EVALUATION OF THE EFFECT OF FACILITIES MANAGEMENT IN COMMERCIAL PROPERTIE

(A CASE STUDY OF WHITEFIELD HOTEL ILORIN)





BY
KAYODE JOSEPH
HND/23/ETM/FT/0028



BEING A RESEARCH PROJECT SUBMITTED TO THE DEPARTMENT OF ESTATE MANAGEMENT AND VALUATION, INSTITUTE OF ENVIRONMENTAL STUDIES, KWARA STATE POLYTECHNIC, ILORIN, KWARA STATE.



IN PARTIAL FULFILMENT OF THE REQUIREMENT FOR THE AWARD OF HIGHER NATIONAL DIPLOMA (HND) IN ESTATE MANAGEMENT AND VALUATION




JULY, 2025



CERTIFICATION

	This is to certify that this project work is carried out by KAYODE JOSEPH with matriculation number HND/23/ETM/FT/0028 and has been read and duly certified as having met the requirements for Department of Estate Management and Valuation, Institute of Environmental Studies (IES), Kwara state Polytechnic Ilorin for the Award of Higher National Diploma (HND) in  Estate Management.

[image: C:\Users\MoreBlessing\Downloads\JOSEPH.jpg]




[bookmark: _GoBack]
DEDICATION
	This project is dedicated to Almighty God in His Hemisphere, the great programmer of the programmes and master builder of the universe, for His bounty blessing and mercy bestowed on me throughout this programme.
It is also dedicated to my lovely parents Mr and Mrs Joseph for their love and parental advice when he was alive, may your soul rest in perfect peace. 



































ACKNOWLEDGEMENTS
	My appreciation goes to Almighty God for His love, mercy and protection all through my life span, which cover the period of my academic pursuit especially in Kwara State Polytechnic, Ilorin. The good Almighty who is the Alpha and Omega the beginning and the end, started with me in the course of this programme and end with me, despite all odd his with me throughout. I give Him all Glory and Adoration. 
	With sincere gratitude, to my incomparable supervisor, ESV. AFOLAYAN A.O	for his moral and support throughout the beginning of this project till the end, I pray God will help you in all activities of your lives (Amen)
	My appreciation goes to my amiable Head of Department ESV. ABDULKAREEM RASHIDAT A (ANIVS, RSV) appreciate him for imparting so much to my life.
Also to all my lecturer at the Department of Estate Management and Valuation, Esv. Abel Afolayan (FNIVS), Esv.Dr Ngozi, U.I., ESV. Olawale Oladoja, Esv. Simiat Lawal, Esv. Rasheedat Abdulkareem, Mr Muuammed S Akewula, Mr Abdulmumeeni. And other non academic staff may Almighty Allah be with you all.     
	Also to my parents Mr and Mrs Joseph Ojoro also my lovely sister and my brother, My boss Alhaja excel in all and excel in all staff, All seven 7up staff and Alayo venture












TABLE OF CONTENTS
Title page……………………………………….………………….………….………….i
Certification……………………………….…………………………….………….……ii
Dedication……………………………….………………………………….…………...iii
Acknowledgements……………………….………………………………..………..….iv
Table of contents……………………..……………………………….…………………v
List of table……………………………………………………………………….……..ix
List of Figure……………………………………………………………………………xi
Abstract………………………………..……………………………………………….vii
CHAPTER ONE
1.0 Introduction…………………………………………..……………….…………1
1.1. Background to the study…………..…………………….………………….……1
1.2. Statement of problem…………….………………..…………………...……......2
1.3. Research Question…………………….……………….……………….………..3
1.4. Aim and objective of study……………….……………..……………...…….….3
1.5. Justification of study…………………………………………..……….………...3
1.6. Scope of study………………………………..……………………….………….4
1.7. Study area (Historical background of the study)……………………….….……..4
1.8. Definition of terms……………………………………………………..….…......6
CHAPTER TWO
2.0 	 Literature Review………………………………………………………………..8 
2.1    Concept and meaning of Facility Management…………………………………….8  
2.1.1	Effectiveness of Facilities Management…………………………………………..8
2.1.2	Strategic Facilities Management………………………………………………….9
2.1.3	Management functions…………………………………………………………...10
2.1.4	Components of Facilities Management………………………………………….11
2.1.5	The Role of Facilities Management in Property Performance…………………..14
2.1.5	Challenges Facing Facilities Management Strategy in Commercial Properties…19
2.2	Theoretical Framework ………………………………………………………….22
2.2.1	Systems Theory ………………………………………………………………….22
2.2.2	Resource-Based View (RBV)…………………………………………………....23
2.2.3	Stakeholder Theory………………………………………………………………24
2.3	Summary of Literature Review…………………………………………………..25 
CHAPTER THREE
3.0	Research Methodology………………………………………………………...…27
3.1 	Introduction……………………………………………………………....…........27
3.2 	Research design…………………………………….…………………….............27
3.3	Data types and sources……………………………………………………..…….27
3.4	Instrumentation for data collection…………………………………….…………27
3.5	Target population……………………………………..……………………..……28
3.6	Sample frame…………………………………………………………….........;…28
3.7	Sample Size……………………………………………………..……………......28
3.8	Sampling Procedure……………………………….………………………..….…29
3.9	Method of data analysis………………………………….………………….........29
3.10	Summary of methodology…………………………………………………...……29
CHAPTER FOUR 
4.0	Data presentation and data analysis……………………………………………....30
4.1	Introduction…………………………………………….…………………………30
4.2	Data analysis……………………………………………………………………...30
 CHAPTER FIVE				
5.0	Summary, Conclusion and recommendations	……………….…….…………..….37
5.1	Summary of findings……………………………………………………...………37
5.2	Conclusion……………………………………………………………………...…38
5.3	Recommendation………………………………………………………….............39
	Reference………………………………………………………………….............40
Appendix………………………………………………………………..…....……42






LIST OF TABLES
Table one 
Gender……………………………………………………………………………………30
Table Two 
Age……………………………………………………………………………………….30
Table Three 
Marital status……………………………………………………………………………..31
Table Four
Occupation……………………………………………………………………………….31
Table Five
Educational Qualification………………………………………………………………..32
Table Six
How long have you engaged with the hotel (stay or employment)………………………32
Table Seven
Primary purpose at the hotel…………………………………………………………...…33
Table Eight 
Are the hotel facilities usually clean……………………………………………………..33
Table Nine
Rate the promptness of response to facility-related complaints……………………….…33
Table Ten
Which of the following facilities need the most improvement………………………..…34
Table Element 
How satisfied are you with the hotel’s housekeeping services…………………………..34
Table Twelve
To what extent do facilities contribute to your comfort………………………………….35
Table Thirteen
Which area best reflects effective facilities management………………………………..35
Table Fourteen 
Does poor facility management affect the hotel’s reputation……………………………36
Table Fifteen 
Facilities management contributes to customer loyalty………………………………….36
LIST OF FIGURES
Map of Kwara State Showing Ilorin West Local Government…………………………..5
Map of Ilorin west showing the study area………………………………………………6  




























ABSTRACT
This study evaluates the effect of facilities management on the performance and sustainability of commercial properties, using Whitefield Hotel in Ilorin as a case study. Facilities management is essential in ensuring operational efficiency, guest satisfaction, and long-term asset value in hospitality environments. The research explores how core components such as maintenance, housekeeping, security, and energy management contribute to the hotel's functionality and service quality. Primary data was collected through structured questionnaires and interviews with hotel staff and management. The findings indicate that effective facilities management at Whitefield Hotel leads to improved customer experience, reduced operational disruptions, and enhanced brand reputation. However, the study also identifies areas requiring improvement, particularly in preventive maintenance and waste management. The research concludes that a strategic and well-implemented facilities management system is vital to the success and competitiveness of commercial properties in the hospitality sector. It recommends regular performance reviews, staff training, and investment in modern facility technologies.
















CHAPTER ONE
1.0	Introduction
1.1     Background to the Study
Property management is an act of intermediation between owners and occupiers on issues affecting the parties arising from ownership and occupation of buildings. It is a conscious process of guiding and tailoring an investment in land into profitable venture. Its main concern is the optimization of the owner’s investment (Scarrett, 1995). The practice is however prone to a lot of problems which are capable of preventing or at best reducing the chances of realizing anticipated investment objective. In other words, the achievement or success of the art of nursing and directing an investment in landed property with a view to obtaining maximum return is a function of how well a property manager is able to effectively prevent and/or overcome seeming obstacles in the course of the discharge of its duties (Andrew et al., 2008).
As different from commodity, the deliverable in property management is service. The property manager advises the client concerning the general client policy regarding cooperation and compensation and as to the best and appropriate choice of tenants for the building. He takes decision on the best term of lease arrangement and appropriate terms of renewal (Baldwin, 1994). In addition to being aware of pending or enacted changes in the zoning ordinance he might affect the market value or use of property being managed, he should be informed as rapidly and thoroughly as feasible about laws, proposed legislation, government regulations, public policies and current market conditions.
Property managers seem to be of more relevant in the current economic dispensation. The global collapse of the capital market with its attendants’ effects, which has not spared African countries like Nigeria, are seen to be compelling investors to redirect their investment ventures into real estate, especially with visible foreign and local investments in commercial properties. These are properties acquired for the purposes of yielding regular inflow of income to investors. Commercial properties are often relatively large and complex buildings some of which are multi-storeyed   or high rise type. The complexity involved in terms of the bigness of the structure and diverse and multiple occupants informed the need for specialized skill and training for efficient and effective service delivery. The many and varied duties of a property manager require the skills of a business executive, decorator, salesperson, parking lot attendant, gardener, housekeeper, information center, accountant, banker, doctor, lawyer, social director, psychologist, marriage counselor, baby sitter, bookkeeper, rent collector, maintenance expert, security officer, keeper of the keys, telephone operator, messenger service, and complaint department (Chin et al., 1999). The manager must also be soft- spoken, fast-moving, poised, quick-thinking, non-tiring, ever-available, mechanical- minded, all-knowing and never-ailing. This “expert” knows how to visit without visiting, sell without selling, see without judging, hear without repeating - and all without having time for an uninterrupted meal. The property manager has a dual responsibility: to the owner or client who is interested in the highest return from the property; and to the tenants, who are interested in the best value for their money, including reasonable safety measures and compliance with fair housing laws.
Property management, according to Scarett (1995) must be based on the terms of the contractual agreement between the parties on the one hand, on an appreciation and interpretation of the particular owners objective on the other hand. This thus requires a high degree of compliance with the provisions and terms as well as performance on the part of the parties. The in-ability of any of the parties to perform fully or in part his/her own part of the agreement brings about management problems. Management problems hinders effective operations of property management activities (Kwok et al., 2005). Depending on the magnitude of the problems, ineffective service delivery could bring about client dissatisfaction as well as prevent the achievement of the owners’ investment objective(s). The ‘expert’ property manager could therefore be seen to be negligent and/or incompetent if unable to achieve the objectives of income generation which is the main goal of an investment in commercial property (Dant et al., 1993).
1.2	Statement of the Problem
Commercial properties, such as office buildings, hotels, and shopping malls, require effective facilities management to maintain their value, enhance customer satisfaction, and reduce operational costs. Many commercial properties face challenges in managing their facilities, leading to decreased property value, customer dissatisfaction, and increased operational costs. Despite the critical role that facilities management plays in maintaining the value, efficiency, and attractiveness of commercial properties, many property owners and managers in Ilorin neglect to prioritize facilities management, leading to decreased property values. However this study is to evaluate the effect of facilities management on commercial properties, with a specific focus on identifying the challenges and opportunities of implementing effective facilities management practices in commercial properties.
1.3	Research Questions
i.	 what are the various types of facilities within the study area?
ii.	how does facilities management impact the satisfaction in commercial properties?
iii.	what are the challenges facing the facilities management strategy in commercial properties?
1.4	Aims and Objectives
1.4.1	Aims 
The aim of this project is to assess the impact of facilities management on commercial properties, with a focus on identifying best practices, challenges, and opportunities for improvement.
1.4.2	Objectives 
i.	to examine various types of facilities within the study area 
ii.	to evaluate impact of facilities management to the satisfaction in commercial properties.
iii.	to identify the challenges  facing facilities management strategy in commercial properties.
1.5 	Justification of the Study 
The effective management of commercial properties is crucial for maximizing their value, minimizing costs, and ensuring the satisfaction of tenants and stakeholders. Facilities management plays a critical role in achieving these objectives, as it encompasses a broad range of activities, including maintenance, repairs, energy management, and other support services.
Commercial properties, including office buildings, shopping centers, and industrial parks, require careful management to ensure that they remain safe, efficient, and attractive to tenants and visitors. Effective facilities management can help to minimize costs, reduce downtime, and enhance the overall value of the property.
Despite its importance, facilities management is often overlooked or undervalued in the commercial property sector. Many property owners and managers focus primarily on the financial aspects of property management, neglecting the critical role that facilities management plays in maintaining the value and integrity of the property.
This evaluation aims to examine the effect of facilities management on commercial property, with a focus on the benefits, challenges, and best practices associated with effective facilities management. The study will explore the impact of facilities management on property value, tenant satisfaction, and operational efficiency, and will identify strategies for improving facilities management practices in the commercial property sector.
1.6 Scope of the study 
This study will focus on commercial properties, with a specific emphasis on Whitefield Hotel Ilorin. The study will evaluate the current facilities management practices, challenges, and opportunities for improvement, and assess the impact of effective facilities management on commercial property performance.
1.7	Study Area (Historical Background of the Study)
Ilorin is the present day capital of Kwara state in the North Central region of the Federal Republic of Nigeria. The entire Ilorin community comprises five local government area namely: Ilorin west, Ilorin south, Ilorin east, Asa and Moro. There local government areas are all under one entity known as Ilorin emirate.
	Ilorin community was discovered in the 18th century by the duo pf Afonja, are Onakakanfo, a Yoruba war lord and Sheik Alimi, an Islamic scholar. These heroes of Ilorin arrived Ilorin at different times and different circumstances.
	Ilorin was founded by the Yoruba, one of the three largest ethnic groups in Nigeria, in 1450, it became provincial military headquarters of the ancient Oyo empire, it later became a northern Nigeria protectorate when the shehu Alimi (descendant of Shehu Usman Dan-fodio dynasty) took control of the city through the spread of Islamic religion. Although the city tetains a strong Islamic influence from the northern incursions, Christianity is widely practiced by significant portions of other Nigerians originating from other states. Ilorin is the largest city and the official capital of kwara state, which is regarded as a leading north central state, in both geographical ad political contents.
	Ilorin the state capital of kwara state is located on latitude 80 30` and 80 50`N and longitude 40 20` and 40 35` E of the equator. Ilorin city occupies an area of about 46859km and it is situated in the transitional zone within the city which lies along Lagos Kaduna highway is about 306km from Lagos, 600km from Kaduna and about 500km from Abuja, the federal capital city of Nigeria.


Historical Background of Whitefield Hotel Ilorin
Whitefield hotels were incorporated in Ilorin Kwara state, Nigeria with registration number 1144641. It was established and registered on 26 September 2013. It is located at plot 367 along Gerewu Road, Off Western reservoir Road, Ilorin  Kwara state. Whitefield hotels is a top class hotel, previous guests at the hotel have been more than willing to extend their stay with friendly and accommodating staff. The environment is neat and properly cared for, which makes it a nice place for relaxation.  The rooms are coated in beautiful and bright colours with a disciplined logic to the arrangements of the furniture. Guests have always had a wonderful stay at whitefield hotels as the rooms are spacious and well furnished. The beds are comfortable and the toilets and bathroom are well equipped. The categories of rooms it offers are designed to make guests have a wonderful and memorable stay in whitefield hotels. There is the ruby room, emerald room, crystal room, crystal suite, sapphire room, diamond room and amethyst room. the luxuriously furnished rooms have the following basic amenities: beautiful paintings, king-size beds, a classy modern bathroom with a stand-in shower, fridges, safes, wardrobes, air conditioning units, face wipes and Centre tables. A key card system is available for guests to safely access their rooms a variety of mouthwatering dishes is available to guests at the restaurant. 
Study Area
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Figure 1.1
Map of Kwara State Showing Ilorin West Local Government
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Figure 1.2
Map of Ilorin west showing the study area  
1.8    Definition of terms  
i.	Management             
Dauglas (1991) define management as the process of initiating organizing and controlling group of activities directed at the achievement of specific objectives. Olayonwa (2007) define management as the science of organization and operation or at the particular level, the act of directing and conducting affair. Management is largely a matter of adjusting to change and changing condition and so gives few opportunities for measurement, analysis and experiment which provide the basis of scientific evidence. 
ii.	Commercial Property  
According to J K Alabi et al (2012) commercial property relates to the properties that are basically used for trading (buying and selling) examples are: shops, office, supermarket, bank building etc. the term commercial property (also called investment or income property referees to building or land intended to generate a profit either from capital gain.
iii.	Facilities Management
Facilities management refers to the coordination and oversight of the maintenance, operations, and services of a building or property to ensure it is safe, efficient, and meets the needs of its occupants. 

iv	Property Management    
Property management according to Bello and Olajide (2003) is the application of skill in caring for the property, its surrounding and amenities and in development sound relationship between the landlord and tenant and among tenants themselves , so that the property as well as individual premises would give value both to the landlord and tenant. 
v. Commercial Properties
Commercial properties refer to buildings or land used for business purposes, such as office buildings, hotels, shopping malls, and restaurants.
vi.	Effectiveness
Effectiveness refers to the degree to which facilities management practices achieve their intended objectives, such as maintaining a safe and healthy environment, reducing operational costs, and enhancing customer satisfaction.



















CHAPTER TWO
2.0 	 Literature Review 
	This chapter focuses on the review of related literature. A literature review includes the current knowledge as well as theoretical and methodological contributions to a particular topic. It documents the state of the art with respect to the topic you are writing. It surveys the literature in the topic selected. In this research work the literature review includes the theoretical framework and conceptual framework.  
2.1    Concept and meaning of Facility Management  
According to Adenuga, 2008, Facilities Management, this can be defined as the process through which the premises and services required to support core business activities are identified, specified, procured and delivered. Facilities Management involves significant strategic facilities planning and implements company policies on property issues. Facilities management focuses on the building occupier and adds value to the client organization by improving processes through which workplaces can be managed to inspire people to give their best (Ajator, 2012). While in Building Performance, the performance of a building as a physical asset is the technical performance of its physical components and the quality of the facilities provided by it. Building performance should be perceived from the level of functionality of the structure, the facilities within it as well as the extent to which it supports activities taking place within it. A building’s performance is usually evaluated by rating the performance of its attributes (Akintayo,  1999).
2.1.1	Effectiveness of Facilities Management
This is the extent to which FM service in an office building is able to make the facilities of an organization support the objectives and strategic aims of an organization. It is a measure of how strategic and proactive the FM is. It is also how adequate it is at identifying the needs of the users and its ability to put in place proper provisions to satisfy such needs and hence enhance their productivity. Effective facilities management provides a safe, comfortable and productive working environment. Understanding the role of buildings and how they can be deployed in the context of the operation of each individual business is the essence of FM (Kwok & Warren, 2005). A client perspective of FM effectiveness is usually from two angles i.e. technical and functional performance. Technical performance indicates how well the problems are solved and the techniques and equipment used. Functional performance is concerned with how the service is provided i.e. how courteous and responsive the FM staffs are (Barrett, 1995). In organizations the choice of performance measure for use should depend on which of these two quality factors is more important to it. However, a good performance measure will normally combine both aspects though with different emphasis. Simpson and Barrett (1996) advised that the customer’ evaluations of service quality could be measured against service level agreements (SLA) but advised that SLA could be a valid scale only where a fair representation of the consumers have been used in developing the service agreement.
Varcoe (1996) opined that the important dimensions of building performance are three i.e. customer satisfaction, functionality and productivity. He discouraged the use of financial measures which he claimed originated to satisfy such external financial reporting as auditing. He discountenanced the idea of using different weighting for the dimensions according to organizational objectives as applicable with the Balanced Score Card (BSC) framework by Kaplan & Norton (1996).
2.1.2	Strategic Facilities Management
This is the application of strategic FM principles in the management of facilities. It commences with immense strategic facilities planning and use of value management approaches in the development of a value managed facilities policy that has direct reference to the corporate mission and needs of the users of the facilities. Examples of such value management approaches include strategic procurement of services and materials and application of performance monitoring and control strategies, such as incentive and punitive payment schemes. In strategic FM, the activities of the BSS providers are guided by the facilities policy which would expectedly specify the mission, strategies and tactics of the operations. It would also indicate the required tasks and their performance levels and standards.
Non-strategic Facilities Management
This type of FM does not adopt value management approaches in its operations. The activities tend to be largely operational, rather than strategic in nature. The operations are not guided by strategic facilities policies and tend to be reactive rather than proactive.
The operational and strategic levels of FM
Barrett & Owen (1992) divide FM into two broad categories by function analysis:
· Operational or implementation functions
· Management function
Operational or Implementation functions
Operational activities are day-to-day or routine support functions involving workers. Activities include the operation and upkeep of overall physical resources in order to maintain the good condition and appearance of the workplace, to add value to physical resources, and to provide a safe and healthy environment for the organization’s primary activities. Tasks at this level have a relatively short-term scope, and involve specific processes, simple and direct, such as cleaning, replacing, repairing, redecorating, grounds-keeping etc. Secure arrangements for such routine operations and services are the bedrock of good FM practice (Nutt, 2000).
2.1.3	Management functions
Management functions can be distinguished at tactical and strategic levels.
Tactics are action plans involving routine, specific and short-term preventive or managerial operations. (Johnson & Scholes, 2002) Such activities, which are best kept simple, focus, for example, on routine actions such as safety procedures for prevention or proper use and care of maintenance resources. Activities on this level support responsible behavior in the workplace and the continuity of working conditions.
Astri (2017) did a study on Understanding Facilities Management Practices to Improve Building Performance: The opportunity and challenge of the facilities management industry over the world. It offers important contributions to address the challenge of inefficiency in terms of building operation and maintenance thus making the facilities management industry become one of the fastest growing industries in the world. Facilities management integrates the entire component of the built environment including people, process, place and technology to make sure that the built environment system works optimally. It was found that there is a stark contrast in the development of facilities management practices in the western countries as compared to that in the eastern countries. The industry of facilities management is relatively new and the research related to that field is still limited thus providing a huge opportunity to develop it in the future since the importance of this field is increasingly recognized.
Finch & Zhang (2013) explores the discipline of facilities management and the contribution that this emerging profession makes to securing sustainable building performance. In their work it argues that the realization of intended environmental improvements depends pivotally on the behavior of users and the ongoing management of the facility throughout its life. It also describes an alternative view of a building's evolution as seen through the eyes of the facilities manager. It recommended the role of facilities management in ensuring continued performance improvements with respect to sustainable objectives; explore buildings as a multilayered process rather than a product; explain how facilities managers consider sustainability interventions at critical points within this layered life cycle; examine how whole life building economics impinges on sustainable decision making.
2.1.4	Components of Facilities Management
i.	Maintenance Management in Commercial Properties
Maintenance management is a critical component of facilities management, especially in commercial properties where the functionality and appeal of the environment directly influence tenant satisfaction, operational efficiency, and the value of the asset. It involves the systematic planning, execution, and monitoring of activities that ensure buildings, systems, and equipment are in good working condition and meet safety and regulatory standards (Marzban., 2023).
In commercial properties such as office buildings, shopping malls, and business complexes, maintenance management covers various services including electrical systems, HVAC (heating, ventilation, and air conditioning), plumbing, elevators, and structural elements (Abolade et al., 2013). Effective maintenance can be categorized into preventive, corrective, and predictive maintenance.  Preventive maintenance involves regular inspections and routine tasks aimed at avoiding breakdowns. Corrective maintenance, on the other hand, deals with fixing issues after they occur, while predictive maintenance utilizes technology and data to anticipate failures before they happen. Proper maintenance management ensures minimal downtime, reduces long-term repair costs, and extends the lifespan of assets. For property owners and managers, this translates to cost savings, improved operational performance, and enhanced tenant retention (Makata et al., 2019). A well-maintained property also presents a professional image to clients and customers, which can increase the property’s market value.
ii.	Health and Safety in Commercial Properties
Health and safety play a vital role in the management of commercial properties, directly impacting the well-being of occupants, employees, and visitors. Ensuring a safe and healthy environment is not only a legal obligation but also a key factor in maintaining tenant satisfaction, business continuity, and the reputation of the property (Ojekalu et al., 2021).
In commercial buildings, health and safety encompass a wide range of practices, including fire safety, emergency preparedness, hygiene, structural safety, air quality control, electrical safety, and the management of hazardous materials. Facilities managers are responsible for implementing policies and procedures that comply with relevant safety regulations and standards set by local and national authorities (Koleoso et al., 2013).
Regular inspections, risk assessments, and safety audits are essential for identifying potential hazards and preventing accidents. For instance, ensuring that fire alarms, extinguishers, emergency exits, and signage are functional and accessible can save lives in case of a fire outbreak. Similarly, maintaining clean and well-ventilated spaces helps prevent the spread of diseases and improves indoor air quality, which is crucial in shared work environments.
Employee and tenant training is also a critical aspect of health and safety. Staff should be trained on emergency procedures, first aid, and how to operate safety equipment. Clear communication and proper signage throughout the building ensure that everyone is aware of safety protocols and exit routes in case of emergencies.
iii.	Environmental Sustainability in Commercial Properties
Environmental sustainability in commercial properties refers to the responsible management of resources and operations in a way that minimizes negative impacts on the environment while promoting energy efficiency, waste reduction, and sustainable practices (Koleoso et al., 2017). As environmental concerns become increasingly critical, commercial property managers are expected to integrate sustainable solutions into the design, operation, and maintenance of buildings.
One of the primary goals of environmental sustainability in facilities management is to reduce energy consumption. This can be achieved through the use of energy-efficient lighting (such as LED bulbs), smart HVAC systems, and building automation technologies that monitor and control energy usage. Incorporating renewable energy sources like solar panels also contributes to lowering carbon footprints and operational costs over time (Oladokun et al., 2012).
Water conservation is another important aspect. Installing low-flow fixtures, water-efficient landscaping, and monitoring water usage can significantly reduce consumption and utility expenses. Waste management also plays a key role, involving recycling programs, composting, and reducing the use of non-biodegradable materials within the property.
Sustainable building design, often guided by standards like LEED (Leadership in Energy and Environmental Design) or BREEAM (Building Research Establishment Environmental Assessment Method), encourages the use of eco-friendly materials, proper insulation, and layouts that maximize natural light and ventilation.
Beyond the environmental benefits, sustainable practices enhance the marketability of commercial properties. Tenants and investors increasingly prefer green buildings due to lower utility costs and their alignment with Corporate Social Responsibility (CSR) goals. These practices also contribute to improved occupant health and comfort, which boosts productivity and satisfaction.
iv.	Space Planning and Utilization in Commercial Properties
Space planning and utilization are essential components of facilities management that focus on the efficient and effective use of available space within commercial properties. Proper space planning ensures that the physical layout of a building supports the activities and needs of its occupants, enhances productivity, and contributes to a positive working environment.
In commercial settings such as office buildings, shopping centers, and business parks, space planning involves analyzing how space is currently used and identifying opportunities to optimize it. This includes determining the best layout for workstations, meeting rooms, common areas, storage, and circulation paths. The goal is to create a functional, comfortable, and adaptable environment that maximizes utility without overcrowding (Ajayi et al., 2012).
Effective space utilization reduces wasted areas and helps lower operational costs. For example, by using flexible workspaces, hot-desking, or shared meeting rooms, organizations can accommodate more employees without needing additional square footage. Open-plan designs can also foster collaboration and communication, though they must be balanced with the need for privacy and quiet areas (Ojekalu et al., 2021).
Modern tools such as Computer-Aided Design (CAD) software and space management systems help facilities managers visualize and monitor space usage in real time. These tools provide data that can be used to make informed decisions about reconfiguration, expansion, or downsizing.
v. 	Service Delivery in Commercial Properties
Service delivery in commercial properties refers to the effective provision of support services that ensure the smooth operation, comfort, and safety of the building and its occupants. It is a core function of facilities management and includes a wide range of services such as cleaning, security, waste disposal, landscaping, pest control, front desk services, and maintenance support (Koleoso et al., 2013).
The quality of service delivery plays a significant role in tenant satisfaction and retention. When services are delivered efficiently and reliably, it creates a positive experience for occupants, boosts productivity, and enhances the overall reputation of the property. On the other hand, poor service delivery can lead to complaints, dissatisfaction, and potentially high tenant turnover.
A key aspect of effective service delivery is planning and coordination. Facilities managers must develop service level agreements (SLAs) with vendors and ensure that staff or contractors perform their duties according to agreed standards and schedules. Regular monitoring, inspections, and feedback collection are essential for maintaining consistent service quality.
Another important element is communication. Tenants should be well-informed about available services, response times, and procedures for reporting issues (Ojo et al., 2012). A responsive helpdesk or facility portal helps in logging complaints, tracking progress, and closing service requests efficiently.
2.1.5	The Role of Facilities Management in Property Performance
Facilities management (FM) plays a critical role in ensuring the effective performance of a property. It involves overseeing and coordinating various services and systems that support the daily operations of a property, whether it's commercial, residential, or industrial. Here's a breakdown of how facilities management impacts property performance:
i. Optimizing Operational
Optimizing operational efficiency in facilities management is crucial for ensuring a property runs smoothly and cost-effectively. At the core of this optimization is the proactive maintenance and upkeep of systems and infrastructure (Ajayi et al., 2007). Facilities managers are responsible for ensuring that essential systems, such as HVAC (Heating, Ventilation, and Air Conditioning), plumbing, electrical, and elevators, function efficiently at all times. Regular checks and preventive maintenance minimize the likelihood of unexpected failures or breakdowns, reducing downtime and costly emergency repairs.
Another key aspect of operational efficiency is energy management. Facilities managers oversee energy consumption, implementing strategies such as energy-efficient lighting, heating, and cooling systems (Oladokun, 2012). By utilizing energy-saving technologies and practices, properties can significantly reduce their operational costs while simultaneously decreasing their environmental impact. These energy-efficient measures also align with sustainability goals, which are becoming increasingly important to both tenants and property owners.
In addition to physical systems, optimizing operational efficiency involves streamlining workflows and service management. A well-organized approach to handling maintenance requests, cleaning schedules, and tenant concerns ensures that resources are used effectively and that service disruptions are minimized. Technology, such as building management systems (BMS), can be integrated to monitor and control various aspects of property performance in real-time, providing data-driven insights for better decision-making.
ii. Enhancing Tenant Satisfaction
Enhancing tenant satisfaction is a central goal of facilities management, as it directly impacts tenant retention, property reputation, and overall profitability. A primary factor in tenant satisfaction is the provision of a comfortable and safe living or working environment. Facilities managers ensure that the property’s infrastructure such as heating, air conditioning, plumbing, and electrical systems are functioning optimally. A well-maintained environment with reliable, consistent services helps tenants feel secure and comfortable, creating a positive impression of the property.
Regular and responsive communication with tenants also plays a crucial role. Facilities management teams typically handle tenant requests, maintenance issues, and complaints, ensuring that responses are timely and solutions are effective (Ogunba et al., 2007). A swift response to maintenance or service issues can significantly improve tenant satisfaction, as it shows tenants that their concerns are taken seriously and that the property management is attentive and proactive.
Security is another critical component of tenant satisfaction. Ensuring that properties are well-lit, have working security systems, and are safe from intruders or hazards is essential. Tenants are more likely to stay in a property where they feel secure, and the quality of security can directly influence their overall satisfaction (Oladokun et al., 2012).
Moreover, the cleanliness and aesthetic appeal of common areas like lobbies, hallways, and outdoor spaces significantly contribute to the tenants' experience. Facilities management teams regularly clean and maintain these spaces, creating an inviting and pleasant atmosphere. By fostering an environment that is both visually appealing and hygienic, tenants are more likely to feel valued and enjoy their time at the property.
iii. Cost control
Cost control is a vital aspect of facilities management, as it ensures the property operates within budget while maintaining high-quality services. Effective cost management begins with comprehensive budgeting and financial planning. Facilities managers are responsible for creating and managing the operating budget, which covers various expenses like maintenance, utilities, repairs, staffing, and service contracts. By forecasting potential costs and monitoring spending, managers can identify areas where savings can be achieved without compromising the quality of service or tenant satisfaction.
One key area of cost control is preventive maintenance. Rather than waiting for systems to break down and incur expensive repairs, facilities managers implement regular inspections and maintenance routines to keep systems running efficiently. This proactive approach reduces the likelihood of costly emergency repairs and extends the lifespan of equipment, leading to long-term savings.
iv.	Energy management
It is another critical component of cost control. Facilities managers can significantly reduce operational costs by adopting energy-saving technologies and practices, such as installing energy-efficient lighting, optimizing HVAC systems, and using smart thermostats. These measures not only reduce energy consumption but also contribute to environmental sustainability, which can improve the property’s attractiveness to tenants.
iv. Compliance and risk management
Compliance and risk management are essential components of facilities management, ensuring that a property operates within the bounds of the law while safeguarding against potential risks. Facilities managers are responsible for ensuring that the property adheres to various regulatory requirements, including building codes, safety standards, and environmental regulations. These laws are constantly evolving, and staying compliant is crucial to avoiding legal penalties, fines, or damage to the property’s reputation (Adebayo et al., 2021).
A key area of compliance is health and safety regulations. Facilities managers must ensure that the property meets the required standards for fire safety, emergency exits, accessibility, and workplace safety. This includes maintaining fire alarms, extinguishers, emergency lighting, and ensuring that building materials and design comply with safety regulations. Regular safety drills and inspections are also part of ensuring compliance with health and safety laws.
Additionally, environmental compliance is becoming increasingly important, as properties must adhere to regulations related to waste disposal, water usage, energy consumption, and air quality. Facilities managers play a role in implementing sustainable practices that not only reduce environmental impact but also ensure compliance with green building standards like LEED (Leadership in Energy and Environmental Design).
Risk management involves identifying and mitigating potential hazards that could affect the property or its occupants (Adewunmi et al., 2018). This includes assessing risks such as natural disasters, fire hazards, security threats, or equipment malfunctions. Facilities managers implement strategies to reduce these risks, such as installing surveillance systems, securing the property against unauthorized access, and ensuring that emergency plans are in place for a range of scenarios.
v. Sustainability and environmental performance
Sustainability and environmental performance have become key priorities in modern facilities management, as property owners, tenants, and regulatory bodies increasingly emphasize eco-friendly practices. Facilities managers play a critical role in implementing and maintaining sustainable operations that not only reduce environmental impact but also enhance property value and tenant satisfaction.
One of the primary focuses is energy efficiency. Facilities managers implement strategies such as using energy-efficient lighting (e.g., LED), upgrading HVAC systems, and incorporating smart building technologies to monitor and control energy use. These measures significantly reduce energy consumption and lower utility costs, contributing to both environmental sustainability and cost savings.
Water conservation is another important aspect. Facilities managers may install low-flow fixtures, fix leaks promptly, and use irrigation systems that optimize water use in landscaping. These practices help conserve a vital natural resource and reduce water bills.
Waste management also plays a vital role in environmental performance. Effective recycling programs, proper disposal of hazardous materials, and encouraging tenants to reduce, reuse, and recycle contribute to a cleaner, greener environment. Facilities managers may also partner with eco-conscious vendors to support these efforts (Ogunleye et al., 2017).
vi. Technology Integration
Technology integration in facilities management has revolutionized how properties are operated, maintained, and monitored. It plays a key role in improving efficiency, reducing costs, and enhancing the overall performance of a property. By leveraging modern technologies, facilities managers can streamline operations, improve decision-making, and provide better services to tenants.
One of the most impactful advancements is the use of Building Management Systems (BMS) or Building Automation Systems (BAS). These systems allow managers to monitor and control various building functions such as lighting, heating, ventilation, air conditioning (HVAC), and security from a central platform. This automation not only improves energy efficiency but also ensures comfort and safety for occupants.
Smart sensors and Internet of Things (IoT) devices are increasingly used to gather real-time data on building performance. For example, sensors can detect temperature changes, motion, humidity, or occupancy levels, enabling automated adjustments to reduce energy consumption. Predictive maintenance technologies can analyze equipment performance and alert facilities managers to potential issues before they lead to costly breakdowns.
Computer-Aided Facility Management (CAFM) software and Integrated Workplace Management Systems (IWMS) help manage assets, schedule maintenance, track inventory, and generate reports. These platforms improve transparency and accountability while simplifying administrative tasks.
Mobile technology has also enhanced field operations. Facilities staff can use mobile apps to receive work orders, update task status, and access maintenance histories while on-site, improving response times and productivity.
vii. Value enhancement
Value enhancement is a key objective in facilities management, focusing on strategies that increase a property's appeal, functionality, and financial performance. Facilities managers play a vital role in maintaining and improving the physical and operational quality of a property, which directly contributes to its market value and long-term success.
A major aspect of value enhancement is regular maintenance and upkeep. By ensuring that building systems such as HVAC, lighting, plumbing, and security—are functioning efficiently, facilities managers preserve the property's structural integrity and prevent costly damage. A well-maintained property not only attracts tenants but also retains them, reducing vacancy rates and ensuring steady income for property owners (Ojo, and Oladokun, (2012).
The aesthetic appeal of a property is another important factor. Facilities management involves the upkeep of landscaping, cleanliness of common areas, and the general appearance of the building. A visually appealing environment creates a positive first impression and enhances tenant satisfaction, which can justify higher rental rates and boost occupancy.
Capital improvements also play a role in value enhancement. Facilities managers may oversee upgrades such as modernizing elevators, renovating lobbies, installing energy-efficient systems, or incorporating smart technologies. These improvements increase the building’s functionality and competitiveness in the market, making it more attractive to both current and prospective tenants.
2.1.5	Challenges Facing Facilities Management Strategy in Commercial Properties.
i.	Budget constraints
Budget constraints are a significant challenge in facilities management, particularly in commercial properties where operational efficiency and service quality must be maintained within tight financial limits. Facilities managers are often required to deliver high standards of maintenance, security, and tenant services while working with limited resources. This can make it difficult to carry out essential tasks such as preventive maintenance, system upgrades, or emergency repairs without exceeding allocated budgets.
When budgets are tight, managers may be forced to postpone maintenance activities or delay the replacement of aging equipment, which can lead to more costly breakdowns in the future. Balancing short-term savings with long-term value becomes a constant struggle. In some cases, budget limitations may also impact staff levels, leading to overworked teams and a decline in service quality.
Moreover, rising costs in areas like energy, labor, and materials further strain financial planning. Facilities managers must find innovative ways to cut costs—such as renegotiating vendor contracts, investing in energy-efficient technologies, or streamlining operations—without compromising the functionality or safety of the property.
ii. Aging infrastructure
Aging infrastructure is a major challenge in the facilities management of commercial properties. Many buildings, especially those constructed decades ago, now face the inevitable wear and tear that comes with time. Components such as HVAC systems, elevators, plumbing, electrical wiring, roofing, and structural elements gradually degrade, becoming less efficient, more prone to failure, and increasingly expensive to maintain.
As these systems age, they often require frequent repairs, which can disrupt daily operations and inconvenience tenants. Older equipment is also harder to find parts for, and in some cases, replacement parts may no longer be manufactured. This leads to higher repair costs and longer downtimes. Additionally, outdated systems tend to consume more energy, contributing to higher utility bills and a larger environmental footprint.
From a compliance perspective, aging infrastructure may not meet current building codes, health and safety regulations, or environmental standards. This exposes property owners to legal risks, potential fines, and reputational damage. It also limits the ability to attract and retain tenants who expect modern, reliable, and comfortable facilities.
Facilities managers must balance the high costs of replacing old systems with the need to keep the building operational and financially sustainable. Often, there isn’t enough funding to upgrade everything at once, so strategic planning and prioritization are essential. Managers may conduct condition assessments to identify the most critical needs and create phased upgrade plans that align with available budgets.
iii. Energy efficiency and sustainability goals
Energy efficiency and sustainability goals have become central to facilities management in commercial properties, driven by rising energy costs, regulatory pressures, and the growing demand for environmentally responsible operations. These goals aim to reduce a building's environmental impact while enhancing operational performance, reducing costs, and improving occupant well-being.
Energy efficiency involves using less energy to perform the same functions, such as lighting, heating, or cooling. Facilities managers achieve this through measures like LED lighting, smart thermostats, high-efficiency HVAC systems, and building automation systems (BAS). These technologies help monitor and control energy use in real time, reducing waste and ensuring optimal performance.
Sustainability goes beyond energy use to encompass waste management, water conservation, indoor air quality, and the use of eco-friendly materials. Facilities managers implement recycling programs, install water-saving fixtures, and prioritize maintenance practices that reduce pollution and support long-term environmental health. Many properties also pursue green building certifications like LEED or BREEAM, which recognize high standards of environmental performance.
Achieving these goals not only helps the environment but also leads to financial benefits, such as lower utility bills, increased property value, and stronger tenant retention. Moreover, sustainable buildings are more attractive to tenants and investors who value corporate social responsibility. In essence, energy efficiency and sustainability are key pillars of modern, future-ready facilities management.
iv. Technological Integration
Technological integration is transforming facilities management in commercial properties, enabling smarter, more efficient, and data-driven operations. As buildings become more complex and tenant expectations rise, technology provides the tools necessary to streamline processes, enhance performance, and improve the overall occupant experience.
At the core of this transformation are Building Management Systems (BMS) and Building Automation Systems (BAS). These platforms centralize control over critical building functions such as lighting, HVAC, security, and energy usage. They enable real-time monitoring and automated adjustments based on occupancy patterns, environmental conditions, and energy consumption data, leading to significant efficiency gains.
The Internet of Things (IoT) is another major driver of integration. Smart sensors installed throughout the building collect data on temperature, humidity, motion, lighting levels, and equipment performance. Facilities managers use this data for predictive maintenance, fault detection, and optimization of resource use, reducing downtime and extending equipment lifespan.
v. Compliance and regulatory
Compliance and regulatory changes play a critical role in shaping the responsibilities of facilities management in commercial properties. As governments and regulatory bodies continue to enforce stricter standards related to safety, environmental sustainability, health, and accessibility, facilities managers must stay updated and adapt swiftly to ensure ongoing compliance.
Key areas of regulation include fire safety, electrical systems, health and safety standards, building codes, energy performance, and accessibility laws. Failure to comply with these regulations can lead to serious consequences such as legal penalties, fines, reputational damage, and even the temporary shutdown of facilities. Therefore, compliance is not just a legal obligation—it is a crucial element of risk management and operational excellence.
In recent years, there has been a significant push toward environmental regulations, including energy benchmarking requirements, greenhouse gas emissions reporting, and green building certifications like LEED or BREEAM. These changes reflect global efforts to combat climate change and require facilities managers to invest in energy-efficient systems, conduct regular audits, and maintain detailed performance records.
2.2	Theoretical Framework 
A theoretical framework provides the foundation upon which research is built. It guides the analysis and interpretation of the variables under study. In evaluating the effect of facilities management in commercial properties, several theories can be applied to understand the relationship between facilities management practices and property performance. The most relevant theories include:
2.2.1	Systems Theory 
Systems Theory is a management concept that views an organization as a complex set of interrelated and interdependent components working together toward a common goal. First introduced in the field of biology by Ludwig von Bertalanffy, the theory has since been applied across many disciplines, including engineering, sociology, and organizational management. In facilities management (FM), Systems Theory provides a useful framework for understanding how different functions within a commercial property interact and contribute to overall performance.
Commercial properties—such as office complexes, shopping malls, and business parks—are made up of various subsystems. These include maintenance, cleaning, security, energy management, health and safety, space utilization, and administrative services. According to Systems Theory, these subsystems are not isolated; rather, they are interconnected and must work in harmony to ensure the property operates efficiently and meets the needs of its users. A disruption or inefficiency in one part of the system can negatively impact the entire operation. For example, poor maintenance could lead to equipment failure, which might affect tenant comfort, safety, and even business operations.
Facilities managers act as the coordinators of this complex system. Their job involves ensuring that all building services function together smoothly. This coordination includes scheduling maintenance in a way that does not interfere with business activities, aligning cleaning schedules with occupancy levels, and ensuring that energy-saving practices do not compromise tenant comfort. By taking a systems approach, facilities managers can better anticipate problems, identify inefficiencies, and implement solutions that benefit the entire property.
A key element of Systems Theory is the concept of feedback loops. In FM, this is seen through regular performance evaluations, tenant satisfaction surveys, audits, and inspections. These feedback mechanisms provide data that facilities managers can use to monitor the effectiveness of each subsystem and make necessary adjustments. For example, if tenants report dissatisfaction with air quality, this feedback can prompt an inspection of HVAC systems, leading to improved maintenance routines or equipment upgrades.
Another important principle of Systems Theory is synergy—the idea that the whole is greater than the sum of its parts. In commercial property management, when all systems work together efficiently, the outcome is improved tenant satisfaction, reduced operational costs, better space utilization, and enhanced property value. On the contrary, when systems are disjointed or poorly managed, it can lead to breakdowns, higher costs, tenant dissatisfaction, and even safety hazards.
2.2.2	Resource-Based View (RBV)
The Resource-Based View (RBV) is a strategic management theory that emphasizes the importance of an organization’s internal resources in achieving and sustaining competitive advantage. Originating from the works of scholars like Edith Penrose, Jay Barney, and Birger Wernerfelt, the RBV argues that it is not just external market conditions that determine success, but the unique combination of valuable, rare, inimitable, and non-substitutable (VRIN) resources within the organization. When applied to facilities management (FM) in commercial properties, the RBV provides a useful framework for understanding how effective management of internal resources contributes to property performance and competitiveness.
In the context of commercial property management, resources can be both tangible—such as the building infrastructure, equipment, and technological systems—and intangible, such as managerial expertise, tenant relationships, organizational culture, and the quality of service delivery. According to the RBV, these resources, if properly managed and strategically utilized, can serve as key differentiators that enhance the property’s value, marketability, and long-term sustainability.
Facilities management plays a crucial role in identifying, developing, and leveraging these resources. For example, well-maintained buildings with modern HVAC systems, energy-efficient lighting, and secure access controls not only reduce operational costs but also increase tenant satisfaction and retention. These tangible assets, when maintained through effective FM practices, become valuable and difficult for competitors to replicate, thus aligning with the VRIN criteria.
Moreover, the knowledge and expertise of the facilities management team represent an important intangible resource. A skilled FM team that proactively manages maintenance, implements sustainable practices, and responds quickly to tenant concerns contributes significantly to the smooth operation and positive image of the property. Over time, these capabilities become embedded in the organization’s routines and culture, making them unique and hard to imitate by competitors.
2.2.3	Stakeholder Theory
Stakeholder Theory is a management framework that emphasizes the importance of considering the interests and influence of all parties affected by an organization's operations. Originally introduced by R. Edward Freeman in 1984, the theory argues that organizations should not focus solely on maximizing shareholder value but should also take into account the needs and concerns of a broader group of stakeholders—including employees, customers, suppliers, government agencies, and the community. In the context of facilities management (FM), especially within commercial properties, this theory is highly relevant.
Commercial properties involve multiple stakeholders who have varying, and sometimes conflicting, interests. These include property owners, tenants, facilities managers, service providers, regulatory bodies, and visitors. Stakeholder Theory helps facilities managers identify, engage with, and balance the needs of these different groups to ensure efficient building performance, user satisfaction, and long-term value.
For example, property owners may prioritize profitability and asset longevity, while tenants might be more concerned with comfort, safety, and reliable services. Facilities managers must also consider legal regulations, environmental responsibilities, and community expectations, such as sustainability and accessibility standards. Stakeholder Theory encourages FM professionals to maintain open communication channels, seek feedback, and develop strategies that serve the collective interests of all parties involved.
A key advantage of applying Stakeholder Theory in FM is that it promotes inclusive decision-making and long-term planning. By engaging stakeholders early in the decision-making process—such as during renovations, space planning, or service contract negotiations—facilities managers can avoid conflict, build trust, and create environments that better meet user needs. This collaborative approach often leads to higher tenant retention, improved service quality, and stronger community relations.
2.3	Summary of Literature Review 
	Author Date and Country 
	Objectives of the Study
	Findings

	1. Adenuga, O. A. (2008) Nigeria.
	to examine various types of facilities within the study area 
	Assess accommodation, food and beverage services, recreational amenities, business facilities, security, sustainability practices, guest services, parking, and maintenance for overall performance and guest satisfaction.

	2. Ajator, U. O. (2012).,  Nigeria

	How does facilities management impact the satisfaction in commercial properties.
	Facilities management impacts satisfaction in commercial properties by ensuring efficient maintenance, safety, cleanliness, space utilization, and timely responses. These factors create a comfortable, productive environment, leading to higher tenant retention and positive experiences.

	3. Akintayo, O. K. (1999).  Nigeria 

	to identify the challenges  facing facilities management strategy in commercial properties.
	recommendations for property developers, investors, and tenants on the choice of lease structure?

	4. Durojaiye et al., (2021) Nigeria
	evaluation on the effect of facilities management in commercial properties
	how effective maintenance, security, cleanliness, and space utilization impact tenant satisfaction, operational efficiency, property value, sustainability, and cost-effectiveness. It highlights the critical role of FM in ensuring long-term profitability and tenant retention.

	5. Onwuanyi, and Oyetunji, (2021) Nigeria.
	To evaluate the cost-effectiveness of facilities management services.
	the study explores the efficiency of resource allocation, maintenance schedules, and energy consumption in commercial properties. It analyzes how effective facilities management practices contribute to reducing operational costs while maintaining service quality. 

	6. Bello at al.,  (2022) Nigeria.
	To assess the role of facilities management in maintaining safety and compliance
	It explores the implementation of fire safety protocols, emergency systems, and regular inspections. Additionally, the research evaluates how facilities managers address compliance with environmental laws, occupational safety standards, and building codes. ensuring a secure and legally compliant environment for tenants and staff.



CHAPTER THREE
3.0	Research Methodology
3.1	Introduction 
This chapter involves the presentation of the various methodological approaches that will be utilized in the course of this study. It includes the study of population and it’s characteristics, the techniques to be adopted in getting the data needed, as well as the method to be adopted in the analysis of the collected data. Two things are usually faced under the term “methodology” the methodology itself and the method.
According to Barley (2000), methodology means the philosophy of the research process and this includes assumption and value that served rational for the research, while the method simply means the research techniques used for gathering data.
3.2 	Research Design
Research design is perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researcher employed the survey research design, this is due to the nature of the study whereby the opinion and views of people are stamped.
3.3 	Data Types and Sources
There are two types of data and they are; primary data and secondary data.
Primary Data:
These are data collected by the researcher himself or herself. Primary data can be collected through various means like direct personal observation, oral interview, telephone conversation as well as questionnaire administration.
Secondary Data:
These involve the extraction of relevant information from documented publication, textbooks, journals as well as internet expiration that are relevant to the subject of the study. In other words, they are collected from both published and unpublished works.
3.4 	Instrumentation for Data Collection
The research instrument used in this research work is the questionnaire which is in line with the study objectives aimed at providing answers to the research questions.


3.5 	Target Population
According to Gilbert (2002), since it is not possible to deal with the whole target population, one must identify the portion of population in which one can access. For the purpose of this research work, the target population for this study comprises all individuals and groups directly involved in or affected by the facilities management practices at Whitefield Hotel, Ilorin. This includes the hotel’s facility managers, maintenance personnel, administrative staff, Hotel guests. Additionally, the study considers key stakeholders such as property owners and service contractors who contribute to the day-to-day operations and long-term upkeep of the hotel facilities.
By focusing on this specific population, the research aims to gather comprehensive insights into how facilities management practices impact operational efficiency, customer satisfaction, and overall property performance at Whitefield Hotel. The selection of this target group ensures that the data collected reflects both the service delivery and the end-user experience, which are critical in evaluating the effectiveness of facilities management in a commercial property setting.
3.6 	Sample Frame
This is otherwise known as population of the study and it can be define as including all the people or items with the characteristic, one wish to understand. Because there is rarely enough time or gather information from everyone or gathering in a population, the goals become finding a representative sample of that population.
The sample frame for this research work is based on 52 workers of service contractor, 25 staff, Number of rooms 88 and 25 Estate surveyors and service contractors who contribute to the day-to-day operations and long-term upkeep of the hotel facilities.
3.7 	Sample Size
The sample size is a percentage representation of all elements in a sample frame. In other words, it is the representation of the sample frame which the researcher intends to carefully understudy while carrying out the research. 
To determine a sample, the formula below was used. The rationale for using this formula was because the sample frame is 190
S = N/[1+N(e)2]
Where N = target population of 190; 
S = Sample size; e = level of significance of 5% 
S =190/[1+200(0.1)2] = 63.33 or 63
The sample size is 63.
3.8 	Sampling Procedure
The sampling procedure used in sampling the respondents in this research work is systematic random sampling.
Systematic sampling is a probability sampling method in which a random sample, with a fixed periodic interval, is selected from a larger population. The fixed periodic interval, called the sampling interval, is calculated by dividing the population size by the desired sample size.
3.9	Method of Data Analysis 
Data realized from administration of the research instruments was analyzed and processed with the aid of Statistical Packages for Social Sciences (SPSS 2016). Data measured on nominal scale was analyzed using descriptive statistics such as frequency distribution tables and percentages. In the analysis, the “Mean Score” method was adopted to establish the impact of town planning law on commercial property development in Nigeria.  This will enable the researcher assign positions (rank) these effects, with the most sensitive effect ranked first, while the least sensitive effect is ranked at the bottom of the table.
3.8. 	SUMMARY OF METHODOLOGY
	S/N
	RESEARCH 
DISIGN 
	SOURCE OF  DATA
	TARGEST 
POPULATION
	SAMPLE FRAME
	SAMPLE 
SIZE
	SAMPLE 
TECH.
	ISTRUMENT 
OF DATA 
COLLECTION
	METHOD 
OF DATA 
ANALYSIS

	1
	Descriptive
	Primary and
Secondary
	Hotel’s facility managers, Maintenance personnel, Administrative staff, and  Hotel guests, property owners and service contractors
	63
	63
	Systematic
	Questionnaire
	Frequency
table





CHAPTER FOUR
4.0	DATA PRESENTATION AND DATA ANALYSIS
4.1	INTRODUCTION
This chapter is based on the process of arriving at a dependable solution to the problem intended to be solve by this project. It is described with special focus on the study population, data collection and response as well as the process of data collection.
Analysis of Questionnaire Administered 	
	Responses
	Frequency 

	Number of questionnaire Distributed
	63

	Number of questionnaire not filled
	6

	Total number of administered 
	57


Source: Field Survey, 2025
	Form the above analysis, the researcher will be making use of the number of questionnaire which is 57.
4.1	DATA ANALYSIS
Table show, number of questionnaire  
Fifty-seven (57) questionnaires are thus analyzed as shown below:
Table 4.1 Sex of the Despondence
	Despondency 
	Frequency
	Percentage(%)

	MALE
	37
	64.91%

	FEMALE
	20
	35.09%

	TOTAL
	57
	100%


Source: field survey 2025
From the table above, it is indicated that male has the highest numbers of respondents and compared to resident.
TABLE 4.2: Age Distribution of Respondents
	Despondency 
	Frequency
	Percentage (%)

	18-25years
	18
	31.58%

	26-35years
	18
	31.57%

	36-45years
	15
	26.32%

	46years and above
	6
	10.52%

	TOTAL 
	57
	100%


Source: field survey 2025
From the table above, 18 respondents representing 31.58% of the total respondents are between the age of 18-25years, 18 respondents representing 31.58% are between the age of 26-35years, 15 respondents representing 26.32% of the total respondents are between the age of 36-45years While 46years and above age of respondents is 6 representing 10.52%.
TABLE 4.3: Respondents’ Marital Status
	Despondency 
	Frequency
	Percentage (%)

	Single
	27
	47.38%

	Married
	25
	43.85%

	Divorced
	5
	8.77%

	Widowed
	0
	0%

	TOTAL 
	57
	100%


Source: field survey 2025
From the table above, 27 respondents representing 47.38% of the total respondents are still single, 25 respondents representing 43.85% are Married. 5 respondents representing 8.77% of the total respondents are Divorced while 0 respondents representing 0 are Widowed.
TABLE 4.4: Occupation of respondents
	Despondency 
	Frequency
	Percentage(%)

	Civil servant
	10
	17.54%

	Private sector
	35
	61.42%

	Self-employed
	8
	14.03%

	Unemployed
	4
	7.01%

	Total
	57
	100%


 Source-field survey, 2025.
From the table above, 10 respondents representing 17.54% of the total respondents are Civil servant, 35 respondents representing 61.42% are Private Sector. 8 respondents representing 14.03% of the total respondents are Self-employed while Unemployed 4 respondents representing 7.01% of the total respondents are Unemployed.

TABLE 4.5: Educational Qualification of respondents
	Despondency
	Frequency
	Percentage(%)

	SSCE
	6
	10.52%

	OND/NCE
	18
	            31.57%

	HND/BSC
	20
	35.09%

	Master Degree 
	10
	            17.54%

	PhD
	             3 
	           5.26%

	Total 
	            57
	            100%


Source-field survey, 2025
From the table above, 6 respondents representing 10.52% of the total respondents are SSCE, 18 respondents representing 31.57% are OND/NCE, 20 respondents representing 35.09% are HND/BSC, 10 respondents representing 17.54% of total respondents are Master Degree while 3 respondents representing 5.26% are PhD holder.
TABLE 4.6: length of engagement with the hotel (stay or employment)
	Despondency
	Frequency
	Percentage(%)

	Less than 6 months
	12
	21.05%

	6-12months
	18
	31.57%

	1-3years
	20
	35.09%

	3 years and above
	7
	12.01%

	Total
	57
	100%


Source: field survey, 2025
From the table above, 12 respondents representing 21.05% of the total respondents are engaged with the hotel for Less than 6 months, 18 respondents representing 31.57% are engaged in hotel for 6-12months, 20 respondents representing 35.09% of the total respondents are engaged in hotel 1-3years while 7 respondents representing 12.01% of total respondents are engaged in hotel for 3 years and above.
TABLE: 4.7: Primary purpose at the hotel
	Despondency
	Frequency 
	Percentage(%)

	Leisure
	25
	43.85%

	Event/Conference
	8 
	14.03%

	Business
	15
	26.31%

	Employment
	9
	15.78%

	Total 
	57
	100%


Source: field survey, 2025
From the table above, 25 respondents representing 43.85% choose Leisure, 8 respondents representing 14.03% choose Event/Conference, 15 respondents representing 26.31% choose Business, while 9 respondents representing 15.78% choose Employment.
TABLE: 4.8 Frequency of facilities Cleaning
	Despondency
	Frequency 
	Percentage(%)

	Frequently
	30
	52.63%

	Occasionally
	17
	29.82%

	Rarely
	7
	12.01%

	Never
	3
	5.26%

	Total
	57
	100%


Source: field survey, 2025
From the table above, 30 respondents representing 52.63% of the total respondents choose that hotel facilities usually clean and well maintained frequently, 17 respondents representing 29.82% choose that it is clean and maintain occasionally, 7 respondents representing 12.01% choose that it is clean and maintain in rare while 3 respondents representing 5.26% of the total respondents choose that it is never been clean and maintain.
TABLE: 4.9 Rate the promptness of response to facility-related complaints
	Despondency
	Frequency 
	Percentage(%)

	Poor
	5
	8.77%

	Fair 
	10
	17.54%

	Good
	30
	52.63%

	Excellent 
	12
	21.05%

	Total
	57
	100%


Source: field survey, 2025
From the table above, 5 respondents representing 8.77% of the total respondents choose poor, 10 respondents representing 17.54 % choose fair, 30 respondents representing 52.38% choose Good while 12 respondents representing 21.05% choose Excellent.

TABLE 4.10: Facilities need the most improvement
	Despondency
	Frequency 
	Percentage(%)

	Plumbing
	5
	8.77%

	Electricity
	12
	21.05%

	Wi-Fi/Internet
	5
	8.77%

	Air Conditioning
	7
	12.01%

	Cleanliness
	28
	49.12%

	Total 
	57
	100%


Source: field survey2025
From the table above, 5 respondents representing 8.77%choose Plumbing, 12 respondents representing 21.05% choose Electricity, 5 respondents representing 8.77% choose Wifi/Internet, 7 respondents representing 12.01%choose Air conditioning while 28 respondents representing 49.12% choose Cleanliness.
TABLE 4.11: Satisfactory with the hotel’s housekeeping services
	Despondency
	Frequency 
	Percentage(%)

	Very Dissatisfied
	5
	8.77%

	Dissatisfied
	10
	17.54%

	satisfied
	30
	52.63%

	Very satisfied
	12
	21.05%

	Total 
	57
	100%


Source: field survey 2025
From the table above, 5 respondents representing 8.77% were Very Dissatisfied, 10 respondents representing 17.54% were Dissatisfied, 30 respondents representing 52.63% were Satisfied while 12 respondents representing 21.05% were Very satisfied  
Table 4.12: Extent of Facilities Contribution to Comfort of lodges  
	Despondency
	Frequency 
	Percentage(%)

	Contribute 
	15
	26.31%

	Contribute Significantly
	32
	56.14%

	Do not contribute 
	10
	17.54%

	Total
	57
	100%


Source: field survey, 2025.
From the table above, 15 respondents representing 26.31% choose contribute that facilities contribute to their comfort, 32 respondents representing 56.14% choose Contribute Significantly while 10 respondents representing 17.54% choose do not contribute. 
Table 4.13: Area that received effective facilities management 
	Despondency
	Frequency 
	Percentage(%)

	Guest rooms
	20
	35.09%

	Conference/event halls
	15
	26.31%

	Restaurant
	5
	8.77%

	Outdoors
	17
	29.82%

	Others
	0
	0%

	Total
	57
	100%


Source: field survey, 2025.
From the table above, 20 respondents representing 35.09% choose Guest room as best reflects effective facilities management, 15 respondents representing 26.31% choose Conference/event halls, 5 respondents representing 8.77% choose Restaurant, 17 respondents representing 29.82% choose Outdoors while other are 0.  
Table 4.14: Response on how facility management affect the hotels reputation
	Despondency
	Frequency 
	Percentage(%)

	Strongly Disagree
	5
	8.77%

	Disagree
	10
	17.54%

	Neutral
	9
	15.78%

	Agree
	23
	40.35%

	Strongly Agree
	10
	17.54%

	Total
	57
	100%


Source: field survey, 2025.
From the table above, 5 respondents representing 8.77% were Strongly Disagree that poor facility management affect the hotel’s reputation, 10 respondents representing 17.54% were Disagree, 9 respondents representing 15.78% were Neutral, 23 respondents representing 40.35% were Agree, while 10 respondents representing 17.54% were Strongly Agree.

Table 4.15: Facilities management contributes to customer loyalty
	Despondency
	Frequency 
	Percentage

	Strongly Disagree
	3
	5.26%

	Disagree
	9
	15.78%

	Neutral
	10
	17.54%

	Agree
	25
	43.85%

	Strongly Agree
	10
	17.54%

	Total
	57
	100%


Source: field survey, 2025
From the table above, 3 respondents representing 5.26% were Strongly Disagree that Facilities management contributes to customer loyalty, 9 respondents representing 15.78% were Disagree, 10 respondents representing 17.54% were Neutral, 25 respondents representing 43.85% were Agree while 10 respondents representing 17.54% were Strongly Agree.    


















CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.0    Introduction
This chapter presents the summary of key findings, conclusions, and recommendations based on the data analysis in Chapter Four. The purpose is to evaluate the effects of facilities management on commercial properties, using Whitefield Hotel, Ilorin, as a case study. The chapter emphasizes how effective or poor facilities management impacts customer satisfaction, service delivery, comfort, loyalty, and the hotel’s overall reputation.
5.1 Summary of Findings
Based on the responses gathered from 57 valid questionnaires, the following key findings were drawn:
1. Primary Purpose of Visit (Table 4.7):
· According to the responses, 43.85% of the respondents visited Whitefield Hotel for leisure, making it the most common purpose. 
· Implication: This suggests that Whitefield Hotel functions mainly as a leisure and personal relaxation destination, not primarily for formal or business events. As a result, facilities management must focus on comfort-related areas such as guest rooms, air conditioning, Wi-Fi, and housekeeping. Enhancing these
leisure-focused services will improve guest satisfaction and encourage repeat visits.
2. Facilities Cleanliness and Maintenance (Table 4.8):
· 52.63% of respondents stated that hotel facilities are frequently clean and well maintained.
· However, 29.82% indicated only occasional maintenance, and 12.01% rarely experienced cleanliness.
Implication: The hotel maintains acceptable standards, but consistency in cleaning and maintenance needs improvement.
3. Housekeeping Services (Table 4.11):
· 52.63% of respondents were satisfied, and 21.05% were very satisfied with the hotel’s housekeeping.
 Implication: Housekeeping contributes positively to guest comfort, but continuous improvement is necessary.
4. Comfort and Facilities Contribution (Table 4.12):
· 56.14% said facilities contribute significantly to their comfort, while 26.31% said they contribute moderately.
	Implication: Facilities management is directly linked to the quality of guest experience.
5. Response to Complaints (Table 4.9):
· 52.63% rated the hotel's response to complaints as good, and 21.05% rated it excellent.
Implication: Guests acknowledge promptness in addressing issues, reflecting a proactive facility management approach.
6. Areas Needing Improvement (  ):
· Cleanliness (49.12%) and electricity (21.05%) were identified as top issues.
Implication: These areas need immediate attention to enhance guest satisfaction and operational efficiency.
7. Impact on Reputation (Table 4.14):
· 40.35% agreed and 17.54% strongly agreed that poor facilities management affects the hotel’s reputation.
Implication: Facility quality directly influences the public image and perceived value of the hotel.
8. Customer Loyalty (Table 4.15):
· 43.85% agreed and 17.54% strongly agreed that facilities management contributes to customer loyalty.
Implication: Well-maintained facilities encourage repeat visits and long-term patronage.
9. Guest Areas Reflecting Effective FM (Table 4.13):
· Guest rooms (35.09%) and outdoor areas (29.82%) were seen as indicators of good facility management.
	Implication: These areas should be prioritized in the FM strategy.
5.2      Conclusion
The study concludes that effective facilities management is essential to the success and sustainability of commercial properties, especially in the hospitality industry. At Whitefield Hotel, guests acknowledged the importance of clean, functional, and well-maintained facilities in shaping their experience. However, some gaps exist in cleanliness consistency and infrastructure such as electricity. Overall, the research affirms that good facility management positively affects customer comfort, loyalty, and the hotel’s reputation.
5.3	Recommendations 
i.	Improve Cleanliness Routines: To maintain high standards of hygiene and promote guest satisfaction, it is essential to enhance the hotel's cleanliness routines. This includes adopting a structured cleaning schedule, using industry-approved disinfectants, and ensuring regular deep cleaning of high-touch surfaces and common areas.
ii.	Upgrade Electrical Systems: To ensure safety, energy efficiency, and uninterrupted operations, it is crucial to upgrade the hotel's electrical systems. Aging wiring, outdated panels, and inefficient fixtures can pose serious safety hazards and increase operational costs.
iii.	Enhance Housekeeping Standards: Raising housekeeping standards is essential for maintaining a clean, welcoming, and hygienic environment that meets guest expectations. This involves implementing clear standard operating procedures (SOPs) for cleaning routines, turn-down services, and room inspections.
iv.	Prioritize Guest Feedback to Improve Hotel Services: Actively seeking and prioritizing guest feedback is vital for enhancing service quality and overall guest experience. The hotel should implement multiple feedback channels, such as digital surveys, suggestion boxes, follow-up emails, and on-site comment cards.
vi. Focus on Critical Operational Areas in the Hotel: To achieve optimal performance and guest satisfaction, the hotel should concentrate resources and attention on key operational areas. These include housekeeping, front desk services, maintenance, food and beverage operations, and security.
vii. Adopt Smart Facilities Management (FM) Tools in the Hotel: Integrating smart facilities management tools can greatly enhance operational efficiency, cost control, and guest satisfaction. The hotel should adopt digital solutions such as Computer-Aided Facilities Management (CAFM) systems, smart thermostats, energy monitoring tools, and predictive maintenance software. 
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APPENDIX

						Department of estate management and 
						Valuation,  
						Kwara state polytechnic,
						Ilorin,
						Kwara state.
Dear respondent,
This project is written in partial fulfillment of the requirement of the award of Higher National Diploma in estate management and valuation.
The topic of the project is the “Evaluation on the Effect of Facilities Management in Commercial Properties” A case study of Whitefield Hotel Ilorin.
The respondents are hereby requested to supply required information needed for the following questions appropriately. The given response shall be handled as confidential information as data required will be used for this project only.



______________________________
Kayode Joseph
09069454528
						









QUESTIONNAIRE
1.0  SECTION A 
1. Gender: (a)Male (  ) (b) Female  (  )
2. Age: (a)18- 25 (  ) (b) 26- 35 (  ) (c) 36 -45 (  ) (d) 46 and above (  ) 
3. Marital status: (a) Single (  )  (b) Married  (  )   (c) Widow(er)  (  ) (e) Divorced (  )
4. Occupation: (a) Civil servant (  ) (b) Private sector (  ) (c) Self-employed (  ) (d) Unemployed
5.  Educational Qualification: (a) SSCE (  ) (b) OND/NCE (  ) (c) HND / BSc (  ) (d) Master Degree Others (  ) (e) PhD (  ).
2.0 SECTION B
6. How long have you engaged with the hotel (stay or employment)? (a) Less than 6 months (   ) (b) 6-12months (   ) (c) 1-3years (  ) (d)3 years and above (  ).
7. Primary purpose at the hotel? (a) Leisure (   ) (b) Business (   ) (c) Event/Conference (  ) (d) Employment (  ).
8. Are the hotel facilities usually clean? (a) Frequently (   ) (b) Occasionally (   ) (c) Rarely (  ) (d) Never(   )
9. Rate the promptness of response to facility-related complaints? (a) Poor (  ) (b) Fair (  ) (c) Good ( ) (d) Excellent (  ).
10. Which of the following facilities need the most improvement? (a) Plumbing (   ) (b) Electricity (  ) (c) Wi-Fi/Internet (  ) (d) Air Conditioning (   ) (e) Cleanliness (    ) 
11. How satisfied are you with the hotel’s housekeeping services? (a) Very Dissatisfied (  ) (b) Dissatisfied (  ) (c) Neutral (   ) (d) satisfied (  ) (e) Very satisfied (  ).
12. To what extent do facilities contribute to your comfort? (a) Contribute little ( ) (b) Contribute Significantly (  ) (c) Did not Contribute (  ).
13. Which area best reflects effective facilities management? (a) Guest rooms ( ) (b) Conference/event halls (   ) (c) Restaurant (   ) (d) Outdoors (   ) (e) Others (  )
14. Does poor facility management affect the hotel’s reputation? (a) Strongly Disagree ( ) (b) Disagree ( ) (c) Neutral (   ) (d) Agree (   ) (e) Strongly Agree (  ).
15. Facilities management contributes to customer loyalty? (a) Strongly Disagree ( ) (b) Disagree (  ) (c) Neutral (   ) (d) Agree (   ) (e) Strongly Agree (  ).
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