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MAJOR CONCEPTS/ CONTENT:  The purpose of this programis to prepare
students for enploynent in a variety of occupations in the
hospitality industry including, but not limted to, front desk
agents, reservationists, and food and beverage personnel, or to
provi de suppl emental training for persons previously or currently
enpl oyed in these occupations. The hospitality industry as
addressed in this programincludes the hotel, notel, bed and
breakfast, and other | odgi ng organi zations. This program focuses
on broad, transferable skills and stresses understandi ng and
denonstration of the follow ng elements of the |odging industry:
pl anni ng, managenent, finance, technical and production skills;
underlying principles of technology; and | abor, comunity, health,
safety, and environnental issues.

The content includes, but is not limted to, hotel/notel front

of fice functions; housekeepi ng operations; decision making;
trai ni ng techni ques; applicable local, state, and federal | aws;
enpl oyability skills; comrunication and mat hematical skills;
econom cs; marketing and sal es; safety and security; human

rel ations; |eadership and managenent; technol ogy applications; and
career exploration.

Li sted bel ow are the courses that conprise this program when
of fered at the secondary |evel:

8827110 - Marketing Essentials (delete 2002-2003)
8830310 - Hotel Fundanentals (Introduction to Hospitality



and Touri sm 2002- 2003)
8830320 - Hotel COperations (Lodging Principles 2002-2003)
8845130 Travel and TourismInternship (Hospitality and
Touri sm I nternship 2002-2003)
oR
8800410 Marketing QIT
8830330 - Hotel Supervision Devel opnent (Lodgi ng
Appl i cations 2002-2003)

LABORATORY ACTIVITIES: A portion of the |learning activities
shoul d be provided in a simulated job environnent using hands-on
experi ences and equi prent and supplies appropriate to the program
content.

SPECI AL NOTE: DECA, “An Associ ation of Marketing Students”
(secondary), and Delta Epsilon Chi, “An Association of Marketing
Students” (postsecondary), are the appropriate career and
techni cal student organizations for providing | eadership training
and for reinforcing specific career and technical skills. Career
and Techni cal Student Organi zations, when provided, shall be an
integral part of the career and technical instructional program
and the activities of such organizations are defined as part of
the curriculumin accordance with Rule 6A-6.065 (8), FAC

Cooperative training (QJT), 8800410/ MB99990/0208. 9999CP, or ui ded
Wor kpl ace- Lear ni ng, 8300430/ D886300/ 1098. 8630CP, are highly
recomended to use with this program as a work-based | earning
experience. Wien QJT is offered, each student is required to have
a training agreenent and a training plan, signed by the student,
par ent / guar di an, teacher/coordi nator, and enpl oyer. The training
pl an shall include a diverse list of instructional objectives and
on-the-job and in-school |earning experiences. The workstation
shal |l reflect equipnent, skills, and tasks relevant to the
occupation the student has chosen as a career goal. The student
must receive conpensation for work perforned.

VWhen Cui ded Workpl ace-Learning is offered, the student is all owed
to work a maxi num of 450 hours and nust participate, with the
wor k- based | earning site supervisor, in a preplacenent conference.
A wor k- based | earning plan nmust be devel oped to include the

| earni ng obj ectives, nethods of |earning, activities/
responsibilities, tine required, provisions for supervision, and
met hod(s) of student evaluation. Students nust al so neet a

m ni mum of once per week for the purpose of related instruction
and devel opnental activities. Enploynment nmay be either paid or
unpai d. (For additional information consult the CGui ded Wrkpl ace-
Lear ni ng franmework.)

It is highly recoomended that for every 20 students (or portion
thereof) enrolled in Marketing QJT and/or CGui ded Workpl ace-
Lear ni ng, the teacher/coordi nator be given a m ni num of one hour
of QJT-coordination release tine per day for the purposes of
visiting students on the job and managi ng the cooperative nethod
of instruction.

The teacher/coordinator should visit each training site for the
pur pose of observation a m ni mum of once during each grading

peri od, preferably while the student is actually working. A second
contact each grading period for the purpose of evaluating the



student's progress in attaining the conpetencies listed in the
wor k- based | earning/training plan is highly recommended.

On-the-job activities may be continued as a sunmer | earning
experi ence without classroominstruction for students who
participated in the programduring the school year inmediately
precedi ng the sumer assignment.

The QJT course may be taken by a student for one or nore semesters
at the secondary |evel enabling the student to earn multiple
credits. The specific student performance standards, which the
student nust achieve to earn credit, nust be specified in the AIT
trai ning plan

In accordance with Rul e 6A-10.040, FAC, the m ni num basic-skills
grade levels required for adult vocational students to conplete
this programare: Mathematics 9.0, Language 9.0, Reading 9.0.
These grade-I|evel nunbers correspond to grade-equival ent scores
obt ai ned on one of the state-designated basic-skills exam nations.
If a student does not neet the basic-skills level required for
conpl etion of the program renediati on should be provided
concurrently through Vocational Preparatory Instruction (VPl).

Pl ease refer to the Rule for exenptions.

VWhen a secondary student with a disability is enrolled in a
vocational class with nodifications to the curricul um franmework,
the particul ar outcomes and student perfornmance standards, which
the student must master to earn credit, nust be specified on an

i ndi vidual basis. The job or jobs for which the student is being
trained should be reflected in the student’s desired postschoo
outcone statenent on the Transition |ndividual Educational Plan
(Transition | EP)

SCANS Conpetencies: Instructional strategies for this program
must include nethods that require students to identify, organize,
and use resources appropriately; to work with each other
cooperatively and productively; to acquire and use information; to
understand soci al, organi zati onal, and technol ogi cal systens; and
to work with a variety of tools and equi pment. Instructiona
strategi es nust al so incorporate nmethods to i nprove students
personal qualities, higher-order critical thinking skills, and
probl em sol ving, technical, and literacy skills.

To be transferabl e statew de between institutions, this

programn course nust have been reviewed, and a "transfer val ue"
assigned the curriculumcontent by the appropriate Statew de
Cour se Nunbering Systemdiscipline coomittee. This does not
preclude institutions from devel opi ng specific program or course
articulation agreenments with each ot her

VWen offered at the postsecondary adult vocational level, this
program may be offered in courses. Vocational credit shall be
awarded to the student on a transcript in accordance with Section
230.643 F. S.

| NTENDED QUTCOMVES: After successfully conpleting appropriate
course(s) for each Cccupational Conpletion Point of this program
the student will be able to performthe foll ow ng:




GUEST SERVI CES AGENT - Industry Title

01.
02.

03.

04.

05.

06.

07.

08.

09.

Identify careers in the hospitality and tourismindustry.
Denonstrate knowl edge of the hospitality and tourism

i ndustry.

Denonstrate enployability skills necessary for success in
hospitality and tourism occupati ons.

Denonstrate human rel ations skills necessary for success in
hospitality and tourism occupati ons.

Denonstrate proficiency in applying communication and
technol ogy skills in the hospitality and tourismindustry.
Expl ain econonic principles as related to the hospitality
and tourismindustry.

Identify marketing and business fundanentals related to the
hospitality and tourismindustry.

Identify sales techni ques and procedures appropriate for use
in the hospitality and tourismindustry.

Perf orm mat hemati cal operations related to hospitality and
touri sm occupati ons.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - B
FRONT DESK AGENT — Industry Title

10.

11.

12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24,

0

o

cleololololojlolololololeNe)

Descri be the organi zational structure of |odging

or gani zati ons.

Identify the roles of managenent and admi ni strative

per sonnel

I denti fy housekeepi ng operations and managenent functi ons.
Identify sal es/ marketing and reservations functions.
Identify food and beverage functions.

Identify human resources functions.

Identify controller/finance functions.

Identify safety/security functions.

I denti fy engi neeri ng/ mai nt enance functi ons.

Identify front desk functions.

Exam ne the guest cycle process.

Practice respondi ng to guest needs, requests, and concerns.
Operate front desk computer/office technol ogy.
Perform desi gnated job skills.

Denonstrate work ethics.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - C
FRONT DESK SUPERVI SOR - Industry Title

25.

[ecleoloNoNe]

0

oo

Defi ne and apply vari ous managenent styles and | eadership
t echni ques.

Defi ne and evaluate role of effective team buil di ng.
Denonstrate know edge of |aws, |egislation, and regul ations
that affect the |odging industry.

Descri be and denonstrate personnel supervision techniques.
Manage guest services.

Mai ntai n accounting and i nformati on system

Denonstrate an under st andi ng of entrepreneurship.
Denonstrate the use of information technology within a

| odgi ng property.



HOSPI TALI TY AND TOURI SM CLUSTER
Secondary and Postsecondary Adult Vocati onal

ACADEMY OF TRAVEL & TOURI SM
8110100/ M811040/ 0208. 110400

HOTEL OPERATI ONS AND SUPERVI SI ON
DEVEL OPMVENT

(LCDG NG OPERATI ONS 2002- 2003)
6070100/ M507010/ 0206. 070100

Data Code C
Travel Destination Specialist
Industry Title

Travel and Tourism 2

8845120

(Travel and Tourism

Mar ket i ng and Managenent 2002-2003)

4 Credits/ 600 Hours

Data Code C
Front Desk Supervisor
Industry Title

Hot el Supervi si on Devel opnent
8830330
(Lodgi ng Applications 2002-2003)

4 Credits/ 600 Hours

)

Dat a Code B
Reservati on and
Transportation
Agent CES 53805

Travel and Tourism
Internship 8845130
(Hospitality and Tourism
I nt ernshi p 2002- 2003)

oR

Mar ket i ng Cooperative
Education 8800410

Conput er Applications for
Tourism 8845140

(Comput er Technol ogy for
Travel and Touri sm 2002-2003)

3 Credits/ 450 Hours

f

Data Code B
Front Desk Agent
Industry Title

Travel and Tourism
I nternship 8845130
(Hospitality and Tourism
I nt ernshi p 2002- 2003)

oR

Mar ket i ng Cooperative
Education 8800410

Hot el Operations
8830320

(Lodgi ng Principles
2002- 2003)

3 Credits/ 450 Hours

/|\

)

Travel and Tourism 1

P Dat a Code A

8845110 Quest Services Agent
R Industry Title
Hot el Fundanental s
8830310

1 Credit/ 150 Hours

(I'ntroduction to
Hospitality and Tourism
2002- 2003)




Program Titl e:

Secondary Nunber:
Post secondary Nunber:

OCCUPATI ONAL COVPLETI ON PO NT -
GQUEST SERVI CES AGENT -

01.

02.

0

0

July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Hot el Qperations and Supervisi on Devel oprent
(Lodgi ng Operations 2002-2003)

8830300

M607010

DATA CODE - A
Industry Title

| DENTI FY CAREERS I N THE HOSPI TALI TY AND TOURI SM | NDUSTRY— The

student will

01.01 List career

01.

01.

01.

01.

01.

01.

DEMONSTRATE KNOALEDGE CF THE HOSPI TALI TY AND TOURI SM | NDUSTRY— The

02

03

04

05

06

07

be able to:

positions in a variety of hospitality and
tourismrelated i ndustry conponents (e.g., ground
transportation, cruise, air travel, |odging, food service,
retail and corporate travel, leisure and recreation
conventions and special events). LA A1.4.3 LAB1l.4.1,
LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.4,
LA.C 3.4.5 SC.H1.4.7, SCH3.4.5

Expl ain duties and responsibilities for the identified
hospitality and tourism positions using current sources of
information. LA A 1.4.2, LAA1.4.3, LAA24.6,

LA A2.4.8 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2,
LA.C3.4.3, LAC3.4.4, LAC3.4.5 SCH11.4.7 SCH3.4.5
Identify skills and know edge needed by hospitality and
tourismprofessionals. LA A 1.4.3, LAA2.4.6, LAB1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3,
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.4,
LA.C3.4.5 MAAL141 MAAL14.2 NAAL43 MAI1LALA4
SCH1.4.7, SCH3.4.5

Identify requirenents for entry and advancenent, career

| adders, and enpl oyment opportunities. LA A 1.4.3,

LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3, LAB24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2,
LA.C3.4.3, LAC3.4.4, LAC3.4.5 NMAEL1l.41 ME14 2
SCH1.4.7, SCH3.4.5

Identify advant ages and di sadvant ages of working in the
hospitality and tourismindustry. LA A 1.4.3, LAAZ22.7,
LA A2.4.6, LAA 248, LAB1.4.1 LAB1.42 LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5 SCH14.7,
SC.H 3.4.5 SS.D.2.4.1

Conpl ete sel f-assessnent and anal ysi s of

life style goals

and aspirations to evaluate for suitability in the

hospitality
VA E 1.4.2,

Devel op an individualized educati on and car eer
to the hospitality and tourismindustry.

LA.B.2.4.1,

and tourismindustry. LA A 2.

SCH1.4.7, SCH3.4.5

4.4, VA E. 1.4.1,

pl an rel ated
LA A 2.4.4,

SCH1.4.7, SCH3.4.5

student wl|l

be able to:



02.

02.

02.

02.

02.

02.

02.

02.

02.

02.

02.

02.

02.

02.

01

02

03

04

05

06

07

08

09

10

11

12

13

14

Trace history and devel opnment of the hospitality and tourism
i ndustry (e.g., airline deregulation, technol ogy,
globalization). LA A 1.4.2, LAA2 46, MAB.3.4.1
MA.D.1.4.1, MAE 1.4.1, SC.D.2.4.1, SCH3.4.3, SS.A5.4.8
Trace history, devel opnent, and relative inportance of
various travel nodalities and | odging facilities.
LAAL1.4.2 LAA2.46, VAB3.4.1, MAD1l.4.1, MAE1l4.1,
SC.H 3.4.3 SS.D.2.4.2
Define commonly used ternms in the hospitality and tourism
industry. LA A1.4.2, LAA1.4.3 LAB1l.41 LAB1.4.2
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5
SC. H. 3.4.3
Identify major components of the hospitality and tourism
industry. LA A1.4.2 LAA1.4.3 LAAZ2 44 LAB1.4.1
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LAB24.
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.
LA.C. 3.4.5, SC.H3.4.3
Identify and descri be organi zati onal structures and
divisions within the hospitality and tourismindustry.
LA A1.4.3, LAA2.4.4, LAB1.4.1 LAB1.4.2 LAB1.4.3
LAB.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.45 M.D1.4.1
MA.D.2.4.2, SCH3.4.3
Identify technol ogi cal
and tourismindustry
LA B 1.4.1, LAB1.4
4
4

’31
4

advancenent within the hospitality
LAA1.4.3 LAA24.4 LAAZ2.4.6

.2, LAB1.4.3, LAB24.1, LAB.2.4.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C.3.4.5, SCH3.4.3
Descri be inportance of quality service and continuous
improvenent. LA A 1.4.2, LAA1.4.3, LAB1.4.1,
LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4,
LA.C. 3.4.5, SC.H3.4.3

Under st and concept of perishability and seasonality of
hospitality and tourism products. LA A 1.4.2, LAA1.4.3
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB.2.4.1, LA B2 4.
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.
D. 2. 4.
t al

2,
3,
LA.C 3.4.4, LA C.3.4.5 LAD1.4.4, SC.H3.4.3, SS. 2
Recogni ze the need for quality assurance in the hospitalit
and tourismindustry. LA A 1.4.2, LAA2.4.7, SCH 3.4.3,
SC.H 3.4.5
Identify busi ness and prof essional associations and
certifications. LA A 1.4.3, LA A2 4.4 LA A2 4.6,
LA B 1.4.1, LA B.1.4.2, LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C3.4.5, SCH3.4.3, SCH3.4.5
Differentiate between international, donestic, and | ocal
hospitality and tourism LA A 2.4.6, SC H. 3.4.3,
SC.H 3.4.5 SS.B.1.4.4, SS.D.2.4.6
Identify and cite sources of major travel docunments needed
by travelers. LA A1.4.3, LA A2.4.4, LA A2.4.6,

y

LA B 1.4.1, LA B.1.4.2, LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C3.4.5, SCH3.4.3, SCH3.4.5

Recogni ze the probl ens caused by inproper docunentation
LAAL1 4.2 LAA2.47, VAALA4 1 NAAL4L4 2 NMAALA4 3
MA.A. 1.4.4, SCH3.4.3, SCH3.4.5

Identify and understand the use of industry specific
resources. LA A1.4.2 LAA1.4.3 LAA246, LAB1.4.1,
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LA A 2.4.7

LA A 2.4.7,

LAA2.4.4 LAA24.6
under st andi ng of domestic and
procedures throughout the hospitality and
LA A1.4.2, LAAZ2 44,

SC. H 3.4.5
02.17 ldentify factors influencing travelers to choose a

LA A 1.4.3

i nt ernati onal
touri smindustry.

SC. H. 3.4.3,

02.15 Identify future trends in the hospitality and tourism
i ndustry.
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02.19 Identify nDdes and uses of ground trans
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and contrast types of
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sources of

LA.B. 2. 4.2,
LA . C 3.4.3,
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1 C 3.4.2,
.H.3.4.3 H 3.4.5
under standi ng of a cruise ship
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B.1.4
C. 3.4.
H 3.4
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02. 24 Dennnsrrete a runcrienal

LA A 2. 4.6,
LA.B.2.4.2
LA.C.3.4.3

.H N0

LA A 2.4.7,
4
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and st at eroom

SC.H3.4.5
LA A 227,

02.25 Identify and explain the simlarities of a cruise ship and a
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M m

LA A 2. 4.6,

public spaces,
B
C
H

SC. H. 3.4.3,
LA A 1.4.3,
LA

LA.

SC

2
.4
5

LA A 2. 4.4,
4.3, LA.B. 2.4
4.4, LA C. 3.4.

MALE 1.4.1,
LA B. 1. 4.

i ncludi ng the deck pl an
as a destination.

acconmodat i ons.
MA.D. 1.4.1,
LA B.1.4.1,

hot el
LA B. 2
LA C. 3.



02.26 ldentify types of food service operations, segments, and
ownership. LA A1.4.2, LAA2.4.6, LAA1.4.3 LAB1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA-B.2.4.4, LA C.3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.4,
LA.C 3.4.5 SC.H3.4.3, SCH3.4.5

02.27 ldentify role of conventions and special events in the
hospitality and tourismindustry. LA A 1.4.2, LAA1.4.3
LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB.1.4.3, LA B2 4.
LA.B.2.4.2, LA B.2.4.3, LA B 2.4.4, LA C3.4.1, LA C 3.4.
LA.C3.4.3, LAC3.4.4, LAC3.4.5 SCH3.4.3 SCH3.4

02.28 Identify conponents of |eisure and recreation industry a
provi de exanmples of each. LA A 1.4.2, LAA1. 4.3,
LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB.1.4.3, LA B 24.
LA.B.2.4.2, LA B.2.4.3, LA B 2.4.4, LAC3.4.1, LA C 3.4.
LA.C3.4.3, LAC3.4.4, LAC3.4.5 SCH3.4.3 SCH3.4

02.29 Explain differences between public and commercial |eisur
and recreational systens. LA A 1.4.3, LAA227
LA B.1.4.1, LA B.1.4.2, LAB1.4.3, LA , L
LA.B.2.4.3, LA B.2.4.4, LA C3.4.1, LA , L
LA.C3.4.4, LA C.3.4.5, SCH3.4.3, SC

I0Ow
WWN
> >

bl el
GNP

03.0 DEMONSTRATE EMPLOYABI LI TY SKILLS NECESSARY FOR SUCCESS I N
HOSPI TALI TY AND TOURI SM OCCUPATI ONS— The student will be able to:

03.01 Identify and utilize resources used in a job search for a
hospitality and tourismrel ated career (e.g., networking,
newspaper, Internet). LA A1.4.1, LAA1l.4.2 LAA11l43,

LA A2.4.5 LAA246, LAA2.4.7, LAA2.4.8, LAB1.4.1
LA B 1.4.2, LAB1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA B 2.4.4, LA C1.4.3, LAC1.4.4, LA C2.4.1, LAD1.4.2,
LA D1.4.3, LAD24.1, LAEZ246, MAAS3. 42 SCH3.4.5
SC.H3.4.6, SS.D.1.4.1

03. 02 Di scuss inportance of drug tests and crimnm nal background
checks in identifying possible enploynment options.
LAAL141 LAAL1L42 LAAL143 LAAL4L44 LAB1L14.1,
LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA B.2.4.4, LAC1.4.1, LAC3.4.1, LAC3.4.2, LAC3.4.3
LA.C3.4.4, LA C3.4.5 LAD1.4.2, LA D143, LADZ24.1,
LA.D2.4.4, LAD.2.4.5 SCH3.4.1, SCH3.4.3, SSSA5.4.7

03.03 Identify steps in the job application process including
arrangi ng for references and proper docunentation (e.g.
green card). LA A1.4.1, LAA1. 4.2 LAA1143,
LAALl4.4 LAA2.4.1 LAAZ2.4.2 LAA2.4.3, LAAZ2 4.4
LA A 245 LAA246, LAA2.4.7, LAA2.4.8, LAB1.4.1,
LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA B.2.4.4, LA C1.4.3, LAC1.4.4, LA C2.4.1, LAD1.4.2,
LA D1.4.3, LAD24.1, LAEZ246, MAAS5 41 SCH3.4.6

03.04 Identify procedures and docunments required when applying f
ajob (e.g., application, W4, 1-9). LA A1l1l.4.1,
LAAL1.4.2 LAAL1L43 LAALA44 LAA2.41 LAAZ24.2
LA A2.4.3 LAA2.4.4, LAAZ2.4.5 LAA246, LAA2.4.7
LA A2.4.8, LAB1.4.1, LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C1.4.3, LAC1.4.4,
LAC2.4.1, LAD1.4.2, LAD1.4.3, LAD2.4.1, LAEZ2.4.6
MA.A 5.4.1, SCH3.4.6, SS.A5.4.7

03.05 Prepare a resune (electronic and witten), letter of

application, followup letter, acceptance/rejection letter
letter of resignation, and Ietter of reconmendati on
LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.3
LA B 2.4.4, VAA1l.4.1, SCH3.4.2



LA A2 4.4 LAAZ2.4.7, LAA2.4.8

LA A 1.4.3,

LA.C 3.4.3 SCH3.4.3
03.07 Identify and denonstrate effectiv

03.06 Identify and denonstrate appropriate dress and groom ng for
enpl oynent .

Q1M

4,
4

behavioral). LA A 1.4.3
LA.C.3.4.1, LA C.3.4.2, LA C. 3.
D.1.4.2, LA D.1.4.3, LA D2
H3.4.3, SS.C.2.4.3
03. 08 Descri be nethods for

(e.0.,
LA.
SC.

DM M—AMLO
SYSIII
PRSI
E<Gn000
_ 5353353
a

LA A 2.

application questions.

LA A 2.4.4
B
C
C
D
. H. 3. 4. .A.5.4.
03.09 Discuss state and federa

EECC,
4
4
4
4

| abor | aws regul ating the
Law, sexual harassnent,

Chil d Labor

LAA1.4.2 LAA11.4.3

LA A 1.4.1,

ST

wor kpl ace (e.g
FMLA,
4
4
4
4
4

ADA,

03.10 Idénii%y.positivé ﬁork attitudes and behavi ors such as

fai rness,

LA A 1.4.2,
2
7
1
4
6

responsibility,
LA A1.4.1,

1

6

3

3

1

LA
A
A
A
A

respect,

and caring.

LA A l1l.4.4
A
B
B
D

conpassi on,
t rustwort hi ness,

honesty,
LA A1.4.3
A
B
B
D.

.a.mAAAnRMRmD
oL <<

_—ndddd4
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LA A 2.

per f or mance standards.

LA A l1l.4.4
A
B
B
D

business ethics (
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J3333

reventing

<< LY
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unaut hori zed di sc

<
<<<<<L<<LY
RN R R (Y R | n

pilferlng,

t heft,

03. 14 Deﬁnhsiréte orde}Iy énd systénﬁt:

.2
1

LA.B.1.4.3, LA B
LA.D.1.4.1, LA D

mai nt ai ni ng a nonthly pl anner.

LA.B. 1. 4.2,
LA . B. 2. 4.4,

10



04.

0

LA. D. 2.
LA E. 2.
I denti f
producti
LA A 1.
LA A 2.
LA A 2.
LA. B. 2.
LA. C. 2.
SC. H. 3.
Identify
enpl oynen
LA A 2. 4.
LA A 2. 4.
LA. B. 1. 4.

4.

4.

03.15

\'

ARRRARR SRR

03. 16

LA. C 1.
LA. D. 2.
Create
placenent
evi dence
activitie
LA. B. 1. 4.
LA. B. 2. 4.

03.17

03. 18
t echni que

LA A 2. 4.

03.19

LA.C 1. 4.

.2, LAD2.4.3, LAD24.4, LAD.2.4.5 LAD24.6
.4, LAE2.4.6, LAE2.4.8, MAAGSG. 4.1 NMAB.1.4.2
qualities typically required for pronmotion (e.g.
ity, dependability, responsibility). LA A 1.4.1,
2, LAA1.43, LAA1l. 4.4 LAA241 LAAZ24.2
3, LAA2.4.4, LAA2.45 LAA246, LAA2.4.7
8, LAB1.4.1, LAB1.4.2, LAB1.43 LABZ24.1
2, LA B.2.4.3, LAB 2.4.4, LAC1.4.3, LAC1.4.4,
1, LAD1.4.2, LAD1.4.3, LAD2.4.1 LAEZ246
3

how to prepare for job separation and re-
t. LAAL141 LAALlL42 LAA1L14.3 LAALA4A4
1, LAA2.4.2, LAA24.3 LAAZ2. 4.4 LAAZ245
6, LAA2.47, LAA2.4.8 LAB1.41 LAB1.4.2
3, LAB2.4.1, LAB2.4.2, LAB.2.4.3, LA B 2.4.4,
3, LAC1.4.4, LAC2.4.1, LAD1.4.2, LAD1.4.3
1, LAE2.4.6, SCH3.4.5
and maintain a portfolio of documents for job

(e.g., resume, letters of recomendati on, awards,
of participation in school/comunity/vol unteer
s, enployer evaluations). LA A 1.4.3, LAB.1.4.1,
2, LAB1.4.3, LAB241 LAB242 LABZ24.3
4, MA A 1.4.1, MAA1l.4.4, SCH3 4.5 SCH3.4.6

Identify and practice stress nmanagenent and rel axation

-
>> > P
oW P!
PN RN
S atal
whNO

s. LAAl1L41 LAALlL42 LAALA43 LAALALA4L
1, LAA2.4.2, LAA2.4.3, LAAZ2. 4.4,

6, LAA 247, LAA 248 LAB1l4.1

3, LAB.2.4.1, LAB242 LAB243

3, LAC1l1l.4.4 LAC24.1, LAD1.4.2

1, LAE 2.4.6

i nportance of practicing positive custoner service

LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB14.3,
LA. B. 2 4.1, LA.B.2.4.2, LA B.2.4.3, LA B.2.4.4, LA C1.4.1,

2, LA C1.4.4, LAC3.4.1, LAC3.4.2

DEMONSTRATE HUVAN RELATI ONS SKI LLS NECESSARY FOR SUCCESS I N

HOSPI TALI TY AND TOURI SM OCCUPATI ONS— The student wi | |

be able to:

04.01 Develop a list of qualities necessary to be an effective

team pl ay
LA. B. 1. 4.
LA. B. 2. 4.
LA. C. 3. 4.
Denonstra
supervi so
LA. D. 1. 4.
Identify

cul tural

LA A 1.4.

LA. B.
LA
LA
SS.
| de
ski
LA. B.
LA. B. 2.
LA. C 3. 4.
Mai ntai n
attitude.

04. 02

04. 03

2.4,
C. 3. 4.
D. 1.4.
C. 2.4,
04. 04 ntify,
Ils an
1.4.
2.4

04. 05

er (e.g., respect). LA A 1.4.3 LAB
2, LAB.1.4.3, LAB2.4.1, LAB
4, LA C1.4.3, LA C3.4.1, LAC
4, LA.C. 3.4.5, SCH1.4.7, SCH
te
rs, and guests fromdiverse cultura

1, LAD1.4.2, LAD1.4.3, SCH3.4.6
sensitive workplace issues (i.e.

2.4.2
3.4.2,
3.4.6

di versity, professional ethics, disab
3, LAB1.4.1, LAB.1.4.2, LAB.1.4.3
2, LA B.2.4.3, LAB.2.4.4, LA C3.4.1,
3, LAC3.4.4, LAC3.4.5 LAD1l.4.1,
3, SCH3.4.5 SCH3.4.6, SS.A5.4.7,
3

define, and denonstrate professiona

nd personality traits. LA A 1.4.3, LA
2, LAB.1.4.3, LAB.2.4.1, LA B.2.4.2,

.4, LA C1.4.3 LAC1l1l 4.4, LAC3.4.1

3, LAC3.4.4, LAC3.4.5 SCH1l4.4
hygi ene, professional appearance, and
HE.A 1.4.3, HE.B.1.4.5, SCH1.4.7

11

1.4.1,
LA . B. 2. 4.3,
LA . C 3.4.3,

ability to work cooperatively ﬁjih t eam nenbers,
backgr ounds.

gender equity,

lity, age).
LA. B. 2. 4.

i nt er per sonal
B.1.4.1

LA. B. 2.4.3,
LA.C 3.4. 2,

a positive



05.

0

04.

04.

04.

04.

04.

06

07

08

09

10

Denonstrate

deci si on- naki ng,

LA A 2.4.7,
SC. H. 1.4.3,
Denonstrate
LA. B. 2. 4. 2,
Denonstrate
LA.C 1.4.1,

ability to use creative probl emsol ving
and critical-thinking strategies.
LA A2.4.8, NMAAS3 4.2 M A34.3 M.D2.4 2,
SCH1.4.6

sel f-managenent, initiative, and multi-tasking.
LAC1.4.1, SCH1.4.2, HEB 1.4.3, HE.B.3.4.2
appropriate workpl ace social behavi or

LA C1.4.4, LAC3.4.4, SCH2. 4.4, HE.B.3.4.2

Set personal and career goals and develop a plan of action
to achieve those goals. LA A 2.4.4, LAB2.4.2, NAA1L1l41,
MA.A. 1.4.2, MAA1.4.3, MAA1l4.4 SCH3.42

Identify areas where personal and professional change and
adj ustment may be necessary. LA A 2.4.8, LA C.1.4.1,
SCH3.4.2, HEEB.3.4.5

04.11

Denonstrate ability to offer and accept feedback

LA.C.3.4.2, SCH1.4.7, SCH3.4.5 HEB.3.4.3, HEB.3.4.4

04.12 ldentify and practi
t echni ques.
Expl ai n i nportance
busi ness matters.

LA.B.1.4.3, LA B.2.
LA.C1.4.3, LA C3.
LA.C 3.4.5, LA D. 1.

Express i nportance

04. 13

04. 14

ce stress managenent and rel axation

LA A2 4.4, SCHZ2 4.2 HEB.1.4.3

of maintaining confidentiality of
LA A1.4.3 LAB1.41 LAB1.4.2

4.1, LA.B.2.4.2, LA B.2.4.3, LA B2
4.1, LA.C3.4.2, LA C3.4.3, LAC3

4.2, SCH1.4.7, HE.B.3.4.2
of supporting and foll ow ng conpany

04.

15

policies and procedures (e.g., attendance, tardiness).
LAC1.4.1, LAD1.4.2, SCH1.4.7

Identify customer service skills needed for successfu

entry

and progress in the hospitality and tourismindustry.

LA. B. 2.

LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB14.3,

LA. B. 2.

P’f)ﬁ

DEMONSTRATE PRCOFI Cl ENCY |

4.
4.
4.

LA. C. 3.
, LA.D. 1.
, SC H. 1.

bl e
oNP P

TECHNOLOGY

SKILLS I N THE HOSPI TALITY AND TOURI SM | NDUSTRY—

3,

5

4
AND
e

be able to:

05. 02

student wll

05.01 Identify and apply effective comunication techniques (e.g.
verbal, nonverbal, witten, electronic). LA A1l 4.3,
LA B 1.4.1, LAB.1.4.2, LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC1.4.1, LAC3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.4, LAC3.4.5 NAAL1L41 MAAL14 2
MA.A. 1.4.3, HEB.3.4.1, SCH3.4.3, VAE 1.4.3
Descri be effective staff comunication and its uses (e.g.
i nterpersonal, departnental, interdepartnmental, conpany).
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C1.4.3, LAC3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.4, LA C3.4.5 SCH3.4.3

05.03 Identify, read, and conprehend a variety of forms of witten
conmuni cations utilized in the workplace. LA A 1. 4.3,
LA B 1.4.1, LAB.1.4.2, LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C3.4.5 MALA1.4.1 NAAL42 M A1L14.3
SCH3.4.3, HEEB.3.4.3
05.04 Prepare a business letter, neno, fax, and e-mai
LA B.1.4.3, LAB.2.4.4, MAA1.4.1, SCH.3.4.3, SC.H 3.4.6
05.05 Describe positive guest/client relations. LA A 1. 4.3,
LA B 1.4.1, LA B.1.4.2, LAB1.4.3 LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC1.4.1, LA C1l.4.2, LAC3.4.3

HE.B.3.4.2, HE. B.3.4.3

12



05.

05.

05.

05.

05.

05.

05.

05.

05.

05.

05.

05.

06

07

08

09

10

11

12

13

14

15

16

17

LA C3.4.1, LAC3.4.2 LAC3.4.3, LAC3.4.4, LAC3.4.5
SCH3.4.3, HEEB.3.4.4, HEB.3.4.7

Denonstrate ability to speak effectively to guests, co-

wor kers, supervisors, and vendors using grammar and
term nol ogy appropriate to the industry. LA C 3.4.1,

LA C3.4.2, LAC3.4.3, LAC3.4.4, NAAL1L41 MA1L142
MA.A. 1.4.3, SCH3.4.3

Identify techni ques of placing, answering, placing on hold,
recordi ng nessages, and referring tel ephone calls.
LAC1.4.1, LAC1l.4.2, LAC1.4.4, LAD1.4.3, MVAAL1lA41,
MA.A. 1.4.3, SCH3.4.6

Identify techni ques of dealing with inappropriate tel ephone
calls (i.e., bonb threats, obscene, abusive). LA C 1.4.1,
LA C1.4.2, LAC3.4.4, SCH3.4.6, HEEB.3.4.7

Denonstrate effective etiquette/netiquette in a business
situation. LA C1.4.1, LA C1l.4.2 LAC1.4.4, LAC3.4.1,
LA D1.4.2, SCH3.4.3, HEEB. 3.4.4

Di scuss i nmportance of devel opi ng networking skills to expand
contacts within the industry. LA A 1.4.3 LAB1l.4.1,

LA.B.1.4.2, LAB.1.4.3, LA B 2.4.1, LAB.2.4.2, LA B.2.4.3
LA.B.2.4.4, LAC3.4.1, LA C3.4.2, LAC3.4.3, LA C3.4.4,
LA.C.3.4.5, LAD1.4.2, VAA 141 NAA1L1.4.3 NMAATL4 4

SCH3.4.3, HEEB.3.4.4

Denonstrate active |listening strategies that inprove
under st andi ng and performance on the job. LA C 1.4.1,

LA C1.4.2, LAC1.4.3, LAC1.4.4, VAA1.4.1, MAA14.3
SCH1.4.7, H.B.3.4.4

Di scuss i nmportance of providing clear directions,

i nterpretations, descriptions, and expl anations.

LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.4, LAC3.4.5 NAAL1L41 MAAL1L14.3
MA.A. 1.4.4, SCH1.4.5 SCH3.4.3 HEB3.4.4

Create and deliver an oral presentation. LA B.2.4.1,
LA.B.2.4.2, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4,
SC. H. 3.4.3

Identify and denonstrate nedi ati on techni ques (i.e.

resol ving conplaints, disputes, negotiations). LA A 1.4.3,
LA B 1.4.1, LAB1.4.2, LAB1.4.3 LAB241 LABZ24.2,
LA.B.2.4.3, LAB.24.4, LAC1.4.1 LAC3.4.1 LAC3.4.2,
LA.C3.4.3, LAC3.4.4, LAC3.4.5 SCH1.4.6, SCH3.4.6
HE.B.3.4.5, HE.B.3.4.6, SS.C. 2.4.3

Identify conponents of and prepare an itinerary.
LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.4, LAC3.4.5 NAAL1L41 MAAL1L14 2
MA.A. 1.4.4, MAB. 1.4.2, SCH1.4.7

Denonstrate ability to locate and interpret information
found in trade journals, manuals, graphs, schedules, charts
di agranms, maps, and Internet resources. LA A1l.4.2,
LA A2.4.6, LAB2.4.1, LAB2.4.4, NVAAL1 41 MA14.2
MA.A. 1.4.3, MAAL1 4.4 NMADI1.4.1, MAE1L14.1 SCHI1.47
SCH3.4.2, SS.B.1.4.1

Identify types of technol ogy/equi pnent used in a
hospitality/tourismrel ated workplace (i.e., cash register
conputer, scanner, time clock). LA A1.4.3, LAAZ2.4.4

LA A 2.4.6, LAB1.4.1, LAB1.4.2 LAB1.4.3, LAB24.1
LA.B.2.4.2, LA B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2,
LA.C.3.4.3, LAC3.4.4, LAC3.4.5 MAA11.41 NMAAT1 42
MAA1.4.3 MAAIL1 44 SCHS34.1
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be able to:

06.0 EXPLAI N ECONOM C PRI NCI PLES AS RELATED TO THE HOSPI TALI TY AND
TOURI SM | NDUSTRY—The student wil|
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| DENTI FY MARKETI NG AND BUSI NESS FUNDAMENTALS RELATED TO THE

07.0

be able to:

HOSPI TALI TY AND TOURI SM | NDUSTRY— The student wil |

1O T

LA B
, LA.C
, SC

.3.4.1
.1.4.3

CA

enterprise system

LA.B. 1. 4.3,

LA.
MA.

and peopl e).

pl ace,
LA. B.
LA. C
VA
VA
VA

LA B
LA. B.
LA. C
VA
VA

07.05 Exbléih éoncept of target

identification

LA A 1.4.3,

mar ket s and nar ket
LA A 1.4.2,

mar ket segnentation).

(e.0.,
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LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C3.4.5 MAB1.4.3, SCH3.4.5 SS.D24.2

07.06 ldentify industry specific channels of distribution
LAA1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3
LAB.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5 ME14.1,
MA.E.1.4.3, MAE2.4.1, MAE24.2 SCH3.4.5

07.07 ldentify niche markets (custoner segmentation). LA A 1. 4.3,
LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3, LAB24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.4, LAC3.4.5 NMAEL1l.4.1 MAE1.4.3
MA.E.2.4.1, MAE2.4.2, SCH3.4.3

07.08 ldentify specialty markets (product segnentation, e.g.
sports, shopping, religion). LA A 1.4.3, LA A 2.4.6,
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241, LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C.3.4.5, SCH3.4.3

07.09 Recogni ze cultural custons and taboos. LA D 1.4.1,
LA D1.4.2, LAD1.4.3, SCH3.4.5 SS.B.1.4.4, Ss.D.1.4.1,
SS.D.2.4.6, HE.B.2.4.4

07.10 Discuss the role of federal regulatory agencies.
LAAL1.4.2 LAAL1.43 LAAZ2.4.6, LAB1.4.1, LAB1.4.2
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB243, LABZ24.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5
SC.H3.4.4, SS.C.2.4.6, SS.C.2.4.7, HE.B.2.4.2

08.0 | DENTIFY SALES TECHNI QUES AND PROCEDURES APPROPRI ATE FOR USE I N

THE HOSPI TALI TY AND TOURI SM | NDUSTRY—The student will be able to:

08. 01 Expl ai n purpose, principles, and inportance of sell
LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LAB
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC
LA.C3.4.3, LA C3.4.4, LAC3.4.5

08.02 Identify effective sales techniques (e.g., steps in sales
process, cross-selling, alternative options). LA A 1.4.3
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LAB?2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LACS3
LA.C.3.4.4, LA C3.4.5

08. 03 Explain notivation, needs, and expectations of the
hospitality and tourismconsunmer. LA A 1.4.2, LAA1.4.3
LA B 1.4.1, LA B.1.4.2, LAB1.4.3, LA B24.1, LAB24.
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2, LAC3.4.
LA.C.3.4.4, LA C3.4.5

n

g.
2.4.1
3.4.2,

4.2,
4.3

’21
3

08.04 Identify an effective sales presentation (e.g., feature-
benefit analysis). LA A 1.4.3, LAA2.4.6, LAB1l.4.1,
LAB.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.4,

LA.C. 3.4.5, SC.H3.4.3

08. 05 Di scuss the inmportance of mneeting specialized sal es needs
(e.g., business travel, conventions and neeti ngs,
conferences, physically and/or nmentally chal |l enged).
LAA1.4.2, LAA1.43, LAB1.4.1 LAB1.42 LAB1.4.3
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC1.4.3
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5
SC. H. 3.4.5

08.06 Identify pros and cons of using the Internet as a sales
tool. LA A1.4.3 LAAZ227 LAB1l.41 LAB1.4.2
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB243, LAB24.4,
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LA.C.3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.4, LA C 3.4.5,
SC.H3.4.5

09.0 PERFORM NMATHEMATI CAL OPERATI ONS RELATED TO HGOSPI TALI TY AND TOURI SM
OCCUPATI ONS— The student will be able to:

09.01 Performaddition, subtraction, multiplication, division,
rati os, and percentages as they relate to hospitality and
tourism(e.g., air travel, |odging, food service, car
rentals, tours, cruises). MAA1.4.1, NMAA 114 2,

MA.A. 1.4.3, MAAL1 4.4 NAAZ24.2 NAA3. 4.1 NMAAS3. 4.3,
MA.A.5.4.1, MAB. 1.4.3, VA B.2.4.1, MAB.2.4.2, MAB.3.4.1,
MA.E.1.4.1, MAE1.4.2, VAE1.4.3, SCH3.4.1

09. 02 Apply problemsol ving techniques to hospitality and tourism
sal es-rel ated transactions (e.g., cash, checks, debit cards,
credit cards, discounts). NMA A 1.4.1, NA A1l 4 2
MA.A. 1.4.3, MAAL1 4.4 NAAZ24.2 NMAASG. 4.1 NMAB.3.4.1,
SC.H1.4.3

09.03 Interpret quantitative information fromtables, charts, and
graphs as related to the hospitality/tourismrel ated

workplace. LA A 1.4.3, LAB1.4.1, LAB.1.4.2, LA B.1.4.3,
LAB.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5 MAI141,
MA.A. 1.4.2, MAAL1.4.3, NMAAL1l4.4 NAAZ2.4.1 NAAZ2 4.2,
MA.B.1.4.3, MAB.3.4.1, VA D1.4.1, MAD2.4.2, MAE1l4.1,
MA.E.1.4.2, MAE1.4.3, VAE24.1 MAEZ242 MES3.4.2,
SCH1l.4.4

09.04 Using standard industry fornulas relative to di scount date
and due date, conmpute ampount of paynent on an invoice.
MA.A 1.4.1, MAAL1 4.2 NAAIL14.3 NAAL4 4 NAAZ2 42,
MA.A 3.4.1, MAA3.4.3, SCH1.4.7

09.05 Cal cul ate commi ssions, gratuities, taxes, and m scel |l aneous
charges. MA A 1.4.1, MAA1.4.2 MNMAAL1L43 MAI1LA44
MAA2.4.1, MAA242 MALA3. 4.1 NMAAS 43 MB1.4.3
MA.B.3.4.1, SC.H 3.4.3

09.06 Cal cul ate actual flying time and time zone differences.
MA.A1.4.3, MAA242 MAA3. 4.1 MNAB242 MA343
MA.D.1.4.1, MA D242, SCC1.4.2 SCE11.4.1, SCH3.4.5

09.07 Use ratios, proportions, and scales to cal cul ate di stance on
amp. MAAL141 MAAL42 NMUAL4 4 MAAZ2 4.2,
MA.A3.4.1, MAAS342 MAA3. 43 MAB1.4.1 MAB1.4.3
MA.B.3.4.1, MAD1.4.1, MAD1.4.2, MA D242 SCH3.4.5

09.08 Identify sources of currency exchange rates. A A 1.4 2,
LAA1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5 MAI1lA41,
MA.D.1.4.1, MAD.2.4.2, SCH3.4.4

09.09 dassify different paynment options

(e.g., cash, personal

checks, traveler’s checks, credit cards, debit cards,
i ncentive programpoints). LA A 1.4.2, LA A2 4.6,
LA C1.4.1, SCH3.4.4

09.10 Cal cul ate refunds and exchange transactions for hospitality
and tourismrelated services. NMA A 1.4.1, MAA L1l 4 2,
MAA1.4.3, MAAL44 MLAZ2.4.1 NAA2.4.2, M A3 4.1,
MA.A 3.4.2, MAA3.4.3 SCH3.4.3

09.11 Explain function of a night audit in the |odging and cruise

industry. LA A 1.4.2, LAA14.3 LAB1l.4.1 LAB14.2,
LA.B.1.4.3, LAB.2.4.1, LA B.2.4.2, LAB.2.4.3, LA B.2.4.4,
LA.C.3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.4, LA C 3.4.5,
SC.H3.4.5
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OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - B
FRONT DESK AGENT — | NDUSTRY Tl TLE

10. 0 DESCRI BE THE CORGANI ZATI ONAL STRUCTURE OF LODG NG ORGANI ZATI ONS—

11.

12.

0

0

The student will be able to:

10.01 Identify the different departnments within a | odgi ng
organi zation (e.g., housekeeping, roomservice, cateri
LA A1.4.3, LAA2.4.6, LAB1.4.1, LA B 1.4.2, LAB
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC
LA.C.3.4.2, LAC3.4.3, LAC3.4.5 MAE1.4.1 SCH
r
B.

i ng).
1.4.3,
3.4.1,
1.4.7
s

10. 02 Descri be and anal yze various organi zati onal structure
within the [ odging industry. LA A 1. LA A 2.4.6,
LA B 1.4.1, LAB1.4.2, LAB1.4.3, L 2.4.1 2.4
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, L 3.4.2, C 3.4.
LAC3.4.5MAD1.4.1, MADZ24.2 MAE1141 SCH1.4.7
10. 03 Create an organi zation chart of a |odging organization
LA A2.4.6, LAB2.4.2, VA D1.4.1, VA D2 4.2, SCH1.4.7

t
4.3, LA 4.
A B. 2. 4. LA. 2
A. C 3. 4. LA. 3,
C.

| DENTI FY THE ROLES OF MANAGEMENT AND ADM NI STRATI VE PERSONNEL— The
student will be able to:

11.01 ldentify the roles and responsibilities of the genera
manager and assi stant manager(s). LA A 1.4.3, LA A24.6,
LA B 1.4.1, LAB.1.4.2, LAB1.4.3, LAB.2.4.1, LAB24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C. 3.4.5, SCH1.4.7

11.02 ldentify the various divisions of |odging organizations
(e.g., roons, front office, engineering, admnistration).
LAA1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3
LAB.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC3.4.1
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH1.47

11.03 ldentify rel ati onshi p between general nanager and hote
owners. LA A 1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.45 SCH1.4.7

11.04 ldentify support personnel found in the adm nistrative
of fice of a | odging organization and their duties.
LA A1.4.3, LAA 246, LAB1.4.1, LAB1.4.2 LAB1.4.3
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4 LAC3.4.1
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH1.47

11.05 ldentify nmanagenent functions as they relate to different
types of ownership (i.e., franchise, independent, chain).
LA A2.4.6, LAA2.46, LAB1.4.1 LAB1.42 LAB1.4.3
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH1.47

| DENTI FY HOUSEKEEPI NG OPERATI ONS AND NMANAGENMENT FUNCTI ONS—The
student will be able to:

12.01 List the jobs and duties in the housekeepi ng departnent.
LA A1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2 LAB1.4.3
LA-B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC3.4.1

LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH11.4.7 SCH3.4.5
12.02 Describe inportance of the housekeepi ng team and

relationship to overall functions of |odging establishnent.

LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
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LA.B.2.4.2, LA B.2.4.3, LAB 2.4.4, LA C3.4.1, LAC3.4.2,
LA.C3.4.3, LAC3.4.5 SCH1.4.7, SCH3.4.5

12.03 Discuss relevance of quality control to housekeeping
operation. LA A 1.4.3, LAB1.4.1, LAB1.4.2, LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH1.4.7, SCH3.4.5

12.04 Discuss the financial inpact of inventory control
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.5 MALA1.4.1 NAAL4 2 M A1L14.3
MA.A. 1.4.4, SCH1.4.7, SCH3.4.5

12.05 ldentify state and federal |aws and guidelines relating to
j ob performance and housekeepi ng operations(i.e.
hospitality laws). LA A 1.4.3, LAA2.4.6, LAA2.4.7
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C 3.4.5 SC.H1.4.7, SCH3.4.5

12.06 ldentify sanitation regulations and standards (i.e., OSHA).
LAA1.4.3, LAA246, LAB1.4.1, LAB1.4.2 LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.5 SCH11.4.7 SCH3.4.5

12.07 ldentify safety regul ations and standards (i.e., MSDS, OSHA)
as they apply to housekeeping. LA A 1.4.3, LA A2 4.6,
LA B 1.4.1, LA B.1.4.2, LAB1.4.3, LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2 LAC3.4.3
LA.C 3.4.5 SC.H1.4.7, SCH3.4.5

12.08 ldentify docunents that flow through the housekeepi ng
departnment (i.e., inspection sheets). LA A 1. 4.3
LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3, LAB24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.5 SCH1.4.7, SC.H3.4.5

12.09 ldentify vocabul ary and acronyns uni que to the housekeepi ng

departnment. LA A 1.4.3, LA B 1.4.1 LAB1l.4.2 LAB143

LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH11.4.7 SCH3.4.5

12.10 ldentify supplies necessary to equip a supply cart.
LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LA C3.4.2,
LA.C3.4.3, LAC3.4.5 SCH1.4.7, SC.H3.4.5

12. 11 Explain and denonstrate proper techniques for maintaining
roomcleanliness. LA A 1.4.3, LAB1.4.1, LAB14. 2,
LA.B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LA C3.4.2 LAC3.4.3 LACS3.45 SCH1.4.7

SC.H 3.4.5
12. 12 Explain need for comruni cati on between housekeepi ng
departnment and front desk (i.e room avail ability, customer

conplaints). LA A1.4.3 LAB 141 LAB1.4. 2,
LAB.1.4.3, LAB 2 4.1, LAB.2.4.2, LA B.2.4.3, LAB 2.4 4,
LAC3.4.1 LAC3.4.2 LAC3 4.3 LAC3.4.5 SCHL 47

SC.H3.4.5

13. 0 | DENTI FY SALES/ MARKETI NG AND RESERVATI ONS FUNCTI ONS— The st udent
wll be able to:

13.01 List jobs and duties in the sales and marketi ng depart nment
(i.e., reservationist). LA A1.4.3, LAB1.4.1, LAB1.4.2
LA.B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5 LAAZ24.6
SCH1.4.7, SCH3.4.3

13. 02 Describe inmportance of the sales and marketing team and
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13.

13.

13.

13.

13.

13.

13.

13.

13.

13.

13.

13.

03

04

05

06

07

08

09

10

11

12

13

14

relationship to overall functions of |odging establishnent.
LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB 2.4.4, LA C3.4.1, LA C3.4.2,
LA.C3.4.3, LAC3.4.5 SCH1.4.7, SCH3.4.3, SS.D.2.4.1
Anal yze | odgi ng market segnents and target markets.
LAA1.4.3 LAA2.46, LAA2.4.7, LAB1.4.1, LAB1.4.2
LA B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.45 MAI1l41,
MA.A. 1.4.3, MAAL1 4.4 NAAZ24.2 NAB1.4.3, MAD1.4.1,
MA.E.1.4.1, MAE1.4.3, SCH1.4.7, SCH3.4.3

Identify the docunents that flow t hrough the sal es and

mar ket i ng department (i.e., cashier report, arrival report,

credit report, departure report, contract). LA A 1.4.3,
LA B 1.4.1, LA B.1.4.2, LAB1.4.3, LAB24.1, LA

B.2.4.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C 3.4.5 LAA246, VAAL1 41 NAAL43 MAI1LA4A4
SCH1.4.7, SCH3.4.3
Descri be various nmedia utilized to pronote | odging
establ i shrments. A A1.43 LAAZ245 LAB1l4.1,

LA.B.1.4.2, LA B
LA.B.2.4.4, LA C

t
L 4.
1 3, LAB.2.4.1, LA B2.4.2 LAB.2.4.3,
3 L 4.5
SC.H1.4.7, SC H. 3.
f
(0]
1.
2.

A.C.3.4.2, LA C3.4.3, LACS3.

3
Interpret parts o ~marketing plan to be used in the sales

departnment of a | ing establishnment. LA A 1.4.3,

LA A 2.4.1, LA B .1, LAB1.4.2, LAB1.4.3, LAB.2.4.1,
LA.B.2.4.2, LA B .3, LAB.2.4.4, LAC3.4.1, LAC3.4.2,
LA.C3.4.3, LAC3.4.5 MAAZ242 SCH11.47, SCH3.4.3
Identify vocabul ary and acronyns uni que to the sales and

e n
marketing department. LA A 1.4.3, LAB.1.4.1, LAB1.4.2
LA.-B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB2.4.3, LAB2
LA C3.4.1, LAC3.4.2 LAC3.4.3 LAC3.45 MAI1
SCH1.4.7, SCH3.4.3
Identify references used in the lodging industry (e.g.,
Oficial Hotel Guide, Hotel and Travel Index, QOAG Business
Travel Planner, Internet, a CRS display). LA A1l 4.3,

LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3, LAB24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2,
LA.C3.4.3, LAC3.4.5 SCH1.4.7, SC.H3.4.3

Conpare a sanple listing for a | odgi ng establishment in each
of the references identified above. LA A 2.4.7, SCH1.4.7,
SC. H. 3.4.3

Recogni ze and identify hotel property and room codes.
LAA2.4.6, MVAAL141 MAAL14.2 NAAL143 SCH1.4.7,
SC. H. 3.4.3

Conmpare the information found on a hotel’s website vs. a CRS
availability display. LA A2.4.7, SCH1.4.7, SCH3.4.3
Determ ne informati on needed to book a hotel reservation.

LA A2.4.6

Describe rel ati onship between reservations and the sal es and
mar keting department. LA A 1.4.3, LAB.1.4.1, LAB1l.4.2,
LAB.1.4.3, LAB2.4.1, LAB2.4.2, LAB243, LABZ24.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5 M. B1.4.3
MA.D.1.4.1, SCH1.4.7, SC.H3.4.3

Expl ai n need for comunicati on between sal es and narketing
departnment and front desk (i.e., sales records, function
book). LA A 1.4.3, LA B.1.4.1, LAB1.4.2, LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH11.4.7 SCH3.4.3

’4l
1

ol

14.0 | DENTIFY FOOD AND BEVERACE FUNCTI ONS—The student will be able to:
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15.

0

14.

14.

14.

14.

14.

14.

14.

14.

14.

01

02

03

04

05

06

07

08

09

List jobs and duties in the food and beverage departnent.
LAA1.4.3, LAA246, LAB1.4.1, LAB1l.4.2 LAB1.4.3,
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.45 SCH3.4.6
Descri be inportance of the fo

od and beverage team and
io

relationship to overall functions of |odging establishnent.
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2,
LA.C3.4.3, LAC3.4.5 SCHZ3.4.5 SCH3.4.6

Anal yze food and beverage segnents and target markets.
LAA2.4.6, LAA2.4.7, VAAL1 4.1 NAAL42 M A1L14.3
MA.A. 1.4.4, SCH3.4.5 SCH3.4.6

Identify the docunments that flow through the food and
beverage departnent. LA A 1.4.3, LAA2.4.6, LAB1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3,
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5

SC.H 3.4.5 SCH3.4.6

Descri be various nmedia utilized to pronote food and beverage
services. LA A1.4.3, LAA245 LAB1.4.1 LAB1.42,
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3, LAC3.4.5 SCH3.4.5
SC.H 3.4.6

Identify vocabul ary and acronyns unique to the food and
beverage departnent. LA A 1.4.3, LA B 1.4.1, LA B.1.4.2,
LA B 1.4.3, LAB2.4.1, LAB 242, LAB243, LAB24.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.45 MAI1l41,
SC.H 3.4.5 SCH3.4.6

Di scuss how safety and sanitation apply to food and
beverage services. LA A 1.4.3, LAB.1.4.1, LA B1.4.2,
LA.B.1.4.3, LAB2.4.1, LAB24.2, LAB243, LABZ24.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3, LAC3.45 SCH3.4.5

SC.H 3.4.6

Descri be inportance of being famliar with a | odging

est abl i shnents neeting space availability, capacity, and
capability. LA A1.4.3, LAB1l.4.1, LAB1.4.2, LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.45 SCH3.4.6
Expl ai n need for comunicati on between food and beverage
departnment and front desk. LA A 1.4.3, LA B 1.4.1,

LA B 1.4.2, LAB1.4.3, LAB 241 LAB242 LAB
LA B 2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3, L
SC.H 3.4.5 SCH3.4.6

| DENTI FY HUVAN RESOURCES FUNCTI ONS—The student will be able to:

15.01 List jobs and duties

15.

15.

02

03

in the human resources departnent.
LA A1.4.3, LAA 246, LAB1.4.1, LA B 1.4.2, LAB
LA.B.2.4.1, LA B.2.4.2, LAB.2.

LA.C3.4.2, LA C3.4.3, LAC3.
Descri be inportance of the huma

t

1.4.3
4.3, LA B.2.4.4, LA C3.4.1,
4.5, SCH3.4.3, SCH3.4.5
n resources team and
n

relationship to overall functions of |odging establishnent.
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB 2.4.4, LA C3.4.1, LA C3.4.2,
LA.C3.4.3, LAC3.4.5 SCH3.4.3, SCH3.4.5

Identify the docunments that flow through the hunman resources
departnent. LA A 1.4.3, LAA2.4.6, LAB1.4.1, LAB.1.4. 2,

LA.B.1.4.3, LA B 2.4.1, LA B 2
LA.C.3.4.1, LA C3.4.2, LA C3.
SC.H3.4.5

4.2, LA B.2.4.
4.3, LA C. 3.4.
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16.

0

15.

LA.B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.45 MAI141,
SC.H3.4.3, SCH3.4.5

15.051dentify application procedures. LA A 1.4.3, LA A2 4. 4,
LA B 1.4.1, LAB.1.4.2, LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C 3.4.5, SC.H3.4.3, SCH3.4.5

15.06 Explain the orientation process. LA A 1.4.3, LA B1l.4.1,
LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5
SC.H3.4.3, SCH3.4.5

15. 07 Explain the conpany poli cies/gui delines concerning
applications. LA A 1.4.3, LAB1.4.1, LA B 1.4. 2
LA.B.1.4.3, LAB2.4.1, LAB2.4.2, LAB243, LABZ24.4
LA C3.4.1, LAC3.4.2 LAC3.4.3 LAC3.45 SCH3.4.3
SC. H. 3.4.5

15. 08 Summari ze i ncentive prograns and benefits offered by | odging
establishments. LA A 1.4.3, LAB1.4.1, LAB.1.4. 2,
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.45 MAI1l41,
MA.A. 1.4.2, MAAL1.4.3, MAA1l 4.4 SCH3.4.3 SCH3.4.5

15.09 Interpret |abor |aws governing the | odging industry.
LAA1.4.3, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LA C3.4.2,
LA.C3.4.3, LAC3.4.5 SCH3.4.3, SCH3.4.5

15. 10 Expl ain need for comruni cati on between human resources
department and front desk. LA A 1.4.3, LA B1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3,
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5,
SC.H 3.4.3, SCH3.4.5

| DENTI FY CONTROLLER/ FI NANCE FUNCTI ONS—The student will be able

resources department.

to:

16. 01

16. 02

16. 03

16. 04

16. 05

16. 06

List jobs and duties in
LA A1.4.3, LAAZ24.6,
LA.B.2.4.1, LA B.2.4.2,
LA C3.4.2, LAC3.4.3, L

co
1
2
3
Descri be inportance of the cont
i
1.
2.
1.
I

he

A. B.
A. B.
A C

t n
L
L

c
relationship to overall functio
LA A1.4.3, LAB1l.4.1, LA
LA.B.2.4.2, LA.B.2.4.3, LA
LA.C. 3.4.3, LA C.3.4.5 M
Identify the documents that flo
finance departnent. LA A 1.4.3
LA.-B.1.4.2, LA B.1.4.3, LAB.2.
LA.B.2.4.4, LA C3.4.1, LA C 3.
SC. H. 3.4.5

B.
B.
A

troll

0]
.1,
. 3,
5
I'ler/
of
, LA
, LA C
NA. A
rough
2

r
4
4
4
ro
ns
4.2 . B.
4.4

4.1 .
w t
, L
4.1,
4.2

fi
| odgi ng

04 ldentify vocabul ary and acronyns unique to the human
LAA1.4.3 LAB1.41 LAB1.4.2

4.
4,
e

er/finance departnent.
LA B.1.4.2, LA B.1.

LA B.2.4.4, LA C. 3.
SC.H. 3.4.5, SS.D.1.
i nance team and
est abl i shnen
.4.3, LA B.

n
4.
4.
4.

3
1|
1

Identify vocabul ary and acronynms unique to the controller/

fi nance departnent.

LA.A1.4.3, LAB1.4.1 LAB 14 2

LA.B.1.4.3, LAB.2.4.1, LA B.2.4.2, LAB.2.4.3, LA B.2.4.4,
LA.C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5, MAA1lA41

SC. H. 3.4.5
Exam ne the role of enpl oyee pr
profit margin (bottomline). L
MA.A. 1.4.4, MAD1.4.1, MAE 1
SC. H 3.4.5

oductivity
A.C 3.4.3,
4.1,

in
MA. A
MA.E.1.4.2

contri
1.

b
4.2
, MAE

uting to

.1.4.3,

Interpret and evaluate a budget of a |odging establishnent.
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17.

0

16. 07

16.

08

LAA2.4.7 NMAAL4 1 MAAL 4.2 NAALA43 MAILALA4
MA.B.1.4.3, MAD1.4.1, VA D 2.4.2, VAE 2. 4.1 NMAE24.2,
MA.E. 3.4.1, MAE3.4.2, SCH3.4.5

Identify di fferences between revenue centers and cost
centers. LA A1.4.3 LAAZ2 46, LAB1.4.1 LAB14.2
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.45 MAI1l41,
MA.A 1.4.2, MAAL1.4.3, NMAAL1l4.4 NAAZ2.4.2, NAAA4 4.1,
MA.B.1.4.3, MAD1.4.1, VAE1.4.1, MAE1.4.3 ME3.4.1,
SC. H. 3.4.5

Expl ai n need for comunicati on between controller/finance
departnment and front desk. LA A 1.4.3, LA B 1.4.1,

LA B 1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3,
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5,
MA.A 1.4.1, MAAL1 4.2 NMAAIL1.4.3 MNMAAL4. 4 SCH3.4.5

| DENTI FY SAFETY/ SECURI TY FUNCTI ONS—The student will be able to:

17.01 List jobs and duties in the safety/security departnent.
LAA1.4.3, LAA246, LAB1.4.1 LAB1l.4.2 LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LAC3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.3 SCH3.4.6

17.02 Describe inportance of the safety/security team and
relationship to overall functions of |odging establishnent.
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB 2.4.4, LA C3.4.1, LA C3.4.2,
LA.C3.4.3, LAC3.4.5 SCH3.4.6

17.03 ldentify the docunents that flow through the safety/security
departnent. LA A 1.4.3, LAA2.4.6, LAB1.4.1, LAB.1.4. 2,
LA B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LA B 2.4.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.3,
SC.H 3.4.6

17.04 ldentify vocabul ary and acronyns uni que to the safety/
security departnment. LA A 1.4.3, LAB1.4.1, LA B 1 4. 2
LA.B.1.4.3, LAB2.4.1, LAB24.2 LAB243, LABZ24.4
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.45 LAD1.4.3
MA.A. 1.4.1, SCH3.4.6

17.05 Discuss inportance of key control and safety deposit boxes.
LAA1.4.3, LAA246, LAB1.4.1, LAB1.4.2 LAB1.4.3,
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.3 SCH3.4.6

17. 06 Recogni ze guest safety and security issues (i.e., peepholes,
snoke alarnms, fire extinguishers). LA A 2.4.6, LAAZ24.7,
SC.H3.4.3, SCH3.4.6

17.07 Investigate laws pertaining to safety and security (i.e
ADA, OSHA). LA A 2.4.6, SCH3.4.3, SCH3.4.6

17.08 ldentify safety issues pertaining to |odging organi zati ons’
public areas (i.e., pool, stairwells, parking |ots/garage,
exercise facilities). LA A 1.4.3, LAA2.4.6, LA B.1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5
SC.H3.4.3, SCH3.4.6

17.09 Devel op a severe weat her/ hurricane preparedness plan.

LA A2.4.7, SCH3.4.3 SCH3.4.6

17.10 Di agram evacuation plan to include |ocation of fire exit
routes, energency alarmlocations, and stairwells.
LAA2.4.7 MAE1.4.1 MAE1.4.3 SCH343 SCH3.4.6

17.11 Explain functions of the public broadcasting system

energency contact tel ephone nunbers, and chain of comrand.
LAA1.4.3, LAA246, LAB1.4.1, LAB1.4.2 LAB1.4.3,
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LA B.2.4.1, LAB.2.4.2, LAB.2.4.3, LAB.2.4.4, LA C.3.4.1,
LA C.3.4.2, LAC3.4.3, LAC3.4.5, VAA1.4.1, MAA 1.4.3,
SC.H. 3.4.3, SC.H 3.4.6
17.12 Denpnstrate |ost and found procedures. LA A 2.4.6,
SC.H. 3.4.3, SC.H 3.4.6
17.13 Sinul ate the use of wal ki al ki es and ot her communi cati on
4.4

e-t
devices. LA.C. 3. , MAA1.4.1 SCH3.43 SCH3.4.6
17. 14 Explain need for comuni cati on between safety/security and
front desk. LA A1.4.3, LAB1.4.1, LAB.1.4.2, LA B.1.4.3,
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.3 SCH3.4.6

18. 0 | DENTI FY ENG NEERI NG MAI NTENANCE FUNCTI ONS—The student wi Il be

able to:

18.01 List jobs and duties in the engineering departnent.
LAA1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC3.4.1
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.42

18. 02 Describe inmportance of the engineering team and

s of | odging establishnent.

LA A1.4.3, LAB1.4.1, LAB1.
LA.B.2.4.2, LA B.2.4.3, LAB2
LA.C 3.4.3, LAC3.4.5 SCH3

18.03 ldentify docunments that flow thro
departnment. LA A 1.4.3, LAAZ2 4.
LA B.1.4.3, LAB.2.4.1, LABZ24.2 4.
LA C3.4.1, LA C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.

18.04 ldentify vocabul ary and acronyns uni que to the engineerin
departnent. LA A 1.4.3, LA B 1.4.1, LAB1.4.2, LAB.1.4.3,
LA.B.2.4.1, LA B.2.4.2, LA B 2.4.3, LAB.2.4.4, LA C 3.4.
LA.C3.4.2, LAC3.4.3, LAC3.4.5 NMAAL1 41 SCH3.4.2

18. 05 Communi cate i nportance of follow up actions and procedures
bet ween engi neering and the front desk departmnent.
LA.C 3.4.4, SC.H3.4.2

18.06 ldentify different types of maintenance (i.e., e
energency, scheduled). LA A 1.4.3, LA A2 4.6, LAB1.
LA B 1.4.2, LAB.1.4.3, LAB 241 LAB242 LAB2
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3
SC. H. 3.4.2

18.07 ldentify regul ations and standards as they apply to the
engi neeri ng department (e.g., innkeepers |aw (509), OSHA
ADA, etc.). LA A1.4.3, LAAZ24.6, LAB1.4.1, LAB1.4.2
LA.B.1.4.3, LAB2.4.1, LABZ24.2 LAB243, LABZ24.4
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.45 SCH3.4.2

18.08 Illustrate and | abel facility layout. LA B.2.4.3,
MA.E.1.4.1, MAE1.4.3, SCH3.4.2

18. 09 Explain need for communi cati on between engi neeri ng/
mai nt enance and front desk. LA A 1.4.3, LA B.1.4.1,

A B.1.4.3, LA B 2.4.1,

i
4
4
4
n

relationship to overall function
4.2, L
4.4, LA C.3.4.1, LA C 3.4.2,
4.2
rough the engi neering

6, LA B.1.4.1, LAB1.4.2,

, LA B.2.4.3, LA B2

L

4
2
g
1

LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5
SC. H. 3.4.2
19.0 | DENTIFY FRONT DESK FUNCTI ONS—The student will be able to:

19.01 List jobs and duties in the front desk departnent.
LA A1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2 LAB1.4.3
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.3 SCH3.4.5

19. 02 Describe inmportance of the front desk team and
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stabl i shment.
LA B.2.4.1,

rel ationship to overall functions of |odging e
1.4.3,

3.4.1, LA C.3.4.2,
3.4.5

f t

I

LAA1.4.3, LAB1l.4.1, LAB1.4.2, LAB
LA.B.2.4.2, LA B.2.4.3, LAB.2.4.4, LA C
LA.C 3.4.3, LA C3.4.5 SCH3.4.3, SCH

19.03 ldentify docunments that flow through the front desk
departnent. LA A 1.4.3, LAA2.4.6, LAB1.4.1, LAB.1.4. 2,
LA B.1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C3.4.1, LAC3.4.2 LAC3.4.3, LAC3.4.5 SCH3.4.3
SC. H. 3.4.5

19.04 ldentify vocabul ary and acronyns unique to the front desk
departnent. LA A 1.4.3, LA B 1.4.1, LAB1.4.2, LAB.1.4.3,
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA.C3.4.2, LA C3.4.3, LAC3.4.5 NAAL141 SCH3.4.3
SC. H. 3.4.5

19. 05 Denpnstrate ability to generate and distribute front desk

reports. LA B.2.4.2, VAA1l.4.1, MVAA1.4.2, NAA 143,
MA.A. 1.4.4, SCH3.4.3, SCH3.4.5

19.06 ldentify |l aws, regul ations, and standards as they pertain to
front desk operations. LA A 1.4.3, LAA2.4.6, LAB1.4.1,
LA B.1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA.-B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5,
SC.H3.4.3, SCH3.4.5

19. 07 Explain need for interdepartnmental comunication.
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB 2.4.4, LA C3.4.1, LA C3.4.2,
LA.C3.4.3, LAC3.4.5 SCH3.4.3, SCH3.4.5

19.08 Simul ate use of tel ecommuni cation equipment. LA A 1. 4.3,
LA B 1.4.1, LA B.1.4.2, LAB1.4.3 LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2 LAC3.4.3
LA.C 3.4.5 SC.H3.4.3, SCH3.4.5

20.0 EXAM NE THE GUEST CYCLE PROCESS—The student will be able to:

20.01 Explain and denonstrate pre-arrival procedures. LA A 1.4. 3
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2, LAC3.4.3
LA.C. 3.4.5, SC.H3.4.3

20.02 Denonstrate process of greeting guest (body |anguage, facial
expression, guest acknow edgnent). LA . C.3.4.4, SC H. 3.4.5

20.03 Simul ate guest registration process. LA C 3.4.4,

MA.A 1.4.1, MAAL1 4.2 NAAIL1.4.3 MNMAAL4 4 SCH3.4.3

20.04 Prepare and conpl ete the guest departure process.

LA B.2.4.2, MVAA 141 MAA1L1.4.2 NAAL1L43 MAI1LA44
SC. H. 3.4.3

21.0 PRACTI CE RESPONDI NG TO GUEST NEEDS, REQUESTS, AND CONCERNS— The
student will be able to:

21.01 Identify and classify guest requests. LA A 1.4.3,
LA B 1.4.1, LAB1.4.2, LAB1.4.3 LAB24.1, LA
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LA
LA.C.3.4.5 SC.H1.4.7

21. 02 Exam ne appropriate follow up procedures. LA B.2.4.4,
SCH1.4.7

21. 03 Recogni ze, conpare, and contrast cultural differences.
LA D1.4.2, SCH1.4.7

21.04 Distinguish anmong types of guest conplaints (i.e
attitudinal, mechanical, service related, unusual).
LA D1.4.2, SCH1.4.7

21.05 Predict outcomes and practice nediation techniques.

B.2.4.2,
.C. 3.4.3,
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LA D1.4.2, SCH1.4.7

21.06 Denonstrate ability to convey hotel features, services,
anenities, and special events to guests. LA C 3.4.2,
SCH1.4.7

22.0 OPERATE FRONT DESK COVPUTER/ OFFI CE TECHNOLOGY—The student will be
able to:

22.01 Denonstrate conputer know edge (e.g., hardware, software,
operating systems, termnology). LA B.2.4.4, NMAA 1. 4.1,
MA.A. 1.4.3, SCH1.4.7

22.02 Denonstrate proper keyboarding techniques. LA B.1.4.2,
SCH1.4.7

22.03 UWilize wordprocessing software to create career and
i ndustry rel ated docunents. LA B.1.4.3, SCH1.4.7

22.04 Wilize spreadsheet software to enhance deci si on- maki ng
skills. LA B.1.4.3, MAA1.4.1, NAAL143 MAZ241,
MA.A. 2.4.2, MAA4.4.1, MAAS5.4.1 NMAB.1.4.3, SCH1.4.7

22.05 Wilize database software to create a basic database.
LA B 1.4.3, MAAL141 MAAL143 NAAL4 4 MAAZ24.1,
MA.A . 2.4.2, SCH1.4.7

22.06 Utilize presentation software to create a nultinedia
presentation. LA B.1.4.3, SCH1.4.7

22.07 Denonstrate know edge of Internet fundanentals (e.g.
E-mail, portals/search engines). LA B.2.4.4, SCH1.4.7

22.08 Denonstrate know edge of technol ogy based office equi pment.
LA B 2.4.4, MAAL1l41 MAAL1 4.3 SCH1.47

23.0 PERFORM DESI GNATED JOB SKILLS--The student will be able to:

23.01 Performtasks as outlined in the job performance skills
plan. LA B.2.4.1, SCH3.4.6

23.02 Display an acceptable I evel of productivity and quality
control. LA B.2.4.1, SCH3.4.6

23.03 Maintain appropriate records. LA B.2.4.3, MAA 1. 4.1,
MA.A. 1.4.3, MAA1.4.4 SCH3.4.6

23.04 Denonstrate appropriate dress and groom ng habits for the
wor kpl ace environment. LA.C.3.4.3, HEB.2.4.3, SCH3.4.6

23.05 Denonstrate an understandi ng of a conpany's products and
services. LA C3.4.3, SCH3.4.6

24. 0 DEMONSTRATE WORK ETHI CS--The student will be able to:

24.01 Denonstrate effective witten and oral conmuni cation and
listening skills. LA B 1.4.1, LAB1.4.2, LAB1.4.3
LAC1.4.1, MAAL1l 41 SCH1.4.7, SCH3.4.5

24.02 Denonstrate the ability to resol ve custoner, enployee, and
enpl oyee/ enpl oyer probl ens and concerns. LA C 3.4.3,
SS.C.2.4.3, HEEB.3.4.2, SCH1.4.7, SC.H3.4.5

24.03 Denonstrate acceptable work habits and conduct in the
wor kpl ace as defined by conpany policy. LA C 3.4.3,
SCH1.4.7, SCH3.4.5

24.04 Denonstrate | egal and ethical behavior within the scope of
job responsibilities. LA .C3.4.3, SS.C. 2.4.6, SCH1.4.7,
SC. H. 3.4.5

24.05 Foll ow policies and procedures affecting safety, health, and
well being. LA C1.4.1, HEEA1.4.7, SCH1.4.7, SCH3.4.5

24. 06 Exhi bit behavi or supporting and pronoting cul tural and
ethnic diversity. HE B.3.4.2, SCH1.4.7, SC.H3.4.5
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24.07 Denonstrate interpersonal skills that enhance team
productivity and foster positive work ethics. LA C 3.4.3,
HE.A 1.4.1, SCH1.4.7, SCH3.4.5

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - C
FRONT DESK SUPERVI SOR — | NDUSTRY TI TLE

25.0 DEFINE AND APPLY VARI QUS MANAGEMENT STYLES AND LEADERSHI P
TECHNI QUES- - The student will be able to:

25.01 Conpare and contrast autocratic, bureaucratic, denocratic,
and | ai ssez-faire managenent styles. LA A 1l.4.2,
SC.H 3.4.5 SS.C2.4.2, SS.D.2.4.4
25.02 Apply the different managenent styles to a variety of front
desk situations (i.e., financial transactions, personne
i ssues, guest relations). LA C1.4.1, LA C3.4.2,
MA.A 1.4.1, MAAL14.2 NAAIL14.3 MNMAAL4. 4 SCH3.4.5
25. 03 Define enpowernent; centralization and decentralization
Theory X, Theory Y, and Theory Z; transactional; and
transformati onal as they apply to | eadership. LA A 1.4.3

LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2, LAC3.4.3
LA.C. 3.4.5, SC.H3.4.5

25. 04 Distingui sh between managenent and | eadership. LA A 1.4.3,
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LA C3.4.2, LAC3.4.3
LA.C. 3.4.5, SC.H3.4.5

26.0 DEFI NE AND EVALUATE ROLE OF EFFECTI VE TEAM BU LDI NGThe st udent
wll be able to:

26. 01 Assess characteristics of successful teans (i.e., mssion
statenment, code of conduct, effective |eadership).
LA A 2.4.4, SC.H3.4.5

26.02 ldentify and discuss stages of team devel opnent (i.e
form ng, stormng, norm ng, performng, transformng).
LA A1.4.3, LAA246, LAB1.4.1, LAB1.4.2 LABL1
LA B.2.4.1, LA B.2.4.2, LA B 2.4.3, LAB2.4.4, LAC3.
LA.C3.4.2, LAC3.4.3, LAC3.4.5 SCH3.4.5

26. 03 Di scuss, apply, and eval uate brainstorm ng techni ques.
LA.C3.4.2, SC.H3.4.5

26. 04 Conpare and contrast positive and negative roles individuals
play in a teamsituation. LA A 2.4.5 SCH3.4.5

26. 05 Expl ain how to manage i ndividuals and specific behaviors to
encourage teambuilding. LA A 1.4.3 LAB1l.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5,
SC. H. 3.4.5

26.06 Apply different team buil ding techniques to front desk
operations. LA C.3.4.2, SC.H 3.4.5

4.3,
4.1

27.0 DEMONSTRATE KNOWNLEDGE OF LAWS, LEQ SLATI ON, AND REGULATI ONS THAT
AFFECT THE LODA NG | NDUSTRY—he student will be able to:

27.01 Identify, interpret, and apply applicable wage and hour
laws. LA A1.4.3, LAA2.4.6, LAA2 4.7, LAB1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5
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28.0 DESCRI BE AND DEMONSTRATE PERSONNEL SUPERVI SI ON TECHNI QUE- - The

29.

30.

0

0

student will be able to:

28.01 Prepare a job description and task analysis for front desk
agent position. LA A 2.4.4, LA A2.4.8 SCH14.7

28.02 Conduct a job application interview LA C. 3.4.2, SCH1.4.7

28.03 Establish recruiting and sel ection procedures to match
applicants with job descriptions. LA A 2.4.7, SCH1.4.7

28.04 Prepare and mmintain an enpl oyee work schedule. LA B.2.4.2,
MA.A 2.4.2, VAD1.4.1, SCH1.4.7

28.05 Apply dispute resolution skills to the handling of staff
grievances, conflicts, disputes, and/or conplaints.
LA C3.4.2, LAC1.4.1, LAD1.4.2, SCH 1. 4.7

28. 06 Recogni ze the need for and types of enployee incentive
progranms. LA A 2.4.6, LAC1.4.1, VAA 1l 4.1 NAAL1lA4 2,
MA.A 1.4.3, MVAA 144 MAAZ2.4.1 NMAA2.4.2 SCH14.7

28.07 Denonstrate techni ques for del egating responsibility and
authority. LA C3.4.4, SCH1.4.7

28.08 Assess effectiveness of delegation techniques. LA A 1. 4.3,
LA A 2.4.6, LAA2. 4.7, LAB. 1.4.1, LAB.1.4.2, LAB.1.4.3
LA B.2.4.1, LAB.2.4.2, LAB.2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.5 SCH14.7

28. 09 Conduct managenent - enpl oyee group discussions. LA C 3.4.4,
LA D 1.4.2, SCH1 4.7

MANAGE GUEST SERVI CES—Fhe student will be able to:

29.01 Prepare responses to typical guest requests. LA C 3.4.4,
LA D.1.4.3, SCH3.4.5

29.02 Create appropriate foll owup procedures. LA B.2.4.3,
SC.H 3.4.5

29. 03 Research and assenbl e information concerning the surroundi ng
comunity. LA A2 4.6, LAA1.4.1 LAA1.4.3 MNAE3 4.1,
SC.H 3.4.5

29.04 Design a guest service policy. LA B.2.4.3, LA D 1.4.3,
SC.H 3.4.5

29.05 Design a conment card to eval uate guest service policies.
LA B.2.4.3, LAD. 1.4.3, SCH3.4.5

29. 06 Forecast guest needs based on future trends and unusua

events (i.e., Super Bowl, Aynpics, natural disasters).
LAA2.4.7 NMAADS 41 MAB1.4.3, MAE 141, ME14.
MA.E. 1.4.3, MAE2 4.1 NMAE242 MAEZ3.4.1, SCH3.4.

29. 07 Di scuss the unique needs of the business traveler

MAI NTAI N ACCOUNTI NG AND | NFORVATI ON SYSTEM—TFhe student will be

able to:

30.01 Define revenue, gross inconme, overhead, and profit.
LAAL14.2 LAAL1L43 LAAZ2.4.6, LAA2.4.7, LAB1.4.1,
LA B.1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.5
MA.A 1.4.1, MAAL1 4.2 NAAIL14.3 NMAAL4. 4 NAB 14 2,
MA.B.1.4.3, SCH3.4.1, SCH3.4.2, SS.D.2.4.1, SS.D.2.4.2

30. 02 Exam ne the mmin accounting tools used by the business
office of a |lodging establishment. LA A2.4.7, MAA 1. 4.1,
MA.A. 1.4.2, MAAL1.4.3, NMAAL1l4.4 NAAZ2.4.2, MAD1. 4.1,
SC.H3.4.1, SCH3.4.2

30. 03 Expl ain procedures for handling Airline Reporting
Corporation (ARC) traffic docunents (i.e., tour orders,

28
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MA.A 1.4.3,

SC. H 3.4.5,

and skills necessary to be a
VAL A 1.4.2,

aptitudes,
LA A 2.4.4,
VAL A 1.4.1,
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ent repreneur).
LA A 2.4.4,

characteristics,
successf ul

owner shi p.

SC.H 3.4.6
31.04 List advantages and di sadvant ages of busi ness and franchise

31.03 Di scuss entrepreneurshi p as a career choice (e.g.,



32.

0

MA.A.1.4.4, MAE1.4.1, MAE1.4.3 SCH3.4.5 SCH3.4.6
31.05 Analyze risks and benefits involved in ownership of a
| odgi ng business. LA A2.4.7, VAA1.4.1, VA A 1.4. 2,
MA.A. 1.4.3, MAA1l.4.4, SCH3.4.5 SCH3.4.6
31.06 Practice business skills needed to operate a | odgi ng
busi ness efficiently and effectively. LA B.2.4.3,

LA D1.4.2, LAD 241, MAA1 41 SCH345 SCH3.4.6
31. 07 Devel op a business plan for opening a | odging property.
LA A2.4.6, LAA2.4.7, LAA2.4.8, LAB2.4.3, M A1lA41,
MA.A 1.4.2, MAAL1.4.3, NMAAL1l4.4 NAAA4.4.1, NAB.3.4.1,
MA.E.1.4.1, MAE1.4.3, VAE24.1 MAEZ242 MES3.4.1,
SC.H 3.4.5 SCH3.4.6
31.08 Invent an advertising canpaign to pronote your | odging
property. LA B.2.4.3, MVAE1.4.1, MAE1.4.2, MAE 1.4.3,
MA.E.2.4.1, MAE2. 4.2, NMAES34.1 MAE3.4.2 SCH3.4.5,
SC.H 3.4.6

DEMONSTRATE THE USE OF | NFORMVATI ON TECHNOLOGY W THI N A LODA NG
PROPERTY- - The student will be able to:

32.01 Explain inportance and uses of information technology in
t he managenent of a | odging property. LA A 1.4.3,
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2,

LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3,
LA.C.3.4.5 LAD2.4.4, LAD24.5 SCH343 SCH3.4.6

32.02 Denonstrate proficiency with informati on technol ogy as used
in the lodging industry. LA A 1.4.2, MAA1.4.1,
MA.A 1.4.3, SCH3.4.3, SCH3.4.6

32.03 Wilize integrated software prograns to facilitate staff
training. LA B.2.4.4, LA D2 4.4, LAD2 45 MNAE14.1,
MA.E. 1.4.2, MVAE1.4.3, SCH3.4.3 SCH3.4.6

32.04 Denonstrate proficiency with front office conputer systens
applications. MA A 1.4.1, MAA1.4.2, MAE 141,

MAE 1.4.2, VAE1.4.3 SCH3.43 SCH3.4.6
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July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Cour se Number: 8830310

Course Title: Hot el Fundanmental s (Introduction to Hospitality
and Touri sm 2002- 2003)

Course Credit: 1

COURSE DESCRI PTI ON:

The purpose of this course is to provide students with experiences and
skills necessary for entry and devel opnment of a career in the
hospitality industry. Students will have nmet Cccupational Conpletion
Poi nt Data Code A: Quest Services Agent - Industry Title

01.0 | DENTIFY CAREERS I N THE HOSPI TALI TY AND TOURI SM | NDUSTRY— The
student will be able to:

01.01 List career positions in a variety of hospitality and
tourismrelated i ndustry conponents (e.g., ground
transportation, cruise, air travel, |odging, food service,
retail and corporate travel, leisure and recreation
conventions and special events). LA A1.4.3 LAB11l4.1
LA.B.1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LAB2414
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4
LA.C 3.4.5 SC.H1.4.7, SCH3.4.5

01.02 Explain duties and responsibilities for the identified
hospitality and tourism positions using current sources of
information. LA A 1.4.2, LAA1.4.3, LAA24.6,

.3
.4,

LA A2.4.8 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.4, LAC3.4.5 SCH11.4.7 SCH3.4.5
01.03 Identify skills and know edge needed by hospitality and
tourismprofessionals. LA A 1.4.3, LAA2.4.6, LAB1.4.1,
LA.-B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4,
LA.C 3.4.5 MAAL1.41 MAAL14.2 NAAL43 MAILALA4
SCH1.4.7, SCH3.4.5
01.04 Identify requirenents for entry and advancenent, career
| adders, and enpl oynment opportunities. LA A 1.4.3,
LA A2.4.6, LAB1.4.1, LAB1.4.2, LAB1.4.3, LAB24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LAC3.4.4, LAC3.4.5 NMAELL141 MAE1.4.2

SCH1.4.7, SCH3.4.5

01.05 Identify advantages and di sadvant ages of working in the
hospitality and tourismindustry. LA A 1.4.3, LAAZ22.7,
LA A2.4.6, LAA2.4.8, LAB1.4.1 LAB1.42 LAB1.4.3
LA-B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5, SCH1.4.7
SC.H 3.4.5 SS.D.2.4.1

01.06