Modern Management IR EL, 2024, 14(9), 2116-2127 Hans X0
Published Online September 2024 in Hans. https://www.hanspub.org/journal/mm
https://doi.org/10.12677/mm.2024.149246

S ELENE TR

— A ESXGERE 5

o

*‘g‘l’é‘;}_l, *i&iiﬂz
LR e A RIS 5 AR, B
2 BRI K e, i

Wehs HiH: 20244F7H16H; FHBER: 20244F8 H9H; KA HA: 20244F9A5H

H E

EUBEFRMEKE I AERM, BRSO SPSS19.0. WAMTEEN E¥EXFEE TREHEF
REIFAT T, B HREE TESRRERERADERERE., s/ EEF TR, 0% E R RE R
B, SRS SRR TERE, RNBRFREERESEEKE. NRRETPIEES. FHEHEE
Pricifas. BB — SRR TR E A F Y T 5% .

XA

REZWE, LEN, RIRE, RS

Research on the Engineering Department

Complaints of a High-Star Hotel
—Taking Shanghai X Hotel as an Example

Yiqing Zheng?, Qinyi Zhu?
1School of Hotel and Culinary, Shanghai Institute of Tourism, Shanghai
2School of Tourism, Shanghai Normal University, Shanghai

Received: Jul. 16%, 2024; accepted: Aug. 9", 2024; published: Sep. 5%, 2024

Abstract

Based on theories related to customer needs, this article uses literature analysis, SPSS 19.0, and
content analysis to analyze complaint cases from the engineering department of Shanghai X Hotel.
The result indicates that the hotel’s engineering department lacks effective management of
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facilities and equipment, lacks daily maintenance plans, some guest room facilities and equipment
are outdated, and lacks young and multi-skilled employees. Four countermeasures are proposed to
improve the level of facility and equipment management, including improving the management
level of facilities and equipment, strengthening preventive maintenance of equipment, updating the
experience of guest room hardware facilities, and building a high-quality engineering service team.
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Pitt 3 i o i B v R R R AT, AR AR R R R = KT B, AEATET I,
AT REAE A 23Rl %, BT WA I AR RNA . ik, 20, HESHEANE
B Z AL, WA, HoRNGAE TRE R, H T Meei. $=, HEEHHELR&ERNIIGE,
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N T ITEIE ST, AT A S BRI T B R 2R Wk “HbERAT T CHRERRUK” A
HoBEiE g “HEE” ; ¥ “USB #1007 “FEHIEO” SIFREEN “FHmEO” . K R KT
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Figure 1. Keywords mind map of facilities and equipment

1 R & XRIARYESE

3.3.3. iE4git

FRAE A3, S0 B2 7E 25 s PR B ) B0 A A AR B P 2 DG B . 25 SRR, 7E Bl X, T
AN EHR 41T 23 B2 Inncom 254% R 45(16.96%) . 251 (16.37%). KA IA] (10.71%) 7K (9.23%)-
HIAIATL(6.85%) St FL At 4 it (5.06%) » - 156 AN A 28 A\ XS 3% 4% it (1) 45 VR 2R 5 i (L 14 2) o

EREIA(RAL: T LR
18 16961637

16
b 10.71
12 7
1o 9.23
8 6.85
6 5.06 4.76 4.78
4 3:27.2.96 2.68 2.68 2.68 2.68 238 2,08 2.08 179
2
0
P TN F @ T ‘@& ﬁ@& &
B! %\k ’éﬁ &)’% %\& \\ %&@ }@}&)
s
N\

Figure 2. Main keywords for facilities and equipment
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ARG, WRIEARGIBENMENHE R — SZMHRIRZ, RIRAERRFEINETHE, WA
IS A . R\ TG, ERERFTBERFNA EEN AT IBTRERH” M “ B3 EH I
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