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ABSTRACT 

The study is focused on the importance of service delivery to tourism and hospitality industry in kwara hotel. A self developed validated questionnaire and in depth interview was used as a research instrument and data was analysed using statistical formulation. The result of the study show the following importance fo service delivery to tourism and hospitality industry means of service delivery problems of service delivery and remedies to the problem.
Keyword: services, delivery, tourism and hospitality industry hotel.
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CHAPTER ONE

1.0 INTRODUCTION 
Tourism and hospitality industry is a fast growing industry that helps to diversify and stabilize the economy of the country. The tourism industry is hard to define because there are so many businesses which contributes goods and services to the tourism products stear buckey and stankey (1989) define the tourism industry as follows :
The tourism industry is the collection of all collaborating firms and organizations which perform specific activities directed at satisfying the particular needs of tourist. The thought of a visitor always triggers the reaction of delivering quality services to ensure that local and international consumers are satisfied.


The hospitality industry is an industry tht consist of companies within the food services accommodation recreation and entertainment sectors. (stear et al 1989). The industry is a several billion dollar industry that mostly depends on the availability of leisure time and disposable income. A hospitality unit such as a restraurant hotel or even an amusement part consists of multiple groups such as facility maintenance direct operations (servers porters bartendens etc) management marketing and human resources.

Furthermore, hospitality is an area which applies principle and techniques from various fields in providing customers oriented services in area of accommodation, food, beverage and leisure. Being inter disciplinary tourism and hospitality draws upon discipline like economics history psychology management food technology physics engineering archi tecturre, accounting marketing computer sciences sociology and law. (Stear et al, 1989)

Tourism and hospitality management as an industy dates back to the early beginning of travel when people sought for accommodation and food inprivate homes. Monastries and later in public houses built in form of dormitories with very little security to life and property. There was no provision for special services but travelers accepted whatever was available with an increase in the number of people traveling for various activities and the increasing for varius activities and the increasing demand for more sophisticated, organized and more standardized operations in all aspects of tourism and hospitality industry have established (stear et al, 1989)


In nigeria documentary evidence of the growth of the tourism and hospitality industry is scarity because of the poor management records in as many other early industry in nigeria. However, thee earliest catering establishment in the industry were initially built and run by government and located at every seaport railway terminus or important towns where there were states of government (Ambolu, 2008)

As diverse as the tourism and hospitality industry is there are some powerful and common dynamics which include the delivery of services and products and the customary guest impressions of them whether an employee is in direct contact with a guest or customers the profound and most challenging reality of working in this industry is that tourism and hospitality employee have the ability to powerful impressions even brief moments of truth which may last a life time (stear et al, 1989)

The hotel business provides job opportunity to many associates who help make reservations great assist and serve guest in tourism and hospitality operations of varied sizes and in locations all over the world. There are varieties of services offered by the industry these are :-

· Accomodation 

· Food service 

· Berverage service 

· Attractions 

· Tour operations 

· Miscellaneous touristic services

· Carriers (transport )

· Entertainment 

· Sporting events 

· Fairs and festival 

· Information 

· Relaxation 

· Recreation 

· Gaming 

· Functions and banguets 

· Security (www.wikihow.com)

In the tourism and hospitality industry competition is based on offering “value” in the service product. Measurement of value is subejecture and for an individual will comprise of relative performance measures for a bundle of contributing factors leading to a perception of quality ( value for money) (roach 1998).
Delivering quality service is the key to a successful business quality services with secure customers trust and loyalty this producing a satisfied consumer customer satisfaction will ensure long term business consumer relationship that will help to grow and expand the business offering quality service provides you with the competitive advantage over competitions which helps you to compete for potential consumers. By making guest feel like a priority and providing them value for their money also helps in promoting your business while receiving feed back is also important to see the progress of your establishment whether its growing and what can be done to improve your product. (Hermming ton, 2007)
Undoubtedly tourism and hospitality industry conveys prompt sincere and genuine services. Such services should never be given on the grounds of under promise or over delivery as the ultimate aim is to gain customers trust and logylity for instance preparing an order based on consumers taste and delivering at the time promised should there be an over delivery it should be in term of quality.

This will increase customers trust so they will be loyal and keep patronizing your establishment. This provided will form a magnetic reaction that keeps attracting and recruiting other customer. Example if dining at kwara hotel restaurant makes the customer happy then on one can convince the customer that satisfaction is not gurarnteed there the customer will continue to encourage his/her family and friends to dine at kwara hotel restaurant. This therefore will keep promoting kwara hotel as a whole by encouraging others to give up their choice of restaurant for dining and come to kwara hotel where he/she is sure it offers good service (www.hotelng/hotel35433)

Conversely, where quality service is not guranteed the business will lose customers. Business that fail to retain customers will not make profits and eventually become bankrupted. Customer who are dissatisfied will associate the establishment brand negatively and the monopoly effect of spreading their experience with friends and family will further negatively affect the establishment branding (Hemmington 2007)

Customers do not buy service delivery they buy experiences they do not buy service quality they buy memories they do not buy food dn drinks they buy meal experience (Hemmungton, 2007)


Tourism and hospitality industry delivers services on an individual and personalized basis whereby there are literactions with customer that leaves them with memoerable experiences. Business in tourism and hospitality industry generates and renders service at the guest request while other business service delivery entails processes and systems that can be automatically generated by assigning resources and system (greenwood, 2007)

Certain elements of tourism and hospitality and delivered uing philosophies and techniques which are related to those of mass delivery. Set menu meals at functions for example can be considered as products. Even where some choice is offered the meal is still likely to consist of elements which are standard adnof the peg. Lampel and mintzberg (1996)  found that while some favour standardization others mix the two in their products processes and customer transactions in intriguing way. (Lampel dn mintzberg 1996).

As tourismand hospitality is placed firmly in th eservice sector rather than in manufacture we must be selective adaptive and inventive in applying system. Design methodologies. Murdock et al (1970) list some criterial for identifying types of service in contrast to manufacturing situations. These criteria can be classified under the generic headings of perishability heterogeneity simutanesty and intangibility (Murdock et al 1990).

Service is perishable i.e it cannot be kept in inventory but is consumed in production what is sold in a hotel is the comfort of the non for the right so if it is not sold ona particular night the potential to sell that room for that night is lost forever (Murdock et al 1990)


Services produced and pricing options tend to be more elaborate quality control is limited to control of the delivery process itself (murdaco et al 1990) 


Service produce intangible output the quality of the deliverable can only be gauged by the opinion of the customer. This facet is closely linked to both that of heterogeneity and simultaneity. (Murdock et al 1990).
BACKGROUND OF THE STUDY 

Kwara hotel in other words the deyen of the hospitality industry in kwara state nigeria was established in 1975 by the government of kwara state under th leadership of cold avid Bamigboye the then military administrator of the state. Kwara hotel is situated on a large expense of land guarantering your security and uniterupted comfort and leisure in the government residential area (G.R.A) of ilorin kwara state. It is alos a minute drive to the ilorin kwara state golf club. (www.kwarahotelng.net) 
Kwara hotel serves both Nigerian and continental cusine and is open for breakfast, lunch and dinner with a 24 hours room service facility. Also important to mention is the excitement that Ariya garden offers like an open air entertainment with varieties of fast food to enjoy with thee likes of Asun, sharwama, fish baibegue small chops etc. for those who value their health and want to keep fit the physique academy with an array of sporting facilities is at your disposal (www.wakanow.com/kwara hotel)

Kwara hotel is a 3 star hotel located in the heart of ilorin inkwara state of nigeria admit delivers excellent local and international cuisines as well as explicit customer care service at zero cost attatched. (www.wakanow.co)
1.2 STATEMENT OF RESEARCH PROBLEM 


According to the research conducted on the company under study the research discovered that the importance of timely delivery of services to customers and prospect has posed a very serious challenge on tourism and hospitality industry in the state this vital decision is even made complicated owing to certain short comings facing the company. These are :
1. Poor relationship between employee empowerment and secure quality 

2. shortage of fund for research purpose 

3. poor state of service delivery 

4. poor communication channel between the employee and consumers as well as prospects 

5. there is low publicity and campaign (Ambolu 2008)

1.3 AIMS AND OBJECTIVES 

The research investing the importance of service delivery to tourism and hospitality industry in kwara hotel with the aim and suggesting ways of amelioratory it. 

The specific objectives are:

1. To ascertain the importance of service delivery to tourism and hospitality industry in kwara hotel ilorin 

2. To identify the means of service delivery in kwara hotel ilorin 

3. To know the level of tourist patronage through service delivery to kwara hotel ilorin 

4. To document problems facing service delivery in kwara hotel ilorin 

5.  To proffer possible solutions in solving the problems confronting service delivery in kwara hotel ilorin.
1.4 RESEARCH QUESTIONS 

1. Does service delivery have any importance to tourism and hospitality industry in kwara hotel?
2. What are the means of service delivery in kwara hotel ilorin 

3. What are the levels of tourist patronage in kwara hotel through service delivery 

4. Are there any problems facing service delivery in kwara hotel 

5. What are the possible solutions in solving problems of service delivery in kwara hotel ilorin.

1.5 SIGNIFICANCE OF THE STUDY 


The importance of service delivery to tourism and hospitality industry in kwara hotel ilorin kwara state.

The main significance of this study hence forth include the following :

· It would be of benefit to prospective researchers to knowing the impacts of services delivery to tourism and hospitality industry in kwara hotel ilorin. Kwara state.

· It also helps to enhance and improve the comtemporary issue of tourism and hospitality.

1.6 SCOPE OF THE STUDY 


This research work is to broaden and also to examine the imoportance of service delivery to tourism and hospitality industry in kwara hotel ilorin kwara state.
1.7 OPERATIONAL DEFINITION OF TERMS 

There are different terminologies used in this research work which include :
· Importance :-  This is the impacts or benefit service delivery has upon the tourism and hospitality industry.

· Service delivery :- is getting products goods and services as effectively and quickly as possible to the intended tourist.

· Tourism industries :- Is the industry comprising of all firms and organizations which perform specific activities directed at satisfying the particular needs of tourist (Stear buckley and tankey, 1989)

· Hospitality industry :- is an industry whose primary activities are the provision of accommodation selling of beverages for consumption on the premises provision of food and entertainment.

· Kwara hotel :- is the dogen of the hospitality industry in kwara state. It is a 3 star hotel located in the heart of ilorin. It offers excellent local and international cusiness.

CHAPTER TWO 

REVIEW OF RELATED LITERATURE 

2.0 INTRODUCTION 


This chapter focuses on the review of some related nature issues review have included the following board substitutes.
2.2 Service delivery in General 

2.2.1 importance of service delivery in tourism and hospitality industry 

2.2.2 importance of service delivery in hotel 

2.2.3 Importance of service delivery in kwara state 

2.3 Tourism and hospitality industry 

2.4 Kwara Hotel 

2.5 Kwara state 

2.6 Ilorin

2.2. SERVICE DELIVERY 


Over time, service has been defined in many suble and different ways. Loverlock (1996) defined service as an act or performance offered  by one party to another.

Although service may be tied to physical product the performance in intangible and not normally result in any form of owrnership. The nature of service is essentially a process whereby customers interact with the service firm like its employee (cirnioos, 1998).

Zeithan et al (1996) stated that service includes, all economics actviites whose output is not a physical product or construction, is generally consumed at thee time it is produced and provides added value in forms that are essential hitangle to customers the distinction between product and service can be found on the tangibility spectrum where as service tend to eb more intangible than product (shostrack, 1997) for companies like fast food outlets and restaurants they are classified as service industries yet they still have tangible components in their offering such as the food and packaging. 

Service delivery is a commonly used term in tourism and hospitality industry most often it is described by scholars as the systems or processes that stand for all activities under taken by service provides (firm) in a consumption event. (Bitner et al 1997)

These activities are presumed to influence custom  evaluation on the service prouvids performance. Performance itself refers to the service delivery skills and completencies required to satisfy both the articulated and unarticulated needs of customers in a consumption event. (price et al 1995).

Service delivery skills are the actions and manners used by employees when they deal with customers in an interaction competencies denote the ability of provides to provide a satisfactory outcome to customers.

Service delivery is considered an essential strategy for success and survival in today’s competive environment. The special feature of a service delivery industry is the contact and interaction between service provides and service acceptors (customers). (sheng.tsan et al 2003)

Service delivery can be tailored to greatly exceed expectations on both the surprise and pleasure dimension. (olive 1994) delivery is furtherly explained as follows;


“0” is for dedicated the moment a customer needs help the dedicated customer service representation swings inot action. The customer number one not that he’s/she’s on the bottom of a list and will have to wait for his/her turn.


“E” is for empowered the emproved customer service representatives is given what he needs to be able to provide outstanding customer service. Empowerment begins with training the provision of tools and the recognition of individual potential. Empowerment is nurtured by showing trust and support listening to representatives and helping them resolve problems and removing any obstacle or condition that make their work hardens.

“L” is for linked. The members of a customer care team msut work together and share information. Great cutomer service cannot be achieved by individual working in isolation.

“I” is informed customers deals first with customer service representatives. These representatives should received through training on the company product system policies and procedure.

“v” is for valued. Before customer service representatives can value their work and your customers you must show than that you value them. If they feel like valuable employees doing work that is valued, they will produce for greater results than if they feel insignificant in a insignificant job.

“E” is for experienced an experienced customers service representatives learns to be knowledgeable but not overly technical with customers. He or she shows confidence but not arrogance, friendliness but not familiarity helpfulness but not insistence and attentiveness but not intensiveness.

“R” is of representatives the customer service representatives should always act in the best interest of the company from personal appearance to speech and action the representatives should project a string positive linage of the company and a sincere interest in helping the customer. 


“Y” is for your responsibility. The customer service representative accepts responsibility for his their role as a front line representatives for the company. He know that to a customer he is the company.

Not just customer service representatives but all employees of tourism and hospitality industry are responsible for delivering good service and delivery means being a dedicated empowered informed valued and experience representation who accepts responsibility.
2.2.4 IMPORTANC OF SERVICE DELIVERY IN TOURISM AND HOSPITALITY INDUSTRY 


The importance of service delivery to the development of tourism and hospitality industry can not be over estimated becasu it is considered as an essential tactic for the success and survival into today competitive environment. The quality of the service encourntered by tourist plays an important role for the operation practice of a company. Therefore how to provide better service and retain customers is the key to copmeititveness (sheng-tsour 2003)

Jacobeson and Aaker (2008) stated out that if it could generate higher level of customer satisfaction and lotally for organization by offering highr level of service quality to gain more profit.


Factually, customer’s satisfaction may only be dependent upon his or her perception about service quality in service encounter for meeting various demands of customers employees of toruism and hospitality industries should not only behave according to the basic rules and regulations but also offer expeditions and efficient service to meet customers satisfaction. In order to achieve the above objective how to empower employees with appropriate discretion on their job has become an important issue in the tourism and hospitality industry. 


Tourism and hospitality industry is a service based industry.the tourist hotel is a typical service industry offering individual services for tourist. Besides the physical facilities customer needs include the various service provided by employees under keen competition in tourist hotel industry, how employees offer the best service to customers has becom thee most important issue for hotel administrators. Due to the intangibility of services and the heterogeneous characteristics of tourist hotels, hotel keepers must design that own systematic standards of procedure for employees. However, supervisors cannot control the service delivery process too ridigly because employers need to retain adequate flexibility to satisfy customer within their discretion. From the viewpoint of managerial practice those hotels which emphasize individual service, have adopted employee empowerment as a principal credo so that employees can identify customers is needs promptly and take the initiative to satisfy them (sherigTsaur 2003).
2.2.2 IMPORTANCE OF SERVICE DELIVERY IN HOTEL 


Delivery of an intangible product naturally leaves room for conflicting perceptions of its quality not only might people within the industry disagree on some theoretical points but customers and employees may also view the service delivery form quit different perspective.  A once a lifetime exeperienc for the guest is often a routine occurrence for the employees. The guest is investing time, money and emotions in the hope of receiving a pleasurable experience. All these are lost of the service fails to meet that expectation (tourism&hospitality product & service).

The employee however, can merely resolve to do better with the next guest. Service does not run on a continuum from good to poor. Such a scale is impossible because the variables involved in determination good or poor service guest expectations and the firms imag are not fixed. Even the concept of value or relative worth is based upon guest perception. It is fair to say however, tht most guest want quality service at a fair price.

Guest perceive good service on the basic of hteir own expectations of the hospitality staff, similarly value based on the customers expectations in relation to how much they spend for th eservice and how much they would spend for a similar service elsewhere certainly people do not expect the same services from a low priced hotel. However, what they doe expect are the same or better services at the hotl or restaurant where they are guest (and at the same or better prices ) than at the competition.


Good service is often equated with the number of amenities the degree of personal attention/interaction or the good of service delivery. While these factors are related to service identifying them with service quality is misleading. Service and service quality are contextually defined by the guest expectation as well as the organization image. Good service at kwara hotel is entirely different from good service at Eko hotel suites yet both can provide quality service.
2.2.3 IMPORTANCE OF SERVICE DELIVERY IN KWARA HOTEL 


Hotel in general is a unique but a common accommodation facility for many it is a place to stay over night a few day but for some it is home away from home therefore, the diversify of services that an hotel provides to its guest makes its operation rather complex. The fundalmental product that a hotel offers is a room and a bed. This call the core product or primary product in all hotel provides to its guest makes its operation rather complex. The fundamental product that a hotel offers is a room and a bed. This call the cor product or primary product in all hotel the major source of business or revenue is the room sites. As a rule of thumb this may accounts for ovr 70% of the total revenue.

However, a typical hotel of kwara hotel Ilorin has more than one revenue centre in addition to the room. Division department within  the hotel product therefore the core product remains to be the accommodation product whioch of course consists of tangible and intangible elements of various products and services. Here the room and bed elements are referred to as core service and the secondary services such as reservation reception check in check out billing etc are supplementary services (Lawson, 1995).

2.3 TOURISM AND HOSPITALITY INDUSTRY 


Tourism is the sum of the phenomena and relationship arising from the travel and stay of non residents in so far as they do not lead to permanent residence and are not connected with earning activity.

Tourism is vital for many countries due to the income generated by the consumption of good and services by tourist the taxes levied on business in the tourism industry and the opportunity fo reemployment in the service industries associated with tourism. These service industries include transportation services such as cruise ships and taxis accommodation such as hotels, restaurants bars and entertainment venues and other hospitality industry services such as spas and resorts.

The hospitality industry is a broad category of fields within the services industry that includes lodging evnt planning theme parts transportation cruise line and additional fields within the service industry that includes lodging events planning them parts transportation cruise lien and additional fields within the tourism industry. The tourism and hospitality industry is a several button dollar industry that mostly depends on the availability of leisure time and disposable income. A hospitality unit such as a restaurant hotel or evn an amusement park consists of multiple groups such as facility maintenance direct operations (Servers house keepers porters and marketing etc) 


Tourism is a dynamic and competitive industry that requires the ability to adapt constantly to customers changing needs and desires as the customers satisfaction safety and enjoyment are particularly the focus of toruism business.
2.4 KWARA HOTEL 


Kwara hotel ilorin is a resort and conference centre situated in the heart of ilorn GRA. This hotel is unique combination of comfort elegance, leisure and business facility for those who demand an exceptional hotel experience. The hotel has 32 standard classic rooms 106 superior rooms 17 junior suites 15 lixurious suties one tribbble suite and a well equipped standard presidential suits.

All rooms are taste fully furnished with aultra modern facilities that trigger your comfort and relaxation such as interactive in channels full internet facilities etc( www.wakanw.ng/hotel).

Kwara hotel was established in 1975 by the government of kwara state under the leadership of col David Bamigboye the then military administration of the state. Kwara hotel is situated on a large expense of land guranteering your security and uniterupted comfort and leisure in the government residential area of ilorin kwara state. It is also a minute drive to the ilorin golf club (www.hotel.ng/35433).

2.5 KWARA STATE


Kwara state was created 27th May, 1967
  when the federal military government of general yakubu Gowon broke the four regions that hten constitulated the federation of Nigerian into 12 states. At its creation the state was made up of the former ilorin and kabba province of the then northern region and was initially named thee west central state but later changed to “kwara” a local name for the river niger. The capital of the state is ilorin. Kwara state has since reduced considerably in size as a result of further state creation excises in Nigeria (www.wikipedia.com/kwara-state) 

On February 13, 1976 the idah dekina part of the state was carved out and merged with a part of the Benue/plateau state to form benue state (www.wikipedia.com/kwara-state)


On August 27, 1991 five local government area namely oyi, yagba okene, okehi and kogi state were excised to form part of a new state called kogi while a sixth borgil local government area was merged with niger state. 


Kwara state is generally acknowledge as the heart of tourism in nigeria because of the variety quality and potentials of its tourist attractions. These altractions include natural land features fascinating sceneries historic monuments and relics others include ea galaxy of cultural festivals comfortable tourist accommodation facilities and a warm and hospitable population important tourist attractions in kwara state include esie museum owu waterfalls imoleboja rock shelter ogunjokoro kanji lake national parts among other attractions. There are many hotel in kwara state chief of which is the kwara hotel water in the heart of ilorin and separate from area of business activities. Other hotels include satellite hotel betakdions yebumot hotel circular hotel bovina view hotel royal shekina suites (www.wikipedia.com/kwara-state).
2.6 ILORIN 


Ilorin city traditionally emirate and capital of kwara state western nigeria on the awon river a minor tributary of niger founded in the late 18th century by Yoruba people it became the capital of a kingdom that was a vassal state of the oyo empire. 

Ilorin is one of the largest cities in nigeria. As of 2007 it had a population of 847,582 (National population census 2007) 


Ilorin became a provincial military headquaters of the ancient oyo empire it later become a northern nigeria protectorate when the shehu alimi a descendant of shehu usman dan fodiao took control of the city through the spread of Islamic religion although the city retians a strong islmic influence from the northern incursions Christianity is now widely practiced by significant portions of other Nigerian originating from other states.
CHAPTER THREE 

RESEARCG METHODOLOGY 

3.0 INTRODUCTION 


This chapter is divided into two first centre of study area where as the second part focuses on research design population of the study sample size and sampling procedure data collection instrument method of data collection and data analysis techniques
3.2 STUDY AREA 

Ilorin the kwara state capital is located on latitude 80-30 north and longitude 40 it is occupying an area of about 100km situated in the transition zone between the delivered woodhand of south and the savannah of the north this giving it status of a gateway city. Ilorin is major nigeria indigenous city revolved through a period of tradition urbanization which took place in some parts of west African. It has passed through three stages pre colonial colonial and post collonia.

Ilorin metropolises has the tropical wet dn dry climate days and are very hot during the dry season from Northern and the southern part of the country. The hotel is situated away from the hustle and bustle of urban cities like lagos and Abuja thereby making an ideal place for retreats vacations and much more. It is about 3 km from the international airport.


Kwara hotel is located at 9a ahmadu bello avenue P.M.B 1476 ilorin kwara state. Nigeria it is opposite kwara state government house 

3.2 RESEARCH DESIGN 


The research design used in this study was survey research. The aim of the study was to examine the importance of service delivery to toruism and hospitality industry in kwara hotel ilorin kwara state. 

The research used purposed design as suggested by Akwuzulo and Agu (2003) that purpose can be used to represent the entire population.

3.3 POPULAITON OF THE STUDY 


The researcher purposively selected 20 workers of kwara hotel ilorin and 30 tourist who were interviewed accordingly making 50 respondents.
3.4 DATA COLLECTION INSTRUMENT AND PROCEDURE 


An interview sheltered tagged given the importance of service delivery to tourism and hospitality industry was designed by the researcher and also questionnaire on the researcher aim and objective was designed and used for the collection of data for the study.
3.5 VALIDATION OF THE INSTRUMENT 


The drafted questionnaire was submitted to the researcher supervision (mr Adekunle J.O) and experts in the department for validation correction and observation was made and approved draft was used to collect data.
3.6 RELIABILITY OF THE INSTRUMENT 


The researcher administered “100” interviewed schedules to the worker of kwara hotel. Ilorin from all levels.

Some of the respondent were reluctant to respond but with persuasion of the researcher the researcher was able to collects enough percentage for the study.

3.7 METHOD OF DATA COLLECTION 


The researcher employed the descriptive analysis involving simple percentage to anlaysis. The data as it is of the best method in with the objective of the study. 

The method used was The researcher employed thee descriptive analysis involving percentage to analyse the data as this is one of the best method in the with objective of the study.


The method used was 

R
X 100

Q
      1

Where R represents the response to a given question  

while Q represent total number of respondent 

the data anlaysed through vibertism quotation to support the issues being expressed.
CHAPTER FOUR 
DATA PRESENTATION AND INTERPRETATION OF DATA ANALYSIS

4.0 INTRODUCTION 

This chapter focuses on the findngs of the importance of service delivery in tourism and hospitality industry choosing kwara hotel ilorin as the study. 

This chapter is divided into three (3) sections first section contains of social characteristics of respondents like age, sex, mairtal status occupation and religion. 


The second park include issues pertaining service delivery in kwara hotel while the last part focuses on discussion of major finding of the study.

TABLE 4.1 DEMOGRAPHIC DATA OF RESPONDENTS 

	AGE
	FREQUENCY
	PERCENTAGE
	RANKS

	Below 20 years
	16
	40
	1st

	21-30 years
	16
	40
	1st

	31-40 years
	5
	12.5
	2nd

	41 and above
	3
	7.5
	3rrd

	Total 
	40
	100
	

	SEX 
	
	
	

	Male 
	18
	45
	2nd

	Female 
	22
	55
	1st

	Total 
	40
	100
	

	PROFESSION 
	
	
	

	Student 
	25
	62.5
	1st

	Civil servant 
	9
	22.5
	2nd

	Enterprenuer
	6
	15
	3rd

	Other specify 
	-
	-
	

	Total 
	40
	100
	

	RELIGION 
	
	
	

	Christian 
	13
	32.5
	2nd

	Muslim 
	27
	67.5
	1st

	Traditional 
	-
	-
	

	Total 
	40
	100
	

	EDUCATIONAL BACKGOURND 
	
	
	

	SSCE
	6
	15
	3rd

	HND/B.sc
	18
	45
	1st

	ND/NCE
	15
	37.5
	2nd

	Other specify
	1
	2.5
	4th

	Total
	40
	100
	

	MARITAL STATUS 
	
	
	

	Single 
	26
	65
	1st

	Married 
	14
	35
	2nd

	Divorced 
	-
	0
	

	Total 
	40
	100
	


Source: field survey, 2025

The table above shows that 16(40%) of the respondent fall within the age below 2o years. Another 16(40%) fall within the age 21-30 years 5(12.5%) of the respondent fall within age 31-40 years and 3(7.5%) fall within 41 years and above.

It also clarify that 18(45%) of the respondent are mal while 22(55%) are female.

It also shows that 6(15%) of the respondent obtained SSCE, 18(45%) of the respondent obtained HND/B.sc and 1 (2.5%) of the respondent obtained other qualification.


It indicates that 26(65%) of the respondent are single nd 14(35%) of the respondent are married. 


It also shows tht 13(32.5%) of the respondent ae chistian and 27(67.5%) of the respondent ae muslims and lastly its indicates that 25(62.5%) of the respondent are students 9(15%) of the respondent are entrepreneur.

SECTION B

ISSUES ON THE IMPORTANCE OF SERVICES DELIVERY IN TOURISM AND HOSPITALITY INDUSTRY IN KWARA HOTEL
TABLE 4.1.2 IMPORTANCE FO SERVICE OF DELIVERY TO TOURISM AND HOSPITALITY INDUSTRY IN KWARA HOTEL
	RESPONSES
	FREQUENCY
	PERCENTAGE
	RANKS

	Help to render good customer service 
	10
	25
	1st

	Good orientation of the hotel before guest 
	5
	12.5
	3rd

	Enhance hotel activities 
	5
	12.5
	3rd

	Increase in the sales of goods and services and patronization 
	4
	10
	4th

	To further satisfy tourist needs 
	2
	0.5
	6th

	Help to convince guest 
	3
	7.5
	5th

	Exposure of the industry 
	7
	17.5
	2nd

	Help to maintain efficiency (cost)
	4
	10
	4th

	Total 
	40
	100
	


Source: field survey, 2025.


From the table above, 10(25%) says service delivery helps to render good customer service 5(12.5) of the respondent says its bring good orientation of the hotel before guest, 5(12.5%) of the respondent says it enhances hotel activities 4(10%) says it increases the sales of goods and services and patronage of the hotel 2(5%) of the respondent agreed that it further satisfy tourist needs 3(7.5%) agred tht service delivery help to convince guest, 7(17.5%) says that through service delivery it exposes the industry to the worlrd and 4(10%) of the respondent support that it helps to maintain efficiency (cost) 


A resopondent in depth interview threw more light on the importanc of service delivery in kwara hotel to tourism and hospitality industry.


According to a tourist in kwara hotel said that :


“service delivery helps to increase patronization of the industry and thereby increasing income (profit)


A respondent also shed more light on the importance of service delivery to tourism and hospitality industry in kwara hotel said that : timely service delivery of goods and service enhance the industry and also to enhance good customer service.
TABLE 4.2.2 MEANS OF SERVICE DELIVERY IN KWARA 

	RESPONSES
	FREQUENCY
	PERCENTAGE
	RANKS

	Mail box 
	9
	22.5
	1st

	Reception 
	5
	12.5
	4th

	Room service and house keeping 
	4
	10
	5th

	Restaurant 
	4
	10
	5th

	Bars
	7
	17.5
	3rd

	Internet 
	8
	20
	2nd

	Telephone 
	2
	05
	6th

	Eye contact 
	1
	2.5
	7th

	Total 
	40
	100
	

	
	
	
	


Source: field survey, 2025
The above table show that 9(22.5%) of the total respondents says mail box is a means of service delivery, 5(12.5%) of the 4th ranked says reception is a means of service delivery. 4(10%) agreed on room service & house keeping another 4(10%) of the 5th ranked supports restaurant, 7(17.5%) of the 3rd ranked agreed on bars, 8(20%) of the 2nd ranked says internet 2(5%) of the 6th ranked says telephoned while 1(2.5%) of the 7th ranked says that eye contact is a means of service delivery.
TABLE 4.2.3 PROBLEMS OF SERVICE DELIVERY IN KWARA HOTEL 

	RESPONSES
	FREQUENCY
	PERCENTAGE
	RANKS

	Poor state of customer erlation 
	
	
	

	Lack of professional hands or experts 
	
	
	

	Poor orientation on service delivery 
	
	
	

	Poor handling of facility and infrastructure 
	
	
	

	Lack of research 
	
	
	

	Poor communication channel 
	
	
	

	Poor management of rooms bars restaurant etc.
	
	
	

	Poor internet service 
	
	
	

	Total 
	
	
	


Source: field survey, 2025
The above table illustrates that 7(17.5%) says that poor state of customer relation is one of the problem facing service delivery in kwara hotel, 6(15%) of the 3rd rank agreed on lack of professional hands or experts, 5(12.5%) delivery 8(20%) of the 1st rank of the respondent says poor handling of facility and infrastructure 4(10%) of the 5th rank says lack of reseach, 2(5%) of the respondents says poor communication channel, 7(17.5%) of the 2nd rank of the total respondents says poor management of ooms bars, restaurants while 1(2.5%) of the 7th rank of the total respondent says poor internet service is of the problems facing service deliverr in kwara hotel. 

A respondent in indepth interview revealed the problems confronting service delivery in kwara hotel, respondent says poor management of rooms, bars restaurant while 1(2.4%) of the 7th rank of the total respondent says poo internet service is one of the problems facing service delivery in kwara hotel according to a tourist and hospitality industry and lack of focus from government.

TABLE 4.2.4 REMEDIES TO THE PROBLEM FACING SERVICE DELIVERY IN KWARA HOTEL

	RESPONSES
	FREQUENCY
	PERCENTAGE
	RANKS

	Encourage research 
	6
	15
	4th

	Proper orientation of the staffs on service delivery 
	8
	20
	2nd

	Good communication channel 
	3
	7.5
	6th

	Employing staff with good customer relation skill 
	2
	5
	7th

	Good management of rooms, bars, restaurant facilities etc
	9
	22.5
	1st

	Professional and experts hands should be involved or considered 
	7
	17.5
	3rd

	Build on good human relationship (customer care)
	5
	12.5
	5th

	Total 
	40
	100
	


Source: field survey, 2025.


The table above shows that 6(15%) of the respondent agred to encourage research, 8(20%) agreed on proper orientation of staffs on service delivery, 3(7.5%) agreed on good communication channel, 2(5%) agred on employing staff with good custome relation skill 9(22.5%) agreed on good management of rooms bars, restaurants  7(17.5%) agreed on professional and experts hands should be involved or considered and finally 5(12.5%) agreed on building on good human relationship.

4.3 DISCUSSION OF MAJOR FINDINGS 


The research work revealed that majority of the respondent in this study are between the proportion ages ranges of 21-30 years and below 20 years. The result equally shows that the finding of female over the male of the respondent. It was also revealed that most of the respondent educational qualification are ND/NCE. The study revealed that most of the respondent arer students and are single. The respondent are majorly muslims with higher percentage over Christian.

The research work also shows that high proportion of respondent agreed that service delivery has an important role to play in tourism and hospitality industry.

The research work pointed out that there are various importance of service delivery to toruism and hospitality industry such as good orientation of the industry help to maintain efficiency increase in sales and patronization there by increasing in sales and patronization there by increasing income (profit).

The research study has bring into lime light that there are various means of service delivery in kwara hotel namely mail box, reception room, service restaurants bars aldn internet. 


It is obviously clear that, there are problems facing service delivery in kwara hotel. Among the problems are poor state of customer relation lack of experts or professionals poor communication channel lack of research, poor communication channel, lack of research, poor management of rooms bars restaurants and finally poor handling of facility and infrastructure. 

The research work findings revealed some possible solutions to the problem confronting service delivery in kwara hotel.

CHAPTER FIVE 
SUMMARY, CONCLUSION AND RECOMMENDATION 

5.0 INTRODUCTION 

This chapter discuses the summary, conclusion of the research and recommendation which were given based on the importance of service delivery to tourism and hospitality industry in kwara hotel.
 5.1 SUMMARY 

This research work was carried out to investigate the importance of service delivery to tourism and hospitality industry form the two sources of primary data collected for the study it is glaring that there are problems facing service delivery as follows. Lack of professional, lack of research, poor communication channel poor commumication channel, poor management of rooms and poor internet service.

The finding in the study area shed lights on possible solutions to the problems as follows encourage research good communication channel proper orientation of staff on service delivery build on good human relationship employing professional and experts and good management of rooms, bars and resuturant.

5.2 CONCLUSION 


In conclusion this study clearly demonstrate that there is importance of service delivery to tourism and hospitality industry which kwara hotel is the focus of the research work. From the two sources the staffs and tourist of kwara hotel.

As a result of the finding there are importance of service delivery to tourism and hospitality industry to enable high patronization and increase profit and also it helps to convince gurest exposure of the industry and maintenance of efficiency.


This findings agrees with the words of Murdock et al (1990) and sharing hsiung et al (2003)

5.3 RECOMMENDATIONS

Based on the findings of this study the following recommendation are hereby postulated 

1. kwara state government should try in its capacity to support in term of allocation of budget to find the hotel.

2. adequate strategies should be put in place in promoting service delivery 

3. provision of standard infrastructure to aid service delivery 

4. researcher within the area should be encouaraged providing with best of information needed during the research work in kwara hotels.

5. the government should put more efforts in forwarding or promoting tourism and hospitality industry.
Having done all these I hope it will be well known to th entire populace of ilorin, non indigene tourist that service delivery is very important to tourism and hospitality industry.
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