is the restoration of relationships, and not to fix a transaction (Week 3 of Hospitality and Guest Services). In the future, I will need to have soft skills of empathy and communication in addition to the hard skills of solving operational problems.
[bookmark: _heading=h.n8ea5zd08iml]2.4 Three-Step Improvement Plan
Best Practice: The initial organisational change is a standard, tiered service recovery plan for housekeeping failures, which will be classified according to their severity. The framework is effective and matches industry best practices, as demonstrated by The Ritz-Carlton empowerment model, Week 2 case study (Week 2 of Hospitality and Guest Services).
Expected Impact: Standardisation would help lessen the frustration of guests due to differences in treatment (Samarasinghe, Millar and Exworthy, 2024). This will enhance staff confidence in dealing with complaints and develop quantifiable data on the patterns of service failures.
Best Practice: Based on the key skills in the industry described during Week 7, the study would be based on active listening, verbal expression and non-verbal communication. This also includes problem-solving and cultural sensitivity in the recovery process (Week 7 of Hospitality and Guest Services).
Expected Impact: Employees trained in emotional intelligence will be better able to defuse anger and lost causes, develop understanding with dissatisfied clients and tailor recovery efforts to their requirements (Nkeobuna Nnah Ugoani, 2021).
Best Practice: The last step will provide a proactive communication touchpoint and programmed feedback gathering of housekeeping services. These consist of pre-arrival housekeeping preference communication, in-stay digital check-in, and enquiring their satisfaction with housekeeping as emphasised in Week 3 learnings (Week 3 of Hospitality and Guest Services).
Expected Impact: Early Proactive feedback will inform on the rise of problems sooner before they develop into major failures (Gnepp et al., 2020). By having several guests claim that they are cleaned very late, management will be able to schedule and change the schedule instead of handling each complaint several times.
[bookmark: _heading=h.5h4rdsq9l4nu]3. Conclusion 
[bookmark: _heading=h.2kdf8269fl8q]The housekeeping placement experience at Mercure Doncaster Danum City Centre has illustrated that operational excellence in the form of cleanliness, as necessary, fails to work effectively without equally developed service recovery plans. The problem identified is that unsuccessful service recovery cannot lead to guest satisfaction and opportunity to generate loyalty since they are subject to the principle of the Service Recovery Paradox. This matter does not just depend on the personal interactions, but also the reputation on the Internet, recurring bookings, and positioning in the competition. The three-step program of improvement, standardisation of recovery outlines, such as emotional intelligence training, as well as installing proactive communication systems.
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