Canadian Immigration Document for Hotel and Tourism Management (64314 Hotel Front Desk Clerks)	
Syllabus Intermediate, Advanced and Professional
By Wonda Grobbelaar
Course Description
Front desk representatives play a key role in giving guests an excellent experience when visiting hotel. They greet guests, check them in, and make payment arrangements. They assist guests with answers for questions they may have and make sure guests can get the services that are offered at the hotel property. The Front Desk Clerk certification recognizes those professionals who are skilled at the many tasks they must perform. This course is suitable for anyone that wants to work in the hotel industry in front of house as a clerk or would like to revise their skills in this area. This course is divided into three levels: Intermediate, Advanced and Professional. The professional level is structured in such a way that it will teach the student management skills. The course introduces the hotel industry in general so that the students will have a better understanding of the rooms division. It will include information about the history, magnitude, culture of the industry as well as management and skills of the future. Definitions, specialized vocabulary, and basic industry formulas introduce terminology that is prerequisite both to professional membership and a better understanding of the material to come. Examples include room rate, which is one measure used by the industry worldwide, Average Daily Rate (ADR) which is a helpful indicator for guests as well as managers, owners, and lenders. Skills of the future include Emotional Intelligence and Complex Problem-Solving Skills. 
Intermediate Level
	Module
	Subject
	Description of lesson(s)
	Hours
	Assessments

	1
	Insights of Canadian Immigration Express Entry (Prerequisite course)
	1. As recommended 
	10 hours
	None

	2
	Introduction to the Hotel Industry
	1. A brief introduction to the hotel industry.

2. History of the hotel industry
	
3. The meaning of “The service “culture”

4. How hotels count and measure occupancy.
· Sales per Occupied Room
· RevPar 
· Double Occupancy
· Break-even Point

5. Special Characteristics of the Hotel Business 
· Perishability
· Location            
· Fixed Supply 
· High Operating Costs 
· Seasonality

6. Traditional Classifications
· Class
· Type
· Plan
· Mom-and-Pop Motels

7. Average Daily Rate
· Full-Service to Limited- Number of Employees

8. Rating Systems
· Worldwide
· Commercial Hotels 
· Residential Hotels
· Extended-Stay Hotels
· Resort   
· Hotels
The Megaresort
· European Plan 
· Continental Plan (Continental Breakfast) 
· Modified American Plan
· Variations on the Themes
· Bed and Breakfast (B&B)  
· Airbnb
· Boutique Hotels
· Trophy Hotels

	3 hours (One hour each)
Slide Presentation
Video
Online Class Activity
	1 Online questionnaire (10 -15 questions) 

	3
	The Structure of the Hotel Industry
	1. The framework
· The General Manager
· From Host to Executive Strength and Salaries Support Departments

2. The Food and Beverage (F & B) Department
 
3. The Hotel (or Resident) Manager Housekeeping

4. Organization of the Department 

· Duties of the Department Working with the Desk
· Security.
· Other Departments 

5. The Rooms Manager
· Room Reservations 
· The Uniformed Services Concierge
· The Concierge Floor 

6. The Telephone Department
· Manager of Guest Services Structure of the Front Office 

7. Working Hours
· The Shift (or Watch)
· The Split Shift
· Forecast Scheduling
 
8. Design of the Lobby
· Design of the Desk 
· Guest-Service Agents Cashiers

9. The Building Structures

· The Old versus the New
· The Old: Inside Rooms
· The New: Suites and All-Suites Corner Rooms
· Motor Inns Numbering for Identification
· Floor Numbering Room Numbering
· Adjoining or Connecting Rooms Elevators
· Room Shape and Size
· Room Shape Room Size
· Total Square Footage How the Room is Utilized by the Guest.

10. Bed and Bath

· The Bed



· Bed Sizes and Symbols
· Single Beds, Twin Beds, Double Beds, Queen, and King Beds Hollywood Beds Studio Beds (Rooms) Sleigh Beds, Daybed, Sofa Beds, Rollaway Beds (Cots) Cribs. Water Beds Futons Wall Beds Future Beds
· The Bath

	2 hours 
(One hour each)
Slide Presentation
Video
Online Class activity
	1 Online questionnaire (10-15 questions) 

	4
	The Reservation System
	1. Introduction to the reservation system

2. Property Management Systems (PMS)

3. Types of Reservations

· Confirmation of Reservation
· Cancellation of Reservation
· Reservation Control

4. Daily Tasks of Reservation Staff

5. Review Websites in the Hotel Industry

	1 hour
(One hour)
Slide Presentation
Video
Online Class activity
	1 Online questionnaire (10-15 questions) 

	5
	From Arrival to Rooming
	1. How to greet the guest on arrival

2. Valet Attendant:  The Doorperson or could it be a robot?

3. Registration

· Walk-Ins
· Registered, Not Assigned (RNA) Early Arrivals
· The Check-in Hour
· Waiting Lines
· Better Lines Through Queuing Theory Arrival Population Service       
· Queue Discipline          
· Service Discipline


4. Creative Solutions

· Better Lines Through Innovation 
· Self-Check-In Kiosks
· Mobile Apps

5. The Registration Card

· Release of Registration Information Contents of the Card
· Name and Address Number in the Party Room Number
· Date of Departure Rate

6. Agent’s Identification Folio 

· Number Disclaimer of Liability
· Points of Agreement

7. Assignment

· No-Smoking Rooms Pets allowed
· The Assignment Process
· Blocking the Room Choosing—Selling—the Room

8. Algorithms and Property Management Systems

9. Upgrades VIPs
Did Not Stay

10. Establishing Credit and Identity

11. Rooming the guest

· Uniformed Services
· Rotation of Fronts
· Group Luggage and Other Income Rooming Slips

12. Arriving at the Room Green Hotels

· Ecotourism Specifications

	1 hours 
(One hour each)
Slide Presentation
Video
Online class activity
	1 Online questionnaire (10-15 questions) 




Advanced Level
	Module
	Subject
	Description of lesson(s)
	Hours
	Assessment

	1.
	Global Reservations Technologies
	1. Global Distribution

· Last-Room Availability Electronic Switch Technology
· The Future of the GDS
· Application Service Providers 
· Single-Image Inventory
· Traditional Reservation Channels

2. The Changing Role of the Travel Agent
 
· Why Airline Commission Changes? 
· Changes Still to Come

3. The Hotel-Travel Agent Relationship Travel Agent Commissions

· Central Reservations Center 
· Outsourcing Call Centres 
· Processing the Call
· In-house Reservations
· Internet- and Web-Base Reservations 

4. Search Engine Optimization
 
· Hotel Websites              
· Chain Websites
· Third-Party Travel Websites 
· Meta-Search Technology 

Independent Reservation Services

· Hotel Representative 
· Services Other Trends in Electronic Reservations
· Social Media
· Mobile Apps         
· Voice Recognition 
· Guest History Databases

5. Revenue management systems

· The Yield Management Revolution
· The Airlines’ Role
· Market Demand
· Corporate Guests Leisure Guests
· Group Guests Price-Occupancy Mix
· Revenue per Available Room Contribution Margin
· Ideal Conditions for Yield 

6. Management Tools for 
Measuring Results

	2 hours
(One hour each)
Slide Presentation
Video
Online activity

	One online questionnaire (10-15 questions)

	9. 
	Individual Reservations and Group Bookings
	1. Components of the reservation

· Automated Phone Systems Importance of Training
· Information Contained in the Reservation Required Fields


· Arrival and Departure Dates 
· Number of Nights    Number of Persons   Number of Rooms Required Name
· Types of Rooms 
· Required Price
· Corporate Affiliation 

2. Quality of the Reservation

· Optional Reservation Data Estimated Time of Arrival 
· Special Requests 
· Smoking Preference 
· Discounts or Affiliations
· Address
· Confirming the Reservation

3.  Reservation Information Flow

· Guest History Databases
· Centralized Guest History Guarantees and Cancellations
· Advance Deposits Cancellations

4. Reservation Coding

· Special Coding
· Advance Deposits 
· Late Arrivals 
· Corporate Guarantee
· Travel Agents   
· VIPs
· Riding Reservation 


· Convention Delegate
 
5. Convention and tour group business

· The Group Rooms Contribution 
· The Perception Problem Benefits of Group Business
· Casino/Hotels
· Why Some Hotels 
· Refuse Groups Segments of Group Business
· Tour Groups Convention 
· Groups
· The Threat from Discount 
· Travel Sites Expositions and Trade Shows
· Booking the Convention
· Adjusting the Room Block Convention and Visitor Bureaus
· Expanded CVB Services

6. The Housing Bureau

· Overflow Hotels Negotiating Convention Rates
· Attrition
· Hotels Get Serious About Attrition Force majeure
· Comp Rooms
· Rate Quotes        

7. Managing the Room Block


· Competitive Clauses Unidentified Delegates
· Room Poachers
· IT Packages           
· Handling Tour Group 
· Reservations

	1 hour
Slide Presentation
Video
Online activity

	1 Online questionnaire (10-15 questions)

	10. 
	Professional Behaviour and Appearance
	1. Introduction to professional Behaviour and appearance

· With Co-workers or Clients
· Personal Etiquette
· Punctuality and Attendance
· Answering the Phone

	1 hour
	1 Online questionnaire (10-15 questions)

	11. 
	Front Desk Accounting
	1. Introduction to The Sale and Record Keeping of Services 

2. Preparing the Folio

· Recording (Accounting for) Each Transaction
· Accounts Receivable
· Types of Accounts
· Receivable (A/R) 
· The Ledgers

3. Professional Lingo: The Transient Ledger

4.  Professional Lingo: The City Ledger

5. What Is and Is not Accounted For:

· The Folio: The Individual Account 
· Receivable Location and Filing of Folios
· Number of Folios
· The Folio: The Group 

6. Account Receivable
Master Accounts

· Master Accounts Are Structured Single-Entity Groups Convention Groups          
· Groups Split Billing
· Casino Comps 
· Preferred-guest Programs
· Understanding Charges and Credits Assets

7. Sales or Incomes
· Posting to the folio (the account receivable)
· Overview of the Billing 
· Procedure 
· Preparing the Folio 
· Presenting the Bill Communicating the Charges
· Without an Electronic Interface
· With Electronic Systems 
· Recording Charges to Accounts Receivable 
· Understanding the Posting Line
· Reference Numbers
· Posting Room Charges

8. Sales Taxes 

9. Recording Credits to Accounts Receivable

10. Three Methods of Settling Accounts Settling with Allowances


· Comp Allowances Allowance for Poor Services
· Allowance to Correct Errors 
· Extended- stay Allowances

11. Recording the Allowance

· Settling with Transfers
· Folio Transfer of Registered Guest to Registered Guest Transfer from Transient Ledger Folios to the City Ledger: Credit Card 
· Transfer of Folios to the City 

12. Ledger: Direct

· Master Accounts Coupons Skippers
· Transfer from the City Ledger to the Guest Ledger: Advance Deposits

	3 hours
	2 Online questionnaire (10-15 questions)

	12. 
	Emotional Intelligence
	· Introduction to EQ
· Why EQ is more important than IQ.
· How to apply it in a business environment
· Understanding yourself
	1 hour

	1 Online questionnaire (10-15 questions)
Final Exam



Professional Level
	1. 
	Managing Guest Services
	1. Total Quality Management (TQM) Introduction


2. Total Quality Management in the
 hotel Industry 

· Examples of Quality Management
3. The Real Components of TQM
· Lean Six Sigma   Principles

4. Renovations 

· Bedding
· Linens and Pillows
· The Public Relations of Bedding Cleanliness

5. Noise, Temperature and Darkness

· Total Quality Management 
· Defined The Buyer’s View
· The Seller’s View

6. Leadership Empowerment 

· The Employee
· Diversity and Turnover
· Selecting and Retaining the Right Persons 
· Labour Unions
· Training The Authors’ View

7. Customer relations management

· Customer Relations Denied Who Knows
 Why?


· Measuring Guest Services 
· Moments of Truth
· Controlling Quality
· Controlling Quality Through Inspection Controlling Quality 

· Through Guarantees
· Customers with Disabilities Act Specific Requirements 
· Signage Complaints

8. How Much Do
Complaints Cost?

· Still Another Calculation Identifying the Complaint
· Preventing the Complaint: Early Warning
· Preventing the Complaint: Comment Cards 
· Handling the Face-to-Face Complaint
· Preparing for 
· Complaints Responding
to Complaints by Listening
· In a Proper Venue 
· Settlement offered to guest.

	3 hours
	3 Online questionnaire (10-15 questions)

	2. 
	Forecasting Availability and Overbooking
	1. The Simple, Unadjusted Room Count Automated

2. Inventory Tracking 

3. Systems Components of the Simple Room 


Count

· Committed Rooms 
· Adjusted Room Count

4. Defining Rooms Available

· Out-Of-Order Rooms 
· Out-Of-Inventory Rooms
· Computing the Number of Stay Overs 
· Under stays             
· Overstays
· Computing Today's 
· Reservations 
· No-Shows  
· Cancellations           
· Early Arrivals
· Adjusting Today's Reservations 

5. The Adjusted Result
· Putting the Room Count to Use Periodic Recounts
· Adjusting by Reservation Quality

6. Overbooking
· The Perfect Fill
· Reservations are Legal Contracts 
· Threat of Legislation
· State Legislation Whose Fault?
· Overbooking Policies
· Overbooking and the Anti-service Syndrome 
· No-Show Policies
· Cancellation Policies 
· Minimizing the Overbooking Problem


· Increasingly Restrictive Policies Early Departure Fees
· Third-Party Guarantees
· Trip Insurance Credit Card Disputes
· Travel Agent Guarantees 
· Advance-Deposit Reservations

	1 hour
	One online questionnaire (10-15 questions)

	3. 
	Hotel Technology
	1. Technology in the room: the new generation

2. Locking Systems

3. Traditional Mortise Locks Mechanical Locking Systems Electronic Locking Systems (ELS)

4. Hard-Wired Systems 

5. Microprocessor-Based Systems
· One-Way Communication Systems 
· Two-Way Communication Systems

6. Key Cards

· Magnetic Stripe Cards Memory Cards
· Smart Cards RFID Cards

7. Radio Frequency Identification (RFID) RFID Locks



8. Other RFID Uses Biometric Locking Systems Smart Phone Applications

9. Guestroom Lock Apps

10. Other Hospitality Industry Smartphone Apps


11. Hotel Check-In

12. Upselling and Suggestive Selling Tap to Pay

13. Mobile Apps for the Meetings Industry 

14. Proximity-Based Promotion Apps

15. Energy Management and Climate Control Systems PTAC’s

16. Network-Controlled Energy Management Systems Key Card Control Systems

17. Motion Detection Systems

18. Infrared Heat Detection Systems “True” Detection Systems

19. Fire-Safety Systems

Fire-Suppression Sprinkler Systems 


· Wet Pipe Systems
· Dry Pipe Systems

20. Minibars

21. Traditional (Nonautomated) Minibars Semiautomated Systems

22. Microprocessor-Based 

23. Automated Systems

24. In-room Safes

25. Credit Card Access PIN-Based Entry Biometric Safes

26. Communication Systems Telephone Service Internet Access

27. Dial-Up Access

28. High Speed Hard-Wired Access High Speed Wireless Access Tiered Bandwidth

29. Cloud Computing Cyber Attacks

30. EMV-Enabled Credit Card

Honey Pots Key Card Identity Theft
Hotel Database Theft
Future of Hotel
Telephones
Voice-Over-Internet Protocol (VoIP) Emergency Calls
31. HITIS and beyond.

	2 hours
Slide Presentation
Video
Online activity
	One online questionnaire (10-15 questions

	1. 
	Complex Problem Solving
	Introduction to complex problem solving. 
· How to identify a problem
· A problem is only a challenge that needs a solution.
· Problem solving in the Hospitality Industry
· How to enhance your skills in problem solving.
	1 hour
	No questionnaire
Practical application
Final exam (All modules)



Assessment Criteria
	Description
	Description
	Weight

	Online test (10 - 15 questions each) and attendance (All 3 levels)
	Questionnaires
	20%

	Written Task (Advanced and Professional Level)
	Final project
	35%

	Final Exam (Advanced and Professional Level)
	Written exam
	45%
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