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Please note that each elective under TechPro: FCS is studied for one term. This is applicable under Grades 11 and 12.

Term

Elective Hotel Operation (Front Office)

e 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.

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

e The learners demonstrate understanding of PBX (Private Branch Exchange), uniformed
services, service excellence, and guest recovery.

Content Standard

The learner will create an organizational chart for the front office department, detailing the
roles and responsibilities of front office personnel. The learners perform stages of the guest
cycle. The learners demonstrate billing procedures, cashiering functions, payment processing
methods. The learners exhibit customer service relation skills.

Performance Standard

Week Learning Competency Suggested Activities
e Discuss the overview of the hotel front office ¢ Front Office Overview Report
and organization. o Write a report summarizing the roles,
1 e Apply the principles of service quality and functions, and importance of the hotel
guestology. front office in overall operations.
e Front Office Presentation
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o Create a visual presentation outlining
the structure and functions of a hotel
front office.

Service Quality Reflection

o Write a reflection on the principles of
service quality and guestology and
how they affect guest satisfaction.

Guest Interaction Simulation

o Simulate guest interactions
demonstrating proper guestology and
service quality principles.

e Explain the organizational structure
personnel’s duties and responsibilities.

and

e Describe the various areas of the front office

and operational structure.

Organizational Structure Report
o Prepare a report detailing the front
office organizational structure and
responsibilities of each personnel.
Organizational Chart Creation
o Create an organizational chart of a
hotel front office and explain the
duties of each position.
Front Office Area Study
o Write a description of the different
areas in the front office and their
operational roles
Operational Layout Simulation
o Create a mock layout of front office
operations showing workflow between
areas.

e Explain the organizational structure

and

Organizational Structure Report

)
DepED N

Page 2 of 6
Last updated April 8, 2026



Budget of Work Grade 11/ Grade 12 | TechPro: FCS - Hotel Operation (Front Office)

personnel’s duties and responsibilities.

Describe the various areas of the front office

and operational structure.

Categorize different guestrooms, amenities,
safety and security measures, technology and

cultural considerations in a guestroom.

o

Organizational Chart Creation

o

Front Office Area Study

o

Operational Layout Simulation

o

Guestroom Analysis

@)

Guestroom Presentation

@)

Prepare a report detailing the front
office organizational structure and
responsibilities of each personnel.

Create an organizational chart of a
hotel front office and explain the
duties of each position.

Write a description of the different
areas in the front office and their
operational roles

Create a mock layout of front office
operations showing workflow between
areas.

Categorize types of guestrooms and
identify amenities, safety features, and
cultural considerations.

Present different types of guestrooms
with emphasis on technology, safety,
and cultural factors.

Demonstrate the different guest cycle in a

hotel.

Guest Cycle Report

@)

Guest Cycle Simulation

@)

Write a report explaining each phase
of the guest cycle from pre-arrival to
post-departure.

Simulate the complete guest cycle
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including check-in, stay, and check-out
processes.

Analyze the various types of reservations,
reservation systems and technology, and
reservation process and policies.

Reservation Analysis
o Write a report comparing different
types of reservation systems,
technologies, and policies.
Reservation Simulation
o Simulate handling different types of
reservations using a mock reservation
system.

Explain the importance of guest accounting and
cashiering.

Guest Accounting Report
o Write a report explaining the purpose
of guest accounting, billing, and
cashiering procedures.
Billing Simulation
o Simulate guest check-out including
billing, cashiering, and proper
accounting procedures.

Demonstrate a step-by-step understanding of
night audit procedures.

Night Audit Report
o Prepare a step-by-step guide
explaining the night audit process and
its importance in front office
operations.
Night Audit Simulation
o Perform a mock night audit, recording
transactions and preparing reports.

)
DepED N

Page 4 of 6
Last updated April 8, 2026



Budget of Work Grade 11/ Grade 12 | TechPro: FCS - Hotel Operation (Front Office)

)
DefED N

Apply the principles of yield management. e Yield Management Case Study
o Analyze a case study to demonstrate
understanding of yield management
s principles in hotel operations.
e Yield Management Exercise
o Create a plan to optimize room
revenue using vyield management
strategies.
Explain the importance of private branch e PBX and Uniform Service Report
exchange and uniformed service in hotel front o Write a report explaining the role of
office operations. PBX and uniformed service in
enhancing guest experience.
9 e PBX & Service Simulation
o Simulate PBX handling and uniformed
service scenarios to demonstrate
proper communication and guest
assistance.
Demonstrate techniques for handling guest e Complaint Handling Reflection
complaints. o Write a reflection identifying proper
techniques for handling guest
complaints effectively.
10 to 11 e Complaint Role-Play Simulation
o Simulate handling various guest
complaints, demonstrating
professional and courteous resolution
techniques.
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Suggested
Performance Tasks

Individual Performance Task: Front Office Org Chart Creation
o Individually create a detailed organizational chart for the front office, including all
positions and their respective roles and responsibilities.
Group Task: Organizational Chart Presentation
o In groups, consolidate individual charts to design a comprehensive front office
organizational chart and present it, explaining the flow of responsibilities.
Individual Activity: Guest Cycle Report
o Write a report describing each stage of the guest cycle (pre-arrival, arrival,
occupancy, departure, post-departure) and key tasks involved.
Group Activity: Guest Cycle Simulation
o In groups, role-play a full guest cycle for a simulated hotel stay, including
check-in, guest services, and check-out procedures.
Individual Activity: Billing and Cashiering Practice
o Individually perform mock billing and payment processing for a guest, including
cash, card, and electronic transactions.
Group Activity: Billing and Payment Simulation
o In groups, simulate multiple guest check-outs, managing cashiering functions and
reconciling payments to ensure accuracy.
Individual Activity: Customer Service Reflection
o Write a reflection analyzing effective customer service techniques and their
importance in guest satisfaction.
Group Activity: Customer Service Role-Play
o In groups, simulate various guest interaction scenarios including complaints,
inquiries, and special requests to practice customer service skills.
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