[image: C:\Users\OLAOLUWA\Pictures\Kwara_State_Polytechnic_(logo).jpg]
A TECHNICAL REPORT ON
STUDENT INDUSTRIAL WORK EXPERIENCE SCHEME (SIWES)

HELD AT
XGARDEN HOTEL AND SUITES
14, IJERO STREET BEHIND ZENITH BANK APAPA-ROAD COSTAIN. LAGOS STATE.
PRESENTED BY:
BABATUNDE AISHAT MOJIROLA
ND/23/TMT/FT/0003

SUBMITTED TO
DEPARTMENT OF TOURISM MANAGEMENT TECHNOLOGY
INSTITUTE OF APPLIED SCIENCE (IAS)

IN PARTIAL FULFILLMENT OF THE REQUIREMENT
 FOR THE AWARD OF NATIONAL DIPLOMA (ND)
 IN TOURISM MANAGEMENT TECHNOLOGY

AUGUST-NOVEMBER 2024
DEDICATION
All praise and honor belong to the almighty God the giver of wisdom and knowledge and also to my parent Mr. & Mrs. Babatunde.





















ACKNOWLEDGEMENT
I describe all praises to the almighty God the beginner and finisher of all things for making me go through this programme.
I will also give my gratitude to my MR.ADEKUNLE J.O may God give you long life and prosper all your ways.
I will also appreciate my parent Mr. and Mrs. Babatunde for always been there for me, God Almighty reward you and make you reap the fruit of your labor.


















TABLE OF CONTENT
Title page
Dedication
Acknowledgement
Table of content
CHAPTER ONE
Introduction
Objectives of the programmes
CHAPTER TWO
Description of the establishment of the attachment
Objectives of the establishment
CHAPTER THREE
The various Department/Group/Sections in the establishment and their function
CHAPTER FOUR
Report clearly on work actually carried out with clear statement on experience
gained
CHAPTER FIVE
Recommendation, conclusion and summary





CHAPTER ONE
INTRODUCTION
The Industrial Training is a training Scheme by which a student can undergo practical training within an approved Industrial undertaking having specific paramount of fixed assets or turnover of paid up share capital. The scheme is a participatory program involving Universities, Polytechnics and Technical Colleges and students of carious Institutions of Nigeria.
The Student Industrial Work Experience Scheme (SIWES) is funded jointly by Industrial Training Fund (ITF).
The Scheme completes part of the academics requirement standards in pursing the award of the degree of Bachelors of Science (B. Sc.) in Home Economic Education in the Ilorin, Kwara State University. The training lasts for six months. The theory and the practical aspect are being joined together in the programme in order to find out how things are being done. In theory, we are to read electronic guidance, books, novels which concern deeply with sense of belonging especially in course of concern them in practical we have to know how to do things by ourselves to enhance spirits of commitment in all we do. That is why, for efficient moving of this programme in conjunction with ministry of education has set a step that students should be going for these programme. Home Economics Departments has seen it as a step forward of progress by sending their student to embark on it.
OBJECTIVES OF THE PROGRAMME OF STUDENT
The Student Industrial Work Experience Scheme (SIWES) is designed to bridge the gap between theoretical knowledge acquired in academic institutions and practical experience in real-world work environments. The primary objectives of SIWES include:
1. Practical Experience
· Hands-On Learning: To provide students with hands-on experience in their chosen field of study, allowing them to apply theoretical concepts in practical settings.
· Skill Development: To help students develop technical and professional skills that are essential for their future careers.
2. Industry Exposure
· Understanding Industry Practices: To expose students to industry practices, standards, and work environments, giving them a better understanding of their future profession.
· Workplace Dynamics: To help students experience workplace dynamics, including teamwork, communication, and time management.
3. Professional Development
· Career Preparation: To prepare students for the demands of the job market by equipping them with relevant skills and knowledge.
· Building Professional Networks: To provide students with opportunities to build professional networks and establish connections with industry professionals.
4. Enhancing Employability
· Job Readiness: To enhance students' employability by giving them practical experience that is valued by employers.
· Resume Building: To provide students with work experience that can be included in their resumes, making them more competitive in the job market.
5. Bridging the Gap Between Academia and Industry
· Curriculum Relevance: To ensure that academic curricula are relevant to industry needs by providing feedback from industry practitioners.
· Collaboration: To foster collaboration between educational institutions and industry, promoting a better alignment between academic training and industry requirements.
6. Fostering Innovation and Creativity
· Problem-Solving: To encourage students to develop problem-solving skills by working on real-world projects and challenges.
· Innovation: To foster innovation and creativity by providing students with opportunities to contribute fresh ideas and solutions.
AIMS AND OBJECTIVES OF THE HOTEL
Aims:
1. To Provide Exceptional Guest Experiences:
· To ensure every guest feels valued, comfortable, and satisfied through high-quality services and personalized attention.
2. To Foster a Culture of Excellence:
· To continuously improve and innovate in all areas of operations, from guest services to facilities, in order to achieve and maintain a competitive edge.
3. To Promote Sustainable Tourism:
· To implement eco-friendly practices and support local communities, thereby contributing to sustainable tourism development.
Objectives:
1. Enhance Guest Satisfaction:
· To achieve a guest satisfaction rate of at least 90% as measured through guest feedback surveys and online reviews.
2. Increase Occupancy Rates:
· To increase annual occupancy rates by 10% through targeted marketing campaigns and partnerships with travel agencies.
3. Expand Service Offerings:
· To introduce new services, such as wellness programs, themed events, and local cultural experiences, to attract a diverse clientele.
4. Employee Development and Retention:
· To provide ongoing training and development opportunities for employees, aiming to reduce staff turnover by 15% within a year.
5. Financial Performance:
· To achieve a year-on-year revenue growth of 12% by optimizing pricing strategies, reducing operational costs, and enhancing the guest experience.
6. Environmental Responsibility:
· To reduce the hotel’s carbon footprint by 20% through energy-efficient practices, waste reduction programs, and sustainable sourcing of products.











CHAPTER TWO
DESCRIPTION OF THE ESTABLISHMENT OF THE ATTACHMENT BRIEF HISTORY OF THE ESTABLISHMENT
Xgarden Hotel and Suites is an affordable and comfortable hotel located at 14 Ijero Street, Ebute Metta, Lagos State, Nigeria. The hotel offers a range of amenities to ensure a pleasant stay for its guests. Each room is equipped with a study desk, air conditioner, standing fan, cable-connected LCD TV sets, refrigerator, and sofa. The hotel also provides wireless internet, a restaurant, and a bar. Guests can enjoy a variety of intercontinental and local cuisines at the on-site restaurant. Additional services include room service, concierge services, and dry cleaning services. The hotel ensures a safe and secure environment for its guests, with adequate parking space and 24-hour electricity
Xgarden Hotel and Suites was established to provide comfortable and affordable accommodation to visitors in Lagos. The hotel is strategically located in Ebute Metta, making it easily accessible from various parts of the city. Over the years, Xgarden Hotel and Suites has grown to become a popular choice for travelers seeking a safe and secure environment during their stay. The hotel's commitment to providing excellent service and maintaining high standards has contributed to its reputation as a top-class hotel in the area.
The hotel was founded in response to the growing demand for quality accommodation in Lagos. The founders recognized the need for a hotel that could offer both comfort and affordability, catering to the diverse needs of travelers. Since its inception, Xgarden Hotel and Suites has continuously upgraded its facilities and services to meet the evolving expectations of its guests.
OBJECTIVE OF THE ESTABLISHMENT:
1. It provides a lodging centre for individuals
2. For event planning and social function organizing centres
3. It provides laundry services
4. It provides gymnastic house for exercises and watch of weight.
5. Its kitchen provides food and other edible substances for human consumption



CHAPTER THREE
THE VARIOUS DEPARTMENTS/GROUP/SECTIONS IN THE ESTABLISHMENT AND THEIR FUNCTION
A. Front Office
· Reception: Handling guest check-ins and check-outs, managing reservations, and providing information to guests.
· Concierge: Assisting guests with transportation, booking tours, restaurant reservations, and other special requests.
· Bell Desk: Handling guests' luggage, escorting guests to their rooms, and providing room service.
B. Housekeeping
· Cleaning and Maintenance: Ensuring rooms and public areas are clean and well-maintained.
· Laundry: Managing the hotel's laundry services for both guests and hotel linens.
· Inventory Management: Keeping track of cleaning supplies and linens.
C. Food and Beverage
· Restaurant: Providing dining services to guests, including breakfast, lunch, and dinner.
· Bar: Serving beverages and snacks to guests.
· Room Service: Delivering food and drinks to guests' rooms.
· Banquet: Organizing and managing events such as weddings, conferences, and parties.
D. Sales and Marketing
· Promotions: Developing and implementing marketing strategies to attract guests.
· Sales: Managing corporate accounts and group bookings.
· Public Relations: Handling media relations and guest feedback.
E. Finance
· Accounting: Managing the hotel's financial transactions, including billing and payroll.
· Budgeting: Preparing budgets and financial forecasts.
· Revenue Management: Setting room rates and pricing strategies.
F. Human Resources
· Recruitment: Hiring and training new employees.
· Employee Relations: Managing employee welfare, conflict resolution, and performance appraisals.
· Payroll: Managing employee salaries and benefits.
G. Maintenance and Engineering
· Repairs and Upkeep: Ensuring all hotel facilities are in good working condition.


















CHAPTER FOUR
REPORT CLEARLY ON WORK ACTUALLY CARRIED OUT WITH CLEAR STATEMENT ON EXPERIENCED GROUND.
During my Student Industrial Work Experience Scheme (SIWES) placement in tourism management, I gained practical experience in various aspects of hotel operations, particularly in the area of customer service. This report provides a detailed account of the work I carried out and the experiences I gained in customer service.
Work Actually Carried Out
1. Front Desk Operations
· Guest Check-In and Check-Out: I assisted in front desk operations, including the guest check-in and check-out process. This involved verifying reservations, issuing room keys, and handling payment transactions. Ensuring a smooth and efficient check-in/check-out process was critical for maintaining guest satisfaction.
· Reservation Management: I helped manage reservations by updating the reservation system, confirming bookings, and handling cancellations. This required attention to detail and accuracy to prevent any booking errors.
· Greeting Guests: I greeted guests with a warm welcome, providing them with a positive first impression of the hotel. This involved offering assistance with their luggage and escorting them to their rooms when necessary.
2. Handling Guest Inquiries and Requests
· Providing Information: I assisted guests by providing information about hotel services, amenities, and local attractions. This required a thorough understanding of the hotel's offerings and the ability to effectively communicate with guests.
· Addressing Concerns: I handled guest inquiries and concerns promptly and efficiently. This involved listening to their issues, providing solutions, and ensuring their satisfaction. For instance, if a guest had a complaint about their room, I coordinated with housekeeping and maintenance to resolve the issue quickly.
· Special Requests: I managed special requests from guests, such as arranging transportation, booking tours, and providing recommendations for dining and entertainment. This required a proactive approach to anticipate and fulfill guest needs.
3. Problem-Solving and Conflict Resolution
· Resolving Complaints: I learned how to handle guest complaints and resolve conflicts effectively. This involved identifying the root cause of the issue, offering appropriate solutions, and following up to ensure the guest's satisfaction. For example, if a guest was unhappy with their room, I offered alternative accommodations and complimentary services to address their concerns.
· Emergency Situations: I was trained in handling emergency situations, such as medical emergencies or safety concerns. This required quick thinking and effective communication to ensure the safety and well-being of guests.
4. Communication and Teamwork
· Effective Communication: I developed strong communication skills by interacting with guests, addressing their concerns, and providing information about hotel services and local attractions. This involved active listening, clear articulation, and empathy.
· Team Collaboration: I worked closely with other hotel staff members, including housekeeping, maintenance, and food and beverage teams, to ensure seamless guest experiences. This required coordination and teamwork to address guest needs promptly.
5. Service Excellence
· Personalized Service: I learned the importance of providing personalized service to guests, catering to their individual preferences and needs. This involved remembering guests' names, preferences, and special requests to make their stay memorable.
· Anticipating Needs: I developed the ability to anticipate guest needs and proactively offer assistance. For example, offering a map of local attractions or suggesting dining options based on their interests.
Experiences Gained
Practical Skills
· Customer Service: Developed strong customer service skills through interacting with guests, handling inquiries, and resolving complaints.
· Communication: Improved communication skills by effectively addressing guest concerns and providing information.
· Problem-Solving: Gained experience in resolving guest complaints and conflicts efficiently.
Interpersonal Skills
· Empathy: Learned the importance of empathy in understanding guest needs and concerns.
· Teamwork: Enhanced teamwork skills by collaborating with hotel staff to ensure seamless guest experiences.
Professional Development
· Training: Attended training sessions on customer service excellence, communication skills, and conflict resolution.
· Mentorship: Received mentorship from experienced hotel staff, who provided guidance and insights into the hospitality industry.
GENERAL EXPERIENCE ACQUIRED
During my Student Industrial Work Experience Scheme (SIWES) placement in tourism management, I had the opportunity to gain hands-on experience in various aspects of hotel operations and tourism services. Here are more detailed experiences I encountered during my placement:
1. Introduction to Hotel Staff and Administrative Functions
2. Observation of things in the hotel 
3. Rules and regulation of the establishment was given
4. Customer Service
5. Food and beverages service
6. House Keeping Service
During my Student Industrial Work Experience Scheme (SIWES) placement in tourism management, I had the opportunity to gain practical experience in various aspects of hotel operations. Here are the detailed experiences I encountered during my placement:
1. Introduction to Hotel Staff and Administrative Functions
· Orientation: I was introduced to the hotel staff, the administrative officer, and the staff rooms. This introduction helped me understand the organizational structure and the roles of different departments within the hotel.
· Staff Interaction: Interacting with various hotel staff members provided insights into their responsibilities and the importance of teamwork in delivering excellent guest services.
· Tour of Facilities: I was given a tour of the hotel's facilities, including guest rooms, conference rooms, restaurants, and recreational areas. This tour helped me familiarize myself with the layout and amenities of the hotel.
2. Observation of Hotel Operations
· Daily Operations: I observed the daily operations of the hotel, including front desk activities, housekeeping, and food and beverage services.
· Service Standards: I gained insights into the hotel's service standards and how they ensure a high level of customer satisfaction.
· Guest Interactions: Observing guest interactions allowed me to understand the importance of providing exceptional customer service and addressing guest needs promptly.
3. Rules and Regulations of the Establishment
· Hotel Policies: I was given a comprehensive overview of the hotel's rules and regulations, including policies related to guest conduct, safety protocols, and staff responsibilities.
· Compliance: Understanding and adhering to these rules and regulations was essential in maintaining a safe and orderly environment for both guests and staff.
· Employee Handbook: I reviewed the employee handbook, which provided detailed information on the hotel's operational procedures, code of conduct, and disciplinary measures.
4. Customer Service
· Front Desk Operations: I observed and assisted in front desk operations, including guest check-in and check-out, handling reservations, and managing guest inquiries.
· Communication Skills: I developed strong communication skills by interacting with guests, addressing their concerns, and providing information about hotel services and local attractions.
· Problem-Solving: I learned how to handle guest complaints and resolve issues promptly to ensure a positive guest experience.
5. Food and Beverage Service
· Restaurant Operations: I observed and assisted in the daily operations of the hotel restaurant, including taking orders, serving food and beverages, and handling customer requests.
· Event Catering: I participated in catering for events hosted at the hotel, such as conferences, weddings, and banquets. This involved setting up tables, serving guests, and ensuring a smooth flow of the event.
· Menu Knowledge: I gained knowledge of the hotel's menu offerings, including ingredients, preparation methods, and dietary considerations.
6. Housekeeping Service
· Room Inspections: I participated in room inspections to ensure cleanliness and adherence to hotel standards. This involved checking for maintenance issues and ensuring that amenities were properly stocked.
· Room Service: I assisted in delivering room service orders to guests, ensuring timely and accurate service. This experience taught me the importance of attention to detail and promptness in hospitality.
· Laundry Services: I observed and assisted in the hotel's laundry services, including the collection, cleaning, and distribution of linens and guest laundry.
THE MAJOR PAYMENT AREAS ARE HIGHLIGHT BELOW
During my SIWES placement in tourism management, I gained insights into various aspects of hotel operations, including the major payment areas that are critical for the smooth functioning of the establishment. Here are the key payment areas I encountered:
1. Room Reservations and Accommodation
· Booking Payments: Payments made by guests for room reservations, either directly through the hotel or via online booking platforms. This includes advance deposits and full payments for stays.
· Extra Charges: Additional charges for room upgrades, late check-out fees, and other special requests made by guests.
2. Food and Beverage Services
· Restaurant Bills: Payments made by guests for meals and beverages consumed in the hotel's restaurant and bars.
· Room Service: Charges for food and beverages ordered through room service and delivered to guest rooms.
· Event Catering: Payments for catering services provided during events hosted at the hotel, such as conferences, weddings, and banquets.
3. Conference and Event Services
· Venue Rental: Charges for renting conference rooms, banquet halls, and other event spaces within the hotel.
· Event Packages: Payments for event packages that include venue rental, catering, audio-visual equipment, and additional services.
4. Recreational and Spa Services
· Spa Treatments: Payments for spa treatments and wellness services offered by the hotel, such as massages, facials, and beauty treatments.
· Recreational Activities: Charges for recreational activities and facilities, such as swimming pools, fitness centers, and guided tours.
5. Business Center Services
· Printing and Copying: Payments for printing, copying, and faxing services provided by the hotel's business center.
· Meeting Room Rental: Charges for renting meeting rooms and boardrooms for business purposes.
6. Transportation Services
· Airport Transfers: Payments for airport shuttle services provided by the hotel.
· Car Rental: Charges for car rental services arranged by the hotel for guests.
7. Miscellaneous Services
· Laundry Services: Payments for laundry and dry cleaning services provided to guests.
· Tour Packages: Charges for guided tours and excursion packages organized by the hotel.
8. Payment Methods
· Credit/Debit Card Payments: The majority of transactions are processed through credit and debit cards, providing a secure and convenient payment method for guests.
· Cash Payments: Cash payments are accepted, especially for smaller transactions such as room service and spa treatments.
· Online Payments: Guests can make payments online through the hotel's website or mobile app, facilitating a seamless booking and payment process.






CHAPTER FIVE
RECOMMENDATION
The establishment should provide a very good security in the establishment for the comfort of the I.T students, the guest and their main staffs.
The establishment should provide adequate light for the establishment, for comfort of guest, 1.T. students, staffs and for proper functioning of equipments and facilities.
The establishment should make sure that before the end of each month that the salary should be paid, so that the I.T. student will be care of their transportation to work.
The establishment should provide a good accommodation for the 1.T students in their establishment.
The Industrial Training Fund should compile list of employers and available training places for industrial attachment and forward such lists to the coordinating agencies.
The Federal Government should make it mandatory for all Ministries, companies and government parastatals to provide attachment places for students.
CONCLUSION
Industrial Training is important, Educative and Interesting, it is a programme that exposes undergraduate to world of paid. It makes an individual to have a sense of responsibility and be diligent to work. Extending the programme to more than six months will be better for the student to have more time to learn and gain all the practical experiences needed.
SUMMARY OF ATTACHMENT ACTIVITIES
The Industrial attachment programme also known as Student Industrial Work Experience Scheme (SIWES) is an appreciable skill acquisition programme designed to expose students to the real life working experience. The programme exposes students to the practical oriented aspects of their chosen professions so as to achieve the much needed technological advancement for the nation.
The report explains the details of the events and activities with each project been and outlined under each chapter. It started with an introduction, objective of the programme of the programme in chapter 1. Chapter talks about the establishment and the different sections and their functions. Chapter three/tour explains the activities been carried out during the programme, finally chapter five being the last chapter highlighted problems, then the report was concluded with summary.
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