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Executive Summary
The hospitality industry is making a great impact on the economy of the country. To make a large amount of benefit from the sector, the people will have to provide guests good service which will enhance their profitability by making the customers loyal. The satisfaction of the customers in the hospitality industry is a great factor for their future arrival at the hotel. One of the main thing that affects the satisfaction of the customer is the service of the hotels. When the expectation of the people meets with the offers of the hotel, then the satisfaction level gets increased a lot. On the other hand, if the hotel authority is not able to meet the expectation of the guests, then the satisfaction of the people gets decreased and negative reviews are provided in the internet by the people. The staffs of the hotel will have to be trained properly for ensuring that the people coming to the hotel get the service accurately. At the same time, the hotel will also have to integrate new technologies for making things easy for the people. Tech savvy people will be able to get a good experience when there will be technology available inside the rooms of the hotel. The word of mouth of the guests will get enhanced and many people will be able to know about Pullman London St. Pancras. Also, the benefit of the transportation service due to the location of the hotel will have to be highlighted to the people. This will assist them in getting the businessman and leisure travellers to choose them over the others in the market.  
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[bookmark: _Toc182519640]Introduction
Customer satisfaction is an essential thing in the hospitality industry. When the customers in a hotel are satisfied with the service of the hotel, they will be able to come to the hotel again in the future. The reputation of the hotel is also dependent on the service they provide to the people by the time. Pullman London St. Pancras is a popular hotel which is a part of Accor Group. The hotels under the Accor group are popular for the luxury service provided to the people and the quality of the service is also better than the others in the market. The location of Pullman has also made them a better choice for the people coming to the city and the people are able to move to different places of the city from the hotel very easily. Throughout the time, the visitors of the hotel are pleased with the service of the authority and they have provided so many good reviews by the time about the hotel. Some observations from the customers have also been seen regarding the noise and comfort inside the rooms of the hotel. This report will discuss about the satisfaction of the guests in the Pullman London St. Pancras. Various factors affecting the satisfaction of the people will be discussed and the improvement of the service of the hotel will be provided at the end of the report. 
[bookmark: _Toc182519641]Aim 
The research targets to evaluate the level of customer satisfaction at the Pullman London St Pancras, determining key factors that influence customer experiences and offering recommendations to enhance service quality and guest satisfaction.
[bookmark: _Toc182519642]Objective 
1. To assess how amenities and facilities at Pullman London St Pancras make impact on the customer satisfaction.
2. To evaluate the influence of Staff, conduct on customer experiences at the hotel.
3. To explore the effect of the hotel's environmental sustainability practices on guest satisfaction.
4. To provide recommendations for improving service quality based on an analysis of current customer satisfaction levels.
[bookmark: _Toc182519643]Literature Review
In the hospitality industry, the satisfaction of the customers has become one of the main things. The gratification of the guest is defined according to the quality of service from the authority of the hotel vs the expectation of them from the hotel (Darvishmotevali, Arici & Koseoglu, 2024). When the customers are satisfied with the offerings of the hotel, the possibility of their return to the hotel in the future gets increased a lot. Also, a positive impact happens in the mind of the people and the loyalty of the people gets increased a lot (Asgeirsson, Gudlaugsson & Jóhannesson, 2024). The word of mouth of the people makes a great impact on the customer base of the hotel as they are able to get more customers due to this (Magdy & Hassan, 2024). In London, they have some of the best hotels available in their place and people are able to get the chance to fulfill their expectation by going to the hotels. 
To assess the satisfaction of the people in the hotel, some models have been developed which can be used to identify the satisfaction of the people after going to the hotel (Gubhaju, Panta & Ahn, 2024). One of the models is the SERVQUAL model. This model is widely used in the hospitality industry and the service of the hotel is assessed based on five dimensions through this model (Karim & Rabiul, 2024). They are tangibles, reliability, responsiveness, assurance and empathy. Thus, model is popular for the luxury hotels as there are a lot of things included to ensure that the people coming to the hotel are satisfied during the time of their visit (Sofi et al., 2024). The ambiance of the luxury hotels is also made in a through which the customers coming to it will be able to get a different experience. Thus, the competitive advantage is ensured in the hotels by the time. 
Another theory is the Expectancy-Disconfirmation theory in which the expectation of the guests and the service of the hotel is assessed and the gap between them is determined (Cuesta-Valiño et al., 2024). The disconfirmation becomes positive when the people are able to get the service beyond their expectation from the hotel (Bordian et al., 2024). This theory is applied to hotels to know about the expectation and the service of them to the customers coming to them. 
The satisfaction of the customers in the hotel is not only limited to the service quality of the hotels. But the satisfaction of the people also includes more than the service quality and the authority of the hotel have to make sure that all the things to make the experience of the people better from the hotel (Schwepker Jr & Dimitriou, 2024). One thing that is common for the satisfaction of the people is the personalized experience during their stay in the hotel. The demand of the people does not match with one another. Their requirements vary based on their purpose of stay inside the hotel (Peng et al., 2024). The people that stay in the hotel for business purpose will not ask for the things which will be required by the one that have come to spend their leisure time. The Pullman London St Pancras is situated in a prime location in London and they have been providing better things to the people so that they will be able to boost the gratification of the guest in the hotel. Another thing is the integration of the technology in the hotel (VO, Chovancová & Tri, 2020). The guests coming to the hotel tries to ensure the comfort and technology plays a great role in ensuring that inside the hotel. Various types of technology are coming to the market which are assisting the people in doing all their things through them and the people are able to enjoy all the amenities inside the hotel through the use of the technology (Tai, Wang & Luo, 2021). Inside the rooms of the hotel, there should be tablets and the people should be able to check-in through their mobile. This will increase the satisfaction of the individual and they will be able to gain a good experience from the hotel.
The design of the hotel is also a factor for the insurance of the satisfaction of the people. When the people enter the hotel for the first time, the first thing that they see is the ambiance of the hotel. The architecture and the environment inside the hotel make impact on the emotion of the people and they will be able to get a good vibe when they will see good things inside the hotel. To ensure that the satisfaction level of the people gets better inside the hotel, the hotel authority will have to make the ambience excellent which will create a better first expression among the customers. Another important thing is the perception about the brand in the market. When the brand value is higher in the market, the people coming to the hotel will be able to get a good vibe before their stay inside the hotel. The guests that are seeking luxury will be able to get the opportunity to align their requirement if the brand value is enhanced in the market (Marques & Marques, 2023). The loyalty of the individual will get enhanced when the people will be able to get a good service from the hotel authority at the time of their accommodation inside the hotel. 
[bookmark: _Toc182519644]Methods
The case study is all about the satisfaction of the people in the Pullman London St Pancras hotel. Through this study the various factors affecting the satisfaction level will be discussed and the research will be done through the secondary data available in the internet (Takuli et al., 2024). The benefit of this research is to know about the dynamics and interaction among the people which can be determined through the quantitative survey properly (Baykal, Yazıcı Ayyıldız & Koc, 2024). The specific factors such as technological features, personalized service and the elements inside the hotel rooms that makes impact on the satisfaction of the people will be known by the time and the review of the people in the social medias will also be known by the time. 
Through the qualitative study, various sources can be integrated by the time and the customer review will be obtained from the sources available in the internet (Ayvaz-Çavdaroğlu, Iyanna & Foster, 2024). From these things a better view about the service of the hotel will be gathered and they can also be compared with the others in the market. The reviews of the people will also assist in providing the recommendation to the hotel and the service of the hotel can be modified if there are negative reviews available in the internet. 
This research is all about the discussion of the satisfaction of the people in the Pullman London St Pancras hotel. So, the information’s that will be obtained will provide great insight about the hotel but they will not be applicable for other type of hotels in the market. Also, as the hotel has been doing their business in the market for a long time, the research will also take a long period of time to assess effectively about the perspective of the people towards the hotel. As the research will be done based on the sources available in the internet and no primary information will be taken by the time, there is a chance that some information’s might provide wrong idea about the hotel by the time. Also, the people that has provided review in the internet, might provide biased information which will not give the actual information about the service of the hotel. 
During the time of the work in the research, the first thing that will be done is to analyse the reviews of the customers and the reports that have been provided by the industry. Also, the publications of the hotel will be assessed by the time and these things will give so many insights about the satisfaction of the customers of the hotel (El-Adly, Souiden & Khalid, 2024). The reviews of the people will be obtained from the TripAdvisor and Google review as so many people put their valuable comment about the hotel in these places. Also, during the time of the analysis of the hotel, some data will be gathered from the other hotels available in the market and these will also provide an idea about the satisfaction of the people inside the hotel (Demydyuk & Carlbäck, 2024). Netnography will also be used to gain insights about the review of the people from various sources and this will assist in getting to know about the service of the hotel effectively.  
[bookmark: _Toc182519645]Case Study Exploration
[bookmark: _Toc182519646]Descriptive Information
The Pullman London St Pancras is a four hotel which is situated in the Euston Road and this is the central transportation hub in London. People are able to go to the King’s Cross, St Pancras and Euston station from this place without any hesitation. The hotel is a part of the Accor’s Pullman brand and they provide the customers the opportunity to both business travel and spending their free time inside the hotel. A lot of modern amenities are available inside the hotel and the hotel have spent over £10 million for the renovation for which they have become one of the most stylish hotels in London. Also, due to the accessibility to various shopping centres and cultural site has made the hotel a better one among the others in the market (Sloan, 2024). The hotel has a total of 312 rooms and the designs of the room has been done in an aesthetic way. The people that will come to the hotel will be able to enjoy high speed internet and rain showers, king size beds and also workplace is available for them which assist them in doing their work effectively after going to the hotel. The rent of the rooms has been on an average of £443 per night. The people are able to enjoy their dining inside the hotel and they are able to order them from the rooms anytime they want. 
[image: ]
The hotel has 17 meeting rooms available and this includes the Noble Suite and Shaw Theatre which has the capacity around 446 people. As the hotel is situated in the central part of the London, many people choose this as their place of stay (Woodhull-Smith, 2024). Due to their better position, they are able to get a lot of profit in their hotel and people are able to get to see a good view from the 15th Floor of the hotel. 
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[bookmark: _Toc182519647]SWOT Analysis
[bookmark: _Toc182519648]Strengths
Prime Location
The hotel is situated in Euston Road which is a major transportation hub of London city. As the hotel provides a good opportunity to the people to move to various places of the city very easily, they chose the hotel over the others (Morrison, 2022). This attracts most of the domestic and international guests to the hotel and they are able to get to various places of London from the hotel for which it has become convenient to them. 
Strong Brand and Quality Service
The Pullman London St Pancras is a part of the Accor Group which has gained so much reputation in the market over the time. That’s why the hotel has a good brand recognition in the market and the loyalty of the people has also been increased due to this (Kim, Vogt & Knutson, 2015). Due to their good brand value in the market, the hotel has been maintaining their service quality properly over the time. That’s why the hotel has ensured high occupancy rate of the customers over the time. 
Modern Amenities
The hotel has done a refurbishment of £10 million in which they have made so many changes inside their hotel. The decoration of the hotel has been done in a way which facilitates the betterment of the people and the environment of the hotel has become better than before. People coming to the hotel are now able to enjoy high speed internet and ergonomic workspaces which is very beneficial for the people coming for business purpose (Agag et al., 2024). The hotel has also arranged for a theatre in which the people will be able to do their business meetings during the time of their visit for business purpose.
[bookmark: _Toc182519649]Weaknesses
High pricing
The price of the rooms of the hotel has been determined which justifies the premium quality of the hotel. The average price of the room is £443 and many travellers will not be able to afford this due to their budget constraint (Patrick, 2022). During the economic downturns, the hotel will also face less occupancy and this will make impact on their profitability.
Operational Cost
As the location of the hotel is in the central position of London, the cost of their operation is so high. The maintenance of the staffs and utilities cost a lot and that’s why the hotel faces issues in running their operation during the off-peak season (Pullman London St Pancras, 2017). The operation of the hotel become vulnerable at that time. 
Limiting Expansion Capability
The hotel is situated in a place in London where they will not be able to expand their building space anymore. That’s why they will not be able to arrange for new rooms for the people and they will not be able to ensure growth of the hotel in the future.
[bookmark: _Toc182519650]Opportunities
Demand for Sustainable Travel
The demand of the people in the society is getting towards the sustainability of the environment. That’s why the hotel can take initiative for the sustainability approach and they can start using the energy efficient appliance in their hotel (accor, 2024). They can also start using the low faucet in their hotel to reduce the usage of water by the customers. 
Rise of Bleisure
Bleisure refers to the business and leisure. Many people in the society are now going to the hotels for spending their leisure and at the same time they also do the work of their business staying at the hotel (Miller, 2023). That’s why the hotel can tailor the packages that they are offering to the people and this will assist them in getting more customers towards their hotel by the time. The marketing of the offer will have to be done effectively to increase awareness among the customers. 
Enhanced Technology
The rise of the technology is changing all the things in the business in the market. The hotel has a great chance to integrate new technologies such as mobile check-in and in room digital experience where the people will be able to see all the things of the hole through the use of VR (Kim, 2023). This will make enhancement of the experience of the customers and the hotel will be able to gain more reputation in the market over the time. 
[bookmark: _Toc182519651]Threats
Intense Competition
There are so many hotels available in the London who provides luxury experience to the people coming to their country. In Euston, one of the main competitors of the hotel is Hilton London and they are also providing a good experience to the customers by the time. Pullman London St Pancras will have to be aware and they will have to make their offering better from the competitors at Euston.
Economic Uncertainty
After the Covid period, the perspective of the people has been changed a lot. The people have become less interested in going to various places for their business and leisure (Aroul et al., 2023). This will make an impact on the business of the hotel and they might not be able to make enough profit by the time. The occupancy rate of the hotel might also be affected by the time. 
Dependency on Key Markets
The hotel is dependent on the people that are coming from the Europe countries. Due to the Brexit so many things have been changed and the regulations have been modified after the Brexit (Dumoulin & Giacomel, 2020). That’s why the dependency on the Europe countries might make impact on their business if the people don’t come to the hotel due to the strict regulations.  
[bookmark: _Toc182519652]PEST Analysis
[bookmark: _Toc182519653]Political Factors
Regulatory Environment
The local national regulations make an impact on the operation of the hotel. The hotel authority will have to make sure that all the things inside the hotel have been done by maintaining the rules and they will have to make sure the health and safety of the people by the time (Giousmpasoglou & Marinakou, 2024). If the company fails to meet the rules, then they will have to face issues and their reputation will also get damaged by the time. 
Brexit Impacts
Due to the Brexit, huge impact has been imposed on the hospitality industry of London. London was heavily dependent of the people of EU specially for the entry level roles. Due to the Brexit, the number of labors from the EU has been decreased and the labor cost has been increased a lot in the hotel (Ivanov, 2023). On the other hand, Brexit has made UK popular to the international tourists of the world. That’s why the hotel will be capable to get a lot of customers from the international countries other than EU. 
[bookmark: _Toc182519654]Economic Factors
Fluctuating Exchange Rate
The rate of the currency is getting changed over the time. When the rate of the pound gets decreased, the people are able to afford the hotel at London effectively and on the other hand, when the price of the pound gets increased, the affordability of the people gets decreased by the time (Morina et al., 2020). During the time of economic downturn, the people will not be able to spent enough money for the premium hotel services at London. 
Impact of Inflation
Rising inflation rate in the country has increased the cost of the goods and the labors of the country. That’s why the maintenance cost of the hotel has been increased and the supply cost of the materials is also getting increased by the time (Song et al., 2024). That’s why the rent of the rooms of the hotel has also been increased and the customers have top pay more money to the hotel authority by the time. This also makes impact on the competitive advantage of the hotel as the people might choose the lower cost hotel over the higher one in the market.   
Travel Recovery
After the covid period, the people in the society have changed their preference and the people are less focused on the travel after the covid period. That’s why the hotel is getting less consumers and also the impact of the economy has also decreased the interest of the people towards the tourism (Ampofo et al., 2023). That’s why the hotel will have to attract tourists through better offerings and the marketing of the sustainability approach will have to be done effectively by the marketing team of the hotel. 
[bookmark: _Toc182519655]Sociocultural Factors
Workforce Demographics
The younger generation of the society are looking for flexible working environment where they will be able to do their work effectively and they also look for the development of their skills by the time (Plakandaras, Gupta & Wohar, 2019). That’s why the hotel will have to take action for the skill development of the employees inside the hotel and they will have to ensure that all the people are getting the chance for their development during the time of their work. 
Rise of the Bleisure Travel
The people of the country are focusing towards the bleisure travel which defines to the business and leisure travel at the same time. As the demand of the people is getting increased in the market, the hotel will be able to modify their offering so that the people that are looking for bleisure will be able to choose the hotel by the time (Mehdipour et al., 2024). The satisfaction of the customers has to be ensured by the hotel authority and the profit of the company will also be increased by the time. Discount will have to be given by the authority so that the people will be able to get interested to stay at the hotel after going to that place. 
[bookmark: _Toc182519656]Technological Factors
Digital Transformation
Technology is getting advanced in the world day by day. This advancement in the technology will have to be adopted by the authority of the hotel so that the customers will be able to get better experience by staying at the hotel (Minford & Zhu, 2024). The tech savvy people will be able to get a good experience and the hotel will also be able to make their reputation better over the time. Implementing the technology in the hotel, they will be able to meet the rising demand of the people in the market.  
Data Analytics
The analysis of the data has become an integral part of the business. In the hotel, the authority will be able to get a lot of insights by analyzing the data of the people (Imamboccus et al., 2024). This will provide them an idea about the preference of the people and the offers of the hotel will be made aligned with them. The hotel authority will also be able to know about the trends in the market and this will assist them in getting the competitive advantage among the others in the market.  
[bookmark: _Toc182519657]Competitor Analysis
The competition is high where Pullman London St Pancras does their business as this is a central place in London. There are so many other hotels available at that place and these are making the competition harder for the hotel. The hotels that are the competitors of Pullman London St Pancras are The Standard London, St. Pancras Renaissance Hotel and The Kimpton Fitzroy London. The feature of these hotels is different from one another and they have their unique things which is making them different from one another. 
The Standard London
The design of this hotel is done in a retro style and they have a unique rooftop bar which is place for the social gathering as well (Raudla & Douglas, 2024). The hotel is mainly focused on the relaxation of the people and they try to attract creative people to stay inside their hotel. They do their marketing in the social media and they tell stories regarding their hotel to attract people towards them.  
St. Pancras Renaissance Hotel
This is five-star hotel which offers high end leisure travels to the people coming to them. The architecture of the hotel is done in Victorian style and this focuses on the luxury heritage experience for the people in the society (Magnini et al., 2024). The service of the hotel has made them unique and this has made them apart from the contemporary aesthetics of Pullman. 
The Kimpton Fitzroy London
This hotel is a part of the IHG group and it is situated in the Russell Square. This hotel provides personalized experience to the people and thus, the loyalty of the people gets increased over the time (Park, Lehto & Kang, 2024). The hotel also provides facility for the pets of the guests and this has made them unique than the others in that place. As this hotel is situated in the proximity of Bloomsbury, they are able to attract a large number of customers to them. 
[bookmark: _Toc182519658]Theme Exploration
[bookmark: _Toc182519659]Customer Satisfaction in the Hospitality Industry
The satisfaction of the guest in the hospitality industry is very crucial for the maintenance of the profit in the sector (Wynn & Lam, 2023). Without the satisfaction of the people the hotels will not be able to ensure their continuous profit and they will have to face issues for the maintenance of the operation in the hotel. The level of satisfaction not only increases the loyalty of the people but also the probability of getting positive reviews will get enhanced by the time. In the hospitality industry a lot of options are available to the people (Pérez López et al., 2024). That’s why the people also provide reviews in the internet through which other people are able to make their decision about choosing the hotel (Lashley, 2024). The experience of the people is shared in the online platform and it becomes very easy for the customers to know about the service of the hotel by the time (Herford, 2021). The customers that become satisfied with the service of the hotel, become loyal towards the hotel and they will come to the hotel again in the future (Uysal & Williams, 2013). The positive word of mouth will also get enhanced by the time and the customers of the hotel will get increased by the time. Satisfied customers make impact on the revenue of the hotel and the hotel is able to ensure that the maintenance of the operation is done properly (Hudson & Hudson, 2012). The customers that are loyal towards the hotel also spends more than the others coming to the hotel.
There are so many key factors available which makes impact on the satisfaction of the people in the hospitality industry (Dixit, 2017). One of the main things is the service of the hotel given to the customers during the time of their stay in the hotel. High quality service includes the friendliness of the employees of the hotel and the professionalism of the staffs (Hill & Alexander, 2017). The professionalism assists the staffs in meeting the needs of the customer coming to the hotel and they are capable to resolve many issues that rise during the time of their work. Studies have shown that the staffs that are productive in their workplace are able to enhance the satisfaction and expectations of the customers a lot. The cleanliness inside the hotel and the amenities of the hotel also makes impact on the satisfaction of the people coming to the hotel. One of the main things after entering the hotel is the environment inside the building and the comfort which is one of the most demanded things by the people (Szende, Dalton & Yoo, 2021). Investment in the luxury ensures that the environment becomes better inside the hotel.
Another factor for the satisfaction of the people includes the value for money. After going to the hotel, the people look after the things that the hotel provides and they compare the things with the money that they have provided to the authority of the hotel (Bello & Bello, 2017). When the price of the rooms is higher, the people look for the comfort inside the rooms and they also see the technologies that the hotel have used inside the rooms (Tarmudi & Jaharuddin, 2021). If the facilities provided by the hotel authority does not exceed the expectation of the customers, then the satisfaction of the customers gets lower (Kim & Chung, 2022). This also makes a bad impact on the reputation of the hotel and the customer will also provide bad review in the social media by the time. The loyalty will not be ensured as the customer will not return to the hotel in the future. 
When a guest comes to the hotel for their stay, they have to stay there for a long time. In the meantime, they met with new people who work inside the hotel and their service towards the guests make a great impact on the minds of the customers (Jelassi & Martínez-López, 2020). When the customers are able to get personalized things during the time of their stay, the experience of the people gets better at that time. The satisfaction of the guest gets increased and they become loyal towards the hotel by the time (Kimes & Ho, 2018). The customers that are satisfied with the service of the hotel, comes to the hotel again in the future and this assist the hotel in gaining profit throughout the time period (Grotte, 2018). The satisfaction of the customers is assessed in various ways and one of the common one is the survey of the customers. On the last day of the stay of the guest, the hotel authority will provide them a form where the people will have to fill up some questions (Li, Fang & Huan, 2017). These questions will be regarding the satisfaction of them through the service of the hotel and they will also include questions about the preference of the people. This will assist the hotel authority to find out their gaps and they will be able to arrange for these things in the future (Zupan & Milfelner, 2014). Also, the authority of the hotel will be able to gain insights from the online reviews as many people give their opinions in various websites and in the social media. In the social media, the hotel will be able to get real time feedback which will assist them in getting valuable insights about the offerings of the hotel. 
Another important thing that can be assessed by the authority is the recommendation of the people to others (Kim, Palakurthi & Hancer, 2012). When the satisfaction of the guests is ensured in the hotel, they recommend others to come to the hotel and this makes a good impression about the hotel. The reputation of the hotel also gets better through this. 
During the time of the stay of the people, the hotel sometimes faces issues for ensuring the satisfaction of the guests. Sometimes the number of labors is less in the hotel and the people are not being able to get the things according to their recommendation (Goh & Okumus, 2020). The service of the hotel is affected due to this and the people don’t get satisfied through their stay inside the hotel. Another important thing is, the people working in the hotel sometimes become stressed due to their work (Dos Santos, Méxas & Meiriño, 2017). At that time, the productivity of the people gets decreased and they are not being able to provide better service to the people by the time. As London’s hospitality industry is very competitive, the service of the employee has to be better to become competitive in the market, 
[bookmark: _Toc182519660]Analysis and Discussion  
The satisfaction of the customers at Pullman London St. Pancras is dependent on various factors. One of the main thing that is seen in getting the satisfaction is the service of the hotel and the amenities that are available inside the hotel (Cismaru & Iunius, 2019). The hotel is a part of Accor Hotels luxury Pullman brand and they are focused on the business and the leisure of the people coming to the hotel. They also ensure that the people coming to the hotel are getting enough comfort during the time of their stay and they try to provide the convenient things needed by them (Léo & Élisabeth, 2023). Without these things the hotel also faces some challenges during the time of stay of the guests and ensuring the satisfaction of the guests becomes hard at that time. 
Service of the Hotel
The staffs of the hotel are highly trained and they are very friendly towards the people coming to the hotel. Due to their professionalism at work, the people coming to the hotel are able to gain a good experience and their satisfaction gets enhanced a lot due to this (Paulose & Shakeel, 2022). The guests coming to the hotel gets the chance to obtain the personalized service from the staffs. The staffs are trained in a way through which they are focused on the satisfaction of the guests and the guests are also able to get their proper care from the staffs by the time (Chatterjee & Karmakar, 2023). In the online reviews of the hotel, it is seen that the management of the guests in the hotel is very effective and so many people have provided positive review regarding the management in the hotel.
Location of the Hotel
The hotel is located at the central position of London. People are able to get to popular locations of the city effectively by staying at the hotel and they are also able to get the transportations easily from the hotel location. As the travel time is a great factor during the time of travel, guests always prefer the place from where they are able to move to various places at a short time (Mekoth, Thomson & Unnithan, 2023). The people coming of Pullman are able to explore the city very efficiently and thus the hotel have got a competitive advantage among the others in the market. The location of the hotel is a major advantage as so many guests coming to the hotel is attracted to it due to this (Arici, Cakmakoglu Arıcı & Altinay, 2023). But the people that are looking for quiet environment may find the hotel not comfortable for them due to the bustling environment around the hotel.
Design of the Rooms
The hotel is well known for the design inside the rooms and the rooms of the hotel are spacious enough to ensure the comfort of the people. Inside the rooms there are smart Tv, high speed Wi-Fi available for the people through which the people are able to enjoy their live during the time of stay inside the hotel (González-Mansilla, Serra-Cantallops & Berenguer-Contri, 2023). The people that comes for business purpose are able to do their work effectively as there is enough space for their work and due to the better connectivity they are able to go to various places for their business purpose. The online meetings of the hotel can also be done without any disruption and that’s why the hotel has become the first choice of the business travelers to the country. 
Though the design of the rooms is done very aesthetically but some of the guests have said that, a lot of noise come inside the rooms as it is situated at the central transportation hub in London (Kim et al., 2023). If these things can be mitigated, the hotel will be more comfortable for the people coming to it. 
Dining and Amenities
During the stay of the people in the hotel, they are able to enjoy their food in the GA KingsX Bar and Restaurant. In the social media, the people have also given a lot of positive reviews of the hotel and that’s why it has become one of the popular things of the hotel by the time (López‐Gamero et al., 2023). The people are able to get the chance to enjoy various types of dining options at the hotel and in the breakfast the guests of the hotel are able to get a large amount of options for themselves (Chen, 2023). Inside the hotel there is also fitness center, meeting rooms and event spaces available for the people through which the customers are able to get satisfied through the hotel over the time. The corporate events can be done very easily inside the hotel during the time of the stay of the people. 
Technology and Modern Feature
The hotel has installed modern technologies inside the rooms through which the guests are able to control all the things sitting at one place of the hotel. The rooms of the hotel have smart room locks and people are able to order anything from their room through an app developed by the hotel. This has increased the efficiency of the work of the hotel and the people that are tech savvy gets the environment friendly for them (Yen, Tsaur & Tsai, 2023). The guests of the hotel have also provided some reviews regarding the technical glitches inside the hotel and sometimes the speed of the internet also becomes slower (Li et al., 2023). That’s why taking action for these things will improve the satisfaction of the people and the hotel will be able to gain some good reviews in the social media.  
Overall the hotel has been providing better experience to the people and due to its location it has got so many benefits among the others in London. 
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Pullman London St. Pancras has established themselves as one of the prominent hotel in London where the people are able to get better things during the time of their stay in the hotel. The amenities of the hotel have ensured the satisfaction of the people and the quality of the service of the hotel has also attracted a large amount of customers. The restaurant inside the hotel is providing the option for various types of foods and that’s why all types of people are able to enjoy their time inside the hotel effectively. Due to the integration of the technology in the rooms, the people are able to do their check-in and control all the things of the room very efficiently. These things have also increased the satisfaction of the guests and they have provided better reviews in the social media by the time. That’s why so many customers have also got to know about the hotel and this has assisted them in making decision effectively over the time. The personalized things to the guests have also increased the satisfaction and thus, the hotel have also gained more loyal customers for them. 
Without these things there are some minor issues available in the hotel and customers have given their opinion based on them. These things have to be observed by the authority of the hotel and they will have to take action to ensure that people don’t face any issues due to these things. The recommendations for the hotel are given below:
· Pullman London St. Pancras is situated at the central location of London and it is also the transportation hub of the city. That’s why the people are able to hear noise during the time of their stay inside the rooms. The rooms that are situated at the front of the building facing the road experience more noise. The rooms that are at the lower floors also experience a high amount of noise. That’s why the hotel will have to install the soundproof glasses on these floors to ensure that the people are not facing issues due to the increased noise at the road.
· During the peak hour, the employees of the hotel sometimes not been able to provide better service to the guests. That’s why the hotel will have to optimize the staff hours to make things better for the people. They will also have to implement some automated task inside the hotel so that the guests will be able to use them by their own. 
· Rewards will have to be given to the customers that are loyal to the hotel. Due to their loyalty the hotel authority will give them special discount and they will also get enhanced personalized things during the time of their stay inside the hotel. The people will also have to get discount on the dining which will enhance their satisfaction and the loyalty will get enhanced by the time. 
· The perception of the people about the pricing of the hotel sometimes makes confusion regarding their decision making to stay in the hotel. The hotel will have to make their price transparent which means they will have to include all the things in the pricing so that the people will be able to get an idea about the things that they will get within the pricing. 
These things will have to be done by the hotel to address the minor issues faced by the people in the hotel. The people will not give any negative review if they get these things during the time of their stay inside the hotel. 
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The reflective model of Gibb’s provides a great insight about the experience of an individual and a lot of things can be obtained from this. During my placement at Pullman London St. Pancras I got the opportunity to work in various roles in the hotel and these roles have assisted me to learn about the satisfaction of the customers effectively inside the hotel. The Gibb’s reflective model has six stages and all of them are given below to describe the experience of mine regarding the customer satisfaction at Pullman.
Description
During the work in the hotel, I worked in housekeeping foods and beverage, customer service and reception. These are the main areas where the people coming to the hotel are able to get all the things they need during their time of their stay. During the housekeeping I cleaned the rooms of the people and also the public places inside the hotel to ensure the cleanliness of the hotel. This provided the guests a good vibe by the time. At F&B, I served the foods to the people and different types of foods are available in the restaurant. This has enhanced the experience of the people coming to the hotel and they were very pleased by the service of the restaurant. Some guests complained about the noise during their stay and as a customer service representative I handled them effectively by the time. Each of the roles allowed me to interact with guests in various ways and I got to learn a lot of things at that time about the preference of the people.  
Feelings
During the work at the hotel I felt very happy as I got the opportunity to work in such a reputed hotel. So many challenges have been faced by me during the work and I got to learn various techniques to solve them by the time. During the housekeeping and F&B, physical challenges have been faced by me and guests coming to the hotel always wanted precision in the work. On the other hand, during the time of work at the reception and customer service, communication was main thing and patience also have to be shown by the time. During the peak hours, I felt a lot pressure as the number of guests increased at that time. 
Evaluation
During the time of work in various departments, I got to learn about the perspective of the people and this provided me so much insights about the requirement of the people. In the housekeeping I got to know about the expectation of the people regarding the cleanliness of the hotel. This is very important for the comfort of the people. In the F&B, the delivery of the food at the right time is very important and also the preference of the people regarding their diet is also very important. The interaction with the people at the reception makes a great impact on the satisfaction level of the people. This is the place where the first impression from the service of the staff is obtained and this gives the customers an insight about the journey during the time of stay inside the hotel. In the customer service, the complaints from the people assisted me to tell the authority about the issues and the authority took decisions to mitigate them by the time. 
Analysis
During the work at the hotel, the roles in which I have done my work provided me various types of insights about the people. During the housekeeping work, cleanliness is a mandatory thing and small lapses in the work makes negative impact on the minds of the guests. During the presentation of the foods in the F&B role, the personalization makes a great impact in the satisfaction of the people. In the reservation, the people feel great when they get the service at a quick rate. This provides the people in becoming satisfied over the time and if there is delay in the reception, the guests of the hotel feel less valued by the authority of the hotel. During the work at the hotel, some problems have been observed by me and among them one of the common one is the high occupancy rate of the guests. When the amount of guests gets increased in the hotel, the service to them gets delayed and this creates dissatisfaction among the employees of the hotel. Sometimes the amount of the guests gets so much increased and the hotel strives for providing better satisfaction to the people as the number of staff is less in the hotel. 
Conclusion
During the placement at Pullman London St. Pancras, I got to learn that the hotel is able to ensure the satisfaction of the people properly through their service. The people coming to the hotel are able to get things according to their expectation and sometimes more than their expectation. But the hotel has the opportunity to improve their offerings to the people. During the time of the peak hour, the people of the hotel are not being able to serve properly to the guests coming to the hotel. The communication between the housekeeping and reception can be improved to provide new guests their room instantly by the time. This will enhance the satisfaction of the people a lot. 
Action Plan
· The communication among the departments has to be better for providing enhanced service to the people. A communication app has to be developed by the authority by the time for their betterment.
· During the peak hours the resource of the hotel will be placed effectively. Main focus will have to be provided at the reception and housekeeping.
· The response to the complaints have to be solved properly and the resolution time should be less to enhance the satisfaction of the people. 
· Regular feedback will have to be provided to the employees to make their work better over the time. 
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, using tools to summarise, compare and
interrogate materials.
	Yes ☐

No ☐

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts
and headings, etc.
	Yes ☐

No ☐

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your
own work within specific standards.
	Yes ☐

No ☐

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐

No ☐

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐

No ☐

	PROGRAMING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐

No ☐

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading
support and creative support.
	Yes ☐

No ☐



I acknowledge the use of Grammarly (https://www.grammarly.com/) on 9th November 2024 to check my work using the prompt(s):
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
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