[image: ]
CIRRICULUM DEVELOPMENT PROPOSAL:                                        HOTEL AND HOSPITALITY LEADERSHIP ESSENTIALS
[image: ]     
UNIVERSITY OF WALES TRINITY SAINT DAVID
     ECPT6007




[image: Text

Description automatically generated]












Table of Contents
1.0 Overview and context of the curriculum.	2
2.0 Rationale for the curriculum	3
3.0 Curriculum aims and learning outcomes, what does the programme seek to achieve overall?	4
4.0 Professional standards/benchmarking	5
5.0 A timetable for the curriculum to include teaching and delivery.	7
6.0 Week by week progression (Maybe, depending on word count)	10
7.0 Assessment strategy, this should detail both formative and summative assessment.	11
8.0 Recommended reading for potential students.	13
9.0 References	14
Appendices	15
Appendix A: Credit and Qualifications for Wales Framework	15
Appendix B: Hotel Operations and Tactics Simulation	16
Appendix C: Lesson Plans	17








	Programme Title:
Hotel and Hospitality Leadership Essentials
	Venue:
Newport Business Campus, University of South Wales
	Delivery:
Hybrid learning sessions on campus, and available remotely

	Programme duration:
10-week duration
	Lessons per week:
3 x Sessions a week

Hours per week:
9 x Hours a week
(Additional 1x hour for additional tutorial if required)

	Resources: 
Hybrid learning off campus would require students to have their own laptop, with a suitable Wi-Fi connection. Student must use Microsoft Teams for their hybrid learning. 








[bookmark: _Toc156376684]1.0 Overview and context of the curriculum. 
This is an overview of an eight-week micro-credential curriculum for Hotel and Hospitality Leadership Essentials. The curriculum is designed to deliver the basic competencies associated within Hotel and Hospitality leadership and is a level 4 based course. This proposal would add value to the industry and would act as a feeder onto the existing BA Hotel and Hospitality Management degree at University of South Wales (USW). The micro credential would encompass eight modules taught over a 10-week period, which would include an assessment week. Additional input incorporated into the curriculum design process with the is for a contemporary, rigorous, and needs-based program for the hotel and hospitality industry. 

The curriculum is delivered within a hybrid learning environment, where students can access the lecture remotely, or in person situated at University of South Wales (USW), Newport Business Campus. This learning approach, this would provide students with the hybrid learning environment which would be best suited for flexible nature around employment and student needs. The micro credential is delivered through a combination of lectures, videos, readings, quizzes, discussions, and case studies. Students who request for the Hybrid learning away from campus will need to arrange their own laptop and a reliable Wi-Fi connection, as they will be attending classes remotely. 

The micro credential is designed to equip learners with the essential skills and knowledge to lead and manage teams, acknowledging key hotel functions, and handle complex real-world situations in a fast-paced hospitality environment. It is ideal for current or aspiring hotel and hospitality managers, supervisors, or coordinators who want to enhance their professional development and demonstrate their competence to employers. The micro credential is also accessible for those who are curious to recognise leadership fundamentals within the hotel and hospitality sector. It is suggested that students must be educated to at least undergraduate level or be able to demonstrate significant industry experience. The curriculum requires a commitment of up to nine hours contact time per week for eight weeks. This would include an optional hour for a tutorial each week if required, which will be held remotely. Lectures would be three hours a day between Monday to Wednesday, to accommodate hospitality workers.  

[bookmark: _Toc156376685]2.0 Rationale for the curriculum 
The Hotel and Hospitality Leadership Essentials would support the industry and the contemporary workforce within the hospitality sector. Currently hospitality sector in the UK is a vital part of the economy, creating more than £100 billion in economic value and supporting around 2.9 million jobs, according to Ignite Economics (2023). The UK needs to innovate and adapt its hospitality higher education strategies to keep up with the changes in the industry. Hotel leaders need to constantly update their knowledge and skills to lead their organisations effectively. Additionally, there is significant turnover and expansion requirements within the industry, in order cope with the expanding demand and requirements. This poses a significant challenge for the hospitality sector in the UK and Europe, which has ambitious growth plans and needs to attract and retain qualified and talented staff. Therefore, education providers have a crucial role in preparing and developing the next generation of hospitality leaders and operators.
However, the UK lacks any mandatory training or curriculum that focuses on hospitality leadership competencies. Research has shown that the hospitality industry faces a lack of managerial and leadership skills, which creates a talent gap that needs to be filled. By creating a course which aligns with the Future Generations Act in Wales would aim to address this issue by promoting sustainable development and well-being for the present and future generations. The Future Generations Act (Welsh Government, 2015) encourages the hospitality sector to adopt innovative practices and invest in the skills and capabilities of its workforce. This approach for the industry can support its competitiveness, industry resilience and social responsibility for the hospitality industry and its employment. 
Further support for the course rationale gives evidence that shorter courses and micro credential courses are far more popular to attract far potential students to job related courses, particularly with a younger demographic. Micro credentials are far more appealing to young learners who want to quickly enter the workforce, rather than traditional degree programs that take several years to complete. They also focus on high-demand skills that are relevant to the job market. Research from the Office of National Statistics (2023), young people between 18-24 would prefer to be in education if it would be job related and over a short period of time. This approach benefits both students and the industry alike because it meets the demand of these young learners for short and practical learning paths, and it delivers talent with modern skills that the hospitality industry requires.
[bookmark: _Toc156376686]3.0 Curriculum aims and learning outcomes
	Curriculum Aims:

	· Prepare students for successful careers in the hospitality industry by providing them with a comprehensive and practical education in hotel operations, management, sustainability, and business ethics. 
· Emphasize the development of skills and knowledge that are relevant and applicable to the real-world challenges and opportunities faced by hotel professionals.
· Students will learn how to design, manage and improve service organisations and processes by utilising strategic, operational and interpersonal frameworks. 


	Learning Objectives:

	· Equip students with the skills and knowledge needed to pursue a successful career in the service sector, or to further their education or entrepreneurship in this field. The course covers topics such as service quality, customer satisfaction, service innovation, human resource management, and strategic planning.
· Provides opportunities for students to apply their learning in real-world scenarios and to develop their professional and personal competencies.
· Provides students with contemporary essential business and management skills for advancement with service sector careers.


	What would the programme set out to achieve overall?

	The course would prepare students for the hospitality industry which is constantly evolving and requires professionals who can adapt to the changing needs and expectations of customers, industry and society. Students will be able to facilitate strategic thinking, managing people effectively, embrace sustainability, leverage digital marketing, managing rooms division, revenue management and uphold corporate responsibility and ethics. The course prepares learners for the challenges and opportunities of the contemporary workforce and apply valuable skills that can be required in various contexts and domains. These skills include critical thinking, analytical reasoning, and customer service orientation, as well as specific vocational competencies. 
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This section will demonstrate how the proposed micro credential is benchmarked and is aligned to various professional and organisational standards. It is important for a Hotel and Hospitality Leadership essentials micro-credential to be benchmarked and aligned with professional standards and external organizations for many reasons. More importantly, benchmarking ensures that the credential meets industry standards and reflects current best practices in the hotel and hospitality sector. Furthermore, by aligning with external accredited organisations, the micro-credential gains credibility and recognition within the industry, which is essential for the professional development of individuals in the hotel and hospitality sector.

Hotel and Hospitality Leadership Essentials is linked to the UK Higher Education Professional Standards Framework (UKPSF) through its focus on producing work-ready graduates, developing subject-specific knowledge, and fostering high-level transferable skills (AdvanceHE, 2023). The curriculum aims to prepare students for a career in management within the service sector environment and enable them to progress to further study or self-employment. The course structure, assessment types, and learning outcomes are designed to align with the UKPSF. For example, the course includes a range of various case studies and reflective writing which are aligned with the professional standards emphasise on contemporary assessment methods to support student learning (AdvanceHE, 2023). The learning outcomes of the micro-credential reflect the UKPSF domains of knowledge and understanding, intellectual skills, and professional work-based skills.

The active learning approach and work-based learning provides emphasis on developing transferable skills such as critical, analytical, and customer service skills further demonstrate the alignment of the course with the UKPSF. The curriculum does focus on developing student ability to work autonomously and within teams, manage customer experience, lead and manage staff effectively, and identify potential quality issues in a customer-facing environment, which are in line with the professional standards dimensions of professional practice.

The Hotel and Hospitality Leadership Essentials course at the University of South Wales is linked to the USW 2030 Curriculum Principles through its active learning approach, work-based learning modules, and emphasis on developing transferable skills (USW, 2020). The micro credential is designed to provide an intellectually stimulating and rewarding experience, aligning with the university's focus on active student participation and problem-solving. The micro credential aims to produce industry ready graduates with a deep understanding of hotel operations, management, sustainability, and business ethics, reflecting the university's commitment to developing students' subject-specific knowledge and high-level transferable skills. Additionally, the course's structure, assessment methods, and learning outcomes are in line with the university's emphasis on student-centred learning, employability, and continuous improvement. Therefore, the micro credential course is closely aligned with the USW 2030 Curriculum Principles, ensuring that it meets the expected standards of teaching and learning and prepares students for their future career. One of the aspects to consider is how the micro credential assessment adheres to the university assessment learning principles. These principles are endorsed by the Learning and Teaching committee to ensure high standards and quality of assessment (University of South Wales, 2021). 

As a USW course, this micro credential follows a curriculum that is aligned with external organisations to show our commitment to global citizenship and future generations. This micro credential must design modules and assessments based on the UNESCO Sustainability Goals and their relevance to our field of study (UNESCO, 2015). USW shows its commitment and contribution to the global efforts of achieving the sustainable development by 2030 through the micro credential. The micro credential is related to several of the UNESCO sustainability goals such as Quality education, Climate action, and Decent work and economic growth, among others (UNESCO, 2015). This shows that the micro credential is consistent with not only the organisational principles, but the broader factors and influences affecting the world.

QQA Subject Benchmarking Events, Hospitality, Leisure, Sport and Tourism:
The Hotel and Hospitality Leadership Essentials course is linked and benchmarked by subject benchmarking through the "Subject Benchmark Statement: Events, Hospitality, Leisure, Sport and Tourism" (QQA, 2019). This benchmark statement defines the academic standards expected of a graduate in the events, hospitality, leisure, sport, and tourism fields, outlining the knowledge, skills, and understanding that students should acquire upon completing their studies. Aligning the micro credential with subject benchmark is important for the value and validity of the programme because it provides guidance for the design, delivery, and review of courses in these subject areas, serving as a reference for academics, students, and employers. It is also worth mentioning that the subject benchmark statement is also supported by the quality code for higher education set out by the Quality Assurance Agency for Higher Education (QAA) (QQA, 2023).  The quality code covers various aspects of academic quality, such as teaching, learning, assessment, research, student support and governance. It has been developed and maintained by QQA, which is an independent body that monitors the quality of higher education. Furthermore, it sets out the defining principles, nature, and extent of the subject areas, as well as the teaching, learning, and assessment methods that should be employed. Additionally, the QQA subject benchmark outlines the expected learning outcomes and the general guidance for articulating these outcomes. By aligning the Hotel and Hospitality Leadership Essentials course with this subject benchmark statement, the University ensures that the course meets the established academic standards and provides students with the necessary knowledge, skills, and understanding in the field of hospitality and tourism. This alignment also allows for flexibility and innovation in course design while maintaining a framework agreed upon by the subject community (QQA, 2019). 

The Future Generations Act in Wales aims to improve the quality of life for current and future generations by promoting sustainable development, social justice, and environmental protection (Welsh Government, 2015). One of the ways to achieve this is through education and skill development, especially in sectors that are vital for the economy and society, such as hospitality and catering. Micro-credentials are short, focused, and industry-relevant courses that assist learners acquire more industry specific skills and competencies that are required for the current employment market. Micro-credentials also help employers reduce hiring costs, identify talent, and enhance workforce diversity. The Hotel and Hospitality leadership essentials micro-credential in Wales would be designed to align with the future generations by providing learners with the work-based knowledge and skills required to lead and manage hospitality businesses in a responsible, ethical, and innovative fashion. By completing this micro-credential, learners will be able to demonstrate their ability to contribute to the well-being of future generations in Wales through their professional practice in the hospitality and catering sector.Last point refers to the bench marking the level of curriculum to the national standard. It is important to note that this course meets the level 4 accreditation standard of the Credit and Qualifications for Wales Framework (see Appendix A). It certainly means that the course content aligns with the Credit Qualifications framework for Wales, which sets out the learning outcomes and assessment criteria for different levels of education, from further education to higher education.
PUBLIC / CYHOEDDUS
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	Topic
	Aims & Objectives
	Teaching and Learning Activities
	Resources Required

	Sustainable Food and Beverage Management

	Provide students with knowledge about key sustainability related issues in food and beverage context and develop understanding of the need to adopt sustainable business practices.
	This topic discusses the main concepts of sustainability and how they can be applied to the food & beverage sector. It also examines the best practices of different hospitality businesses that have adopted sustainable approaches. The topic evaluates the environmental and social consequences of food and beverage operations, such as how they interact with local communities, respect human rights, promote ethical marketing, manage their supply chains, conserve energy and reduce waste, support fair trade, farming & fishing, and source ethically.
	PowerPoint Presentations and Vevox quizzes for summative assessing. 

	Rooms Division Management








	Review the complexity of internal structures, standard procedures and protocols in Front Office.

Assess how sustainable thinking could be applied to Front Office operations.
	This topic addresses front office procedures, from reservations to check-out. Various aspects of front office management, including systems and personnel that contribute to effective running of this department are analysed in depth. This module evaluates the relationship between the front office and housekeeping departments.
	PowerPoint Presentations and Vevox quizzes for summative assessing.

	Sustainable Hotel Operations
	To enable students to build a complete operational strategy for a hospitality business with sustainability and quality as the prime drivers.
	As the competitive rivalry within the global hospitality industry increases, there is a heightened focus on the effectiveness, efficiency, transparency, sustainability and quality. In this module, a theoretical framework of service operations management, systems analysis and quality management is used to explore several contemporary issues in international hospitality operations management
	PowerPoint Presentations and Vevox quizzes for summative assessing.

	Digital Marketing for Hotels
	Equip students with the ability to apply established and emerging digital marketing concepts, tools, and data metrics models to ameliorate marketing activities.
	The emerging / contemporary digital environment; Persona development; Digital planning, strategies, tactics, management and measurement of contemporary digital marketing tools and techniques in response to identified opportunities and challenges. Performance measures using online metrics to determine performance against objectives.
	PowerPoint Presentations and Vevox quizzes for summative assessing.

	Strategies for Revenue Management
	Develop the skills to make strategic decisions about revenue and managing occupancy, pricing, and marketing.
	Hotel revenue management is an increasingly vital function and involves a coordinated effort across the organisation. Hotels can increase revenue by balancing demand, reservation scheduling and variable pricing. It is essentially selling the right room to the right person at the right time for the right price.
	PowerPoint Presentations and Vevox quizzes for summative assessing.

	Leadership and Management
	Provide knowledge and understanding of a range of Leadership & Management theories and their contemporary application within organisations.
	The component will provide a theoretical framework to support the development of leadership & management practice.
Indicative content:
• Management v Leadership
• Leadership Styles
• Leading & Managing People (Motivational Theories, Employee Engagement etc)
	PowerPoint Presentations and Vevox quizzes for summative assessing.

	Hotel Operations Tactics Simulation (HOTS)
	Review the functionalities of the simulation software.
Demonstrate applied learning in group dynamics to provide the simulation of hotel operations management.
	Students will be emersed with the HOTS software, which would provide a month by moth scenario basis on a hotel’s performance. Students would be required to work in groups for the simulations. 
This segment employs a simulation exercise scenario that focus primarily on pricing, advertising, and revenue forecasting as the prime decisions. Market rate and customer service strategies are analysed through case studies.
	Access to the HOTS simulation either on campus or through Microsoft Teams

	Assessment Week
	Participate in the scenario provided. 
Following their experience students will provide a reflective report on their own performance, and demonstrate how they could improve for self-development
	The final assessment of the micro credential will require students to work in teams and apply their learning outcomes to realistic situations. The Hotel Operations and Tactics Simulation will present various challenges that students will have to solve using the key skills and tactics they have acquired throughout the micro credential. The simulation will test their ability to manage hotel operations effectively and professionally.
	Access to the HOTS simulation either on campus or through Microsoft Teams.
PowerPoint Presentations for the reflective writing session 
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	Week No.
	Topic
	Timings
	Teaching Day

	1


	Welcome to the programme!
 and 
Sustainable Food and Beverage Management

	09:00-12:00
	Monday:
· Welcome to the Programme
Tuesday:
· Sustainability in the context of Hospitality
Wednesday:
· Sustainable Food Systems

	2


	Sustainable Food and Beverage Management

	09:00-12:00
	Monday:
· Food Waste, Food Sharing and Slow Food
Tuesday:
· TBL & CSR
Wednesday:
· Green Building Design

	3


	Rooms Division Management
	09:00-12:00
	Monday:
· Registration, Check-in and Check-out, Rooms Division Management
Tuesday:
· Distribution channel Management
Wednesday:
· Customer Service and Quality Processes

	4


	Sustainable Hotel Operations
	09:00-12:00
	Monday:
· Strategic planning with sustainability integration
Tuesday:
· Review of Regulatory Requirements
Wednesday:
· Supply Chain Management

	5


	Digital Marketing for Hotels
	09:00-12:00
	Monday:
· Digital Marketing Fundamentals 
Tuesday:
· Target Marketing, Buyer personas and Market Segmentation
Wednesday:
· Content creation framework

	6


	Strategies for Revenue Management
	09:00-12:00
	Monday:
· Revenue Management Basics
Tuesday:
· Forecasting Demand, historical, current and Future data
Wednesday:
· Strategic pricing and tactical rate management

	7
	Leadership and Management
	09:00-12:00
	Monday:
· The role of Management 
Tuesday:
· Trait, Contingency and Situational Leadership
Wednesday:
· Transformational and Change Leadership

	8
	Leadership and Management
	09:00-12:00
	Monday:
· Followership
Tuesday:
· The Darkside of Leadership
Wednesday:
· Leadership Health

	9
	Hotel Operations Tactics Simulation
	09:00-12:00
	Monday
· Getting started with the simulator (HOTS)
Tuesday
· Managing Hotel Operations Simulation
Wednesday
· Guest Response Scenarios

	10
	Assessment Week
	09:00-12:00
	Monday:
· Hotel Operations and Tactics Assessment Scenario
Tuesday:
· Reflective Writing Essentials
Wednesday:
· Micro credential Feedback
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7.0 Assessment strategies, Summative and Formative.

Summative Assessment:
A summative assessment will be conducted after each lecture, where students will take a summative assessment to review and consolidate the main points from the lecture. The assessment will be in the form of a Vevox quiz that will test the students' understanding of each topic. The Vevox quiz is not a graded component of the micro credential, but rather a method to assist students monitor their own learning progress.

Formative Assessment:

Assessment Brief
 

Assessment Type: Reflective report
Assessment Title: Hotel and Hospitality Leadership Essentials Operations Scenario Reflection
Weighting: 100% Reflective report
Word count/duration/equivalent:  ± 10% 
Submission Date: N/A
Return Date: N/A
Assessment Description:
This will encompass all the lessons from the micro credential. Students will be in groups and are provided multiple scenarios through the Hotel Operations and Tactics Simulation (HOTS) (Appendix B), where students will respond to several scenarios and utilise key skills and tactics from the micro credential. 
Individually, students will be required to provide a reflective account on their own experiences on the simulation. Students will also be required to provide an action plan of key areas of which they will improve on and work on self-development and improvement.
Guidance on Format of Assessment:
Reflective report must include and apply the Gibbs reflective model. 
Marking Criteria:
	Element
	Weight %

	Application and structure of a reflective report
	10

	Critical analysis of the scenario
	15

	Application of theory and practice
	25

	Evaluation
	35

	Action Plan
	15


Submission Details:
All reflective reports would be required to be submitted on the Turnitin link, on the Hotel and Hospitality Leadership Essentials assessments tab on Blackboard.
What happens next?
Your marked assessment should be available 20 working days after submission.  However, please be advised that this may be subject to change in the event of Bank Holidays, University Closure or staff sickness.  If there is something about the feedback you have been given that you are unclear about, please see your module tutor.  
Assessment Queries:
Assessment support will be embedded into the workshops. 
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Burnes, B. (2014) 4th Edition, Managing Change, Great Britain, Prentice Hall.
Bridger, E. (2018) Employee engagement: a practical introduction. 2nd ed. HR Fundamentals. London: CIPD and Kogan Page
Cousins, J. (2020) Food and beverage service. 9 th ed. London: Hodder Education Group.
Corgel, JB, Sturman, MC & Verma, R. (2011) The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken.

Hammer, J. (2016) Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon.
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Lesson Plan


	Topic: Review of Regulatory Requirements, Sustainable Hotel Operations
	Class: Level 4


	Date: N/A
	Length of lesson: 3 Hours
	Number of students: 12

	Resources required:
To participate you need to be present physically. You will also benefit from having online access, as we will use Vevox to conduct interactive polls and surveys. You can scan the QR code to join Vevox, but you will need a device with internet connection, such as a phone or a laptop.

	Aim of Lesson
Provide a detailed insight to the ISO 26000 and its guidance on social responsibility. 
Recognise the core principles surrounding core principles and implementation practices.
Analyse the concepts surrounding integrated CSR. 

	Learning Outcomes – The Learners Should Be Able To:
· Define what standards and certification schemes are in the context of the hospitality industry.
· Explain why standards are important for hospitality businesses.
· Summarize some of the challenges and criticisms of standards adoption.

	Previous student knowledge required for the session:	
Not essential but some previous knowledge could provide useful insights.

	Anticipated difficulties (if applicable):
Technical difficulties with accessing recap questionnaire. Student could have difficulties to grasp concepts being discussed.

	Professional Standards (where are these being met within the session)
A1. Session content has been pre-planned and designed appropriately. 
A2. Learning will be carried out by PowerPoint and interactive online platform Vevox. 
A3. Assessment would be conducted through an online quiz to assess lesson criteria and in presentation discussion.

K1. The subject material is based on Sustainable Hospitality Operations that are impacting the Hotel Industry 
K4. Learning will be achieved through lecture session, group discussions and interactive activities. 
K5. Vevox quiz with questions assessing students’ knowledge on the lecture. 

V1. Through group work and discussion given the students the chance to provide valuable feedback. 
V2. Participation is conducted through group discussions, critical analysis and platform-based learning tools.
V5. This will be achieved through independent and group activity to enhance student practice.





















Lesson Detail:
	
Stage 
	
Focus
	
Strategy 
	
Time 


	


Introduction









Development 


























Plenary/conclusion




	Lesson background 




Previous Lecture Recap


In-depth review of the standards of ISO 26000: 2010

Group Discussion





Break



Review of the seven core areas of social responsibility


Group Discussion







Vevox questionnaire: Session recap 
	Before the lecture commences this gives the student the opportunity to make contact with the lecturer if there is any issues before the session. This would prevent any issues later in the lecture and prevent any lesson interruption.
This opener also provides students with the opportunity to ask any questions about the topic, or industry pathways for future career ambitions.


Recap over the previous lecture via Vevox questionnaire.
  

This section describes in detail with regards to the ISO standards and its implementing sustainable development to the industry through CSR (Corporate Social Responsibility)


The group is tasked with answering the question “What are some of the key benefits and challenges of voluntary CSR standards like ISO 26000 for the hospitality industry”. 
Students are split into two groups; Benefits and Challenges. They would return after researching for 15 minutes, and the students would present their findings, and compare and contrast with the opposing group. 

Vevox Q&A slide is displayed during the break. This provides the less vocal students to ask questions and not feel judged about the questions asked. If questions are asked, they are covered first before resuming the lecture.



This section explores the seven core issues of social responsibility, and links are made to industry examples to the hospitality industry. Areas provide critical reviews of the standards to provide balance to the discussion.



The group is tasked with answering the question “How can hospitality companies move beyond the basic standards compliance to fully integrate sustainability into their business strategy and culture”. 

Students are split into groups. The question should be linked to an industry example to demonstrate application and understanding of the topic. They would return after researching for 15 minutes, and the students would present their findings. Students would compare and contrast each other’s findings.

The lecture concludes through a Vevox questionnaire. Once the questions are complete as a class, we discuss the answers to provide acknowledgement of the session. Remaining time is used for any questions surrounding the assignment. 
	
09:30 




09:35



10:00



10:20




10:45



11:00




11:10



11:30-11:45



11:45-12:00
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Lesson Plan


	Topic: Registration, Check-in and Check-out, Rooms Division Management 
	Class: Level 4


	Date: N/A
	Length of lesson: 3 Hours
	Number of students: 12

	Resources required:
In-person attendance is required. Digital access would support the student engagement, particularly with the Vevox questionnaire. Accessibility through QR code to redirect the students to Vevox. This can be accessed only by phone or laptop with an internet connection.


	Aim of Lesson
· Review the key steps involved in hotel guest registration and check-in procedures.
· Discuss strategies for managing room availability and making appropriate room assignments to meet guest needs/requests.
· Evaluate the use of self-service options like self-check-in and express check-out in terms of service quality and efficiency.

	Learning Outcomes – The Learners Should Be Able To:
· Review the registration, check-in, and check-out processes.
· Discuss strategies for managing room availability and assignments.
· Evaluate how self-service options like self-checkout impact service quality.

	Previous student knowledge required for the session:	
Not essential but some previous knowledge could provide useful insights.

	Anticipated difficulties (if applicable):
Technical difficulties with accessing recap questionnaire. Student could have difficulties to grasp concepts being discussed. 

	Professional Standards (where are these being met within the session)
A1. Session content has been pre-planned and designed appropriately. 
A2. Learning will be carried out by PowerPoint and interactive online platform Vevox. 
A3. Assessment would be conducted through an online quiz to assess lesson criteria and in presentation discussion.
A4 – Regular intervals have been included throughout the session to enable student feedback, and acknowledgement of the subject area.

K1. The subject material is based on Sustainable Hospitality Operations that are impacting the Hotel Industry 
K3. Use of contemporary teaching methods, using technology to support student development within the subject area.
K4. Learning will be achieved through lecture session, group discussions and interactive activities. 
K5. Vevox quiz with questions assessing students’ knowledge on the lecture. 

V1. Through group work and discussion given the students the chance to provide valuable feedback. 
V2. Participation is conducted through group discussions, critical analysis and platform-based learning tools.
V5. This will be achieved through independent and group activity to enhance student practice.


















Lesson Detail:
	
Stage 
	
Focus
	
Strategy 
	
Time 


	

Introduction



Development 





































Plenary/conclusion


	Lesson background 
Tutorial Activity


Check-in/ Registration and Room management

Group Discussion




Break



Self-Checking in practice

Group Activity



Guest check out procedure.


Group Activity






Vevox questionnaire: Session recap 
	Session objectives explained to highlight what will be covered within the session.

Inclusion of the tutorial activity to recap over lessons learnt from previous session. This activity enables the students to practice presenting and highlighting their knowledge by answering the set questions. 

After the tutorial activity, students are lectured on the key findings associated with guest check-in and registration processes. They are taught the legal requirements and legislation and review the importance of the processes.

Upon reviewing best practices regards to room management and the checking in procedures, students are tasked to review a scenario, when a hotel can refuse a guest, and what would they do in this situation. Students would present their findings and link to their own experiences as part of this scenario. As part of this learning process discussions and strategies are presented to what they can do if faced with this situation.  

Vevox Q&A slide is displayed during the break. This provides the less vocal students to ask questions and not feel judged about the questions asked. If questions are asked, they are covered first before resuming the lecture.

Students are taught about the emergence of self-check in processes, and how they can streamline hotel check in operations.

The group is split into two groups, the one side proposes advantages and the other disadvantages of self-check in operations. Students would debate their findings and come to critically evaluate the use of self-checking in operations. 

The lecture provides a detailed insight into the guest check out procedures, which includes express checkout, and self-checkout. This gives the students the full acknowledgement to the guest experience from their checking in to checking out of the hotel. 

Students are split into groups to provide a step-by-step map, from prior to the guest stay to leaving a review after their stay. This approach the students see the entire process from the guest perspective and bring in their own knowledge and experience within this activity. 

Once each of the step-by-step maps have been completed, the groups would present what they think occurs in this process, and discussions and thoughts are made in the lecture. Students would compare their findings in this engagement activity. 

The lecture concludes through a Vevox questionnaire. Once the questions are complete as a class, we discuss the answers to provide acknowledgement of the session. Remaining time is used for any questions surrounding the assignment.
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Review of Regulatory Requirements 
(Certification)
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Session Objectives…


• Introduce students to the 
concept of standards and 
certification in the 
hospitality industry.


• Discuss the benefits and 
challenges of 
implementing standards.


• Provide an overview of key 
hospitality standards such 
as ISO 26000.


• Issues / Challenges with 
standards 
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Learning outcomes


• Define what standards and certification 
schemes are in the context of the hospitality 
industry.


• Explain why standards are important for 
hospitality businesses.


• Summarize some of the challenges or 
criticisms of standards adoption.
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Assignment Recap
Vevox 


Quiz
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What are standards? 


• A standard is a published document that contains a technical 
specification or other precise criteria designed to be used 
consistently as a rule, guide, or definition 


• They are the fundamental building blocks of society as standards 
represent common commitment to quality, safety and ethical 
practice  (BSI, 2012) 


• Certification is a process of assuring the customers that the 
company has met a set of minimum standards (Dodds and Joppe, 
2005)
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Why Standards? 


• Standards ensure consistency in quality, reliability, 
efficiency, safety, effectiveness.


 
• Invaluable source of knowledge for all 


• Contributes to fairness and market relevance, promote 
consumer confidence in products and services  (ISO, 2012) 


• Encouragement of voluntary improvements, showcasing 
best practice, blueprint for future development (Dodds & 
Joppe, 2005)
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ISO 26000: 2010


➢ The standards are intended to apply to all types of 
organisations, irrespective of size, location, type of 
business 


➢ Guidance and not certification scheme or regulatory or 
contractual use. 


➢ Organisations must consider their own context (societal, 
legal, cultural, political, economic), while following 
international norms 
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Responsibility 


(ISO 26000: 2010)


 1. Accountability  (accept responsibility, be open to scrutiny, 
greater is the power; higher is accountability)


 2. Transparency  (disclosure in accurate and complete manner. 
Information should be readily available and understandable)


 3. Ethical Behaviour (develop governance structures, 
communicate these within and outside the organisation, conflict of  
laws and ethical behaviour)
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Responsibility 


(ISO 26000: 2010)


 4. Stakeholder interest (inclusivity, especially the 
disadvantaged)


 5. Respect for rule of Law (even when enforcement is weak, and 
to review compliance periodically)


 6. Respect for international norms of behaviour (conflict with 
local laws?)


 7. Respect for Human Rights (Universal)
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Development


 (ISO 26000: 2010)


 1. Understand your business


 (sector, size, mission, value chain and environment) 


 2. Understand your responsibility 


 (organisational policies, performance tracking, core issues, sphere 
of influence) 


 3. Building competencies for responsibility 


 (organisational culture, training in SMS, governance structure, 
policies, resources)
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PUBLIC / CYHOEDDUSImplementing Sustainable 
Development


 (ISO 26000: 2010)


 4. Communicating Responsibility 


 (Inside & outside of the organisation, benchmarking, information 
needs to be complete, understandable, responsive, accurate, timely 
and accessible).


 5. Enhancing credibility


 (stakeholder dialogue & engagement, certification schemes, transparent 
methods of verification, third party independent review / audit)


 6. Reviewing


 (monitor performance, possibly over an extended period of time, 
qualitative vs. quantitative indicators, reliable data)
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Group Discussion


What are some of the key benefits and 
challenges of voluntary CSR standards like ISO 


26000 for the hospitality industry?
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Seven Core Areas of Social Responsibility         
(ISO 26000)
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Seven Core Issues of Social 
Responsibility 


(Organisational Governance)


✓ Framework for decision making 


✓ Both formal (defined structures and processes) and 
informal mechanisms (values and culture)


✓ Develop strategies and objectives to reflect CR


✓ Create system of incentives related to performance on CR
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Responsibility 


(Organisational Governance)


✓ Use financial, human, natural 
resources efficiently


✓ Balance organisational needs with 
those of stakeholders


✓ Establish 2-way communication 
process with stakeholders


✓ Encourage employee participation 
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Responsibility 


(Human Rights)


✓ Universal – apply to all


✓ No one must be selectively ignored 


✓ Develop human rights policy 


✓ Refusal to associate with partners / suppliers know for human 
rights abuse 


✓ Provision of safe working environment 
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Responsibility 


(Human Rights)


✓ Address grievances
 
✓ Non discriminatory


✓ Support lifelong learning


✓ Freedom of collective bargaining 


✓ Elimination of forced / compulsory  labour
 
✓ Equal Opportunities 
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Responsibility 


(Labour Practices)


✓ Concerns itself with recruitment and 
promotion, disciplinary issues, termination, 
training and skills development, health and 
safety, 


✓ Provide meaningful and productive work 


✓ Labour is not a commodity, and hence must 
not be treated as another factor of production 







© University of South Wales


PUBLIC / CYHOEDDUSSeven Core Issues of Social 
Responsibility 


(Labour Practices)


✓ Provide secure employment / 
equal opportunities / welfare 
practices / work-life balance 


✓ Mitigate reduction / loss of income 
through injury / illness/ maternity 
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Responsibility 


(Labour Practices)


✓ Social dialogue – workers’ unions


✓ Health and safety issues – 
specially concerning dangerous 
chemicals and processes. 


✓ Human development – through 
training, enlarging opportunities, 
sense of belonging to a society.
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Responsibility 


(The Environment)


✓ Environmental education and 
capacity building 


✓ Consider impact of environmental 
impacts on human health 


✓ PPP


✓ Life cycle approach 


✓ Public disclosure 
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Responsibility 


(The Environment)


✓ Env. Impact assessment – part of decision 
making, specially for new product 
development 


✓ Not using hazardous chemicals 


✓ Renewable resources (solar, tidal, wind) 
and efficient use (building, transportation, 
equipment, production processes)


✓ Consider biodiversity / ecosystems
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Responsibility 


(Fair Operating Practices)


✓ Ethics when dealing with other organisations such as 
partners, suppliers, contractors, competitors. 


✓ Anti corruption, fair competition; lobbying, public policy 
making : promoting sustainable values within ‘the 
organisation’s sphere of influence’. 
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Responsibility 


(Fair Operating Practices)


✓ Due diligence when 
choosing suppliers


✓ Support SMEs


✓ Intellectual property 
rights! 
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Responsibility 


(Consumer Issues)


✓ Using fair, transparent and sensitive marketing


 


✓ Openly disclosing taxes, additional charges


 


✓ Include views from customers in decision making process


✓ Redress : offering fair compensation 
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Responsibility 


(Consumer Issues)


✓ Respect customer privacy


✓ Assess human health risk assessment 


✓ Appropriate warranties and 
guarantees 


✓ Offer repairs / maintenance / 
replacement at a reasonable price. 
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Seven Core Issues of Social 
Responsibility 


(Community Involvement & 
Development)


✓ Based on the view that organisation is a stakeholder 
in the community 


✓ Education, community health services, promoting 
cultural values, social infrastructure 


✓ Consult representative community groups 


✓ Volunteer for community service 
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Responsibility 


(Community Involvement & 
Development)


✓ Cooperatives, partnerships, entrepreneurial 
ventures – creation of wealth within and 
not outside


✓ Benefits to be equally distributed 


✓ Integrate communities in activities of value 
chain 
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Critical Views of Standards 
(Sealy et al, 2010)


• Too generic (ISO, BS does one size fit all?)


• Too narrow in scope (ISO 14000, OHSAS 18000)


• Large variations in standards themselves to 
achieve certification, lack of consistency


• Only tests adoption of standards, not success or 
effectiveness of implementation 
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Other Issues…
(Dodds and Joppe, 2005)


• Too many certifications, lack of clarity and hence 
confusion 


• Lack of awareness by industry, consumers


• Lack of proven marketing benefits 


• High cost of adherence (Green globe, ISO)
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Group Discussion


How can hospitality companies move beyond 
basic standards compliance to fully integrate 
sustainability into their business strategy and 
culture?
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Lecture 
Quiz
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Registration, Check-in and Check-
out
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Rooms Division 
Management
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Session Outcomes


• Review the registration, check-in, 
and check-out processes


• Discuss strategies for managing 
room availability and assignments


• Evaluate how self-service options 
like self-checkout impact service 
quality
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Tutorial activity from last week


Prepare a 10 minute presentation and discuss the following 
points: 


1. How do you think the role of Front Office is changing?


 


2. What are the advantages and disadvantages of these 
changes? 


3. How might these changes impact the hospitality industry 
in the future? 
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Check-in / Registration 


• Hotels by law are required to keep a record of all guests (The 
Immigration (Hotel Records) Order 1972)


• Registering includes taking signatures of the guest physically (or 
electronically)


• Signature here is a must without which it would be difficult to prove 
their stay in case there is a dispute in charges etc.


• The information is very important in case emergency evacuation is 
needed



https://www.legislation.gov.uk/uksi/1972/1689/made

https://www.legislation.gov.uk/uksi/1972/1689/made
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Registration / Check-in


• Lots of information is sought from the guests –
administrative and marketing 


• This stage is also critical to check for accuracy 
of information provided at the time of the 
booking 


• Also a great opportunity for upselling
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Registration 
• The process starts with offering guest hospitality


 


• The reservation is then retrieved, either in electronic or paper 
form


• After this, you must check  registration card for completeness


• Check with the guest if booking details have changed


• Reconfirm payment (cash, card, complimentary, direct bill)


• Pre-authorisation – issues with cash?
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Registration 
• Extend credit facility to the guest (in accordance 


with previous step) 


• Allocate room – to meet needs of guest


• Confirm room rates (especially if you are offering 
split rate) – sign/initial


• Ensure that the guest knows what the room rate
includes


• Reconfirm departure date*  


• Promoting additional room sales: Upgrade
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Registration 


• Assign room key(s)


•  Never announce guests’ room number in a 
way that can be overheard by others


• Offer luggage assistance (as appropriate)


• Process guest folio – Key to mark as checked-
in…why?
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Reconfirming departure date


Reconfirming departure date is critical for 
many reasons, including: 


• Accuracy of room sales forecast


 


• Allocating room types to future arrivals 


• Housekeeping staffing needs – stayovers 
vs check-outs
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Room allocation 


• Room type 


• Features – views, features (proximity to lift, 
service pantry etc.) 


• Guests who are staying the longest should be 
prioritised 


• Guest preferences and special requests must 
be accounted 
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Room status 


• Let 


• Vacant and ready 


• Vacant and not ready 


• Unavailable (eg. Repair) 
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Managing room assignments 


• A relatively straightforward task if the room type booked is 
available (vacant and ready).


• However, a bit more complex when: 


– Hotel cannot accommodate guests' request for a specific 
room type


– Hotel can accommodate guests’ request but not at a time 
guest wants to check-in 


– Hotel cannot accommodate guests’ request on the day he is 
due to arrive
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Managing room assignments


• Hence, many hotels have a standard policy that a room can be 
booked, but room type cannot be guaranteed (but request is 
honoured wherever possible)


  


• In such circumstances, a delayed check-in may be requited 


• Delayed check-in refers to the procedure of assigning the room, but 
the process of issuing the key is delayed. 


• Normally, a variety of additional services are offered in case of 
delayed check-in (complimentary beverage, suggest 
bar/restaurant/spa)


• Rapid communication between Front Office and HK is required as a 







PUBLIC / CYHOEDDUS


Group Discussion:
Fit to receive 


The hotel is liable to offer accommodation to 
anyone as long as they are fit to be received. 


When is not someone fit to be received? 


What would you deal with a walk-in you do 
not want to offer accommodation to?
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Self-check in 


• Is it worth capital expenditure? 


• Reduced waiting times 


• Lower labour cost


• But lost sales opportunity 


• Opportunity to provide hospitality 
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Discussion point


Self-check in is becoming increasingly 
common


• What type of hospitality establishments 
should provide this option? 


• Divide into two groups. One group proposes 
three advantages, and the other three 
disadvantages of self-check in service. 
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Guest check out process 
• Guest requests check out 


• Reception staff enquires about the stay and collects 
feedback – room issues/comment cards


• Guest returns key (hard key vs electronic)


• Staff retrieves hard / soft copy of the folio 
(personal/corporate additional charges)


• Staff reviews folio for completeness and confirms that 
all charges have been posted
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Guest check out process 


• Guest checks the charges : What happens when charges 
are disputed by guests? 


• Guest makes payment in full (cash or cheque/blocking 
PoS charges)


• Print off / email bill


• Staff enquires about  future reservations


 


• Staff completes folio by settling the account in PMS. 
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Check-out


• The last step marks the room as 
departure in PMS


• Offer assistance with luggage 


• Confirm if airport drop is needed 


• Guest leaves a review of their stay, and 
potentially books for another visit
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Express check out 


• Guests leave key in the key drop 


• C/O completed in their absence 


• Important that guests are made aware 
of the service


 


• Especially useful in typical  rush periods 


• Essential that rooms are released 
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Group Exercise


In groups, map out the entire process 
of the guest experience, from prior to 


staying at a hotel, all the way to 
leaving a review after their stay.


 


All processes must be step-by-step.


21
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Tutorial activity for next session


• Individually reflect on the most unusual check-in / out you 
dealt with (or witnessed) during your time at reception? 


• What made this one so unique? 


• What were the circumstances? 


• How was the situation dealt with? 


• Would you have dealt with this situation in a different 
manner? 
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Q&A
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Vevox Quiz
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