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HOSPITALITY & HOTELS - ENGINEERING OPERATIONS

Maintenance request routing and
tracking

Automatically routes maintenance requests from guests or staff to appropriate technicians and
tracks completion status through real-time updates. Reduces response times and ensures
proper escalation for urgent issues affecting guest satisfaction.

01 WORKFLOW TRIGGER
Guest submits maintenance request through hotel app or staff reports issue via property management
system.

BLUEPRINT OVERVIEW

What this workilow accomplishes

This workflow connects the Opera PMS guest services module, HotSOS work order dispatch, and Salesforce
Service Cloud notifications into one routing chain from request intake to closed work order. Automation handles
priority scoring, technician assignment by trade and workload, SLA timers, and guest acknowledgment messaging.
The chief engineer, duty manager, and housekeeping supervisor keep authority over priority overrides,
reassignment, room release, and any compensation decision.

01 02 03
OUTPUTS SUCCESS MEASURES CORE SYSTEMS
Closed work order with Average response time by band, Opera PMS, HotSOS, Salesforce
timestamps, Guest satisfaction First-time fix rate, Guest Service Cloud
rating on ticket, Labor and parts satisfaction on maintenance, SLA
cost report, Room status updated breaches per shift, Repeat calls per
in Opera, Asset maintenance room

history entry

HOW TO USE THIS BLUEPRINT
Hotel leadership: set SLA targets by priority band and approve the escalation ladder to duty manager and chief engineer.

Engineering and housekeeping supervisors: review the morning dispatch queue, override any misbanded ticket, and
confirm room release after inspection.

Implementation teams: map Opera issue codes to HotSOS trades, wire the SLA timers, and test guest-facing message
templates before go live.
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THE WORKFLOW

End-to-end stage map

Seven stages carry a request from the moment a guest taps submit to the moment the room goes back into
sellable inventory. The single decision point at stage two governs priority banding, which sets the SLA clock and
the escalation path for everything downstream.

01 TRIGGER 05 ACTION

Receive maintenance request Track progress and updates

Capture request with room, issue, urgency Sync live status and fire escalations

HotS0S

| |

Opera PMS

02 DECISION 06 ACTION

Assess request urgency level
Score severity and set priority band

Verify completion and quality
Inspect work and confirm guest satisfaction

Opera PMS HotS0S - Opera PMS - Salesforce Service Cloud

CRITICAL DISPATCH SAME-DAY STANDARD SCHEDULED BACKLOG l

l

Create and assign work order
Open work order and assign technician

07 OUTPUT

Generate completion report
File costs, timings, and feedback

03 ACTION

HotS0S - Opera PMS

HotS0S - Opera PMS

04 ACTION

Send notifications to stakeholders
Alert technician, housekeeping, front desk, guest
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IMPLEMENTATION DETAIL

Stage-by-stage breakdown

Each stage states the operational intent, the human control point, and the systems likely to take part. System

names are examples, not a required architecture.

01 TRIGGER

Receive maintenance request

Guest or staff submits maintenance issue through Opera
PMS guest services module or mobile app. System captures
room number, issue type, and urgency level.

CONTROL POINT

Front desk or guest services agent confirms room number
and occupancy status before the ticket enters the queue.

SYSTEMS  Opera PMS

03 ACTION

Create and assign work order

System generates detailed work order in HotSOS with room
details and guest preferences. Automatically assigns to
available technician based on skill set and current workload.

CONTROL POINT
The chief engineer approves cross-trade assignments and

reassigns work when a technician is already on a critical
call.

SYSTEMS = HotSOS Opera PMS
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02 DECISION

Assess request urgency level

Al evaluates issue severity based on keywords, room type,
and guest status to determine priority. Critical issues like
water leaks or AC failures in occupied rooms get highest
priority.

CONTROL POINT

The duty manager can reband any ticket, and VIP or
accessible-room requests always surface for manual
review.

SYSTEMS  Opera PMS

04 ACTION

Send notifications to stakeholders

Automated alerts sent to assigned technician,
housekeeping supervisor, and front desk via Salesforce
Service Cloud. Guest receives acknowledgment with
estimated completion time.

CONTROL POINT

The front desk supervisor approves the completion window
quoted to the guest before the acknowledgment is sent.

SYSTEMS  Salesforce Service Cloud HotSOS
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COMPLETION AND MEASUREMENT

Closing stages and results

The closing stages hold the room out of inventory until quality is verified and file the cost, timing, and guest

feedback that feed asset trend analysis.

05 ACTION

Track progress and updates

Real-time status updates from
technician mobile app sync with
HotSOS work order system. Automatic
escalation triggered if SLA timeframes
are exceeded.

CONTROL POINT

The duty manager receives every
SLA breach alert and decides on
room move, vendor callout, or
guest recovery.

SYSTEMS = HotSOS

DELIVERABLES
Closed work order with timestamps
Guest satisfaction rating on ticket
Labor and parts cost report
Room status updated in Opera

Asset maintenance history entry

NEXT STEP

06 ACTION

Verify completion and
quality

System prompts housekeeping for
quality inspection and guest
satisfaction confirmation. Updates
room status in Opera PMS once work is
verified complete.

CONTROL POINT

The housekeeping supervisor
signs the inspection and is the only
role that can return the room to
sellable status in Opera.

SYSTEMS HotSOS Opera PMS

Salesforce Service Cloud

KEY METRICS
Average response time by band
First-time fix rate
Guest satisfaction on maintenance
SLA breaches per shift

Repeat calls per room

Turn this blueprint into an
implementation plan.

Map each stage to your own systems, permissions, and

ITALITY & HOTELS

approval routing before selecting tools or building

automation.
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07 OUTPUT

Generate completion report

Final work order report with
completion time, costs, and guest
feedback automatically filed.
Maintenance history updated for
future reference and trend analysis.

CONTROL POINT

The chief engineer reviews the
weekly report and flags recurring
assets for capital replacement.

SYSTEMS HotSOS Opera PMS

IMPLEMENTATION CHECKS

Opera codes mapped to HotSOS
trades

SLA timers per priority band
Escalation routing to duty manager

Technician app permissions by
trade

Out-of-order room release rights

packfoundry.app/assessment

ORKFLOW PACKS AND A FREE ENT
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