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Course Contents / Lesson Plan
Course Title: Front Desk Manager/ Receptionist
Duration: 6 Months
	







	Author Name
	Mr. MUHAMMAD UZAIR (Hashoo Foundation Master Trainer)

	Course Title
	Front Desk Manager/ Receptionist

	Training Objective & Outcomes

	
Employable skills and hands-on practice in Front Desk Manager/ Receptionist.
The front desk manager/ receptionist a comprehensive 6-month program comprising intense hands-on training combined with conceptual theoretical knowledge, coupled with industrial internship, aims at imparting modern skills and knowledge to the field of hospitality

The prime objective of this program is to create a new generation of Front Office Operations employees who possess hands on skills and a professional vision to explore new horizons of excellence in this field.

Training Outcomes:
· Competent front office personnel:
             Trainees will be able to perform all front office duties efficiently and effectively. 
· Improved customer satisfaction:
             Trainees will be able to provide exceptional customer service, leading to increased guest satisfaction. 
· Efficient problem resolution:
             Trainees will be able to handle and resolve guest issues promptly and professionally. 
· Enhanced communication skills:
              Trainees will be able to communicate effectively with guests and colleagues, both verbally and in writing. 
· Increased productivity:
              Trainees will be able to contribute to the overall efficiency and productivity of the front office operations. 
· Career advancement opportunities:
              The training will equip individuals with the skills and knowledge needed to    pursue career advancement in the field. 
· Positive work environment:
              Trainees will be able to contribute to a positive and professional work environment. 


	Entry-level of Trainees
	[bookmark: _GoBack]Intermediate 

	Minimum Qualification of Teachers
	Intermediate along with international diploma in hospitality Management having three years of experience in hotel front customer service proficiency in re service station system and communication.
OR
Bachelor degree in hospitality/ hotel management one year of experience in hotel front desk or customer service proficiency in reservation system and communication 
OR
Master in Hospitality/ Hotel management experience preference.

	
	Course Title 
	Sr. No 
	Modules 
	Theory Hrs.
	Practical Hrs.
	Total Hrs.

	1. 
	Introduction to Hospitality Industry
	4
	16
	20

	2. 
	Introduction of Front Office Operations
	4
	16
	20

	3. 
	Maintain Standards and Develop Communication &  Social Skills
	3
	17
	20

	4. 
	Follow the System                                            of the Front Office                                                       Department
	4
	16
	20

	5. 
	Receive and greet                                                                                    the guest
	4
	16
	20

	6. 
	Maintain Room                                                           Inventory
	4
	16
	20

	7. 
	Use of Office            Equipment’s
	3
	17
	20

	8. 
	Handle Reservations and Implement Check -In Procedures
	3
	17
	20

	9. 
	Implement Check- Out Procedures
	4
	16
	20

	10. 
	Time Management
	3
	17
	20

	11. 
	Communicating   with customers
	4
	16
	20

	12. 
	Dealing with                           guests
	3
	17
	20

	13. 
	Property Management system
	5
	15
	20

	14. 
	Service quality requirements
	4
	16
	20

	15. 
	Complaint     Handling
	4
	16
	20

	16. 
	Training & Development
	3
	17
	20

	17. 
	Documentation
	4
	16
	20

	18. 
	Interdepartmental Communication
	4
	16
	20

	19. 
	Services and facilities 
	5
	15
	20

	20. 
	IPR and Copyright
	3
	17
	20

	21. 
	Safety standard s                            and Procedures
	4
	16
	20

	22. 
	Night audit
	4
	16
	20

	23. 
	Cancellation  procedures
	4
	16
	20

	24. 
	Entrepreneurial                          Skills
	3
	17
	20

	25. 
	Course Revision and Preparation
	5
	15
	20

	26. 
	Final Assessment
	5
	15
	20

	Total
	100
	420
	520




	Course Execution 
Plan

	Duration of the course: 6 months (26 Weeks)
Theory: 20%
Practical: 80%
Weekly hours: 20 hours per week
Total contact hours: Maximum 520 hours

	Companies offering jobs in the respective trade
	Hotels, motels, cruise ships and Resorts (3 stars to 5 stars)
Hospitals and Healthcare Centers
Facilities Management Companies: (multi-nationals and local       outsourcing companies)
Airlines and Aviation Industry


	No of Students
	25

	Learning Place
	Classroom 

	Instructional Resources
	
Recommended Books
Managing Front Office Operations (11th Ed.) by Michael L. Kasavana & Richard M. Brooks — frequently cited and recommended by professionals in hotel forums

Front Office Management and Operations by Sudhir Andrews — comprehensive operations and management perspective
 
Risk of Success

https://www.youtube.com/watch?v=tbnzAVRZ9Xc

introduction to front office

https://www.youtube.com/watch?v=8jNnj15i6gk







DETAIL OF COURSE CONTENTS
	
Week 1
	Learning Units
	Task/Practical

	Introduction
to
Hospitality        Industry
	Day 1 
· Introduction 

· Hospitality Industry 

· Lodging / Accommodation

· Food and Beverage (F&B)

· Travel and Tourism

· Recreation and Entertainment

· Careers in the Hospitality Industry


	Task:1
Hospitality Industry
Task: Research and present a report on the history and evolution of the hospitality industry.
Task: Identify and explain the main sectors within the hospitality industry.


	
	Day 2
· Time Management

· Why Time Management Is Important

· key Time Management Techniques

	Task:2
Key Time Management Techniques
· Task: Choose three-time management techniques (e.g., Pomodoro Technique, Eisenhower Matrix, To-Do Lists) and describe how to use each one.


	
	Day 3

· The Future of Hotel’s industry

	Task:3
Ask them to fill out a chart with:
Job title
Required qualifications
Skills/experience needed
Salary or benefits (if listed)
Location and company


	
	Day 4 
· How to start a hotel business

· Research and Planning

· Choose a Location

· Design and Renovation


	Task:4
Prepare a 2-minute "elevator pitch" answering:
What is the idea?
Who is it for?
Why is it different or better?
How would it make money?
Present to peers or a mock "investor" panel (trainer/judge).


	
	Day 5 
· The Importance of Entrepreneurship in Hospitality and Tourism

· Innovation and Creativity

· Economic Growth and Job Creation

· Adaptability and Resilience

	Task:5

Assign learners a case study or ask them to research innovators such as:
· Ritesh Agarwal (Founder of OYO Rooms)
· Conrad Hilton (Hilton Hotels)
· Airbnb Founders




	[bookmark: _Toc31113221]
Week 2
	Learning Units
	Task/Practical

	Introduction of Front Office Operations 
	Day 1
· Organizational Structure for Front Office

· Key Roles and Responsibilities:

	


	
	Day 2
· Front Office Functions

· Guest Reservation

· Guest Reception / Check-in

· Guest Services / Concierge

· Handling Guest Check-out

· Room Allocation and Management


	Task:1
Provide a list of front office tasks (e.g., check-in/check-out, handling reservations, guest inquiries, billing, concierge services).

	
	Day 3 
· Front-of-the-House Operations

· Reception / Front Desk

· Lobby and Waiting Areas

· Concierge Services

· Restaurants

· Guest Services
	Task:2
 Task: Research typical concierge services and create a brochure or flyer highlighting what a concierge can offer guests.
 Task: Simulate a concierge helping guests with local attraction recommendations and transportation arrangements.


	
	Day 4
· Back-of-the-House Operations

· Housekeeping

· Maintenance and Engineering

· Human Resources and Administration

· Purchasing and Inventory Control

· Accounting and Finance

	Task:3

Group Discussion: 
Why is front-of-the-house crucial for guest satisfaction?

	
	Day 5
· Presentation 

	





	
Week 3
	Learning Units
	Task/Practical

	Maintain Standards and Develop Communication &  Social Skills
	Day 1 
· The Importance of Communication in Hospitality

· Enhances Guest Experience

· Improves Team Coordination

· Builds Positive Relationships

· Reduces Mistakes and Conflicts

	


	
	Day 2
· Communicate with the guests                 and co-workers

· Provide effective guest services and coordinate                        guests

· How to Provide Effective Guest Services

· How to Coordinate Guests Effectively

	Task:1
Conduct a group task where learners must pass important guest information across shifts.
Use scenarios such as room changes, VIP arrivals, or special guest requests.


	
	Day 3
· Observe Occupational Health &        Safety Regulations 

· Key Steps to Observe Occupational Health & Safety Regulations

· Benefits of Observing OHS Regulations:

	Task:2
 Task: Write a step-by-step guide for new employees on how to comply with OHS regulations in their daily tasks.
 Task: Conduct a safety inspection checklist for a specific workplace area (real or hypothetical) and identify potential hazards.


	
	Day 4
· Communication Training and Development

· Why Communication Training is Important

· Key Components of Communication Training

· Maintain personal grooming and hygiene in Hospitality 

· Why Personal Grooming and Hygiene Matter

· Maintaining Personal Grooming and Hygiene

	 Task:3


Show videos or images of different facial expressions, gestures, and postures.
Learners interpret the emotion or message.


	
	Day 5 
· Work in team socially-diverse environment

· Working Effectively in a Socially-Diverse Team

· Benefits of Embracing Social Diversity in Teams

	Task:4

 Task: Reflect on and write about a personal experience working in a diverse team or group. What challenges and benefits did you notice?
 Task: Create a list of common types of social diversity (e.g., culture, age, gender, language) found in teams.


	Week 4

	Learning Units
	Task/Practical

	Follow the System                                            of the Front Office Department
	Day 1
· Types of Reservation System

· Centralized Reservation System

· Online Reservation System

· Property Management System

	


	
	Day 2
· Reservation Policies & Procedure

· Common Reservation Policies

· Reservation Procedures

· Accepting or Denying Reservation

· Accepting a Reservation

· Denying a Reservation


	Task:1

Learners create a flowchart from reservation inquiry to confirmation or denial.

	
	Day 3
· Guest Services and Information

· Key Guest Services

· Providing Guest Information


	Task:2
 Task: Develop a checklist of essential guest services every hospitality staff member should know.
 Task: Research and report on how technology (e.g., apps, kiosks) is changing the way guest services are delivered.


	
	Day 4
· Financial Transactions

· Types of Payments Accepted

· Handling Payments

· Refunds and Adjustments

· Communication and Coordination

· Communication in the Front Office

· Coordination in the Front Office

	Task:3

Provide sample guest stays with room charges, taxes, and extra services (e.g., minibar, room service).
Learners calculate the final bill and explain charges clearly.


	
	Day 5
· Inventory and Requisition                                                      Front Desk Supplies

· Inventory Management Process

· Requisition Procedure

	Task:4

Inventory and Management Process
· Task: Outline the steps involved in the inventory management process, from ordering to storage to usage.

· Task: Develop a simple inventory tracking sheet (manual or digital) for front desk supplies.





	
Week 5
	Learning Units
	Task/Practical

	Receive and greet                                                                                         the guest
	Day 1 
· The Importance of a Good Hotel Guest Greeting

· Why a Good Guest Greeting Matters
· Key Elements of a Good Guest Greeting

	


	
	Day 2
· The Importance of a Good Hotel Guest Greeting

· Importance of a Good Hotel Guest Greeting

	Task:1

Learners role-play the first guest interaction at the front desk or entrance.

	
	Day 3
· Ensure and inquire needs of customers.

	Task:2
 Task: Role-play a customer service interaction where you actively ask questions to understand a guest’s needs and preferences.
 Task: Create a checklist or questionnaire that hospitality staff can use to identify and confirm customer needs.


	
	Day 4
· Verifying reservation 

· How to Verify a Reservation

· Handling walk-in guests
	
Create a checklist including guest name, dates, room type, number of guests, payment status, and special requests.

	
	Day 5
· Providing information 

· Escorting or directing 
	Task:3
 Task: Prepare a list of common questions guests might ask and practice giving clear, concise, and friendly answers.
 Task: Create an information brochure or digital guide about your facility’s services, local attractions, or transportation options.



	
Week 6
	Learning Units
	Task/Practical

	Maintain Room Inventory
	Day 1 
· Inventory management systems

· What is an Inventory Management System?

· Key Functions of Room Inventory Management Systems

· Integration with Other Systems

	


	
	Day 2
· Inventory management challenges

· Demand Forecasting Difficulties

· Overstocking and Understocking

· Cost Control
	Task:1

Learner’s brainstorm and list challenges such as overbooking, stock shortages, theft, inaccurate tracking, or seasonal demand fluctuations.

	
	Day 3
· Implementing technology in inventory management

· Key technologies Used in Inventory Management

· Inventory management techniques and strategies


	

Task:2

Prepare a short presentation on how each technology improves accuracy, speed, or cost savings.


	
	Day 4
· Property Fact Sheet

· Property Overview

· Accommodation

· Facilities & Amenities

· Services

· Ensure a continuous supply of             materials and stock


	Task:3
 Task: Describe the process to monitor, reorder, and maintain an uninterrupted supply of materials and stock in a hospitality setting.
 Task: Prepare a checklist for front desk or housekeeping to track supply levels and trigger requisitions before stock runs out.


	
	Day 5
· Inventory management software for total inventory control

· Core Features of Inventory Management Software for Total Control


· Order & Supplier Management


	Task:4
 Task: Prepare a comparison chart highlighting key features, benefits, and pricing of at least three inventory management software options.
 Task: Write a step-by-step guide explaining how inventory management software can help achieve total inventory control. Include features like real-time tracking, automated reorder alerts, and reporting.




	
Week 7
	Learning Units
	Task/Practical

	Use of Office Equipment’s
	Day 1 
· Importance of office equipment management

	


	
	Day 2
· Access Login & Procedures

· Using Accessories and Output  Devices

	Task:1
Role-play scenarios involving potential security breaches (e.g., sharing passwords, unauthorized access).
Discuss best practices to prevent breaches.


	
	Day 3
· Smarter tools for proactive office equipment management

	Task:2
 Task: Create a presentation explaining how these smarter tools help reduce downtime and extend the lifespan of office equipment.
 Task: Develop a maintenance schedule incorporating proactive management tools for a typical hospitality office or front desk.


	
	Day 4
· Handle Calls

· Handle Electronic Messages

	Task:3

Practice professional phone communication skills.
Instructions:
Role-play common front office calls such as:
Incoming guest inquiries
Booking confirmations
Handling complaints


	
	Day 5
· Benefits of Using Computer Systems in Office Equipment:

	Task:4

 Task: Write a short essay or presentation on how computer systems improve workflow and reduce human error in office environments.
 Task: Research real-world examples of businesses or hotels that improved their operations by using computer systems in office equipment. Summarize their outcomes.




	
Week 8
	Learning Units
	Task/Practical

	Handle Reservations and                                     Implement Check -In Procedures
	Day 1 
· Types of Reservations &  Guests


	


	
	Day 2
· Block & Unblock Rooms

· Documentation & Legal Requirements

· Guest Registration Form

· Reservation Records

	Task:1

Simulate guest check-in where learners verify IDs and complete registration forms correctly.
Emphasize confidentiality and accuracy.


	
	Day 3
· Front Office Logbook

· What is a Front Office Logbook

· Purpose of the Front Office Logbook

	Task:2
 Task: Explain why maintaining a front office logbook is important in hospitality operations.
 Task: Create a role-play or scenario demonstrating how the logbook is used to communicate important information among staff shifts.


	
	Day 4
· Handling Special Instructions

· Steps to Handle Special Instructions

	

	
	Day 5 
· Securing Payments from Guests

· Collect Payment Details in Advance


· Send Invoices with Online Payment Links
	Task:3
 Task: Role-play scenarios handling different payment situations such as full payment, partial payment, or payment disputes.
 Task: Create a checklist of security measures to ensure safe handling of guest payments (e.g., verifying identity, using secure payment terminals).




	
Week 9
	Learning Units
	Task/Practical

	Implement Check    Out Procedures
	Day 1 
· Review Account and Liaison                       with other Departments

	


	
	Day 2
· Documentary Requirements  for Check-Out

· Guest Identification

· Final Invoice and Bills 

· Filing Paper Work

· What is Filing Paperwork


	Task:1
Simulate guest check-out where learners prepare and review the bill, handle payments, collect keys, and provide receipts.
Include steps for asking guest feedback or offering assistance for next stay.


	
	Day 3
· Handling Disputes & Complaints

	Task:2
 Task: Write a step-by-step procedure for effectively handling guest disputes and complaints, emphasizing active listening and empathy.
 Task: Role-play different complaint scenarios (e.g., late service, room issues, billing errors) and practice appropriate responses.


	
	Day 4
· Process Payments

· Types of Bill Settlement:

· Payment Methods

	Task:3

Role-play guest check-out where learners process payments using different methods.
Include scenarios like partial payments, overpayments, refunds, and split bills.


	
	Day 5
· Additional Services and Feedback

· Concierge Assistance

· Collecting Guest Feedback


	Task:4
 Task: Role-play a concierge assisting a guest with special requests such as booking tours, restaurant reservations, or transportation.
 Task: Create a brochure or flyer highlighting the range of concierge services available at a hotel.




	
Week 10
	Learning Units
	Task/Practical

	       Time Management 
	Day 1 
· Define Self-management and time management skills
	


	
	Day 2
· Benefits of Time Management

· List of Tips for Effective Time Management
	Task:1
Present two scenarios one with poor time management and one with effective time management.
Discuss consequences and benefits in each case.


	
	Day 3 
· Implications of Poor Time Management

· Increased Stress and Anxiety
	Task:2
 Create a cause-and-effect diagram linking poor time management habits to common stress-related outcomes.
 Task: Research and summarize real-life examples or case studies where poor time management resulted in negative consequences like missed deadlines or burnout.


	
	Day 4
· Work Load & Task Priority 

· Special Task & Orders
	Task:3

Provide a list of typical front office tasks (e.g., guest check-in, answering calls, handling complaints, preparing reports).
Learners rank tasks from most urgent/important to least.


	
	Day 5
· Managing Team & Co-Workers

· Key Aspects of Managing a Team
	Task:4

 Task: List and explain key aspects of effective team management such as communication, delegation, motivation, and conflict resolution.
 Task: Develop a checklist or guide for new managers to follow for successful team leadership.




	
Week 11
	Learning Units
	Task/Practical

	Communicating with customers
	Day 1 
· Identify customer needs by asking questions

· Effective Questioning Techniques

	


	
	Day 2
· Have good knowledge on product and services and brief the customer clearly on them in a polite and professional manner

· How to Brief Customers Clearly and Professionally

	Task:1

Peers or trainers provide constructive feedback on clarity, politeness, and professionalism.
Learners revise their briefing approach accordingly.


	
	Day 3
· Build friendly but impersonal relationship with the customers

· Ways to improve communication with customers

	Task:2
 Task: Write a short essay explaining the importance of maintaining professionalism while being friendly with customers.
 Task: Create a list of phrases or behaviors that help build a warm but professional rapport with customers.


	
	Day 4 
· How to improve communication with customers


	Task:3
Demonstrate common non-verbal cues (eye contact, posture, gestures).
Practice role-plays emphasizing appropriate body language alongside verbal communication.


	
	Day 5
· Use appropriate language and tone and listen actively
	Task:4
 Task: Role-play conversations practicing the use of polite, respectful language and an empathetic tone.
 Task: Create a checklist for active listening skills, such as maintaining eye contact, nodding, paraphrasing, and asking clarifying questions.




	
Week 12
	Learning Units
	Task/Practical

	Dealing with     guests
	Day 1 
· Why Are Customer Complaints Important?
	


	
	Day 2
· Understand customer expectations and provide appropriate product/services

	Task:1
Learners list what customers typically expect (e.g., cleanliness, timely service, friendliness, accurate info).
Discuss how expectations differ based on guest type (business, leisure, VIP).


	
	Day 3
· Show sensitivity to gender/ cultural and social differences

· Understand customer dissatisfaction and address their complaints

	Task:2
 Task: Research common cultural, gender, and social norms that affect customer interactions in hospitality. Summarize your findings.
 Task: Create a list of respectful behaviors and phrases to use when dealing with diverse customers.


	
	Day 4
· Maintain proper body language and dress code

	Task:3

Learners prepare and present short talks or posters on dress code essentials and grooming tips.


	
	Day 5
· Communicate clearly and effectively with the guest

	Task:4

 Task: Practice writing and delivering common guest messages such as directions, explanations of services, or hotel policies.
 Task: Role-play conversations focusing on clear articulation, positive tone, and checking for guest understanding.




	
Week 13
	Learning Units
	Task/Practical

	Property Management system 
	Day 1 
· Property Management system in front Office 
	


	
	Day 2 
· Core function of Property Management system in Front Office 
	Task:1
Present scenarios like overbooking, guest complaints about billing, or room change requests.
Learners use PMS functions to resolve problems.


	
	Day 3
· Popular Property Management system used in front office 
	Task:2
 Task: Create a comparison table highlighting features, benefits, and typical users of at least 3 popular PMS systems.
 Task: Write a summary explaining how PMS helps front office operations like reservations, check-in/check-out, and billing.


	
	Day 4
· Benefits of Property Management system in Front Office 
	Task:3

In groups, learners brainstorm benefits such as:
Improved efficiency and speed of check-in/check-out
Accurate room inventory management


	
	Day 5
· Why it’s good for training 

	




	
Week 14
	Learning Units
	Task/Practical

	Service 
Quality 
Requirement 
	Day 1 
· Understand target customers, their profiles and needs

· Build good rapport with the                 Customer

	

	
	Day 2
· Understand the market trends  and customer expectations by  discussing. The same with frequent  customers

	Task:1
Prepare a set of questions to ask frequent customers about their expectations and experience.
Role-play or, if possible, conduct actual interviews.
Summarize and share key takeaways.


	
	Day 3
· Feedback and rating from customers

· Use customer-oriented behavior to
             gain loyalty and satisfaction


	Task:2
 Task: List examples of customer-oriented behaviors (active listening, personalized service, prompt responses) and explain how each builds loyalty.
 Task: Role-play interactions showing how friendly and attentive behavior leads to increased customer satisfaction.


	
	Day 4
· Be friendly but not familiar                    with
            guest
	Task:3

Discuss examples of friendly vs overly familiar behaviors (e.g., using guests’ first names without permission, sharing personal stories).


	
	Day 5
· Effective Communication 
	Task:4
 Task: Role-play different hospitality scenarios demonstrating effective communication skills between staff and guests.
 Task: Write examples of clear vs. unclear communication and explain the impact on guest experience.




	
Week 15
	Learning Units
	Task/Practical

	Complaint Handling
	Day 1 
· Complaint Receipt and Acknowledgment: 
	


	
	Day 2
· Resolution and Communication

· Complaint Closure and Follow-up
	Task:1

Role-play scenarios involving common complaints (e.g., room issues, billing errors).
Learner’s practice listening actively, acknowledging concerns, and explaining solutions clearly.


	
	Day 3
· Complaints Resolution

	Task:2
 Task: Create a checklist of key do’s and don’ts when dealing with upset customers.
 Task: Develop a flowchart showing the escalation process for unresolved complaints.


	
	Day 4
· Complaint Closure and Follow-up

· Customer complaints coordinators, Strategy and performance
	Task:3

Learner’s practice confirming the resolution with the guest politely, asking if they are satisfied, and expressing appreciation for their patience.

	
	Day 5
· Taking customer Feed-back

	Task:4

 Task: Design a simple and effective customer feedback form or survey tailored to hospitality services.
 Task: Write a guide on how to encourage guests to provide honest and constructive feedback.




	
Week 16
	Learning Units
	Task/Practical

	Training & Development
	Day 1 
· Importance of Training in Front office 

	

	
	Day 2
· Type of Training Front office 

	Task:1

Hands-on sessions with PMS simulation—booking reservations, check-in/out, billing.

	
	Day 3
· Development Strategies 
	Task:2
 Task: Create a strategic plan outline for improving a hospitality business, including goals, action steps, and evaluation methods.
 Task: Analyze a case study of a hospitality company that successfully implemented development strategies and summarize key takeaways.


	
	Day 4
· Tool for training

· Ongoing Development 
	Task:3

Recorded demonstrations and live sessions on customer service skills, technology use, and hospitality best practices.

	
	Day 5
· Evaluation of training Effectiveness 

· Presentation 
	Task:4
 Task: Create a checklist or template for evaluating a hospitality training session.
 Task: Write a report on the importance of evaluating training and how it improves staff performance and guest satisfaction.




	
Week 17
	Learning Units
	Task/Practical

	Documentation
	Day 1 
· Pre-opening checklist

· Guest folios and ledger reports


	


	
	Day 2
· Guest Related Documents 

	Task:1
Details of any guest complaints or incidents during stay, for record and follow-up

	
	Day 3
· Internal Front Office Documents


	Task:2
 Task: Write descriptions explaining the purpose and content of each type of document.
 Task: Create sample templates for key internal documents such as a front office logbook entry or a daily shift report.


	
	Day 4
· Par stock reports

· Breakage records

	Task:3

Prepare a replenishment order based on the par stock report.

	
	Day 5
· Staff leaves Plan

·  Workplace Ethics
	Task:4
 Task: Research different types of staff leave (e.g., annual leave, sick leave, maternity/paternity leave) commonly used in hospitality.
 Task: Create a sample staff leave plan or calendar showing how leave requests are managed and approved.




	
Week 18
	Learning Units
	Task/Practical

	Interdepartmental Communication
	Day 1 
· Inter-departmental Communication

	


	
	Day 2
· Daily Briefings

· Passing orders

	Task:1
Role-play conducting a daily briefing emphasizing clear and concise communication.

	
	Day 3
· Operational Efficiency:

	

	
	Day 4
· Enhanced Guest Experience
	Task:2
Create guest profiles based on different types of travelers (business, leisure, families, frequent guests).

	
	Day 5
· Planning & Schedules
	




	
Week 19
	Learning Units
	Task/Practical

	Services and facilities,
	Day 1 
· Ensure that the customer feels  safe

	


	
	Day 2
· Followed during unforeseen events

	Task:1
Communicate promptly and clearly with guests, staff, and management about the event.

	
	Day 3
· Know the facilities and services

	

	
	Day 4
· Co-ordinate with team to meet these needs

· Educate customers about entertainment programs for children, basic safeguard procedures for senior citizens

	Task:2

Learner plays the role of front desk staff.
Coordinate with housekeeping, kitchen, and guest services.


	
	Day 5
· Arrange for transport and

· equipment as required by senior citizens

· Understand availability of medical facilities/doctor

	




	
Week 20
	Learning Units
	Task/Practical

	Intellectual Property Rights and Copyright
	Day 1 
· Make sure new initiatives of  Hotel are not leaked out

	


	
	Day 2
· Report Intellectual Property Rights violations

· Read copyright clause

	Task:1

Discuss or list possible IPR risks found in hotel operations.

	
	Day 3
· Protect infringement upon customer’s interests

	

	
	Day 4
· Know which aspect of customer information can be used

· Report any infringement

	Task:2

Scenario: A staff member tells another guest that a celebrity is staying in the hotel.

Question: Is this a violation? What should have been done instead?


	
	Day 5
· Presentation 
	




	
Week 21
	Learning Units
	Task/Practical

	Safety standards  and Procedures
	Day 1 
· Key Aspects of Safety Standards and              Procedures:
	


	
	Day 2 
· Components of Safety Procedures
	Task:1

Conduct a safety inspection checklist exercise                      Simulate an emergency evacuation drill


	
	Day 3
· Know the locations of fire extinguishers, fire emergency  etc.

· Stack items in an organized way to avoid accidents.

· Handle materials, tools and chemicals 

	

	
	Day 4
· Ensure safe techniques while

· Moving furniture’s and fixtures

· Understand guidelines to use electrical equipment

	Task:2

Conduct a live demonstration on lifting and moving a chair or small table using correct posture and techniques.

	
	Day 5
· Ensure floors are not slippery

· Practice ergonomic lifting,

· Bending or moving equipment

· Understand first aid

· Know the use of personal protective equipment and                        safety gear

· Report to supervisor if any hazard is identified adhere to safety standards

	




	
Week 22
	Learning Units
	Task/Practical

	Night audit
	Day 1 
· Importance of Night Audit in Hotel Operations

	

	
	Day 2
· Financial Reconciliation

	Task:1

Practice balancing a sample shift’s revenue report.

	
	Day 3
· Posting Charges

· Auditing Room Status

	

	
	Day 4
· Generating Reports

	Task:2

Use a mock reservation list and create an arrival list including guest names, times, room types, and notes (VIP, early check-in, etc.)

	
	Day 5
· Balancing Accounts
	




	
Week 23
	Learning Units
	Task/Practical

	Cancellation procedures
	Day 1 
· Verify the reservation

· Issue a cancellation confirmation

	


	
	Day 2
· Inform the guest about the cancellation policy


	Task:1

Compare 2–3 sample hotel cancellation policies (strict, flexible, moderate) and discuss how you would explain each to a guest.

	
	Day 3
· Group cancellation policy


	

	
	Day 4
· Issue a cancellation confirmation

· Handle refunds
             

	Task:2

Write a sample cancellation confirmation email or letter using a mock reservation.

	
	Day 5 
· Post-cancellation and Rebooking process


	




	
Week 24
	Learning Units
	Task/Practical

	Entrepreneurship Skills


	Day 1
· Introduction of Entrepreneurship 
	


	
	Day 2
· Opportunities in Front office 
	Task:1
Identify and analyze potential career opportunities and roles in the front office sector of an organization.

	
	Day 3 
· Step to start a small business 
	

	
	Day 4
· Skill for front office entrepreneurs 
	Task:2
Attention to Detail
· Ensuring accuracy in appointments, billing, and communications.


	
	Day 5
· Financial Basics

· Customer relation 
	




	
Week 25
	Learning Units
	Task/Practical

	Course Revision and Preparation
	Day 1
· Course Revision and Preparation 
	


	
	Day 2
· Course Revision and Preparation 

	Task:1

           presentations

	
	Day 3
· Course Revision and Preparation
	Task:2

Decide the main purpose of the presentation (e.g., introduce front office roles, explain front office operations, highlight career opportunities, or showcase skills needed).

	
	Day 4
· Course Revision and Preparation

	

	
	Day 5
· Course Revision and Preparation
	Task:2

Prepare for Questions
Anticipate possible questions from the audience.
Prepare concise, informative answers.



	
Week 26
	Learning Units
	Task/Practical

	Final Assessment
	Day 1
· Final Assessment
	


	
	Day 2

	

	
	Day 3

	

	
	Day 4 

	

	
	Day 5
	






LIST OF MACHINERY / EQUIPMENT
 For the Class of 25 Students (6-Month Course)
	S.No
	Name of Items
	Specifications 
	Unit

	1. 
	Computer/Laptop 
	
	7 to 10

	2. 
	Fax Machine
	
	1

	3. 
	Photocopier
	
	1

	4. 
	Printer
	
	1

	5. 
	Scanner
	
	1

	6. 
	Credit Card Machine
	
	1

	7. 
	Telephones with Head Sets
	
	1

	8. 
	Cash Counting Machine
	
	1

	9. 
	Projector/Multimedia/LED
	
	1

	10. 
	First Aid Box  
	
	1



LIST OF CONSUMABLE MATERIAL
 For the Class of 25 Students (6-Month Course)
	S.No
	Name of Items
	Specifications
	Unit

	1. 
	Stationary’s 
	
	25 

	2. 
	Whiteboard and Markers 
	
	1 set
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