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pstract:

e of the major goals of facilities
ynagement is effective delivery and
stenance of support services to nieet
anizational objectives. Where this
lacking, goals are likely 10 be
ncated. This research therefore
j1s at assessing Support services
ynagement in South-Western
serian hotels. Data were collected
28 hotel organizations based on
itified  sampling  technigue and
thari's formula used to determine
» sample size. Data were analyzed
ng descriptive statistics, - Karl
rson Simple Linear Correlation,
itive importance index and Chi-
ware (). It was found that the hotels
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are engrossed in in-fiouse soturcing as
against outsourcing a major
instrument for accomplishing
facilities management. This was found
to be antithesis against growth and
high business performance. It was
recommended that time is ripe for
hotel operators to imbibe outsourcing
as an instrument of strategic change
and be customer oriented if they were
to make meaningful progress.

Keywords: Facilities Management,
Hotels, Outsourcing, Support Service
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introguction

Alexander (1996) defined Facilities
Management (FM) as “the process by
which an organization delivers and
sustains support services in a quality
environmeiit to meet strategic needs”.
This essentially tallies with the Royal
Institution of Chartered Surveyors'
(RICS) Facilities Management Skill
Panel's (cited in Amaratunga, 2000}
assertion that facilities management
consists of the management of support
services; the management of property
and the management of information
technology. This points to the fact that
in studying facilities management, the
three components can be studied
collectively or concurrently or
individually with a view to
establishing the impact of FM on

corporate performance of asscs

the degree of acceptability ofI‘M as an
instrument of strategic change;
although it is realized that the synergy
derivable from marrying the three
components together gives M the
meaning and the direction it connotes.
Nonetheless, 1avm? e 1p11a31s on
§uppnr1 gservices m
ncedful and msult orienied in this
dispensation going by the emphasis

that Owen (1995) Barrett (7(}‘()0) and
corroboration by the RICS s definition
of FM as 'the total management of all
services that support the core business
of an organization'.

This research tows this line of thought
and as a strategic study of one of the
three components of FM, focuses on
support services management as it
applies to hotel organizations in
South-Western Nigeria. Riegel (2002)
averred that in many respects, the
hotel industry can be termed
purchasing-intensive, essentially
because the sheer quantity of goods
and scrvices being procured by hotels
is staggering. At the same time, other
services that are non-core seirvices
being rendered by hotels such as
laundry services, wellness services,
entertainment, catering, security, car
park services, convention Services,
reception services among others are
also awcsome. What this is pointing to
is the fact that hotel organizations
must focus on efficient mana agemci
of support services in accordance with
facilities principles
order io achieve the desired efficiency
and profitability. This is one of the
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ways to pre-empt the likely destructive
impact of business cycles on hotel
organizations. Thus, it bchooves hotel
organizations especially in this part of
ihe world to unbibe the spirit of
paradigm shift by focusing on
business strategies that promote
change in the management of support
services which is exemplified by
outsourcing.

According to Bode-Thomas (2003),
Okungbowa (2005) and Olusola-
Obasa (2005), Nigerian hotels are
weighed down by poor services
arising from their in-ability to re-
invigorate and re-jig their services o
meet the expectations of their
customers who have been greatly
influenced by One
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SWeith cunure.
sure way of achieving the spirit of
paradigm shift is through radical and
effective management of services
which according to Olusola-Obasa
(2605) 1s lacking as customers groan
under poor hotel services. In view of
these pervasive poor scrvices, there is
the need to begin to assess the degree
of commitiment to the management of
support services in hotel organizations
in Nigeria. Thus, the aim of this
rescarch is to asscss the features of
in South-Weste
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Assecsment of Features of Suppory Service;

In South -Western Nigerian Hotels

Nigerian hotels. In order to achieve the
aim, the following objectives are set:
to establish the degree of availability
and robustness of facilities in the
hotels and to establish the
effectiveness status of the operating
support services in the hotels. Support
services' management 1is thus
examined from the perspective of
availability, functionality,
procurement system in place and the
tendency towards in-house
procurement as against cominitient
to outsourcing which is one of the
cardinal principles of facilities
management.

Katsanis (2003) and Smith (2603)
averred that it is iLlpOI tant tnat
business organizations iiibi ‘
spnlt of paradign 1slnﬁbyf cusing on
business strategies that promeote
change and one of such instruments of
strategic change is effective
management of support serviees'
which is exemplified by outsourcing.
Implementation of outsourcing n
hotel businesses should have profound
impact on service delivery
cffectiveness. Establishing the degr

of commitment of the ho
organizations within the study are ato

outsourcing of their scrvices

¢

(FM) as being composed of the

is making as it est ab s the hotels' management of support services; the
comnutment to Change and fashions management of property and the
out the way forward maragement of information

T tec } 1logy, then support services

nagement is an clement of

F 1’1 ties Management.

supp@rt services Facilities, in the context of hotcls,
is not si include buiidings, concourse, and
ind‘!snlal kitchen equipment,
ant, halls of ali categorics,

a
air-condition nfg sys tem, fam

Summq SOOIy
(1 993;. GOilu
hls-uuum 0

P

1 - .
STie M
HANRGVICH O

(‘U
.T,.)
st}

i
H
J




Assessment of Features of Support Services
In South -Western Nigerian Hotels

—§=—Construction Research Jounal Volume 3 No 1,2014

the hotel business, is the proactive
management of facilities, support
services and organizational assets to
improve their efficiency and add value

provide for their customers to meet
organizational strategic objectives.
This is strategic change management
which Hamermesh (1992) regarded as
a way of managing a company
whereby the overall strategy and
purposes of the firm dominate
decision making at all levels and in all
functions of the company.

Facilities management is an
instrument of strategic change which
in hotel circles is called reengineering.
Nebel, Rutherford and Schaffer
(2002) defined reengineering as “the
fundamental rethinking and radical
redesign of business processes to
achieve dramatic improvements in
critical, contemporary measures of
business performance, such as cost,
quality, service and speed". In essence,
there must be radical departure from
the past and aggressive commitment to
improvement, exploring new ways to
do things and implementing
innovations. Thus, there must be
differentiation and focus, adoption of
on-going style, engagement of role

models, wooing of the customers and
re-assurance as far as support services
are concerned in hotel business.

—to—the core—accommodation—they—The—hallmark of—effective support

services management is total
outsourcing of all non-core activities
or services of the organization in order
to give room for the management to
pay un-alloyed attention to the core
activities so as to realize the goal of the
organization (Owen, (1995);
Alexander, (1996) and Spedding,
(1999). According to Best, Langston
and Valence (2003), outsourcing
refers to any situation where an
organization contracts with another
organization for the provision of a
service that could equally be provided
by a person, unit or department within
the organization that requires the
service. It was further averred that a
large part of the functions of many
facilities managers is the management
of outsourced services. Barrett and
Baldry (2003) pointed out that from a
contractual perspective, outsourcing
is service commissioned from an
external supply organization;
particularly, on the basis of a formal
contractual arrangement based upon
the terms and conditions derived from
aservice level agreement.

Katsanis (2003) opined that
outsourcing gives room for the
formation of alliances and partnership.
It offers the potential for value

strengths and existing competence,
allowing companies to focus on the
development of core competences and
develop best-in-world expertise, and

enhancement and enables workplace
strategies to concentrate on core
business with a view to increase
market share by not being distracted
by other non-critical activities. Where
it could be reasonably ascertained that
the quality of the delivered services is
higher and the_ cost_relatively
competitive to in-house provision, the
decision to outsource would be an
excellent one. The high point of
Katsanis (2003) discourse on
outsourcing is the excellent exposition
on innovation brought into the FM
industry by network organizations.
Outsourcing has been triggered by the
need for resources not available within
the traditional bounds of the
organization, the favorable transaction
costs of employing ‘outside' resources
and the strategic advantages that ensue
from the ability to focus on the
development of core competencies.
Katsanis (2003) was of the opinion
that the benefits of outsourcing were
very significant and include prodding
companies up to re-examine their
mission and strategic aspects of their
activities based on organizational

affording companies access to
intuitive expertise.

The views canvassed by Katsanis
(2003) were supported by Onukwube
(2006) who also added that
outsourcing accelerates re-
engineering_ benefits, make capital
funds available; share risks and aids
cash infusion. Nonetheless,
Onukwube (2006) advocated for
caution in deployment of outsourcing
as it might not be the right decision nor
in the interests of an organization in
the long term. Specifically, potential
problems associated with outsourcing
were identified as lack of an adequate
supply of needed expertise, likely loss
of competitive advantages that arise
from patents, copyrights and lack of
leverage traditionally accruing to
firms as a result of their position in the
supply and demand chain among
others. This view was also canvassed
in Durodola, Ajayi and Oloyede
(2011) where it was averred that there
was quite a deep dependence and
inter-relationship between the quality
and quantity of accommodation




packages and support services in the
hospitality sector of an economy. By
inference, the success of
accommodation packages influences
the success of support services and
vice versa.

Kamarazaly (2007) identificd three
approaches that exist for the provision
of part or whole of FM services, which
are out-sourcing, in-house
procurement and hybrid of both

Rarrett and Raldry (2003) opined that
some organizations favour a totally in-
house option while others totally
outsource every service possible, yet
others use a combination of both.
However, Atkin and Brooks, (2005)
argued that the approach taken
depends on the priority sct by the
organization for the services to be
plovmea 1 opinion of

largely is aimed at value creation. Sole
focus on the financicls while choosing
betweern outsourcing and in-house FM
options excludes other non-financial
measures such as the extent to which
the FM route contributes to improving
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in the construction industry, make use
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ginentation  in
tendering policies and procedure
These facts are in tune with Thomas-
Mobley (2003) predisposition as he
averred that 'due in part to the
iabyrinthine nature of the construciion
industry, conflict is as much a part of a
project as bricks and mortar’; by
inference, emphasis on outscurcing
would go the way of construction
contracts bedeviled with disputes and
litigations arising from innumerable
claims. This litigious trait would be
emboldened by multitudes of
employers, conisnitants, contractors,
subcontractors, manufacturers and
suppliers. But then this should not
weigh down the beauty of facilities
nanagement as exemplified by
strategic support services
managenment. T '

orroborates Owen (
that all the functions. which are
'nco porated in facilities
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cconomically developed markets, as
well as in markets that have good lceal
business conditions, greater resource

avatlebility, and customers that are
demanding. in contrast, mpetitor

f
orientation is more ef five 1n

markets that are economically
developing, having poor local
business conditions, and face resource
scarcity. However, in today's business
thinking, nesk‘et g the needs of the
customer is suicidal hence the
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identified significant attributes and it
as found that rcgular power and
water supply, cioseness to the ciy
center, and gOOC TOOM SEIVICe are
some of the aitributes that ledgers find
nost important in a hotel
accommodation, while the qndhw of
mcome achieved by the investment
was found to he a function f }
availability and nricing of services in

the facility.
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turnover for the past five years from
which the mean, monthly and daily

averages were determined. In
collaboration with the front ine desks
staff, customers given the
questionnaires were amongst the
gentry fornung the sampie frame.

twenty-e gh (45%) were retrieved
while in l‘esl,cct of customers, six
hundr and seventy-one

e distributed from

oty /.
sixty (549%)

Assessment of Features of Support Services

A Ryapa N
T South -Western Nigenian Hotely

From the organizationa! perspective
the facilities and services available in
the hotels are shown in Table 1. For
proper understanding of Table
should be noted that Fire Fighti
are limited to portable
extinguishers ept
refe 'S 10 ConCou
guee for sm
S are sma
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‘i
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Assessment of Features of Support Services
1n South -Western Nigerian Hotels

representing (28%); and shopping
mall only 8 hotels, representing
(29%). As far as support services are
concerned robustness and diversity
are not there. It thus appears that the
attitudinal disposition of hoteliers is to
provide common and basic facilities
while value enhancing facilities are
not given serious attention.

Level of Support Services
Management in the Hotels.

Table 2 summarized the availability
and functionality status of support
services from customers' perspective.
Five options were given to guide

respondents’ opinion. By assigning 5
to available, functional and efficient, 4
to available, partially functional and
efficient, 3 to available, partially
functional but not efficient, 2 to
available but un-functional and 1 to
not available in line with Likert Scale,
opinion of respondents were
established. It should be noted that
'functional' here means 'operational'
while ‘effective’ means ‘producing
result'.

Catering service is available but
partially functional and efficient. The
plausible reason perhaps for lack of
response for 2 above is the fact that
'functionality' means 'operational' and

Table 2: Status of Support Services in the Hotels

FREQUENCIES
FaN B C d E
S/MNo - - Support Services =3 a 3 2 1

1 M™Mail Services 15 3 11 (o] 331
2 Fleet Cars 22 3 24 o 311
3 Catering Services 198 (o] 159 (o] o
g Reception ’ 214 1 41 (o] 4
=3 Office Administration 281 (o] 71 (o] 8
6 Refuse Disposal 191 1 163 (o] =3
7 Reprogrtaphics 66 80 o] o] 214
8 Travel Arrangement 73 [o] 131 o 156
b=] Vending s8 O 88 (o] 214
10 Security 259 (o] 84 o 17
11 Furniture 171 1 175 (o] o
12 Purchasing 81 (o] 151 (o] 128
13 Car Park Management 127 o 214 (o] 19
14 Horticulture 128 1 152 (o] 19

)
-
»
-
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hotel operators might have done services, only two were un-available:
—

everything within their power to
ensure that whatever is available is
operational.

However, Table 3 shows a
combination of availability,
functionality and effectiveness of the
facilities. Clearly, the problem of
support services is not that of
provision but quality and
functionality. Out of fifteen support

representing 13.33% of the total. The
degree of availability of support
_services stood at 86.67% only. Two (2)
1tems were regarded as functional; the
remaining is either un-functional or
partially functional. Functionality of
support services is thus 13.33%. In
terms of efficiency however, six were
regarded as efficient but this is just
40%.

Table 3: Combination of Findings on Support Services' Availability, Functionality and Efficiency

S/No Support Services Availability Functionality Effectiveness
Status Status Status

1 Mail services Not Available Not-functional In-effective

2 Fleet Cars Not Available Not-functional In-effective

3 Catering Services Available Partially-functional Effective

4 Reception Available Functional Effective

5 Office Administration Awvailable Functional Effective

6 Refuse Disposal Available Partially-functional In-effective

7 Reprographics Available Not-functional In-effeclive

8 Travel Arrangement Available Partially-functional In-effective

9 Vending Available Partially-functional In-effective

1o Security Available Partially-functional Effective

11 Furniture Available Partially-functional Effective

12 Purchasing Available Partially-functional In-effective

13 Car Park management Available Partially-functional Effective

14 Horticulture Available Partially-functional In-effective

s Portage Available Partially-functional In-effective




Support Services Frocurement
Wode in Studied Hotels.

With rcspect to procurcment methods,
the respondents were asked to identify
the procurement method that is 11ost
suitable for each support service.
Table 4, shows the frequency
distribution for support scrvices
procurement from the gencral
manager and facility managers'
perspectives. There appears 10 be
variability of thought going by resuit
in Table 4. From the General
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Managers’prcrsp tive, il .

hire (96%), catering (89%), recepiion
(71%), houseueepmg (64%), ofifice
administration (57%), security {92%).
stationery (100%), travel arrangainent

r,
b

(100%), vending (100%), ca I park
management (79%), horticuliure

(100%) and porterage (160%) should
be in-house sourced. On the other
hand, mail service (79%), refuse
disposal (89%), reprographics (86%),

furniture (92%) and purchasing (89%)
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t Frequency Analysis
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“Mail serv ~ices e 8 22 pes

leet Cars 27 27 1 3 1

Catering 25 25 3 0

Reception 20 28 8 ko]

House Keeping 1329 28 o 8]

O fice adminisiration 16 20 12 b7

R firse Dis-posal 3 ® 25 20
Reprographics -+ 16 24 12

Security 26 22 2 (0
Stativnery o8 3 O A

Travel airangcment 28 7 21

Vending 28 15 O 13
Furniture 2 26 Z6 2
Purchasing 3 25 25 2
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rom facilities/maintenance managers

ective fleet of cars for hire
(96%), catering (100%), rcception
(160%), housckeeping (100%), office

administration (71%), reprographics

perspe

(57%), sccurity (100%), vending
(54%), furniture (93%) and

purchasing (89%) should be in-house
sourced. On the other hand, mail
services (71%), refuse disposal (71%),
stationery (86%,), travel arrangement
(75%), car park management (68%),
horticulture (57%) and porterage
(61%) should be cutsourced.

In determining the correlation
between the two views as expressed by
the General Managers and the
Facilities/Maintenance Managers, the

Karl Pearson Simple Iinear
Correlation (KPSLC) analysis was
used

The tabular r- value obtained irom the
Standard Table of Simple Linear
Correlation Coeflicicnt r with 15
degrees of ﬁc cdem for v 0.05 (5%

..... (f or
GCIlClal Ivianagers ‘vie'v) and -
0.0666(for Facilitics Managers view)]
are less than the tabular value, it could
¢ concluded then, that the Simple

).../

Linear Coeflicient of Correlation is
no gmﬁcamly different from zero at
5% probability level. Thus, there is no
st ong evidence that both propositions

m both the General Managers and
Imcs Managers are associated or
*laled with one another in a linear
y and this translates to the fact that

L ﬂﬂ perspectives are independent and
could be treated as such. Then, the
frequency of outsourcing obtained
from the perspectives of Organization
and Fecilities Managers could be
served fre equency ( /Y and
ich aided the calculation Ch1~
Square (x*). Since facilities
management disposition is towards
outright outsourcing of support
serv ]CCS, the expected frequency
C Dmon forall the variables should

b

In resiing the widl hypothesis carlier
propositioned to the cffect that
“acilities Managers' perspective of
appropriate support services
procurement mode is not signiticantly
different from that of the Houel
managers” the table value of Chi-

auare w for

Square ¥ for e of frecdom at
5% lx.\el of significence is 26. 30
Calculated value of Chi Square y is
1.72 which is !

16 (mg

¢35 than the tahle value
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taken place by chance. This supports
the null hypothesis that support
services procurement within the study
area is not in conformity with facilities
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managenent imode. Iroim
outsourced support services from
General Managers" perspective are 5

out of 17, that is 29.41% and Facilities

Managers' perspective, cutsourced
Sery vicesare 7 out of 17, that is 41.18%.
Arcas of agreement for both

perspectives for outsourcing arc mail
services, rvefuse disposal and
reprogiaphics. Areas of agreement for
both perspectives for in-house
procui ement are fleet cars, C’ltCilllC'

reception, housckeeping, oifice

'\rhnini\‘tmﬁon, s¢ cuuw vending and
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Canelucion and recommendation

upemﬁcally, as far as the suppoit
services are concerned, variety,
robusiness and diversity are not
available within the hotels' operations.
This is more glaring in areas of
wellness  facilities. The hoteliers
appear to be mcre co.n_c.erncdi in
providing only basic facilities while
value erhancing, prestigious and
customers' inducing facilities are 1ot
provided. This uevelo sment  might
mean that hoteliers are 1t 1"Op1C in the

way they VICW “9 ﬂ't_'cq and not as

marketing and promotional tools oz 2s
clement of change. There is 0o
agrcement as 1o the approp?mte

mul od being vsed in procur ing any of
the u.q,»nolt seivices between .‘16
General TVT.’:L&‘IC“{S and the Facilitie
Vienagers but one thing is clear
ihe fact ihat the buik of &

"iccs are in-house 861
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way

e e e

spirit of outsouicing vigorously and be
customers' oriented in order to boost

business performance.

, 1n some ways,
would

!1’;!\/0'
nd this work cannot be an
exception. Amongst such limitations
are the facts that the research covers
the South-Western Nigeria only and
that 28 Hotels responded to the
cnquiry. Monetheless, the results could
at least form the framework for future
research covering larger areas with
larger samples
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