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 Elective Hotel Operations (Front Office Services) 

Prerequisite None 

1st TERM 

Performance Standard The learner will create an organizational chart for the front office department, detailing the 
roles and responsibilities of front office personnel. 

 
Content Standard 

The learner demonstrates an understanding of the hotel front office and its organization and the 
importance of occupational safety and health standards in hotel operations. 

Week Learning Competency Suggested Activities 

1-3 ●​ Discuss the overview of the hotel front office 
and organization. 

Activity 1: Front Office Overview Report​
Task: Write a report summarizing the roles, 
functions, and importance of the hotel front office 
in overall operations. 
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Week Learning Competency Suggested Activities 

Activity 2: Front Office Presentation​
Task: Create a visual presentation outlining the 
structure and functions of a hotel front office. 

4-7 ●​ Apply the principles of service quality and 
guestology 

Activity 1: Service Quality Reflection​
Task: Write a reflection on the principles of service 
quality and guestology and how they affect guest 
satisfaction. 

​
Activity 2: Guest Interaction Simulation​
Task: Simulate guest interactions demonstrating 
proper guestology and service quality principles. 

8-9 

 

 

 

 

 

●​ Explain the organizational structure and 
personnel’s duties and responsibilities. 

Activity 1: Organizational Structure Report​
Task: Prepare a report detailing the front office 
organizational structure and responsibilities of each 
personnel. 
​
Activity 2: Organizational Chart Creation​
Task: Create an organizational chart of a hotel 
front office and explain the duties of each position. 

10 

 

●​ Describe the various areas of the front office 
and operational structure. 

Activity 1: Front Office Area Study​
Task: Write a description of the different areas in 
the front office and their operational roles. 
​
Activity 2: Operational Layout Simulation​
Task: Create a mock layout of front office 
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Week Learning Competency Suggested Activities 

operations showing workflow between areas. 
Performance 
Standard 

The learners perform stages of the guest cycle. 

Content 
Standard 

The learners demonstrate understanding on guestrooms, hotel guest cycle, and reservations. 

11 ●​ Categorize different guestrooms, amenities, 
safety and security measures, technology and 
cultural considerations in a guestroom 

 

Activity 1: Guestroom Analysis​
Task: Categorize types of guestrooms and identify 
amenities, safety features, and cultural 
considerations. 

​
Activity 2: Guestroom Presentation​
Task: Present different types of guestrooms with 
emphasis on technology, safety, and cultural 
factors. 

Suggested 
Performance 
Tasks  

●​ Individual Performance Task: Housekeeping Form Review 
Task:​
Choose one housekeeping form (e.g., room inspection checklist, maintenance report, linen 
inventory sheet).​
Explain its purpose and how it helps in monitoring and evaluating housekeeping operations. 
 

●​ Group Task: Safety Hazard Identification Activity 
Task:​
As a group, list at least five common safety hazards in housekeeping (e.g., wet floors, chemical 
exposure, heavy lifting, sharp objects, electrical issues).​
Provide the correct safety practices or preventive measures for each hazard. 
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Week Learning Competency Suggested Activities 

 
 

2nd TERM 

Performance 
Standard The learners perform stages of the guest cycle. 

Content 
Standard The learners demonstrate understanding on guestrooms, hotel guest cycle, and reservations. 

1-4 ●​ Demonstrate the different guest cycle in a hotel Activity 1: Guest Cycle Report​
Task: Write a report explaining each phase of the 
guest cycle from pre-arrival to post-departure. 

​
Activity 2: Guest Cycle Simulation​
Task: Simulate the complete guest cycle including 
check-in, stay, and check-out processes. 

5-7 ●​ Analyze the various types of reservations, 
reservation systems and technology, and 
reservation process and policies. 

Activity 1: Reservation Analysis​
Task: Write a report comparing different types of 
reservation systems, technologies, and policies. 

​
Activity 2: Reservation Simulation​
Task: Simulate handling different types of 
reservations using a mock reservation system. 

Performance 
Standard The learners demonstrate billing procedures, cashiering functions, payment processing methods. 
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Week Learning Competency Suggested Activities 

Content 
Standard 

The learners demonstrate understanding on guest accounting and cashiering, night audit and yield 
management. 

8-9 ●​ Explain the importance of guest accounting and 
cashiering. 

Activity 1: Guest Accounting Report​
Task: Write a report explaining the purpose of 
guest accounting, billing, and cashiering 
procedures. 

​
Activity 2: Billing Simulation​
Task: Simulate guest check-out including billing, 
cashiering, and proper accounting procedures. 

10 ●​ Demonstrate a step-by-step understanding of 
night audit procedures. 

Activity 1: Night Audit Report​
Task: Prepare a step-by-step guide explaining the 
night audit process and its importance in front 
office operations. 

​
Activity 2: Night Audit Simulation​
Task: Perform a mock night audit, recording 
transactions and preparing reports. 

11 ●​ Apply the principles of yield management. Activity 1: Yield Management Case Study​
Task: Analyze a case study to demonstrate 
understanding of yield management principles in 
hotel operations. 

Activity 2: Yield Management Exercise​
Task: Create a plan to optimize room revenue 
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Week Learning Competency Suggested Activities 

using yield management strategies. 

 

Suggested 
Performance  
Tasks   

●​ Individual Performance Task: Pricing Adjustment Exercise 
Task:​
Given a sample hotel room with changing demand (low, medium, peak season), set three different 
room rates using yield management principles.​
Explain briefly why each rate is appropriate for its demand level. 
 

●​ Group Task: Yield Management Simulation 
Task:​
As a group, manage a mock hotel with 10 rooms for one week.​
You will: 

○​ Set daily room rates  
○​ Adjust prices based on demand scenarios (e.g., events, weekends, low demand days)  
○​ Track occupancy and revenue 

3rd TERM 

Performance 
Standard 

The learners perform procedures in preparing coffee based and non-coffee-based beverages based on the 
industry practices 

Content 
Standard The learners exhibit customer service relation skills. 

1 ●​ Explain the importance of private branch 
exchange and uniformed service in hotel front 
office operations. 

 

Activity 1: PBX and Uniform Service Report​
Task: Write a report explaining the role of PBX and 
uniformed service in enhancing guest experience. 

​
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Week Learning Competency Suggested Activities 

Activity 2: PBX & Service Simulation​
Task: Simulate PBX handling and uniformed 
service scenarios to demonstrate proper 
communication and guest assistance. 

2-11 ●​ Demonstrate techniques for handling guest 
complaints. 

Activity 1: Complaint Handling Reflection​
Task: Write a reflection identifying proper 
techniques for handling guest complaints 
effectively. 

​
Activity 2: Complaint Role-Play Simulation​
Task: Simulate handling various guest complaints, 
demonstrating professional and courteous 
resolution techniques. 

Suggested 
Performance 
Tasks  

Task:​
Choose one sample guest complaint (e.g., noisy room, delayed service, wrong order).​
Write a short response script demonstrating proper techniques: 

○​ Active listening  
○​ Empathy  
○​ Apology  
○​ Offering solutions 

●​ Group Task: Complaint Handling Role-Play 
Task:​
In pairs or groups of three, perform a role-play of a guest complaint scenario.​
Show effective techniques such as acknowledgment, calm communication, solution offering, and 
follow-up. 


	●​Group Task: Yield Management Simulation 
	●​Group Task: Complaint Handling Role-Play 

