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CHAPTER ONE
 INTRODUCTION
1.1 Background of SIWES
The Student Industrial Work Experience Scheme (SIWES) was introduced by the Industrial Training Fund (ITF) in Nigeria as part of efforts to enhance technical education and professional competence among students in tertiary institutions. It bridges the gap between academic theories and workplace demands by offering students firsthand exposure to industry environments. Through this initiative, students learn how to adapt to job roles, work under supervision, and contribute meaningfully to real-life work processes. For Hospitality Management Technology students, SIWES plays a particularly crucial role in refining practical hospitality skills and fostering service professionalism.
1.2 Objectives of SIWES
The core objectives of the SIWES program include:
• To expose students to real-life working environments and industry operations.
• To enable students to apply classroom knowledge to practical job functions.
• To foster the development of technical skills, interpersonal skills, and customer relations.
• To build students’ confidence in handling hospitality-related roles and responsibilities.
• To prepare students for future career opportunities in hospitality, tourism, or entrepreneurship.
• To promote a better understanding of professional ethics and workplace discipline.
1.3 Overview of The Emirate Global Hotel and Suites
The Emirate Global Hotel and Suites is a prestigious hospitality establishment located on New Achimugu Road, Flower Garden Road, Ilorin, Kwara State. The hotel is known for providing exceptional lodging, dining, and event services, and it caters to both local and international guests. With a serene environment, well-trained staff, and modern facilities, the hotel emphasizes comfort, luxury, and customer satisfaction. Departments within the hotel include housekeeping, front office, kitchen, food and beverage, and maintenance. Its commitment to excellence makes it an ideal training ground for SIWES students in the field of Hospitality Management Technology.
1.4 Relevance of SIWES to Hospitality Management Technology Students
For students studying Hospitality Management Technology, SIWES provides an invaluable opportunity to develop the practical competencies needed in the industry. By working in hotels and hospitality institutions, students gain firsthand exposure to operational procedures such as guest check-in/out, food and beverage service, housekeeping standards, and event coordination. They also learn the importance of teamwork, effective communication, customer satisfaction, hygiene, and time management. The placement at The Emirate Global Hotel and Suites offered a comprehensive learning environment, allowing me to experience both the routine and challenges of the hospitality world.
1.5 Goals and Expectations
Before beginning my SIWES placement, I had specific goals and expectations in mind:
• To gain hands-on experience in core hospitality departments such as housekeeping, front desk, and food service.
• To understand the organizational hierarchy and workflow within a hotel setting.
• To develop professional communication and interpersonal relationship skills.
• To observe daily hotel operations and participate actively in providing excellent customer service.
• To learn time management, problem-solving, and multitasking in a fast-paced work environment.
• To build my confidence in delivering quality hospitality service with a positive attitude.


CHAPTER TWO
 ORGANIZATIONAL OVERVIEW
2.1 Overview of the Organization
The Emirate Global Hotel and Suites is a contemporary and well-equipped hospitality establishment situated along New Achimugu Road, Flower Garden Road, Ilorin, Kwara State. As one of the notable hotels in the region, it serves a diverse clientele that includes travelers, business professionals, event organizers, and leisure guests. The hotel offers a wide range of services such as luxurious accommodation, fine dining, professional event hosting, conference facilities, recreational services, and personalized guest care.
The hotel is designed to provide comfort, convenience, and a high level of customer satisfaction. Its serene environment, modern architectural design, and warm ambiance make it a preferred destination for both short- and long-term stays. The establishment is also a popular venue for corporate meetings, weddings, banquets, and social gatherings, supported by its well-furnished conference and event halls. Additionally, facilities such as room service, laundry, a bar/lounge, reliable security, and professional staff contribute to its excellent reputation in the hospitality industry.
Through its dedication to quality service and operational excellence, The Emirate Global Hotel and Suites has become a valuable institution for hands-on learning and professional development, especially for students in the field of Hospitality Management Technology.
2.2 Organizational Structure
The Emirate Global Hotel and Suites operates using a well-organized hierarchical structure that aligns with the standard practices of modern hospitality establishments. This structure allows for efficient coordination between departments and helps ensure consistent service delivery across all units.
At the top of the hierarchy is the General Manager, who is responsible for overall decision-making, policy implementation, and performance supervision. Reporting directly to the General Manager are the heads of various operational departments. Each department has specific roles but works collaboratively to achieve the hotel’s goals of customer satisfaction and service excellence.
The key departments include:
· Front Office Department
· Housekeeping Department
· Food and Beverage Department
· Kitchen/Food Production Department
· Administration and Human Resources
· Maintenance and Security
Each department is led by a supervisor or departmental head who manages team members, delegates tasks, and ensures that operations run smoothly on a daily basis.
2.3 Departments and Their Functions
• Front Office Department
This is the face of the hotel and the first point of interaction for guests. The front office is responsible for welcoming guests, managing check-in/check-out processes, handling reservations and room allocations, attending to inquiries and complaints, and offering concierge services. Staff in this department are trained in guest relations and are expected to demonstrate excellent communication and hospitality etiquette.
• Housekeeping Department
The housekeeping unit ensures that all guest rooms and public areas within the hotel are clean, hygienic, and well-maintained. Tasks include cleaning rooms, changing linens, restocking toiletries, and ensuring overall room readiness. The department also manages laundry operations and works closely with the front office to coordinate room availability.
• Food and Beverage Department (F&B)
This department oversees the service of food and drinks in the restaurant, bar, and during special events. It is responsible for setting tables, taking orders, serving meals, attending to guests’ dining needs, and maintaining hygiene in dining areas. Staff in the F&B department are expected to have strong customer service skills and a thorough understanding of menu items.
• Kitchen/Food Production Department
This department is the heart of meal preparation. It handles cooking, baking, plating, and quality control of all meals served in the hotel. The kitchen team works under strict hygiene and safety guidelines and collaborates with the F&B unit to ensure timely and accurate food service. This unit is also responsible for menu planning, food storage, and inventory management.
• Administration and Human Resources Department
This unit handles administrative tasks such as recruitment, staff training, welfare, attendance, salary documentation, and internal communication. HR ensures the well-being of employees and promotes a positive work culture. They also oversee performance appraisals and implement hotel policies and procedures.
• Maintenance and Security Department
The maintenance team ensures that all hotel facilities, including electrical appliances, plumbing systems, air conditioning, and lighting, are functioning properly. They conduct regular inspections and repairs. The security unit works to safeguard lives and property within the hotel premises. They monitor entrances, screen visitors, and respond to emergency situations when necessary.


CHAPTER THREE
 TRAINING ACTIVITIES AND WORK EXPERIENCE
3.1 Duties and Responsibilities Assigned
During my SIWES training at The Emirate Global Hotel and Suites, I was assigned to different units within the hospitality department to gain well-rounded exposure. Some of the major duties and responsibilities I carried out include:
· Assisting in guest check-in and check-out processes at the front desk.
· Taking guest reservations and handling inquiries both physically and over the phone.
· Recording guest complaints and channeling them to the appropriate department.
· Helping with room inspections and inventory control in the housekeeping department.
· Assisting in food service during breakfast, lunch, and dinner in the restaurant.
· Observing and assisting in basic food preparation under the supervision of kitchen staff.
· Keeping daily reports of guest records and room availability.
· Participating in the setup and arrangement of conference and event halls.
· Supporting the maintenance team with minor routine checks in guest rooms.
3.2 Departmental Experiences
Throughout my training, I worked across different departments and gained insight into how they operate:
· Front Office: I learned the basics of hotel reservations, the importance of welcoming guests professionally, and how to manage customer service situations.
· Housekeeping: I observed the importance of cleanliness and attention to detail. I helped with bed-making, room arrangement, and laundry handling.
· Food and Beverage: I assisted in serving guests and understood the significance of time management and courteous service in meal delivery.
· Kitchen/Food Production: I observed food safety practices and assisted in the preparation of light meals, salads, and refreshments.
· Event Services: I was part of a team that arranged chairs, decorated halls, and served refreshments during events and meetings.
3.3 Tools, Equipment, and Technologies Used
During my training, I used and observed the use of several hospitality tools and equipment, including:
· Point of Sale (POS) machine for billing and guest payments.
· Hotel reservation and record-keeping software.
· Room key card encoders and scanners.
· Vacuum cleaners, floor scrubbers, and laundry machines.
· Cutlery and banquet service trays in the food and beverage department.
· Kitchen appliances such as industrial ovens, deep fryers, refrigerators, and food processors.
3.4 Challenges Encountered
Some of the challenges I encountered during my SIWES training included:
· High workload during peak hours: This was especially common during weekends or when events were hosted at the hotel. I had to learn how to multitask efficiently.
· Standing for long hours: Hospitality jobs often require long hours of standing and walking, which was initially tiring.
· Dealing with difficult guests: I experienced a few occasions where guests were impatient or upset, and I had to learn how to remain calm and professional.
· Limited access to confidential systems: Due to security reasons, I wasn’t allowed full access to certain guest records and systems.
Despite these challenges, I was able to adapt quickly, and each difficulty became a learning experience that strengthened my ability to work under pressure and improved my problem-solving skills.


CHAPTER FOUR
 SKILLS AND KNOWLEDGE ACQUIRED
4.1 Technical and Hospitality Skills
Throughout my training period, I gained a wide range of technical and hospitality-related skills that are essential for professional success in the hospitality industry. These include:
· Front Office Management: I learned how to handle check-ins and check-outs, process payments, and manage guest reservations.
· Food and Beverage Service: I became familiar with table setting, order taking, serving meals, clearing tables, and attending to guest needs in the restaurant.
· Housekeeping Procedures: I was trained on proper bed-making, room arrangement, cleaning protocols, laundry sorting, and room inspections.
· Customer Relationship Management: I gained experience in handling customer complaints and inquiries in a calm, friendly, and helpful manner.
· Use of Hospitality Software: I was exposed to hotel management software used in reservations and record keeping.
· Inventory and Supply Management: I assisted in tracking cleaning and guest room supplies, helping to maintain accurate stock records.
4.2 Interpersonal and Communication Skills
My daily interaction with hotel guests, staff, and supervisors helped me develop strong interpersonal and communication abilities:
· Effective Communication: I improved my verbal and non-verbal communication skills, learning to speak professionally and clearly with both guests and colleagues.
· Team Collaboration: Working closely with different teams taught me the importance of teamwork and how to contribute to group success.
· Active Listening: I developed the ability to listen attentively to instructions, guest requests, and feedback, ensuring better service delivery.
· Confidence and Courtesy: I became more confident when addressing guests and maintained a courteous and welcoming attitude at all times.
4.3 Bridging Classroom Theory with Practical Experience
The SIWES training served as a bridge between my academic knowledge and real-world application:
· Customer Service Theories: I saw how hospitality principles such as service quality, customer satisfaction, and guest loyalty were applied in real-time interactions.
· Facility Management: Classroom lessons on managing hospitality facilities were reflected in the daily operations of housekeeping and maintenance at the hotel.
· Food Production and Nutrition: My involvement in the kitchen helped me understand the importance of hygiene, food portioning, and balanced meal preparation.
· Event Planning: Observing how conferences and parties were organized aligned with theoretical studies on event management and coordination.
This blend of theory and practice deepened my understanding of my field and has better prepared me for future career opportunities.


Chapter Five: Challenges, Recommendations, and Conclusion
5.1 Challenges and Solutions
During my industrial training at The Emirate Global Hotel and Suites, I encountered several challenges, each of which provided an opportunity to adapt, learn, and grow professionally:
· Challenge: Adapting to Long Working Hours
Solution: I developed better time management skills and learned to stay organized and maintain energy throughout the day by staying focused and enthusiastic about learning.
· Challenge: Language and Communication Barriers with Some Guests
Solution: I improved my communication techniques and used simple, clear language. I also observed how experienced staff handled such situations and applied similar strategies.
· Challenge: Multitasking During Peak Periods
Solution: I learned to prioritize tasks and remain calm under pressure. Teamwork also played a key role in managing busy times efficiently.
· Challenge: Learning New Hospitality Software
Solution: With help from supervisors, I gradually became familiar with the hotel’s booking and record-keeping system through observation and supervised practice.
· Challenge: Handling Guest Complaints
Solution: I learned to maintain a calm and polite attitude, listen attentively, and refer complex issues to supervisors for proper resolution.
5.2 Recommendations for the Organization
To further enhance the experience of interns and improve the efficiency of the establishment, I offer the following recommendations:
· Provide Structured Orientation for Interns: A brief training on expectations, job descriptions, and safety rules would help interns settle in faster.
· Assign Dedicated Supervisors or Mentors: Interns would benefit from having a staff member they can consistently report to for support and feedback.
· Create a Rotational Work Schedule: Allowing interns to rotate through departments would give them broader exposure and a well-rounded experience.
· Provide Access to Basic Work Tools and Resources: Ensuring that interns have the necessary equipment, uniforms, or materials can help improve their productivity.
5.3 Suggestions for Future SIWES Participants
For upcoming SIWES students, I would like to suggest the following:
· Be Willing to Learn: Stay open to new experiences, and don’t be afraid to ask questions or seek help.
· Be Professional: Always show respect to staff and guests, dress appropriately, and maintain a positive attitude.
· Stay Observant and Take Notes: Pay attention to how staff carry out duties. Keeping a daily record helps in writing reports and retaining practical lessons.
· Practice Good Time Management: Be punctual and learn to prioritize your tasks effectively.
· Be a Team Player: Learn how to collaborate and contribute positively to group efforts.
5.4 Summary and Conclusion
The Student Industrial Work Experience Scheme (SIWES) was a rewarding and transformational experience for me as a Hospitality Management Technology student. My training at The Emirate Global Hotel and Suites provided the opportunity to gain practical exposure in hospitality operations such as front desk services, food and beverage handling, housekeeping, and customer care.
This experience enhanced my interpersonal skills, work ethic, and technical know-how. It also helped me understand the importance of teamwork, time management, and customer satisfaction in the hospitality industry.
In conclusion, SIWES bridged the gap between theory and practice, giving me the confidence and experience needed to succeed in my chosen career path. I am grateful for the opportunity and will carry the lessons learned into my future endeavors.
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