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Laois and Offaly ETB
Programme Module for 

Hotel Front Office Skills and Operations
leading to 

Level 4 QQI  

Hotel Front Office Operations 4N0623

Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 4 QQI Certificate. The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.

The programme module is structured as follows:

	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment

a. Assessment Technique(s)

b. Mapping of Learning Outcomes to Assessment Technique(s)

c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment

The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop language, literacy and numeracy skills relevant to the themes and content of the module. 
Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 4 Communications and level 4 Mathematics modules with that of other level 4 modules is specifically encouraged. 
Structured communication and teamwork is encouraged between the teacher/tutor delivering this programme module and the language, literacy, numeracy and learning support teacher/tutor, as appropriate, to facilitate the learner in completing the programme module and achieving certification in the award.
Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
1. Title of Programme Module

Hotel Front Office Skills and Operations 
2. Component Name and Code 

Hotel Front Office Operations 4N0623
3. Duration in Hours

200 hours (typical learner effort, to include both directed and self directed learning)
4. Credit Value

20 Credits 
5. Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure
6. Special Requirements

The provider must have the following in place to offer this award: - A computerised property management system. See www.QQI.ie for a list of the features required of a computerised property management system.
7. Aim of the Programme Module

This programme module aims to equip the learner with the knowledge, skill and competence to carry out general hotel front office duties under direction/deliver an understanding of the skills knowledge and competences required to execute a role within the Hotel Front Office.   

8. Objectives of the Programme Module
· To gain an understanding of the hotel industry

· To develop the professional skills and procedures in operating the front office area

· To explore personal relations with both colleagues and guests in the front office setting

· To develop marketing strategies in promoting the hotel industry

· To assist the learner to develop the language, literacy and numeracy skills related to Hotel Front Office Operations through the medium of the module themes and content

· To enable the learner to take responsibility for his/her own learning.
9. Learning Outcomes of Level 4 Hotel Front Office Operations 4N0623
Learners will be able to:
1. Describe the structure of the Irish hotel industry

2. Outline hotel grading systems and related customer expectations

3. Describe the role of the front office within the hotel and the wider tourism and hospitality sector
4. Summarise the principles of hospitality, communications and customer care

5. Outline the role of the front office in selling hotel facilities

6. Describe the different categories of room rates and how these are established

7. List the key aspects of legislation and regulations relevant to hotel front office operations

8. Administer all routine stages of the guest cycle under direction including enquiries, reservations, check-in, in-stay, check-out and post check-out

9. Complete routine property management system (PMS) tasks

10. Use a word processing package for basic business communications, including routine correspondence, menus and notices

11. Liaise with other hotel departments in relation to customer requirements including arrival and departure lists, change of rooms, food and beverage requirements, special needs, feedback and room configuration

12. Use appropriate up selling and cross selling techniques

13. Use billing and payment procedures under direction

14. Handle fraudulent activities using hotel policy and procedures

15. Demonstrate appropriate personal presentation, professional attitude, teamwork and friendly, customer-focused approach

16. Demonstrate respect for diversity in lifestyles, religion, ability and culture among fellow workers and guests

17. Demonstrate good hygiene, health and safety practices in compliance with current legislation and regulation.

10. Indicative Content 

This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1: Structure of the Hotel Industry in Ireland
Facilitate the learner to examine the Hotel Industry in Ireland under the following headings:

· Types of hotels, number of hotels, their locations and facilities 

· Hotel market - overseas tourism to Ireland, domestic trends, reasons why people travel & the factors which govern their choice of destination 

· Reasons why tourists select Ireland as their holiday destination, for example culture, heritage, family roots, climate, countryside, scenic views, recreation, sporting activities

· Different sectors to include accommodation, food and beverage, meeting and events, gaming, entertainment and recreation, tourism services, and visitor information

· Types and range of accommodation available

· Overview of the hospitality industry

· Complete a Strengths, Weaknesses, Opportunities and Threats (SWOT) analysis 
· Principles underpinning change in the hotel industry
Facilitate the learner to view tourism as a multifaceted activity which affects their lives at local and national levels, for example:
· Identify and describe the main local and national tourist attractions and their locations in Ireland

· Outline some of their own experiences as a tourist

· Identify, with the use of maps, access points in relation to the tourism industry

· Familiarise the learner on how to research travel guides, pamphlets, brochures, guide books and maps

· Explore with the learner the training and job opportunities in the tourism industry

· To provide the learners with an opportunity to participate in a tourism experience, for example to become familiar with various holiday options available in Ireland or to suggest a range of holiday options available in Ireland
Facilitate the learner to demonstrate respect for diversity, religion, ability and culture in the workplace, for example: 

· Display awareness of some basic features of the culture of the country to include common place greetings, social courtesies and local customs
Section 2: Management of Front Office

Facilitate the learner to describe the role of front office, to include:
· Identify the Front Office Departments - Reception, Guest Service Offices, Bell Services, Reservations, Operators, Executive Club, Health, Recreation Centre and Business Centre Front Office Manager, Housekeeping Manager, Sales Manager, Food & Beverage Manager

· Familiarise the learner with Hotel management, organisational structures that exist and the day to day running of the business

· Identify the equipment necessary to set up front office e.g. computer, printer, switchboard, pager, fax machine, broadband and laser machine

· To assist learners with the procedures for welcoming guests: meeting and greeting them, taking and organising reservations, allocating check in and out of rooms, organising porter service, issuing keys and other security arrangements, passing on messages to customers and settling the accounts
· Facilitate guests with luggage, transportation, parking facilities, information concerning the hotel and the city, and any other service arrangements needed during their stay
· To enable the learner to display a prompt and courteous attitude to all guests and demonstrate excellence in service provided
Facilitate the learner to explore the principles of hospitality, communications and customer care, for example:

· Understand how people are made to feel welcome when they first enter the hotel
· Know how to deal with clients appropriately, for example polite and courteous

· Outline the duties and responsibilities of personnel in the hotel sector

· Identify the training and qualifications required for working in the hotel industry

· Develop core transferable skills applicable to the hotel industry

· Develop self-confidence, personal responsibility, creativity and interpersonal skills

· Role Play with the learner how to operate the front office operations including customer relations and the sequence involved in front office procedures

· Explore with the learner a range of services available to tourists in a hotel – making reservations, accommodation, food and drink, travel/transport, information, entertainment, leisure facilities, crafts and souvenirs
Facilitate the learner to administer all routine stages of the Guest cycle:
· Locate information for guests easily

· Deal effectively with simple guest enquiries in person, through email/internet and on the telephone

· Book reservations for accommodation and dining

· Recommend appropriate leisure and entertainment activities for a range of visitor categories

· Conduct a check-in, check-out and post check-out role play

· Become familiar with the procedures for generating a roster for the different departments in the hotel business

· Identify the main items of information required by visitors
Facilitate the learner to liaise with the hotel departments for example, leisure, beauty, housekeeping and concierge:
· Describe the role of hotel staff, for example, receptionist, manager, porter, cleaner, housekeeper, barman, duty manager, chef, waiter/waitress

· Identify the role of the accommodation department in the hotel industry

· Be familiar with customer requirements including arrival and departure lists, change of rooms, food and beverage requirements, special needs, feedback and room configuration
Facilitate the learner to bill and use payment procedures, for example:

· Familiarise the learner with the different methods of payments for example laser, credit card, cheque and vouchers

Facilitate the learner to demonstrate appropriate personal presentation for example, dress code, professional attitude, teamwork and a friendly, customer-focused approach:
· Engage the learner in literacy and numeracy activities involving terminology for front office, following instructions, for example reservation procedures, description of accommodation and hotel facilities

· Recognise the significance of personal hygiene, good grooming and uniforms in the hotel industry

· Identify the main Irish crafts and souvenirs and discuss their significance

· Review and critically evaluate the progression of the business and make adjustments if necessary

· Familiarise the learner with the fact that hotel staff are exposed to long shifts that include late hours, weekends, and holidays due to the 24 hour operation of a hotel. The common workplace in hotels is a fast-paced environment, with high levels of interaction with guests, employees, investors, and other managers.

Section 3: Hotel Grading Systems

Facilitate the learner on the hotel grading systems, for example:
· Assist the learner in developing an appreciation of customer expectations and quality standards in the hotel industry

· Be aware of grading systems in Ireland and the standards and facilities associated with each e.g. Bord Failte

· Visit a hotel to see accommodation through the eyes of a guest and to become familiar with the standards and facilities expected, for example star rating system

· Understand the quality control system to include inspections by means of sampling, quality circles, ISO 9000 

· Importance of the hotel compiling a customer charter, mission statement, customer care policy

· Compare the décor, furnishings and services provided in the different grades of accommodation

Facilitate the learner to describe the different categories of room rates

Section 4: Legislation & Regulations

Facilitate the learner to understand legislation and regulations, for example:
· Define employee and employer responsibilities in the work place with regard to health and safety by referring to appropriate health and safety legislation in the hotel industry

· Accessibility

· Understand how tourists overall impressions of a place are influenced by the standard of hygiene and cleanliness

· Appreciate the tourism and travel services, regulations and formalities

· Familiarity with the Data Protection Act 1988, Consumer Information Act 1978, Sale of Goods and Supply of Services Act 1980
Facilitate the learner to develop hotel policy and procedures
· List the customer care policy such as complaints procedure

· Gain confidence in handling complaints and compliments using correct work practice procedures

Facilitate the learner to develop hygiene, health and safety practices, for example:
· Procedure for first aid, fire drill/fire safety

· Identify safety hazards in kitchen and public areas

· Outline preventative actions to ensure safety in public areas

· Outline the safety measures required to ensure a safe environment for guest and employees, including those with a disability

· Describe the procedures for logging and tracking maintenance problems

Section 5: Marketing and Advertising

Facilitate the learner in selling hotel facilities, for example:
· Setting up a marketing strategy – investigate the market to develop business opportunities, select a target market and develop a marketing mix

· Identifying Ireland’s main tourist markets, market segmentation, target markets and niche markets

· Strategies for setting prices, competitive pricing and consumers’ perception of prices
· Analysing and developing new ideas for the hotel industry to create new business and a new client base

· Developing new hotel business, e.g. effective hotel website, online bookings, sales promotions such as special offers, hotel coupons and loyalty cards  

· Using the internet as a search tool for generating new business 

· Identifying new tourism ideas to promote the area and to make it a more welcoming place for visitors

· Identifying elements of the marketing mix – Promotion by means of Advertising, Sales, Public Relations and Personal Selling

· Planning and preparing a leaflet/brochure suitable to market the hotel to include local attractions, heritage & the culture of the local area

· Planning and preparing necessary information in preparing a business plan to include: description of the business, market analysis, marketing plan, finance plan

· Completing a cash flow forecast to identify projected receipts and payments for the business 

· Calculating funding requirements for the business

· Conduct market research, primary and secondary research, identifying the market relevant to hotel service

· Practicing a range of personal interactions to include interview skills, listening, clarifying and formal and informal conversations, customer perceptions

· Using introductory vocabulary to include greetings, introductions, courtesies, simple directions, making purchases e.g. food/drink

· Exploring different options to market the hotel 

Facilitate the learner to develop up selling and cross selling techniques, for example:
· Suggest deluxe and suites
Section 6: Property Management System 

Facilitate the learner to operate the Property Management System(PMS), to include:
· The use of a computerised reservation system as an essential software package for the smooth running of a hotel business, such as IGS reservations system which is used globally

· Fill in budgets and use reporting tools for analysis and predictions

· To use the property management package, for example to fill in the inventory, maintenance tracking and financial analysis.

· To set up a control mechanism for the maintenance and cleaning requirements of accommodation facilities, public spaces, security and automate recurrent tasks

· Using an SMS system to confirm reservations, logging and tracking of maintenance tasks or send a guest birthday wish 

· To create an awareness of social media networks by integrating activities and posting promotions directly onto Facebook and Twitter

Facilitate the learner to use the word processing package successfully, for example:
· To generate daily administrative functionalities such as setting up staff rosters, menus, notices, minutes of meetings and business letters

· Correspond with customers for reservations through email

11. Assessment
11a.
Assessment Techniques
Skills Demonstration
80%

Examination - Theory
20%
11b.
Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.
	Learning Outcome
	Assessment Technique

	1. Describe the structure of the Irish hotel industry
	Examination – Theory

	2. Outline hotel grading systems and related customer expectations
	Examination – Theory

	3. Describe the role of the front office within the hotel and the wider tourism and hospitality sector
	Examination – Theory

	4. Summarise the principles of hospitality, communications and customer care
	Examination – Theory

	5. Outline the role of the front office in selling hotel facilities
	Examination – Theory

	6. Describe the different categories of room rates and how these are established
	Examination – Theory

	7. List the key aspects of legislation and regulations relevant to hotel front office operations
	Examination – Theory

	8. Administer all routine stages of the guest cycle under direction including enquiries, reservations, check-in, in-stay, check-out and post check-out
	Skills Demonstration

	9. Complete routine property management system (PMS) tasks
	Skills Demonstration

	10. Use a word processing package for basic business communications, including routine correspondence, menus and notices
	Skills Demonstration

	11. Liaise with other hotel departments in relation to customer requirements including arrival and departure lists, change of rooms, food and beverage requirements, special needs, feedback and room configuration
	Skills Demonstration

	12. Use appropriate up selling and cross selling techniques
	Skills Demonstration

	13. Use billing and payment procedures under direction
	Skills Demonstration

	14. Handle fraudulent activities using hotel policy and procedures
	Skills Demonstration

	15. Demonstrate appropriate personal presentation, professional attitude, teamwork and friendly, customer-focused approach
	Skills Demonstration

	16. Demonstrate respect for diversity in lifestyles, religion, ability and culture among fellow workers and guests
	Skills Demonstration

	17. Demonstrate good hygiene, health and safety practices in compliance with current legislation and regulation.
	Skills Demonstration


11c.  
Guidelines for Assessment Activities

The assessor is required to devise assessment briefs and marking schemes and examination papers, marking schemes and outline solutions for the examination – theory and skills demonstration.  In devising the assessment briefs and examination papers, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.
	Skills Demonstration
	80%

	The skills demonstration will be completed over the duration of the course

	The learner will complete a skills demonstration requiring him/her to complete the following tasks: 
1. Demonstrate the following personal and interpersonal skills:

· Appropriate personal presentation
· Professional attitude
· Teamwork and friendly
· Customer-focused approach
· Respect for diversity in lifestyles, religion, ability and culture among fellow workers and guests

· Good hygiene, health and safety practices in compliance with current legislation and regulation.
2. Demonstrate the different skills in operating the front office to include:
· Enquiries, Reservations, check-in, in-stay, check-out and post check-out
· Complete property management system (PMS) tasks
· Use a word processing package for basic business communications, including routine correspondence, menus and notices

· Liaise with other hotel departments in relation to customer requirements including arrival and departure lists, change of rooms, food and beverage requirements, special needs, feedback and room configuration

· Use appropriate up selling and cross selling techniques

· Use billing and payment procedures under direction

· Handle fraudulent activities using hotel policy and procedures
Evidence for this assessment technique may take the form of role play, presentations, demonstrations or other appropriate evidence in the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief.



	Examination – Theory
	20%

	The exam will take 1 hour in duration

	The learner will undertake a written examination that demonstrates their understanding of all sections of Hotel Front Office Operations.  

The assessor will devise a series of 10 short questions covering the Learning Outcomes detailed below. 
· Describe the structure of the Irish hotel industry
· Outline hotel grading systems and related customer expectations

· Describe the role of the front office within the hotel and the wider tourism and hospitality sector

· Summarise the principles of hospitality, communications and customer care

· Outline the role of the front office in selling hotel facilities

· Describe the different categories of room rates and how these are established

· List the key aspects of legislation and regulations relevant to hotel front office operations
Evidence for this assessment technique may take the form of written, oral or digital evidence, or any combination of these.  Any oral or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an examination paper.




12. Grading

Distinction: 
80% - 100% 

Merit:

65% - 79%

Pass: 

50% - 64%

Unsuccessful:
0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.

	Hotel Front Office Operations 4N0623
	Learner Marking Sheet

Skills Demonstration 80%


Learner’s Name: ________________________________
	Assessment Criteria
	MaximumMark
	LearnerMark

	Demonstrate the following personal and interpersonal skills.
· Appropriate personal presentation (10 marks)
· Professional attitude (5 marks)
· Teamwork and friendly (5 marks)
· Customer-focused approach (10 marks)
· Respect for diversity in lifestyles, religion, ability and culture among fellow workers and guests (5 marks)
· Good hygiene, health and safety practices in compliance with current legislation and regulation (5 marks)
	40
	

	Demonstrate the different skills in operating the front office to include.
· Enquiries, reservations, check-in, in-stay, check-out and post check-out (10 marks)
· Complete property management system (PMS) tasks (5 marks)
· Use a word processing package for basic business communications, including routine correspondence, menus and notices (5 marks)
· Liaise with other hotel departments in relation to customer requirements including arrival and departure lists, change of rooms, food and beverage requirements, special needs, feedback and room configuration (5 marks)
· Use appropriate up selling and cross selling techniques (5 marks)
· Use billing and payment procedures under direction (5 marks)
· Handle fraudulent activities using hotel policy and procedures    (5 marks)
	40
	

	Total Mark

	80
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
	Hotel Front Office Operations 4N0623
	Learner Marking Sheet

Examination - Theory20%


Learner’s Name: ________________________________


	Assessment Criteria
	MaximumMark
	LearnerMark

	Section A: Short Answer Questions 10 short answer questions
	
	

	Question 1
	2
	

	Question 2
	2
	

	Question 3
	2
	

	Question 4
	2
	

	Question 5 
	2
	

	Question 6
	2
	

	Question 7
	2
	

	Question 8 
	2
	

	Question 9
	2
	

	Question 10
	2
	

	
Subtotal
	20
	

	Total Mark
	20
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
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