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My analysis will focus on the Housekeeping department, one of the core departments in a hotel.The Hoarboro Hotel has 24 rooms which is maintain by the housekeeping department with a Lead Team member that is in charge.
One key issue that I observed is the poor stock of the cleaning supplies and toiletries in the hotel.
One incident  that can represent this event in was a stock-out of essential guest amenities, which  led to a significant service failure. The new stock of toiletries didn’t arrive in time, although the stock was enough for the rooms replacement for the day this was not enough for the extras required for guest request.    
The key issue occurred when a guest, in a state of high frustration, came to the front desk. They reported that their room had run out of toilet paper. This is not a failure of a luxury or "peripheral" service; it is a failure of the most basic, non-negotiable "core" product a hotel sells. The guest was audibly frustrated of this experience and in this case the guest loyalty can be lost.
This is a fundamental breakdown in the Housekeeping operation. As Casado (2012) argues, the effective management of room supplies (par stocks) is a primary and non-negotiable responsibility of the housekeeping department. This was not a "mistake"; it was a systemic failure of inventory and quality control.
The duty manager, Elaine, responded to the practical problem with impressive speed. She immediately went to a nearby shop, purchased the necessary items herself, and delivered them to the guest within minutes.
However, this fast, practical solution was insufficient. The guest had already experienced the failure and the frustration. Despite Elaine's quick fix, the guest left "very bad feedback" at the front house. No other form of compensation—no voucher, no complimentary drink, not even a meal, as I would have expected—was offered to apologies for the failure. 

This incident is a perfect case study for the Service Failure and Recovery theories I studied in my Level 4 Hospitality & Guest Services in Hotel Industry (BMIH4003) Module. My analysis will focus on why Elaine's fast response still resulted in a "bad feedback" outcome.
 The issue is significant because it violated the guest's most basic expectations. In service operations, there is a clear distinction between "satisfiers" (things that add value, like a free drink) and "dissatisfies" (things that are non-negotiable, like hygiene and safety). As argued by Johnston and Clark (2012), basic room amenities like toilet paper are not "satisfiers"; they are fundamental "hygiene factors." Their absence is not a small inconvenience; it is a critical failure that guarantees dissatisfaction.
The Level 4 module taught me that service recovery is a psychological process, not just a practical one. This incident highlights the difference between tangible recovery and psychological recovery.
1. Elaine's Response (Tangible Fix): The manager provided a tangible fix. However, Wirtz and Mattila (2004) found that for high-inconvenience failures (and this is one), customers often expect both a tangible fix and psychological recognition of their trouble.
2. My Opinion (Psychological/Compensatory Fix): My personal opinion that a voucher should have been offered is supported by Service Justice Theory. Tax and Brown (1998) argue that a "fair" recovery has three components. The guest in this case experienced:
· They paid for a full-service room but did not receive it. The lack of compensation meant they were not "made whole" for the value they lost.
· The guest had to leave their room, come to the desk, and complain, all while in a state of need. The "procedure" was embarrassing for them.
· While Elaine was fast, the lack of an apology in the form of a token gesture can feel like a dismissal of the guest's frustration.
Elaine's actions, while well-intentioned, failed to restore "justice." The bad review was the guest's way of re-balancing the scales.
As a student on placement, I was not directly involved, but I observed the entire exchange. My immediate thought, as noted, was that the manager "should have given them a voucher or a free breakfast." 
This reflects my own development. At Level 4, I would have been impressed by Elaine's speed and "getting the job done" (a task-oriented view). Now, at Level 6, I analyse the situation from a guest-oriented and strategic perspective. I see that her failure to offer a token of apology was a critical financial mistake. The cost of a free meal (perhaps £20) is far less than the cost of the "very bad feedback" (Bardi, 2011) that will now be read by hundreds of potential new guests, damaging future revenue.
As a future manager, I have learned from this that solving the problem is only half the job. The other half is solving the frustration. I will always aim to combine a fast fix with an immediate, empathetic, and tangible apology.
The guest can be still be surprised by the WOW Factor if this will be action on time not only by the voucher offered as a apology but also by creating personalized gifts and experiences during the remaing of the stay. 


Three-Step Improvement Plan
Based on my analysis, a formal plan is required to address this systemic failure.
Step 1: Implement Housekeeping 'Par Stock' and 'Double Check' System
· Specific Operational Change: Implement a formal "Par Stock" system (Casado, 2012) for all linen and amenity closets. This ensures a minimum quantity of all items is always available.
·  Secondly, the Room Attendant's checklist must be updated to include "Check Toilet Paper" and "Check Soap" as the last items to be ticked.
Step 2: Create and Fund a "Guest Recovery Toolkit"
· Specific Operational Change: The Front Office  and all Duty Managers must be given a "Guest Recovery Toolkit." This toolkit empowers them to instantly offer a pre-approved compensation item ("Service Recovery" voucher for one complimentary breakfast or two drinks at the bar) for any "Core Service Failure" (like this one).

Step 3: Implement a "Feedback-to-Operations" Log
· Specific Operational Change: All guest complaints logged at the Front House (like this "negative feedback") must be formally logged and forwarded to the Head of Housekeeping and the General Manager within 24 hours. The Head of Housekeeping must then be required to provide a written explanation of why the failure occurred and how it will be prevented.
· Expected Impact: This "learn from failure" loop, , turns a complaint from a negative event into valuable data. The expected impact in two steps :
 1) a rapid reduction in stock-out incidents, and 
2) an increase in guest loyalty by successfully turning negative experiences into positive ones can lead to an even better outcome

My analysis of this incident at the Harboro Hotel confirms that a simple stock-out is not a "small problem"—it is a critical failure of the hotel's core service. While the manager's response was fast, it was incomplete. It addressed the practical need but ignored the psychological and financial injustice felt by the guest.
The resulting negative feedback was, in my opinion, completely avoidable. My three-step improvement plan focuses on fixing this: first, by using professional inventory systems to prevent the , second, by empowering staff with a recovery toolkit to fix the guest's frustration, not just their room , and third, by creating a feedback loop to ensure the organisation learns from its mistakes .This approach, I have learned, is the only sustainable way to protect a brand's reputation for quality.
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