Analysis of survey conducted on Singapore hotels

pertaining to Turn down service

Sample size                                                                                      45

Number of response                                                                          11 

Response rate                                                                             24.4%

Number of hotels                                                                         81.8%

Number of apartments                                                               *18.2%
*Do not provide turn down service

Hotels with rooms:

Below 100                                                                                  11.1%

100-300                                                                                     33.3%

300-500                                                                                     44.4%

Above 500                                                                                  11.1%

Note: Hotels with 100-500 rooms have contributed mostly to the survey.

Hotels with the following services in night turn down:

Changing towels                                                                           100%
Adjusting curtains                                                                         100%
Turndown fold                                                                             77.8%
Meritus Negara hotel,Quality hotel,Copthorneorchid hotel,Hilton hotel,Novotelclarkequay,RELC hotel,Meritus Mandarin hotel

Put out slippers                                                                           66.7%
Amara hotel,Meritus Negara hotel,Quality hotel,Hilton hotel,Novotelclarkequay,Meritus Mandarin hotel

Breakfast card on the night turn down fold                                    55.6%
Meritus Negara hotel,Hilton hotel,Marriott hotel,Novotelclarkequay,Meritus Mandarin hotel
Folding guest clothes                                                                   44.5%
Meritus Negara hotel,Quality hotel,Hilton hotel,Marriott hotel
Guest comment card on the turn down fold                                    44.5%
Meritus Negara hotel,Marriott hotel,Novotelclarkequay,Meritus Mandarin hotel
Providing gifts                                                                             44.5%
Amara hotel,Hilton hotel,Marriott hotel,Meritus Mandarin hotel
Dimming lights except bedside lights                                             33.3%
Quality hotel,Hilton hotel,RELC hotel
Placing drinking water bottle and glass on side table                       44.5%
Amara hotel,Hilton hotel,Marriott hotel,Meritus Mandarin hotel
Lying of bathmat                                                                         22.2%
Quality hotel,Meritus Mandarin hotel
Floor mat next to the bed                                                             22.2%
Meritus Negara hotel,Meritus Mandarin hotel
Others                                                                                        11.1%
*Hilton hotel providing laundry bag and lists
Toothbrush prepared                                                                        0%
Note: The basic service provided by hotels are changing towels and adjusting curtains.
Placing laundry bag and laundry slip can be value added proposition
Avalibility of the turn down service:
Once daily turn down service provided                                          77.8%

Amara hotel,Meritus Negara hotel,Hilton hotel,Marriott hotel,Novotelclarkequay hotel,RELC hotel,Meritus Mandarin hotel
Upon guest request                                                                     33.3%

Quality hotel,Copthorneorchid hotel,Hilton hotel
*Hilton hotel provide daily turn down service for only Executive & Suite Rooms
Note: Most hotels do provide daily turn down service. For those that do not, they still do it upon guest request.
Productivity of the turn down staffs:
Turn down rooms done by staff
Less than 30                                                                               11.1%
Quality hotel
30-40                                                                                         11.1%
Novotelclarkequay
40-50                                                                                         33.3%
Amara hotel,Hilton hotel,Marriott hotel
50-60                                                                                         11.1%
Meritus Mandarin hotel
60-70                                                                                             0%
More than 70                                                                                              22.2%              
Meritus Negara hotel,RELC hotel
*Copthorneorchid information was not available

Note :The industrial standard for Singapore hotels is 40-50 rooms turn down per attendant
Lead time to do a room turn down:
Duration for each room to be turn down

Below 5 mins                                                                              33.3%
Amara hotel,Meritus Negara hotel,Meritus Mandarin hotel
5-10 mins                                                                                   66.7%
Quality hotel,Copthorne hotel,Hilton hotel,Marriott hotel,Novotelclarkequay,RELC hotel
10-15 mins                                                                                      0%
Above 15 mins                                                                                 0%
Note: The industrial standard for Singapore hotels is average 5-10 mins turn down of one room

Turn down time period:

Total duration to complete turn down service

2 Hours                                                                                      22.2%
Amara hotel,Quality hotel
3 Hours                                                                                      22.2%
Hilton hotel,RELC hotel
4 Hours                                                                                      33.3%
Meritus Negara hotel, Novotelclarkequay,Meritus Mandarin hotel
5 Hours                                                                                      11.1%
Marriott hotel
*Copthorneorchid hotel information was not available

Span of control:
Supervision of rooms

Below 10 rooms                                                                          44.4%
Amara hotel,Meritus Negara hotel,Quality hotel,Marriott hotel
10-20 rooms                                                                               33.3%                                                                 
Hilton hotel, RELC hotel,Meritus Mandarin hotel
20-30 rooms                                                                               11.1%
Novotelclarkequay
Above 30 rooms                                                                               0%
*Copthorneorchid hotel information was not available
Note: The hotels surveyed majority allow below 10 rooms to be supervised by supervisor
Standarisation of Turn down procedure:

Turn down procedure similar for all rooms                                     66.7%
Quality hotel, Hilton hotel, Marriott hotel, Novotelclarkequay hotel, RELC hotel,Meritus Mandarin hotel
Turn down procedure varies for certain rooms                                33.3%
Amara hotel, Meritus Negara hotel, Copthorneorchid hotel
Turn down goodies:
Complimentary gift provided                                                        44.4%
Note :Amara hotel-lotion, Hilton hotel-bookmark, Novotelclarkequay-orchid flowers and chocolates for VIP guest,Meritus Mandarin-Porturi
Concepts and Themes:
Theme for night turn down service                                                     0%
Note :None of the hotels adopt this practice

