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ABSTRACT

The demand for Building Eintenance is on the increase all overworld; Nigeria a developing nation with i
drive towards upgrading from a third world counisy’t left behind.Preservatiorof public buildings agains
possible future breakdowrso as to keep in good state and fit into the urbxamtext is a goal that muse

achieved in this papemhe maintenance of public buildings is of parantdmportance as it's the next on 1
gliding scale of urbanization aftere conversion of slums to citieBhe research is aimed at assessin(Hotel

in its functional state ankighlighting factors limiting aequate maintenance procgsscarrying out these stud
primary data are to be collected frc(Hotel management staffs of each unit with the aid of d steuctured
close ended questionnaire, thgués) current users of the Hotalre to be interviewed using an intervi

schedule. Secondary data in relation to buildingnteaance of the study area are to be gotten frager\state

ministry of works, department of public buildin. The data collected are to be analyzed g descriptive
statistics. Findings and deductions are to be gofftbe conclusive part of this research highlights need fo

an effective implementable maintenarprocess of Shiroro Hotel ina that takes cognizance of the u:

during decision makip and implementation of maintenance managementrgmegy it would also possib

propose a maintenance policy towards guarding deg@ate implementations of these mainteniprocesses,
the research would also come up with a model foryray out adeque maintenanc@rocesswith minimum

effects on the users.

Keywords. Hotel, user opinion, Maintenance process, User satisfaction.

INTRODUCTION
Hotel buildings are structuret aside for lodgir, either on a short or long term badikey also support other

functions such as gardenscireaticnal facility, outdoor and cocktail bar, pool, ggasiun and aerobic arcades.
Shiroro Hotel Minnabuilt in 1981, houses the activities mentionedva&band is the biggest hotel locatec
Niger State known to be government oriented, with 208 roomstaioed in it. Other features it has witt
include 3 NoConference room, Outdoor garden, Cocktail bar, Adstiative wing,and Shops. It was
constructed in line with Shagarigovernment initiative, whic entails the construction of hotels all o
northern Nigeria to accommodate the people di short term visitation to the stafer campaign rallie. The
hotel was left in custody of Arewdotels to take charge of running the hotel andniggntenance as we

Hotel business is a competitive venture Irelies mainlyon user satisfaction as form of marketing strateec
effectively create aitth of uniqueness among other hot The maintenance practices of hotels are of
importance the idea of how to keep the performance of so mawmyns and public spac requires a well
organised approach and technical knowhow to coffe svichvolume of work.

In Nigeria, so many hotels have been able to cansueh issues whereas some have he whole maintenance
chores to housekeeping units of the building. T9saié with the maintenance of Shiroro hotel howegethe
inadequacy of their maintenance methods. Eitheisvlag en- users of the building acknowledged their lacl
satisfaction @ the kind of maintenance carried out. This maiatee schedules were set aside by the pr
maintenance department of the hotel, this studiy dviell on the need to incorporate the icof the users in
maintenance processes. Users ©on will make had ways towards achieving a User satisfactory raaarice
process. The possiblaps that exi between user satisfaction an@intenance managem process will be
breached through practical application of methbas allow the evaluation of users vit

For so many years, hotels have remained on thesidevof revenue generation in Niger state. It &ralng to
find out that Shiroro Hotel has no effective maiaece scheme in place. Findings have revealedathadjor
maintenance process has never put in place for the building, thus the motivattonembark on this study
maintenance process generation for Shiroro F

PROBLEM STATEMENT
Users of hotels are one of the primary factors ttlthe emphasis laid on its maintenance of sucHiq

buildings. However there is failure in consideringrugpinion during decision making and implementatidi
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maintenance of these buildings. This has posed seriaus challenge in Shiroro Hotel as the maintea
scheme generated by the maintenance depnt of the hotel has proven to be unsatisfact

AIM AND OBJECTIVES
This papelis aimed at determining user satisfaction as afé@egenerating maintenance management prc
The aforementioned can be archived through theviatig objective

1. To identfy the opinion of users in the generation of maiatece proces

2. To evaluate the present process employed by thetemaince team of Shiroro ho

3. To create a comprehensive maintenance processiiar® hotel using the user opinidiagram.

LITERATURE REVIEW
Maintenance of Hotel Buildings
Hotels are building whose operations go round tbekg the appropriate management and maintenanteesé

buildings are highly required. Keeping up to staddae structure, its fabric, components, finished srvices
is highly crucial to satisfy the customer’s wantaxpectations. The maintenance manager of hotklrgé
magnitude have to ensure the smooth running oémifft components such as plumbing, drainage, figl
HVAC, and escalators/ elevatorson ground. The possibility of breakdown of this @mments should &
checked to it bearest minimu@han, 2008

Kelly, (1984) Performing periodic maintenance isoatine that is needed to sustain the life spaa sfstem
facility or equipment. It islao important so as to keep the system in shapéngat in accordance to standa
as its performs its functiodver years proper maintenance of hotel has becoiigal; in terms of strategie
and programmes especially when faced with globahpmtiion and high cost reduction of expenses w
trying to sustain optimum quality of service. Mdgitel organization centre the focus on cost ledierand
other delineation that draws a yard stick for basisomparisr(Chan, 2008)

User Satisfaction in relation to maintenance of Hotel Buildings
Customer satisfaction is a driver of customizaiiomnelation to buildings. The act of making goodadiferrors

and defects in a building or facility isn’'t theinlate when the customer or user isn’t sied. Quality of service
delivery is a critical factor for the smooth rungiaf every business (Dominici and Guzzo, 2010). gleates
challenged in the hotel sector is to sustain custamliability and satisfaction through quality @ee delivery
of products especially in areas where tourism andatisit is on the increase (Lam & Zhang, 1999; YeB&
2004)

Hotel providers must derive strategies to outwdlydh competitors so as to gain loyalty, and dis a@p be
gotten from effective customertisdaction. The needs and wants of tourist havenhbteacts over time wit
carefull survey feedbacks. Wuest, a researcheBjAccording to Adedayo, (201Q)ser satisfaction can |
achieved using customization principles, this gples is achieved byeeking user opinion to design the hou
for the prospective owners by so doing their needbsaspirations are expected to have been capunckthker
care of during the design and construction of thesks. The hotel is a temporary home so long auser pays
for its satisfaction hence the hotel can be reghedeusers’ home for that time be This however brings int
play the relevance of maintenance in to play. Rare satisfaction of user assessed in a hotel iogijtwo-

third of it isachieved through maintenar

STUDY AREA
The growth in the development Bffinna by land mark is noticeable along the outskiftthe town in 3 form:

e Construction of shops along linear settlem

* Increase in residential houses such as fresh hpusimstruction arouncNyankangbe, Gurara,
Mosafaye, Gidan kwandzidan mangoro accessibfeom western by pass, and three arm zareas
assessable froeastern by pas

« The 3 form which is related to the purpose of this paisegrowth of hotel which are all closely
packed around Unhga being the first plan settlement colony on rémg Minna town from Abuja th
capital Nigeria.
In order to generate an effective maintenanocess, an old hotel building that has beexisting for a
longtime has been selected as study area. Thusethetion of Shiroro hoteMinna, located alone
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western bye pass, opposSauka ka huta area ofilvha, a stone throw to Tun area where the rise of
hotels is on the increase.

The Shiroro hotel is in need of general overhauhteaance as it has not undergany serious form
of maintenance since iwvas commissioned by President Shehwadari in 1981.Furthermore
maintenance o$hiroro hotel is paramount so as to compete witbrigble with other new diminutiv
hotels that are springing up in Min

Plate 1 belowshows the site layout of Shiroro hotel, its respectinits and its environs Tunga and Sauki
huta, its relevances however the main theme of this research, thedystnea whose maintenance programrr
been appraised.

L o

e >< o = = ’ 3 * - = : | e . ""-._\. L_‘
Plate 1:Shiroro Hotel site layout Source: Google Maps, 20

)] g
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METHODOLOGY

This paper covers Shiroro hotet a public building in Minna iger state, which comprises of 6 departme
The maintenance department and the house keegpagrtchent are both the branches where ques5
guestionnaire each was issued, making a tot30, while the (guest), 30 eiss of the building where al:
interview with the aid of an interview sched The data collected was analyzed udiixgel package so as to
obtain a comprehensive analysis and result in gds@ statistics.Google sketch up layout is used for
diagrammatic representation flowchart:.

FINDINGS

Hotel Subdivision

Shiroro hotel is subdivided into departmentsrom when the building was commissioned date; this
department are to work hand in hand for smooth inghof the hotel due to its magnitucThese departments
include Administrative department, Front office, Food armevdrage department, Housekeeping departr
Maintenance department, Security sec As shown in figure 1 below
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ADMINISTRATIVE
OFFICE.

FOOD AND
BEYERAGE
PEFARTMENT.

FRONT OFFICE.

SHIRORO HOTEL
SUB DIVISION

MAINTENANCE
PEPARTMENT

HOUSE
KEEFING
DEPARTMENT.

SECURITY
DEPARTMENT

Figure 1Hotel subdivision Source: Field Survey 2012

From the subdivisions of functions of the hoteldisabove there are 2 main departments associdte
maintenance which are

e Maintenance department

* Housekeeping department

DATA ANALYSIS
Below are the analysis and the results of dataecwtl from the field survey as extracted from tlaga

collection instruments (Questionnaires A, Intervieshedule B respectivel

Assessment Present M aintenance Process

MAINTENANCE\
DEPARTMENT 7%\7

LONG TERM REACTIVE
MAINTENANCE MAINTENANCE
LONG TERM REACTIVE
MAINTENANCE MAINTENANCE
FOUR (4) TWO (2)
FACILITY FACILITY
MANAGERS MANAGERS
OUT SOURCE MAINTENANGE
MAINTENANCE WORKS DONE
WORKS BY SELF

Figure 2Maintenance managements Chart

Source: Field Survey 2012
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HOUSE KEEFING
DEPARTMENT.

PAY TO DAY
MAINTENANCE

< =

CLEANING AND
GARDENERS ROOM KEEFING LAUNDEY
Figure 3Housekeeping managements Chart Source: Field Survey 2012

From figure 2 abovewe can deduce the maintenance structure of Shhotel, relating these maintenar
model to the feedback gotten from the maintenaregadment and the degree of dilapidation of theelt
building as observedye can conjecturthat the reason for laak maintenance of Shiroro can be traced to
of founds to effectively put the maintenance stitetin place and due to negligence of making gob
components when they are damaged. Accumulationhe$et small defects with time leads to enorn
mainterance problems in the futuiWhich is the state of Shiroro hotel at present?

Figure 3 shows the subdivision of the house keepewion which comprises of gardeners, cleanen#ojs,
laundry. From the observation during hotel vistas, it can be seen that the house keeping seat@smot
doing their duties to full capaciue to negligence of duty as of the time wtheir duties are neede

Classification of Usersin Relation To Building Purpose

MAJOR TARGET
MARKET .
HizH CUSTOMERS, HIGH CUSTOMEES
STEADY FLOW. BUT SEASONAL
GOVERNMENT. POLITICIANS.
~ \\ | -~ L - ~ : [ A
\\\ kw’a\ // - \\\\\ ',rf\; /'//
~— N Nl g/
T ( SHIRORO HOTEL |~
N r
é, %
] S
- N
OTHER FUBLIC
USERS,
LOW CUSTOMERS.
Figure 4:Showing classification of users Source: Field Survey 2012

From the table above we can deduce that the ug Shiroro hotel can be classified into 3 major groupgsich
includes
1. The government: constitutes the major user of the hotel and theidatimg class. These can be tra
to the simple fact that its been owned by the gowent, these allows governmentunctions that will
require hotel lodgingr conferencingwith ease since it'the primary purpose to which tlhotel was
constructed in line ith the thagari initiative. The result effect includes theewf the hotel withot
payment as northern affiliat state will be allowed to enjoy the service of thaeh when they com
for governmental functions in the te, and the same Happened wheageX state government pay
return visit to theistate. These leads to high population fewerfunds generate
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2. The politicians. they constitute a high population and high revegeaeration as the hotel roc
gallery, conference spacegcktail bars and gardens are in full capacity. But thetétion here is th:
fact that it is seasonal because it chappenedt an interval of 4 years during campaign rallidsen
elections are forth coming.

3. Other public users. they constitute the loclass in terms of customers as 80% of data gotten
interviews with users have reviled a high levetissatisfaction in te services of the hotel and 90%
this level of dissatisfaction is tailed towards pawmaintenance culture of the hotel. And p
maintenance culture is directly associated withrpoaintenance proces

Furthermore, the users also complain of the that even if some little form of maintenance is @ng on the
site, the end results is still low comparo other hotels springing up in Minna.

User Satisfaction Survey

The survey below was conducted on the users ohttel facility to find out theillevel of satisfaction ¢
different parts of the building, ranging from thiéice areas, toilets, hallways, and also the respdime it takes
the hotel management to make good defects. Thgsanid as shown belo

- Cleanliness of office area
The neataess of the office environs is the first thing evaser will notice on getting to hotel, thus thes@afor
surveying the office areas. The results thus redk#hat61% of the users expressdissatisfaction with th
level of cleanliness of office spa& This can be traced to w-out materials and negligenin making good of

minor defects, 34% are somewhat dissati: while 5% constitutex low number of satisfied users as showr
Figure 5 below.

M Very dissatisfied W Somewhat dissatisfied

[ Somewhat satisfied B Very Satisfied

5% 0%

Figure 5:Cleanliness of office area Source: Field Survey, 2012.

- Cleanliness of restroom areas
The restroom spaces compriseottf accessories that are due for replacement ané pipes are due for repai
Hence a high percentage of users are dissatisfittd restroom spaces and recommends general oveof
thesespaces. The low percentage of satisfied users ifaltke catgory of executive suites, hich has been
recently renovatedlhe ratio of the dissatisfied users to the satisfises can be seen on Figure 6 below t
92% dissatisfaction to 8% satisfaction r
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H Very
dissatisfied

B Somewhat
dissatisfied

™ Somewhat
satisfied

B Very Satisfied

Figure 6:Cleanliness of restroom areas Source: Field Survey, 2012.

- Cleanliness of hallways and stairwells
The hallways and stairwells are seen to be congtmaintainedas cleaners are seen on hourly basis swe
and mopping these aredut 53%of users are dissatisfied as the tiles are worndoet to frequency of us
And needs to be removed and replaced with modembthiwall tiles Figure 7, is a chart showing the level
dissatisfaction of the users, the survey of thénlzals and stairwells is necessary as it's a funetiepace the
involves so much usage and gives the user an idehaifthe room he/she is most likely to lodge lolikes.

0%

M Very dissatisfied
H Somewhat dissatisfied
M Somewhat satisfied

M Very Satisfied

Figure 7:Cleanliness of hallways and stairwells Source: Field Survey, 2012.

- Appearance of ground shrubs, lawns and walkways
The highest percentage of users fall into dissatigin classas lawns and shrubs are seeibe ill maintained
and over shaalved with overgrowth vegetation as shown in Fig8ireelow. The poor landscape of the hi
surrounding has a lot to tell on theers satisfaction, as it could discourage customers idiately they get int
the gate of the hotel.
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Very dissatisfied Somewhat Somewhat Very Satisfied
dissatisfied satisfied

Figure 8:Appearance of ground shrubs, lawns and walkways ~ Source: Field Survey, 20!

- Condition of interior doorsand windows.
Very high percentage of Shiroro hotel users are sede dissatisfied with the conditions of doand &indows
as attention has not been focused on the mainteraritbese components since the commissioningeofdtel.
Replacement of door and windowiuto state of the art componenrecommended.

Very Satisfied h’

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

0.0 10.0 20.0 30.0 40.0 50.0

Figure 9:Condition of interior doors and windows Source: Field Survey, 20:

- Condition of interior painted surfaces
Wall pilling and mould formation of walls due tordpness is a common defect on structure this constitut
discoloration on walls and dilapidati in some areas. Hence, 42% afets sampled are dissatisfiedith
walling condition of Shiroro hotel.

vy

M Very dissatisfied

M Somewhat
dissatisfied

M Somewhat satisfied

i Very Satisfied

Figure 10:Condition of interior painted surfaces Source: Field Survey, 20:
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- Condition of floors.
53 percent of users are seen to be dissatisfiddfleidring condition as some floorirmaterials are long due f
replacement and some floor tiles are seen to deshrim some areas. The rooms are treated withndgarpet:
which most of the users see as outdated material for rgmee. The uss recommern the use of tiles and

marble flooring materials.
M Very dissatisfied
M Somewhat
dissatisfied
i Somewhat satisfied
L4 Very Satisfied

Figure 11:Condition of floors Source: Field Survey, 2012.

5%

- Condition of Ceiling.
The ceiling is one of the major interior componeassit seals the indoor space from the heat anttasipg
timber structure that holds the roof componentser&fore it should be treated with high degree tdraion.
Most of the ceiling in Shiroro hdtare broken and constitute gypsum board materidis. ceiling componet
should be replaced with either pvc ceilings or pejing.

60.0

50.0

40.0

30.0

20.0

10.0

0.0 A4

Very dissatisfied Somewhat Somewhat Very Satisfied
dissatisfied satisfied

Figure 12:Condition of Ceiling Source: Field Survey, 2012.

- Timeliness of Repairs
This is associated with negligence of making goballmoticeable defects. The maintenance manageteam
of Shiroro hotel doesot deem it important to fix repairs in good tinfdhey however associate this delay
unavailability of fundsWhich in tun piles up all work and becomes a major maintengncklen
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M Very dissatisfied

H Somewhat
dissatisfied
16%
i Somewhat satisfied

0% m Very Satisfied

Source: Field Survey, 2012.

The results gotten from the quesnaire administered as can be seen belohich shows the high rate
dissatisfaction among the users, thus implyingpiber maintenance level of Shiroro HotFigure 14 shows a
summaryof the satisfaction level of the respondents wlith lmaintenance of the hotel. It can be observet
83%of the users are dissatisfied, showing every needhaintenance reschedule programme of the

M Dissatisfied M Satisfied

Figure 14User Satisfaction Summary Source: Field Survey, 2012.

RECOMMENDATION AND CONCLUSION
This paper has successfully proved the importaficser opinion in generation of maintenance proagskhas
outlined how to go about the collection of usemigm. In conclusion user opinion, finance and andishould
be put in place as the forerumrier the smooth running of the maintenance prosesss to achieve the prime
aim of this paper which is user satisfactic
* The government that constitute the major custonfigh® hotel should raise adequate funds for
maintenance management sto be able to carry out thainaintenance duties so as to make goo
all defects and put the hotel back in busir
* The governmerghould always pay up ftheirreservations so the hotel finardoesn’t depletes while
they are using the hotel, as te funds are used to effectively mainttie hotel at long ru
e User opinion should bsough in form of feedbackrom the users when they eabout checking out of
the hotel. This is important ¢he end user is allowed to play an important ralerdy médntenance
process generation. When this is done the usesfaetion can be guarante
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