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CURRICULUM

G Advanced Rooms Management

¢ 1 Understanding the Dynamics of Room Inventory Management

1.1 Exploring Room Inventory Fundamentals

1.2 Analyzing Demand Patterns and Forecasting
1.3 Applying Rate Management Strategies

1.4 Utilizing Technology in Inventory Control

1.5 Implementing Overbooking Policies

1.6 Monitoring and Adjusting Inventory in Real-Time

« 2 Enhancing Guest Experience through Effective Check-in and
Check-out Processes

2.1 Understanding the Guest Journey: Check-in and Check-out Essentials
2.2 Streamlining Check-in Processes: Key Strategies for Efficiency

2.3 Personalizing the Arrival Experience: Techniques for Guest Engagement
2.4 Managing Common Challenges in Check-in and Check-out

2.5 Leveraging Technology to Enhance Check-out Efficiency

2.6 Integrating Feedback: Continuous Improvement in Guest Experience

» 3 Revenue Management and Pricing Strategies in Rooms Division

3.1 Understanding the Fundamentals of Revenue Management
3.2 Analyzing Market Trends and Consumer Behavior

3.3 Leveraging Pricing Strategies for Competitive Advantage
3.4 Implementing Demand Forecasting Techniques

3.5 Optimizing Room Inventory for Maximum Revenue

3.6 Evaluating Revenue Performance through Key Metrics

5 chapters - 30 classes 90 marks

* 4 Implementing Sustainability Practices in Room Operations

4.1 Understanding Sustainability in Rooms Division

4.2 |dentifying Key Sustainable Practices for Room Operations
4.3 Implementing Eco-Friendly Housekeeping Techniques

4.4 Managing Energy and Water Efficiency in Room Operations
4.5 Training Staff on Sustainable Room Service Practices

4.6 Evaluating and Re-assessing Room Sustainability Strategies

« 5 Utilizing Technology for Advanced Rooms Division Management

5.1 Navigating Rooms Division Technology Platforms

5.2 Streamlining Check-In through Digital Solutions

5.3 Enhancing Guest Experience with Mobile Applications

5.4 Managing Room Inventory using Cloud-Based Systems
5.5 Leveraging Data Analytics for Optimal Room Management
5.6 Integrating 10T for Smart Room Operations



a Crisis and Compliance Management

« 1 Understanding Crisis Scenarios in Front Office Operations — 6

classes

1.1 Identifying Crisis Scenarios in Front Office Operations
1.2 Analyzing the Impact of Crises on Guest Experience

1.3 Implementing Communication Strategies During a Crisis
1.4 Developing Effective Response Plans for Front Office
1.5 Ensuring Compliance with Crisis Management Protocols
1.6 Evaluating and Improving Crisis Management Outcomes

¢ 2 Compliance Standards and Regulations — 6 classes

2.1 Understanding Compliance Standards in Rooms Division
2.2 Identifying Key Regulations in the Hospitality Industry

2.3 Analyzing the Role of Compliance in Crisis Management
2.4 Adapting to Changes in Compliance Regulations

2.5 Implementing Compliance Strategies in Room Reservations
2.6 Evaluating Compliance Protocols for Operational Excellence

* 3 Crisis Preparedness and Response Planning — 6 classes

3.1 Understanding the Importance of Crisis Preparedness
3.2 Identifying Potential Crises in the Hospitality Industry
3.3 Developing an Effective Crisis Management Plan

3.4 Implementing a Communication Strategy During a Crisis
3.5 Conducting Crisis Response Drills and Training

3.6 Evaluating and Improving Crisis Response Plans

5 chapters - 30 classes 65 marks

« 4 Effective Communication During Crises — 6 classes

4.1 Understanding Crisis Communication

4.2 ldentifying Key Stakeholders

4.3 Crafting Effective Crisis Messages

4.4 Utilizing Communication Channels in Crises

4.5 Managing Information Flow and Feedback

4.6 Evaluating and Improving Communication Strategies

< 5 Post-Crisis Evaluation and Continuous Improvement — 6 classes

5.1 Understanding Post-Crisis Evaluation Frameworks
5.2 Assessing Crisis Response Effectiveness

5.3 Identifying Areas for Improvement

5.4 Implementing Feedback Mechanisms

5.5 Developing Continuous Improvement Strategies
5.6 Monitoring and Reviewing Improvement Initiatives

e Front Office Financial Management 5 chapters - 30 classes 65 marks

< 1 Understanding Front Office Financial Principles — 6 classes < 4 Cost Control and Profitability Analysis — 6 classes

1.1 Exploring Key Financial Concepts in Front Office Management
1.2 Identifying Revenue Streams in the Front Office

1.3 Analyzing Front Office Operating Budgets

1.4 Monitoring Front Office Financial Performance

1.5 Implementing Cost Control Measures in Reservations

1.6 Applying Financial Data to Improve Service Efficiency

* 2 Revenue Management Strategies and Tactics — 6 classes

2.1 Understanding Revenue Management Principles

2.2 Identifying Key Metrics for Revenue Optimization

2.3 Analyzing Competitor Pricing Strategies

2.4 Implementing Dynamic Pricing Models

2.5 Forecasting Demand with Data Analysis Techniques
2.6 Evaluating the Impact of Revenue Management Tactics

« 3 Budgeting and Forecasting for Front Office — 6 classes

3.1 Understanding the Basics of Budgeting in Front Office

3.2 Exploring Revenue Streams for Budget Creation

3.3 Analyzing Historical Data for Forecast Accuracy

3.4 Developing a Sustainable Forecast for Front Office Operations
3.5 Implementing Effective Budget Controls and Monitoring

3.6 Evaluating Budgeting Outcomes and Adjusting Strategies

4.1 Understanding Cost Structures in Front Office Operations

4.2 Identifying Key Revenue Metrics in Front Office Functions

4.3 Analyzing Fixed and Variable Costs for Profit Maximization

4.4 Implementing Cost Control Strategies in Front Office Management
4.5 Evaluating the Impact of Pricing Models on Revenue

4.6 Conducting Profitability Analysis for Front Office Enhancements

< 5 Financial Reporting and Performance Evaluation — 6 classes

5.1 Understanding Financial Statements in Front Office Operations
5.2 Analyzing Key Financial Metrics for Room Division Performance
5.3 Monitoring Revenue Streams and Cost Control in Reservations
5.4 Evaluating Profit and Loss Statements for Operational Efficiency
5.5 Implementing Performance Dashboards and Reporting Tools

5.6 Applying Financial Data to Enhance Front Office Decision-Making



° Guest Experience and Communication 5 chapters - 30 classes 65 marks

* 1 Understanding the Guest Journey in Front Office Operations — 6 4 Cultural Sensitivity and Diversity in Guest Interactions — 6 classes

1.1 Exploring the Guest Journey: An Overview

1.2 Identifying Key Touchpoints in Guest Interactions

1.3 Enhancing Communication Skills for Front Office Staff
1.4 Utilizing Technology in Optimizing Guest Experience
1.5 Handling Guest Feedback and Complaints Effectively
1.6 Implementing Best Practices for Guest Satisfaction

« 2 Effective Communication Techniques with Guests — 6 classes

2.1 Understanding the Fundamentals of Guest Communication

2.2 Building Rapport with Guests: Language and Tone

2.3 Enhancing Active Listening Skills for Improved Interactions

2.4 Handling Guest Inquiries: Techniques for Clarity and Efficiency

2.5 Navigating Challenging Situations: Strategies for Resolving Conflicts
2.6 Applying Communication Techniques to Elevate Guest Experience

« 3 Handling Guest Inquiries and Complaints — 6 classes

3.1 Understanding Common Guest Inquiries

3.2 Developing Active Listening Skills for Effective Communication
3.3 Mastering Polite and Professional Language in Responses
3.4 Analyzing Complaint Types and Their Causes

3.5 Applying Problem-Solving Techniques to Guest Complaints
3.6 Implementing Follow-Up Strategies for Guest Satisfaction

classes 4.1 Understanding Cultural Sensitivity in Hospitality

4.2 ldentifying and Respecting Cultural Differences among Guests

4.3 Communicating Effectively with Diverse Guest Groups

4.4 Addressing and Overcoming Cultural Barriers in Guest Interactions
4.5 Adapting Service Strategies to Enhance Guest Experience

4.6 Implementing Cultural Sensitivity Practices in Daily Operations

« 5 Utilizing Technology to Enhance Guest Communication — 6

classes

5.1 Understanding the Role of Technology in Guest Communication
5.2 Exploring Key Communication Technologies in Hospitality

5.3 Analyzing Benefits of Real-Time Communication Tools

5.4 Implementing Automated Messaging Systems

5.5 Customizing Guest Experience through Data Utilization

5.6 Evaluating the Impact of Technology on Guest Satisfaction

5 chapters - 30 classes 65 marks

e Leadership and Team Development

¢ 1 Understanding Leadership Styles in Front Office Operations — 6 « 4 Conflict Resolution and Problem-Solving Techniques — 6 classes

classes 4.1 Understanding Conflict Dynamics in Hospitality

1.1 Exploring Leadership Styles in Front Office Operations

1.2 Identifying Key Characteristics of Effective Leaders

1.3 Analyzing the Impact of Leadership on Team Dynamics

1.4 Evaluating Leadership Styles: Strengths and Weaknesses

1.5 Comparing Situational and Transformational Leadership in Practice
1.6 Applying the Right Leadership Style to Enhance Front Office

4.2 Identifying Root Causes of Team Conflicts

4.3 Techniques for Effective Mediation in Teams

4.4 Developing Problem-Solving Skills in Leadership

4.5 Strategizing Win-Win Solutions for Conflict Resolution

4.6 Applying Conflict Resolution Techniques to Real-World Scenarios

* 5 Performance Management and Motivation in Reservations — 6
classes

Performance

« 2 Effective Communication and Interpersonal Skills — 6 classes

2.1 Understanding Effective Communication

2.2 Exploring Interpersonal Skills in Hospitality

2.3 Identifying Communication Styles and Their Impact
2.4 Developing Active Listening Techniques

2.5 Enhancing Non-Verbal Communication

2.6 Applying Interpersonal Skills to Resolve Conflicts

< 3 Team Building Strategies for Rooms Division — 6 classes

3.1 Understanding Team Dynamics in Rooms Division

3.2 Identifying Key Roles and Responsibilities

3.3 Enhancing Communication Channels Among Team Members
3.4 Fostering Collaborative Problem Solving

3.5 Implementing Effective Team-Building Activities

3.6 Evaluating the Impact of Team Development Strategies

5.1 Understanding Performance Management in Reservations
5.2 Identifying Key Motivators in Reservation Teams

5.3 Setting Effective Performance Goals for Teams

5.4 Implementing Feedback Mechanisms in Reservations

5.5 Encouraging a Culture of Continuous Improvement

5.6 Solving Common Motivation Challenges in Reservations



a Reservation Systems and Technology 5 chapters - 30 classes 90 marks

* 1 Introduction to Reservation Systems * 4 Data Management and Security in Reservation Systems

1.1 Understanding Reservation System Basics

1.2 Exploring Types of Reservation Systems 4.1 Introduction to Data Management in Reservation Systems
1.3 Identifying Key Features of Reservation Software 4.2 Understanding Data Flow and Storage in Reservations
1.4 Navigating User Interfaces in Reservation Systems 4.3 Securing Personal Information in Reservation Systems
1.5 Integrating Reservation Systems with Other Departments 4.4 Implementing Data Encryption Techniques

1.6 Analyzing Data from Reservation Systems for Decision Making 4.5 Managing Data Access and User Permissions

. 4.6 Identifying and Mitigating Security Breaches
» 2 Key Features of Modern Reservation Software

2.1 Understanding the Core Functions of Reservation Software * 5 Evaluating and Selecting Reservation Technologies

2.2 Exploring User Interfaces in Modern Reservation Systems 5.1 Understanding the Role of Technology in Reservations

2.3 Analyzing Real-Time Updates and Inventory Management 5.2 Exploring Key Features of Modern Reservation Systems

2.4 Integrating Online Booking with Third-Party Platforms 5.3 Comparing Different Types of Reservation Technologies

2.5 Securing Data and Customer Information in Reservation Systems 5.4 Analyzing Criteria for Selecting Reservation Systems

2.6 Applying Analytical Tools for Reservation Trends and Insights 5.5 Evaluating Performance of Existing Reservation Technologies

i i i i 5.6 Applying Best Practices for Reservation Technology Implementation
« 3 Integrating Reservation Systems with Other Hotel Technologies

3.1 Understanding Hotel Technology Infrastructures
3.2 Exploring Core Features of Reservation Systems

3.3 Analyzing Interfaces Between Reservations and Property Management
Systems

3.4 Connecting Reservation Systems with Point of Sale Systems
3.5 Integrating Customer Relationship Management with Reservations
3.6 Evaluating Security Measures in System Integration
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