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* Gain a fundamental understanding of the hospitality industry and acquire basic hotel and restaurant terminology.

* Explore key operational areas within hotels and restaurants.

* Develop essential customer service communication skills.

RIRETMIR E R REEE TR - BRY INT R =)
SHROEIS 30% 25% 30% 10% 5%

HIBEBR DA FEHAIT 2 I~ - BRE#|Subjects covered in the class, homework, and textbook(s).

INFZ Pop-up quiz from the previous class subject to access student's ability to pay attention in class.
244 Based on the lecture (as needed).
[E1£1 BERAS - 2hEBR

1 Both instructor and students' brief self-introductions; the hospitality and the course overview.

) Basic Hotel Classification and Key departments: 1) Key differences betweeen *Full-service, *Limited, *Boutique, *Resorts,
*Extended-stay, *Business, *Motel. 2) Back-of-House & Front-of-House 3) Key departments and their functions.

3 Hotel Operations — Front Office 1) Front desk procedures: check-in, check-out, reservations. 2) Guest communication and telephone
etiquette. 3) Introduction to Property Management Systems (PMS).

A Hotel Operations — Housekeeping
1) Room cleaning and maintenance standards. 2) Laundry and linen management.3) Safety and sanitation procedures.

5 F&B Operations - Kitchen 1) Culinary org 2) Basic back-of-house workflow and communication. 3) Kitchen safety, equipment
maintenance and sanitation practice.

6 F&B Operations - Basic 1) Restaurant and bar service principles. 2) Pre-shift operations. 3) How to handle customer complaints.

7 Customer Service - Conflict Resolution 1) Handling difficult guests and resolving complaints.
2) Effective communication and negotiation skills. 3) Cultural and diversity sensitivity.

8 Sales & Marketing, Revenue Mgmt., Catering, Convention Services
1) Key function 2) Differences and department relationships. 3) Key terminologies/technologies.

9 Mid-term (Covers week 1-8)

10 Event Management - 1) Planning & organization 2) Different roles and what they do. 3) Event execution.

. Other 'Back of Office' departments and their functions - 1) Engineering 2) Purchasing 3) People Operations (HR)
4) Executive Office 5) Accounting

1 Hotel Reputation - Handling Social Media Reviews 1) How social media reviews and posts can affect the hotel.

2) How to properly handle bad reviews. 3) Guest privacy.




BB RFIEIRR

154 BEAS - BhEER
13 Sustainability in Hospitality - 1) Sustainable practices in hotels and restaurants.
2) Waste reduction and energy conservation. 3) Environmental and social responsibility.
1 Global Hotel Trends - 1) International Hospitality Markets. 2) Emerging trends in global travel.
3) Other competitve lodging.
15 People Operations Department - 1) Hiring and training. 2) Union employees vs Non-Union employees practices.

16 Semester Review-Q & A before Final Exam

17 Final Exam - covers week 1-17, in-class lectures, pop-up quizzes, homework.

18 Career Development - 1) Resume and Cover Letter writing. 2) Interview skills. 3) Job search 411

19 Roleplay: "A DAY IN THE HOTEL" (Based on the hotel with a restaurant.)
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