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[bookmark: _Toc199593977]Introduction
During my placement at Pullman London St Pancras on the 12th and 13th of May, I was assigned to the Housekeeping Department. This department is integral to maintaining the hotel's high standards of cleanliness and guest satisfaction. Housekeeping services at Pullman include daily room cleaning, linen management, and ensuring all guest areas meet hygiene standards, contributing significantly to the overall guest experience (Pullman London St Pancras, 2025).
My primary objectives for this placement were:
1. To enhance my communication skills within a diverse team environment.
2. To gain a comprehensive understanding of housekeeping operations and their impact on guest satisfaction.
3. To develop problem-solving skills in real-time service scenarios.
Gibbs Reflective Cycle (1988) is used in this report to critically explore my experiences and learning outcomes of the placement.
[bookmark: _Toc199593978]Section 1: Role Reflection (Using Gibbs' Reflective Cycle, 1988)
1. Description
While on a two-day placement, I was a housekeeping assistant at Pullman London St Pancras. I helped with cleaning the rooms, restocking the amenities, and reporting any maintenance issues. The housekeeping team was structured in such a way that the supervisors supervised the work of the room attendants, and the rooms were attended to efficiently and to the hotel’s standards.
2. Feelings
I was excited at first, but also apprehensive. I was scared of working in a high-paced environment. The team was, however, very supportive, and I got used to the workflow very quickly. When the placement ended, I felt more comfortable with what I could do, and I enjoyed the collaborative atmosphere.
3. Evaluation
Some of the key skills which were observed during the placement were:
· Leadership and Delegation: Supervisors knew how to assign tasks to the best fit and ensured that everyone was productive.
· Communication and Teamwork: Team members supported each other in order to meet tight schedules by having a clear communication channel.
· Problem-Solving and Decision-Making: Naturally, the team took on Problem-Solving and Decision-Making when a guest needed an early check-in, and the team coordinated to get a room ready in the most expeditious manner.
A supervisor was often delegated during the high occupancy period, and rooms were cleaned on time without compromising on quality. In contrast, the absence of communication during a linen shortage caused a delay; therefore, communication is vital (Johnson, 2025). 
In particular, I knew I was good at adaptability and teamwork, but less good when it came to time management and assertive communication.
4. Analysis
The observed effective leadership is in line with the team-oriented leadership style, which is more of collaboration and joint responsibility, leading to staff satisfaction and service quality (Ginting et al., 2024). During the time of a linen shortage, the lack of communication emphasises the need for transparent performance measurement and an open dialogue within teams (Flexkeeping, 2025). 
5. Conclusion
I believe the placement strongly supported the importance of good leadership, communication, and adaptability in housekeeping operations. It highlighted how these elements directly impact guest satisfaction and operational efficiency. Improving in areas like time management and proactive communication will enhance my future contributions to similar environments (Strauss and Parker, 2018).
6. Action Plan
To address identified areas for improvement:
· Communication Workshops: Enroll in workshops to enhance assertive communication skills.
· Time-Management Goals: Implement tools like checklists to prioritize tasks effectively.
· Observation of Senior Leadership: Seek mentorship opportunities to learn effective delegation and decision-making strategies (Aset, 2017).
· Additional Placements: Engage in further placements to apply and refine these skills in varied settings.
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[bookmark: _Toc199593980]Management Styles
During my placement, I observed a predominantly democratic leadership style within the housekeeping department. Supervisors encouraged team input and fostered a collaborative environment. This approach aligns with theories of participative management, which suggest that involving employees in decision-making processes can enhance motivation and job satisfaction (Casado, 2012). The inclusive atmosphere contributed to efficient task completion and a positive work culture.
[bookmark: _Toc199593981]Health & Safety Compliance
The housekeeping department adhered to UK health and safety regulations, including the Health and Safety at Work Act 1974 and the Control of Substances Hazardous to Health (COSHH) Regulations 2002 (UKCPI, 2025). Staff received training on proper handling of cleaning chemicals, use of personal protective equipment, and procedures for reporting hazards. Regular audits and risk assessments were conducted to ensure compliance and maintain a safe working environment. 
[bookmark: _Toc199593982]Culture & Teamwork
Pullman London St Pancras promotes an organizational culture that values diversity, inclusion, and continuous development. The housekeeping team comprised individuals from various cultural backgrounds, and the management encouraged open communication and mutual respect (QAA, 2018). This inclusive culture aligns with best practices in personnel resourcing and development, which emphasize the importance of employee engagement and well-being (Hagg, 2013). The positive work environment contributed to high morale and effective teamwork.
[bookmark: _Toc199593983]Marketing & Guest Experience
The hotel places significant emphasis on maintaining high cleanliness standards to meet and exceed guest expectations. Guest feedback is actively sought through surveys and online reviews, and the housekeeping team is responsive to comments and suggestions. This focus on service quality aligns with principles of hospitality marketing, which highlight the importance of customer satisfaction and service recovery in building brand loyalty (Bardi, 2010). By prioritizing guest experience, the hotel enhances its reputation and competitive advantage.
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[bookmark: _Toc199593985]Identify a Key Issue
On my placement, I noticed that the rooms were occasionally delayed, usually during peak check-in times. Most of these delays were due to communication breakdowns between the front desk and housekeeping concerning early check-in requests and prioritisation of rooms.
[bookmark: _Toc199593986]Justify the Issue
Room readiness is a big determinant of guest satisfaction, and delayed check-ins can lead to bad reviews and less loyalty. According to research, operational inefficiencies, including poor communication and lack of coordination, play a huge role in influencing service quality in the hospitality industry (Ali et al., 2021). These problems must be resolved in order to maintain high standards and to meet guest expectations.
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1. Implement a Digital Communication Platform: Utilise a real-time communication tool like a mobile app or all-integrated software to allow the front desk and housekeeping team to update instantaneously (Tran, 2016).
2. Establish Clear Protocols for Room Prioritisation: Define procedures for limiting room cleaning to only those rooms which will be ready for guest check-in (based on guest arrival time and special requests) and not those which will not be ready (in advance).
3. Conduct Regular Training Sessions: Ongoing training for staff on best communication practices and use of new digital tools to keep implementation and adherence to protocols going smoothly (Alghamdi et al., 2024).
These steps allow the hotel to operate more efficiently, decrease room readiness delays, and generally increase guest satisfaction.
[bookmark: _Toc199593988]Conclusion
Being at Pullman London St Pancras made it possible for me to see how the housekeeping department works and what effect it has on guests. By using Gibbs' Reflective Cycle, I realised communication, time management, and problem-solving are key areas I should improve in. Seeing how democratic leadership and an inclusive culture support outstanding management helped me appreciate their importance for a good work environment. Working on operational issues, such as late room readiness, by using planned improvements can greatly increase the quality of services. All in all, my placement helped me meet my learning targets and has taught me useful skills and knowledge for working in hospitality.
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