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LETTER FROM THE COMMANDER

Credic |||"\-‘I 'l"\-'\.'ll trained service POy iders and state-of the-art tacilities are essenlial elemenlts ||r|;:|||.|||
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achieve quality standards by making customer satisfaction a primary aim, while still providing
resources for mission requirements. Key to our mission is quality service in quality facilitios,
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FIRST
IMPRESSIONS
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"The first fmpression a person recefoes often sels

the tome for the esntire four or visit.”




Fa’r.ﬁz‘ Impressions help formulate
a visiter's opinion of the lodg-
ing facility. Since the lodging
facilities are usually one of the first
places a newcomer experiences, the
appearance may indirectly infli-
ence the guest’s impression of the

entire base.

Locate parking areas near individ-
ual rooms to help minimize guest
imconveniences such as unloading
of luggage. Include a special park-
ing area near the building entrance
so guest may check-in and check-
out effortlessly. Post exterior signs
so they are easily seen, especially
by guests unfamiliar with the base.
Exterior building lighting further
identifies the lodging complex and
enhances security, The lodging
facility must be functional as well
as attractive. Creative landscaping
provides both pleasant and stimu-
lating surroundings

A good combination of convenience
and aesthetics creates a strong first
impression.  This pleasant impres-
sion makes lodging an enjoyable

ex p:'f'i{'u CE.
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PARKING

o Provide functional, landscaped
parking lots which reduce the
visual impact of parked cars
by designing landscaped
islands within the parking lot.
Use several smaller parking
areas rather than one iarge

one, so parking does nol domi-
nate the area.

Design additional access roads
to parking lots from sec-
ondary roads.

Frovide reserved parking
spaces for DV suites,

Provide parking and ramps for
handicapped guests in compli-
ance with current directives.
Eamps should have a mini-
mum slope of one inch per
one foot of ramp.

Proevide curbing arcund

parking lots and streats.

SIGNS

® Ensure signs are professicnal,
well maintained, properly
located, and well secured.
Ensure individual letter-type
signs are readable from a dis-
tance at all imes,
Frovide recurrent directional
signs from the base's main
entrance to the registration
building.
Follow standard sign format,

color and size in accordance
with latest sign regulations.

Install directional signs
in central location lo

KU |'|.|ll tisitors,




LANDSCAPING

® TPreserve natural aesthetic
features, taking full advan-
tage of the existing envi-
ronment.

¢ Plant attractive, low main-
tenance landscaping
Follow existing landscape
development plans

* Include professional land-
scaping in new facility con-
struction and annual bud-
get requests,

» [nterconnect support facili-
ties with accessible walk-
ways

® Provide open grassy
spaces for recreational
shelter. Design shelters
with barbecue grills and
GFI {ground fault intzrior)

s 3 f electric outlets
s .Mug:.r.n_. h,_.,qi.-_.

Select hardy, indigenous plants

that provide year-round color

EXTERIOR LIGHTING

* Provide night lighting on signs
for VAQ, VOQ, TLF and the
reception center,

* Ensure room directional signs
are adequately lighted.

s Control exterior lights by pho-
tocell with manual override
switching.

Provide li'l:!l'.'I:-'.'l'n-‘ll'.' |||'I-J'I-'|l|'|-'_‘-.;' fior

ri - herst A rero
ritu of buiidin

sdrefy and secnH &
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THE
WELCOME
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ACC Style

“The goal is to provide pleasan! and comfortabie lodzing,
while ensuring the best customer seroice possible.”




A.f"ft"'?-“-"f-'.\? lodging complex
produces THE WELCOME.

It creates a feeling of comfort and
gase for the visitor.

Upon arrival to the lodging facili-
ty, the guest first visits the recep-
ton center. The covered entrance
identifies and shelters the ."'|'-’."|r|?..".'.':;\r
entry. The lobby accommodates
the needs of the visitors by provid-
ing pleasant interiors, restrooms
and a coffee bar. A customer ser-
pice representative greets each
guest, Assigns rooms, and provides
additional information as required,
The administrative staff provides
the behind-the-scenes work that
keeps the lodging complex run-
ning smoothly.

The Welcome is a strong combina-
fion of an inviting reception cen-
tor and motivated, customer-cri-
ented staff. This positive combi
nation further enhances the
guest's experience.

Reception Center

Entrance
Lobby
Front Desk

Administrative Area

s RO




RECEPTION CENTER

Locate reception center to
provide a first point of
contact for wvisiting and
relocating personnel.

Ensure parking, entries,
walkways and rest rooms
are accessible to handi-
capped guests,

Provide lighted directional
SIENS.

Provide attractive lobby
with convenient access to
necessary auxiliary ser-
Vicos.

Locate offices in conve-
nient, central locations.

Provide lobby seating for a
minimum of 12 guests.
This area 15 in addition to
circulation areas for the
entry, registration, tele-
phone, gitt shop and toilet
facilities.

Provide a fully automated,
gne-stop, touch-screen,
self-service information
center that provides on-
and off-base informa-
tion/maps to guests with
print out capability.
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Design reception centers stmilar to those of
quality hotel and mokel establishments,

Provide clear identification for reception center butlding,




LOBBY

Provide dedicated secure storage
area for guests’ luggage.

Use brown-tong or gray-tone neu-
trals for permanent finishes such
as ceramic tile, window blinds,
and laminates. Non-permanent
interior finishes {(carpet, paint,
artwork, upholstery) may be in
various mid-renge ceclors.
Provide patterned or bold-tweed
carpet. Use type Il vinyl wall
covering.

Furnish newspaper vending
machines that are readily accessi-
ble. Restock daily . Ensure all
public amenities, including
reatrooms {(one each for men and
women) and drinking fountains,
are accessible to handicapped
guest.

Provide a communications center
including house phone, pay
phene, and class A phone in a
semi-privale area.

ENTRANCE

[nstall automatic opening / clos-
ing doors at lobby entrance
Provide a covered walkway to
the main entry door, with
access for handicapped guests
Furnish lobby vestibules with
recessed or walk off mats and
nenskid flooring, such as quar-
ry lile or vinyl flooring.

Light exterior of entrance ade

quately.

Ie oulside drive-

Furnish loby with comfort-
able and durable seating.
Prooude a coffee tuar for Aritests.
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Pravide a frent desk with a motel type appearance.

FRONT DESK

* Use low-static carpeting behind the desk
and ceramic tile (or comparable) in front
of check-in /out areas.

Identify a separate area for guest check-in
and check-out with a professional sign.

Enszure one section of reception counter is
lower in height, ne more than 36" high

and 36" wide, to accommodate handi-
capped guests.

Supply a minimum of four keys for VAQ
and TLF and 2 %keys for VOO
Frofessionally mark room keys with build-
ing and room number.

FProvide a listing of area kennels, base
maps, mailbox and mail drop-off point.

Furnish a lockable storage area for resale
items, room equipment and supplies.

Mugisttatn an attractive, lighted
display for resale itens, and
Iocate adjacent o the front desk.




ADMINISTRATIVE
AREA

& Ensure office area interior
design is consisten: with
the lobby and other public
dreas.

® Provide office space for
innkeeper, reservations
siaff, operations clerk, and
other administration sup-

F"l.'l]'t F?‘L'T!'&HHHL'].

* Furnish adequate seating

for guests.

* Ensure lodging telephone
system and computer
equipment are located in
areas that comply with con-
trolled climate specifica
tions

Provide computer amnd

telephone hook-ups in all

administrative areas.
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Furnisk o lockable storage aren for
resale items, administrative supplies
and emtergency issie itemis,




GUEST
ACCOMMODATIONS
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he visitor’s comfort depends on

the GUEST ACCOMMODA-
TIONS. These accommodations are
provided for visiting officers, air-
men, civilians and families.

Visiting Officers Quarters, Visiting
Airmen Quarters and Temporary
Lodging Facilities room accommoda
tions provide comfortable and enjoy-
able short- and long-term visits.
Furnish the facilities to accommo-
date a variety of activities: sleeping,
studying, eating and entertaining.
Construct the buildings of durable
and lasting materials and design to
complement the base architecture.
The facilities are further enhanced
with convenient amenities such as
vending/ice machines, and laundry
rooms for guest use. Also program
housekeeping support areas that
improve the efficiency of providing
guest services, such as, linen, equip-
ment and supplies storage.

Guest accommodations are vital to
the visitor. Families need a sense of
home while transitioning to new
base assignments, air crews need
proper rest and overnight visitors
need a comfortable sleeping room.
All of these need to be satisfied to
become a world class lodging facility.

Visiting Officers Quarters

Visiting Airmen Quarters

Specific Requirements
for VOQ and VAQ

Temporary Lodging
Facilities

Specific Requirements

for TLF

Design Requirements for
VOQ/VAQ/TLF

Support Areas for
VOQ/VAQ/TLF




VISITING OFFICERS” QUARTERS

Involve both the commander and lodging management for all design review,
renovation, and new construction projecis. Review facility design for proper

room dimensions and inclusion of guest provisions such as vending
machines and laundry fadlibies
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veloy VOOs with perimeter walkway balconies and a roof over the top floor

balcony to provide weather protection
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Design guest rooms for single occupancy with a private bal




Visiting Officer's Quarters should provide
a positive first impres<ion of an installa-
tion's qualitu living environment.
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Ensure each VOQ complex provides
attractive, comfortable, temporary lodg-
ing for visiting officers.

Coordinate room amenities with interior
decor.

Provide private bathrooms with adequate
apparel and towel hocks, sufficient space
for personal toiletries, and covered toilet
seats.

[Msplay base or Air Force Inn logo on
soap, shampoo. booklet covers, sta-
tonery, ice buckets, and room amenities.
Locate Visiting Officers’ Quarters (VOQs)
near the officers’ club, reception center,
conference center, and other convenience
facilities.

When planning new facilities, centralize
and stack bathrooms to minimize plumb-
ing.

Design a 5 foot turning radius in the
kitchen and bathroom areas for handi-
capped{HC) guests.

Coordinate bedspreads, room accents and
interior colevs for an atirackive appearance




VISITING AIRMEN'S QUARTERS

Visiting Airmen’s Quarters offer hotel-guality lodging for visiting airmen
performing duby at vour base,

Develop VAQs using roof overhangs covering the top floor wallwway baleonies,
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Room size is determined by space criterta i

accordance with current instructions.,




pisiting airmen.
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Centralize and stack bathrooms to mini-
mize plumbing when planning new facili-
ties,

Provide one bathroom for two bedrooms.

Bathrooms should include showers

instead of tubs.

Room amenities should approximate those
issued to VOQ rooms.

Locate Visiting Airmen Quarters (VAQSs)
near the Enlisted club, dining facility,
reception center and other convenience
facilities.

Install sink and vanity in dressing
area adjacent to sleeping areq.

Visiting Airmen Quarters func
Hon as temporary quarters for




Use neutral backgrounds
with mid-range color
accents for miterior finishes.

SPECIFIC REQUIREMENTS
FOR VOQ AND VAQ

Y i

Use motel-style furriture rather than conventional brands. Molel furnish-

ings are durable, functional and meet command standards. Furniture brand
selection is a hase level decision, but should match existing furniture and
room decor, and should be comparable to quality private establishments.
Each installation should set the goal of providing quality attractive and com-
fortable furnishings for visiting personnel



NOTE:
Accommuodations with adjpining living room or kitchenette require additional seating, tables and lamops.
Provide double beds for VOOQs and VAQs (occupancy for E-7 and above). When converting single beds to
double beds, consider installation readiness requirements that mav necessitate double or single occupancy
during contingency situations.

VOQ/VAQ (E-7and above) Sleeping Rooms:

Item Quantity
Double headboard 1
Double bed frame 1
Diouble innerspring mattress 1
Double box spring 1
Dresser or chest with mirror 1
Desi 1
Diesk chair I
Luggage rack or bench 1
MNignt table or stand (free-standing or wall mounted) lor2
Easv chair (color coordinated) 1
Lamp (hanging, floor, or table) 2
Color television set (cable with 1 premium channel) 1
Draperies with builz-in or separate blackout lining As required
Bedspread (color coordinated) 1
lce bucket with hid 1
Water pitcher and glasses Set
Coffee maker (2-4 cup) with condiments I

Clock radio (with illuminated dial set to proper local time) I
Waste basket 1
lelephore (connected to full service switchboard) I
Refrigerator with freezer I
Ironing board and iron 1

Clothes/ skirt/ trousers hangers (wood or heavy duty plastic: 10 each

Full length mirror (18" x &{(" min.) 1
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NOTE:
Requirements to the right
allow for double eccupancy
rooms; adjust as appropriate
fUT ‘H'E'I'I.H].l:' gooupancy or SPﬂL‘t‘.
constraints.

VAQ (E-1 and above) Sleeping Rooms:

[tem
Single headboa-d
Single bedframe
Single innerspring mattress
Single box spring
Dresser or chest with mirror
Desk
Desk chair
Luggage rack or bench
Night table or stand (free-stancing cr wall mounted)
Easy chair
Lamp (hanging, floor, or table)
Color television set (cable with 1 premium channel)
Draperies with built-in or separate blackout lining
Bedspread (color coordina ted)
Bedding (pillows, pi'low cases, sheets, mattress covers
or mattress pad, blankets)
lce bucket with lid
Water pitcher and glasses
Coffee maker (2-4 cup) with condiments
Clock radio
Refrigerator with [reezer
Ironing board and iron
Clothes/skirt hangers (wood or heavy duty plastic)
Telephone (connected to full service switchboard)

Quantiby

Pd B Pd s o s b

I Id 3

1
As required
=

Set

(} each




Private and Semi-private
Bathrooms:

Privacy locks for doors

Exhaust fans or outside windows
Adequate apparel/ towel hooks
Vanities with lighting

Covered commodes with circular seats
Ceramic tile floors and wainscoting
Shower stall or tub enclosures

Well lighted mirror

One bath towel per occupant daily
iminimum size 24x48)

Two hand towels per occupant daily
Two washcloths per occupant daily
One bath mat (cloth) per occupant daily
Twao bars of soap per occupant daily

tone deodorant minimum 1 1/4 oz. bar)
Facial tissue

Toilet tissue, 2 ply

Provide vanities with lighted mirrors,

Closet

= Provide storage for guest’s personal belong-
ings and room necessities.

® Provide wooden hangers (5 shirt and 5 suit
hangers).

# [nstall shelf in closet for extra blankets and
pillows.

* Provide organizer, if possible, for ironing
board and iron,

Provide full-size ifroming
bowrd with cover and pad.




TEMPORARY LODGING
FACILITIES

Temporary Lodging Facilities (TLFs) provide quality housing for families,
This allows families changing assignments to stay together, resulting in

improved morale, enhanced job performance, and increased retention rates

Construct units in TLFs
that accommodate handi-
capped guests,

Ensure support areas such
as housekeeper’'s room,
janitor's closet, bulk sup-
ply storage room, laundry
room, mechanical room,
vending area, clean and
dirty linen storage room
are included in TLF con-
struction.

Because of intense continu-
ous use, ensure TLFs pro-
vide maximum durability,
privacy, storage, and main-
tainability.
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Design TLFs to contain parkine areas,
[aundry facilities, vending aren, and a play-
grovnd recreational facitity for children.

L]

Provide parking for U-hauls, recre-
ational wvehicles, and wvehicles
required for handicapped guests,
¢ Use commercial grade wood furni-
ture with rounded edges and cor-
ners. Do not use glass table tops,
shelves, or glass inserts.
s Display base or AF Inns logo on
spap, shampoo, booklet covers,
stationery and ice buckets.

* Ensure playground equipment
meets national and local safety
codes. Provide fixed seating to

| allow parental supervision.

Provide comfortable and durable
seabimg wind sofa beds in living area.




SPECIFIC REQUIREMENTS
FOR TLF

TLFs promote quality temporary quarters similar to apartment style
housing for families relocating

Provide separate bed-
raoom twith fufl size
e

el

Bathrooms:

Privacy locks for doors

Exhaust fans /outside windows

Adequate apparel /towel hooks

Vanities with lighting

Covered commodes with circular seats

Ceramic tile floors and wainscoting

Shower stall or tub enclosures

Well lighted mirror

Five bath towels per unit daily {minimum size 24x4H)

Five hand towels per unit dailv

Five washcloths per unit daily

One bath mat (cleth) per occupant daily

['wio bars of soap per occupant daily (one deodorant
minimum 1 1/4 oz, bar)

Facial tissue

Teilet tissue, 2 ply




Minimum r{:quirements for TLF:

ltem Quantity

Double headboard ]
Double bedframe 1
Double innerspring mattress 1
Double box spring I
[Mresser or chest with mirror ]

1

i

Luggage rack or bench
Night table

Easy chair 1

(Jccasional or coffee table As required and space permits

Sofa sleeper or chair sleeper As required and space permits

Dinette table with four chairs Set

Refrigerator 1

K:tchen sink (double) 1

Kitchen range (21 or 24 inch) |

Lap (hanging, toor or tabley 4 Provide durable seating
Roll-away beds (for checkout) As required -

. i hisih f in dining areas
Draperies w/blackout lining (color coordinated)  Set :

Bedspread (color coordinated) 1

Eating utensils Set
Cooking utensils Set

Pots and Pans Sel

Kitchen towels Set

Toaster 1

Can opener 1

Child’s portable crib (for checkout) As required
Child’s portable playpen (for checkout) As required
Child’s portable highchair As required

Color TV with cable and one premium channel 1
Clock radio 1
Irom and ironing board 1
1
1
1

Microwave oven
matched set

Microwave oven cookware

Electric hand mixer

Dinnerware service for six 1 matched set

Cookware, assorted sizes 1 matched set

Coffee maker, drip type (2-4 cup) 1

Oven mit 2

Bakeware and pizza pan 1 matched set

Drinking glasses, 8 oz, minimum service forsix. 1 matched set

[ish scrub brush 1

Sponge 1

Ice bucket wath hid 1

Carpet sweecper 1

Cutting board (non-porous) 1 Stock kitchens with all necessary
Wood or heavy duty plastic hangers 14 Kitchen and eating ulensils



DESIGN REQUIREMENTS
FOR VOQ/VAQ/TLEF

FACILITY EXTERIORS

® Dlse architectural mascenry in earth tone finishes

that have a proven history of success. Use accent
colors for building trim and identification num-
bers

* FProvide durable, attractive and easily main
tained exterior finishes and materials compatible
with base architectural scheme.

*  Ensure new sidewalks match existing walkways
and connect with adjacent facilities.

¢ Provide dark bronze anodized aluminum
framed and energy-efficient windows with
screen, operable sashes, and safety glass.

e Use integrally colored brick, split-faced block,
ribbed block, rough-textured exposed aggregate
or I;}]'iL'Cr'I":'d textured F':'I.t‘-l';"lﬁ on new construction

& On renovation projects include exterior as well

as interior upgrades.

Provide roof overkanes to
shelter balconies, walkuwys

anid entrances

HANDICAPPED REQUIREMENTS

* Provide handicapped-accessible suites on the
first floor

* Provide doors, with lever tvpe hardware, that
ara a minimum of 36 inches wide.

® Install thresholds a maximum of 1/2" inch high.

¢ Construct kitchen and bath with accessible
counter tops and lever-type handle on faucets.

* Provide grab bars around the toilet and “roll-in"

shaovwer.

* Install rod and shelf a minimum of 48" above
floor.

* [Install telephones with hearing aid compatibility
and oversize push buttons.

Allowe open space below sinks to

wheel chairs,

peconmmodate




FACILITY

INTERIORS

Provide facilities with solid core wood or metal doors
with security locks and peep holes. Paint trim with semi-
gloss enamel paint a shade or two darker than basic wall
color. (Wood doors mav be stained).

FPlaster or drywall concrete block walls to iuls_'l:'l:'-'-.'c
appearance and provide support for art work and win-
dow treatments. Paint other walls with a washable, low-
sheen latex in an attractive neutral color. Avoid wood
paneling.

Provide ceilings that hide mechanical /electrical equip-
ment. Paint ceilings white or off-white.

Install drywall ceilings in individual '-.luvping rooms to
create a residential appearance,

Install black-out draperies to coordinate with bedspreads
and upholstered furniture. Use a valance or cornice to
block all light. Plain draperies around HVAC units. Use
white or light neutral-colored mini-blinds at all windows
as an option.

Provide built-in closets or wardrobes with shelf, clothes
rod, and wood hangers. Aveid metal leckers.

Install adequate electrical outlets, cable TV, telephone and
computer connections in the proper location.

Provide lamps next to seating area, bedsides, and
desk/study areas. Ensure ore lamp is operable from wall
switch at entrance door,

Install smoke detectors.
Ensure room temperature can be adjusted by guest.

Sound proof walls between rooms, service areas and ele-
vators.

Provide wall-to-wall patterned carpeting that is durable,
neutral colored, and easily mainta:ned. Use vinyl, VCT or
tile in kitchens and baths.

Provide framed wall art coordinated with style of room decor.

Provide commercial quality hardwood furniftre

BATHROOM

FINISHES

¢ Provide quiet, ducted ventilator fans.

+ Install solid core doors with privacy lock.

¢ Install quiet tank toilets versus institutional
type.

¢ [nstall sufficient towel bars and clothes
Hooks.

& Provide enclosed vanitvy under sink with
vanity counter.

¢ [Install single mixer faucets in bathrooms
and showers.

® Paint ceilings in bathroom with semi-gloss
paint for easy maintenance.

* Install mirror above vanity with incandes-
cent lighting,

L]

Install timner with heat lamps.

Use ceramic tile flocring and wamscotting

or heary sheet vinyl on bathroom floor.,




Provide heavy duly anic-
matic clothes washers and
dryers, based on one washer
and dryer per 20 occupants,

SUPPORT AREAS
FOR VOQ/VAQ/TLF

Provide vending machi pith a

wariety of items for consimption

LAUNDRY ROOMS

Provide adequately sized, conve-
niently located and properly
equipped laundry facilities for use by
occupants at no cost.

Furnish laundry rooms on each fHoor
of VAQ and VOQ, and centrally
locate for TLF

Provide stairless steel two-compart-
ment laundry sink, an overhead
clothes hanging rod, and sorting
table.

Equip dryer exhaust ducts with a
central drver exhaust manifold
cleanout.

Construct one hour rated fire walls in
laundry area. This requirement may
vary depending on building code.
Rooms shouid have lockable doors
with windows for visual security.
Install soap and bleach dispensers
with items for ]_11.1r|_'hh1.ku. Mairtain
and stock regularly.

Control laundry room use through
room key accessibility.

VENDING AREA

Provide food preparation counter
with microwave oven. Counter
should be plastic laminate,

Locate trash receptacles near vending
machines and microwave ovens.

Locate vending area in alcoves or
separate room instead of hallways,
Provide sanitary ice dispensing
machines capable of producing 5
pounds of ice per 24 hour period for
each guest room. Machines should
operate by push button or guest
room kev




HOUSEKEEPING
AND STORAGE

Require all employees to wear
approved uniforms and names lags

Stock carts with cleaning solutions,
clean linens/towels and room ameni-
ties.

Provide cleaning guidelines and com-
puter-generated housekeeping reports
with all carts.

Provide comfortable and attractive
employee lounges with television,
refrigerator, microwave, dining table
with chairs, and telephene.

Equip employee break/rest arcas with
at least ten lockers (min. size, 2.5
cubic feet) for the storage of personal
items while working.

Provide adequate laundry facility
with easy access to service elevators
and supply loading areas for laundry
Cleaned in-house.

Keep storage areas fully stocked

amd crganized.

Provide mobile housekeeping carts sufficiently
stockedd cwith necessary supplies

Keep a fully stocked first aid kit in
the emplovee break area.

“rovide adequate storage for carts
and shelving for cleaning solutions,
clean linens/towels and room sup-
plies

Provide Separate storage areas for
clean and soiled linen.

Provide adequate storage and load
ing area for laundry done off-site,
Locate janitors closets with mop
sinks and storage near work areas
but away rom public view,
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CORRIDORS AND
STAIRWELLS

® Use durable, generally neutral,
vinvl wallcovering. Painl dooi
frames only a shade or two dark-
er than neutral wall coy ering.
Doors may be painted a mid-
range accent color,

s Provide wall-to-wall carpeting
that is patterned, durable, and
neutral in color.

& [Install sound abscrbent ceilings
to conceal piping, antennas and

cables

& Provide incardescenl or indirect
fluorescent lighting

& Provide smoke detectors and
emergency lighting

¢ (rosscut corridors to avoild tun-
nel effect

= Install window lreatment for
each window, including those
in stairwell

Prowvide accent parnil colors and

framed arl wors to :-Ii_'!}".'l'i.‘h 1t

Asawahl pra ey e g
HHTEENE Al cCooerin g

* Provide handrails
on all stairwells,

¢ Provide directional
and room identifica-
tion signs that are
well lit and easy to
read.

* Ensure stairwells
have non-slip stair
treads with carpet
on landings.

' EXTETIOr SPairs

Ik
MELTET
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Provide rooms with indirect,
incandescent lighting to create a
pleasant living environment

ELECTRICAL

Prewire guest rooms and
reception center for services
such as telephones, cable TV
and computer hook-ups.

Paint fuse and circuit breaker
boxes and covers to blend with
surrounding wall color

Provide at least two GFI out-
lets for bathrooms, six for
sleeping areas, and building
exterior. (For TLFs, add 3 GFls
for Bedreom). Mount to speci-
fications per local building
codes.

Provide electrical outlets per
local building codes. Arrange
furniture to facilitate access.
Ensure conduit is not exposed
in rooms,

FIRE PROTECTION

* Locate and space smoke detectors per manu-
facturer's recommendations.

¢ Place fire extinguisher in all kitchens.

* Provide exit signs in all exit corridors and
stairwells.

* TProvide fire delection as required by base fire
department and applicable codes. Fire detec-
tion devices should not detract from facility
appearance.

Lise recessed fire extinzuisher
wall cabinets and recessed or

e i r
flusth-menmted sprinkler heads, v

-y
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MECHANICAL

To promote a professional
appearance in ACC facili-
ties, the command chal-
lenges its people to pro-
vide utility systems which
are unobtrusive and archi-
tecturally compatible.

Provide individual ther-
maostats for each room.
Lacate thermostals dis-
creetly, on small wall area
if possible. (Avoid paint-
ing; many do not paint
well),

Awvoid the use of polished

metal finishes [or louvers
or grills.

Conceal heating and air-
conditioning ducts and
pipes in walls and ceilings,

Lise screen walls or |I|7-'I'|11::'.'li'j1l'.|.'_\{ '_'||i'.'|‘l|"||.‘I'J'
Hle wwith

|
freating

batildi 17 arc hitecture to conceal

entilating, air conditioning

wnits, and fransformers

PLUMBING

or conceal plumbing pipes,

Provide cabinet under sink

Centralize and stack bath-
rooms  for maximum
plumbing efficiency,
Conceal piping above ceil-
ings or in chase walls.
Install tubs and bathroom
sinks with pop-up type
water stoppers.

Ensure z2ll plumbing pipes
are insulated.




CUSTOMER

SERVICE

q well kept lodeing facility and
strong CUSTOMER SER-
VICE are the essentials for pro-

d.-u;'.l'ng consistent customer salis-

,r.!?L'”L]H.

Dedicated and well-trained
employees are the primary focus
for ensuring guest satisfaction.
Continuous emphasis on training
efficient, courteous and positive
employees, creates a highly moti-
vated and qualified staff and well
pleased guest. Guest services
accommodate the visitor's needs
by offering a variety of sundry

items.

Customer service 15 an a'mlrwu'h'm#
facet of the total lodging experi
ence. A helpful and positive staff,
together with complete guest ser-
vices, achieve a customer orientat-

ed lodging facility.

ACC Style

Y Meet ing customer expectabions th L"I.'_inl Total ‘-\__-g".'|'|"-'||.'|‘1_n' Sermice.”

* Employee Performance
Standards

* Guest Services
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EMPLOYEE PERFORMANCE
STANDARDS

DIRECT CONTACT WITH CUSTOMER

¢ Accountability

l'ake responsibility tor vour actions.

* Congeniality

Alwavs use customer’s last name during conversational exchanges.

* (Cooperation

Extend a friendly greeting and genuine attitude of cooperation.

= Courtesy
Acknowledge customer’s presence; rise, if seated, when customers

enter, and alwavs greet passing guests

s Professionalism
Altend to person-to-person business transactions before telephone or

computer business transactions
* Willingness to Serve

Be prepared to explain lodging services (i.e., operation of TVs,
phones, location of extra linen and bathroom supplies) and facilities

available
* Respensibility

lake action to resolve complaints immediately

DRESS AND

APPEARANCE

o Innkeepers will dress pro-
fessionally.

¢ Other emplovees will wear

uniforms appropriate for

their work.

o Kequire all emplovees to

wear name fags,

'I||I||'|1lI|HI||1i| Forgs
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Ensture military PEFEONNE mranbaii

Tppearance and ||-.|.'_r':'._|.|||' m accor-

dance with Air Force standards,




Accept reseroations 24 hours
per dmy, seven days-a week.

THE RESERVATION

PROCESS

.

Answer telephones prompt-
ly {within 5 rings).

Inform guest if he/she will
be stayving on base, in com-
mercial lodging (CL), or if a \
certificate of non-availabili

ty (CNA)Y will be issued

I[ssue guest a Reservation
Confirmation Number to
hold the space until 1800
hours on arrival date.
Inform guest of guaranteed
hold system used for late
arrivals

Express appreciation for the

1

opportunity to be of

Service,

On-Base Quarters

s Inform guest that reservation is confirmed for on-base lodging,.
s Inform guest of required check-in time

* Ask guest for any special request (i.e., smoking or non-smoking

rooms, crik, rollaway bed}.

Off-Base or Commercial Lodging (CL)

s [nform guest that reservation is confirmed for commercial lodging.

» Provide guest with facility’s name, address, dailv rate and phone
number,

» Provide guest with a CL Authorization Number which will confirm
authorization of CL utilization

s Fax or carry CL document to CL facility before traveler's arrival

Non-Availabilitv of On-Base or Off-Base Lodging

* Inform guest that on-base and CL lodging are full and reservations
cannot be confirmed.

¢ Provide guest a list of hotels (and basic directions) in the local area.

» Provide confirmation number for guest witkin 7Z hours of arrival
date.

e Advise guest that he can obtain CNA at lodging office, or have it
mailed to his home address




DS THE CHECK-IN
: PROCESS

* Always address guest by
grade and name

- g gl e B

» Confirm rate, room tvpe,
and location to guest

* Deliver ary messages
received prior to guest’s
arrival,

* Ask if payment will be
made with cash or credit

card.

* Advise guest of early pay-
ment and express checkout
services/ procedures.

* Be knowledgeable of local
area (such as food [acililies
and public transportation)
and local procedures (DV
EXpTess check-in/out,
stamping civilian orders
for BX use, and other poli-
cies).

¢ Complete check-in within
three minutes

Provide adequate staff for peak patron

check-in and chack-out Bimes,

THE CHECK-OUT PROCESS

s Complete check-out within 5 min-
utes.

¢ Be conversant; ask guest if you can
be of further service.

s  (Mfer to make the next reservation.

s Alwavs place Eill, credit card or
cash, in the guest’s hand.

* Remind guest that receipt must be
filed with travel voucher.

® Fxpress appreciation for the oppor-
tunity to be of service




COMPLAINTS

o Apologize for any possible mistake

& Show tangible evidence to correct problem
before guest walks away

* Positively respond to customer complaints,
indicating management cares and is actively
working to satisfy the guest.

e Try to resolve complaint immediately: it not
i_x._'u_c._a.;]_'\]p_ pr..n':;_h} guesl interim reports on
steps taken to resolve problem until final reso-
lution is achieved

s Strategically locate “Customer Comments” (AF
Form 3211) for maximum availability to guests.

WAKE-UP CALLS

e Input guest’s request for a wake-up cal’ imme-
diately upon notification

e If wake-up call is done manually, address

guest by name.

Dhisplay dialing mstructions, long distance carvier s nanie, and toll fees near tele-

phone in a promineni location.

COMMUNICATIONS

* Provide touch tone phones.

# Ensure pheone system is a
hotel /motel type system
with a message capability.

o Ensure there is no charge

for local and credit card
calls.

s Provide Data Fax service for
official use.

o Provide continuous elec-
tronic mail (E-Mail) hook-
up capability.

s Install dual telephone jacks,
allowing the tele phone and

personal computer to be
plugged in simultanecusly




GUEST
SERVICES

' INDIRECT CONTACT WITH CUSTOMER

General Standards for Maintenance and

Housekeeping

* Inspect each occupied room daily for
housekeeping quality.

® Inspect non-occupied rooms before sale.

® Inspect public areas and guest rooms for
maintenance and repair needs every 30
days. 3

® [n occupied rooms, repair non-function-
ing /broken furnishings and/or equip-
ment within two hours after notification;
within 24 hours for non-occupied rooms,

o Log, control, and monitor all work
requests until satisfactorily completed,

& Provide a maintenance check-list in each
room to report minor maintenance
r'i_':.]lI]I'E'rHI:"J'Il:'-

Conducl rafning sessions
in a classroom setfing lo
familiarize housekeeping
staff with lodging stan
durds,

* Provide full housekeeping service seven
days a week,

s Replenish coffee, tea, sugar/sweetener,

and creamer in rooms and lobby daily.

L PRI R I .
Froviae @ room for employes

training sessions




r'li"i'n'n'.'lll room amenibies l;'.lnli-ll

a suest mformation packel

Lodging Room Amenities
(Minimum Standards)

l'hese items are available
under the Essential
Products program (EPP):

Conditiening shampoeo
Lotion

Meouthwash

Shoe mitt

Shower cap

Raror

40
GUEST INFORMATION

Keep the following items current and in all guest rooms.
They may be published in a room information packet.

Welcome letter

Occupant responsibilities

Housekesping service

Service charge rates

Instructions for clock radio, TV, and similar equipment
Check-out time and express check-out procedures
Base map, activity list, food facililies

Chapel information

Club calendar

Telephone instructions/information for telephone
Telephone book

AF Form 3211, “Lodging Customer Comments”
TV /radio channel directory

Base local newspaper, brochure and bus schedule
Mote pad and pen or pencil

Local map

Local entertainment and restaurants

Laundry and dry cleaning services

Base movie listing, transportation map

Kennel information

List of local travel agencies




SUNDRY SALE SELECTION

The sundry sales operation meet guests” needs for non-food items and
food-items when operating hours/location of usual sales outlets
{clubs, AAFES) are not convenient.

Offer the following items for sale at the lodging desk, vending machines
and /or in-room steck.

NON-FOOD ITEMS

= Health

Prowide a variety of toiletry

Aspirin and non-aspirin pain reliever

Antacid

Lip balm

Nail dippers/file

Minor first aid items {i.e., bandages, antisephic
Creams, gauze Fli-ldh, wraps, etc.)

Ns ' Lotion

* Toiletries

Shaving cream
Disposable razors (male and female)
Deadorant

Shampoo

Conditioner

Tampons

Sanitary napkins

Toothbrush

Toothpaste

Hair spray

Combs

Brushes

Mouthwash

Dental floss

Altershave

* Family Items

Children’s non-aspirir. pain reliever
Small disposable diaper packs
Cotton swabs

* Clothing maintenance items

sewing kit
Boot and shoe laces

Shoe edge dressing

Shoe polish (brown and black)
Laundry detergent (two varieties)
All fabric bleach

Spray starch

¢ Lniform items

Insigria (E-2 and above)
Belts /buckles
Flight caps (popular sizes)

..provide a variety of cloth-
ing amd wuniform ilems...




FOOTYITEMS

* Snacks and Beverages dsarell s sariely of
Variety of chips, candy, nuts (emgissces healthy

stiers i beverees,
heart inselection)

Sofl drvinks (at least frve varietes of which tiwvo
are gdick-—-one et edrus flavered)

Frot juices

Moncalcohalic bear and swine

Beer (regular, ite and low-alcohol)

Liguor miniatures (al least Live varich
bourbon, vodka and.zin)

o, includas

* Hreakfast items for early morning travelers
Assorted individual serving cercals (cald amd
macriwaveable haot cereals)
Ihermc-stabilized milk

Individually wrapped trozen mulfins/ pastries
oaster pasiries

iz
Canmed franl

* Limibed lunch/supper items for late arrivals

Froeen meals S ontrees

Lrehydrated soup dishes
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