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Mission: To reduce unemployment and underemployment in the District of Columbia by enhancing the skills of its residents.


	Term:
	Fall 2017
	Location: 
	Greenleaf Family Enrichment Center

	Course Title:
	Front Desk Representative (START)
October 2, 2017–October 26, 2017
	Course Number: 
	FDR/021A

	Contact Hours:
	45
	Instructional Days:
	15

	Time:
	M/T/W/TH 9:30 AM-12:30 PM
	Certification:
	AHLEI Front Desk Representative (START)

	Instructor:  
	Jessica Silva
	Email Address:
	jessica.silva@udc.edu

	Required Text/Readings:
	AHLEI Front Desk Representative (START)
	Edition:
	N/A



COURSE SCHEDULE & IMPORTANT DATES

	Site
	Town Hall
	Student Appreciation

	Greenleaf Family Enrichment Center
	TBA
	TBA 



Attendance at Town Halls and Student Appreciation Events is mandatory.  See monthly events calendar for additional events.

	COURSE DESCRIPTION:
	The Front Desk Representative course provides students with concise instructions for training new or prospective employees on how to perform key tasks correctly, along with the general hospitality knowledge and soft skills needed in the hospitality industry. At the end of the course, students are eligible to sit for the Front Desk Representative credential exam.

	COURSE OUTLINE:
	See the attached course outline on page 4 of this syllabus.

	PRE-REQUISITES:
	Guest Service – Hospitality and earned Certified Guest Service Professional (CGSP®) credential

	ELIGIBILITY FOR CERTIFICATION EXAM:
	To be eligible to take the certification exam students must complete the class successfully AND score 80% on the final exam. Please note WDLL only pays for one attempt at the certification exam.

	STUDENT LEARNING OUTCOMES (SLO):
	Upon course completion, students should be able to:
1. Demonstrate knowledge of the Front Desk Representative role.
2. Understand guestroom terms and rates.
3. Identify the difference between Pre-Arrival and Arrival.
4. Understand occupancy rates.
5. Explain the guest check out process.

	EVALUATION OF THE STUDENT:
	COURSE REQUIREMENTS: This course requires ten (10) homework assignments, one (1) midterm exam, and one (1) final exam during the semester. The student should take notes as well as reading the textbook. Evaluation of a student in  this course takes into account the following:
1. Scores on midterm exam and final exam.
2. Satisfactory completion of assigned homework assignments.

	GRADING WEIGHTS:
	There will be ten (10) homework assignments, one (1) final exam, and one (1) midterm exam. The final grade will be determined from the above criteria.

Homework Assignments (10) 60% (6% each)
Midterm Exam 20%
Final Exam 20%

A letter grade for this average will follow the grade scale which is found in the University Catalog as follows:
A= 90-100
B= 80-89
C= 70-79
F= 0-70

Students MUST earn a B grade or higher to pass this class and to be eligible to sit for the certification exam. Final grades are not debatable. Follow the above guidelines to calculate your grade for the course. It is the student’s responsibility to meet with the instructor before the end of the course to discuss her or his progress and to arrange for any assistance needed to successfully complete assignments. 

	PREPARATION FOR CAREERS:
	All students are required to schedule a meeting with a career counselor to review their resumes. While the meeting must take place before the semester ends, students must schedule the meeting by no later than the midterm. 

	DRESS CODE:
	All students are required to come to class on time wearing business attire and wearing your UDC identification card.
For Men: Pressed, collared, long-sleeved shirt with tie, Dress slacks, socks, belt, and shoes, Shirts should always be tucked in, Jeans UNACCEPTABLE
Closed-toe shoes.
For Women: Dress pants, skirt (at or below knee), or dress okay, Fitted blouses and sweaters/cardigans, scarves okay, Closed-toe shoes (pumps/heels <2.5 inches).

If you do not have professional attire, please visit UDC-CC 801 North Capital campus Career Services Center Dress for Success Rack. Alternatively, please visit Dr. Schweitzer in Room 105 at the Bertie Backus Campus.

	ATTENDANCE STATEMENT:
	Students are expected to attend all meetings of all classes (including lectures, seminars, laboratories and academic reinforcement activities) in which they are enrolled. Students are allowed to have 3 excused absences. More than 3 absences will affect your ability to take the certification exam for your program Pathway, unless an extenuating circumstance has been granted by the Dean. Any additional attendance accommodations beyond the 3 absences are at the discretion of the instructor. Other waivers of special considerations based on attendance is the discretion of the instructor. At the start of each semester, the instructor is responsible for describing the class attendance policy in the syllabus and distributing it to students.

	CANCELLATION OF CLASSES:
	If the UDC-Community College WDLL is closed or if classes are cancelled due to inclement weather, the scheduled work will be made up by adding additional classes to the end of the original schedule.

	ACADEMIC HONESTY:
	Cheating, plagiarism, and other acts of academic dishonesty will not be tolerated in this course. Using the ideas of others as if they were one’s own is plagiarism. Students must abide by the statement in the “Student Handbook” and conduct themselves honorably and ethically. The instructor will take appropriate action when academic dishonesty is revealed.

	INAPPROPRIATE CONDUCT IN THE CLASSROOM:
	The following behaviors and conduct are deemed inappropriate in the classroom:  
· Listening to iPods and similar devices with headphones. 
· Using a cell phone during class. This includes receiving calls and/or text messaging.  If any electronic device is heard during an examination, the instructor will deduct 10% of the exam grade per event.
· Conducting personal conversations with classmates while the class is in session.
· Interrupting the instructor with outburst comments. 
· Derogatory comments directed at the instructor or students.
· Minors and uninvited guests in the classroom. 

If uncertain about what is “inappropriate” conduct, refer to the University of the District of Columbia: Code of Student Conduct at www.udc.edu/student_affairs/conduct.htm

	COMPUTER USAGE:
	The computers should only be used for the specific activities related to your class. The University owns the computers. No one shall download or knowingly distribute a computer virus or other destructive programs on the computers. 

	SEXUAL HARASSMENT AND RACIAL DISCRIMINATION POLICY:
	It is the policy of the University of the District of Columbia that sexual harassment and racial harassment in any way of its students, staff, and applicants for employment or admission to the Community College are prohibited. The Community College will provide work sites and classrooms free of sexual harassment and monitor conditions so that instances of sexual harassment are prevented or detected soon after their occurrence. The Community College will examine impartially all complaints of sexual harassment and attempt to resolve them as promptly as possible

	STUDENTS WITH DISABILITIES:
	AMERICANS WITH DISABILITIES ACT (ADA) and Section 504 of the Rehabilitation Act of 1973 Policy Statement 

The University of the District of Community College is committed to providing accommodations for individuals with disabilities for the academic programs the college offers. This course complies with the Americans with Disabilities Act (ADA) and the Rehabilitation Act of 1973 in providing accommodation/s to students with a disability/s. Students must self-disclose and provide documentation in order to  be eligible for accommodation/s. If you are a student who is disabled and require assistance or support services, please contact the Office of Counseling & Disability Services (OCDS), Ms. Avetta White at the 801 North Capitol Street, NE Campus-Room 218, (202) 274-6182 or awhite@udc.edu.

	COUNSELING SUPPORT SERVICES:
	The UDC-CC Office of Counseling & Disability Services (OCDS) mission is to provide confidential counseling and disability services that accommodate and serve the emotional, psychological, and physical needs of UDC-CC students. OCDS provide support and referral services to students in the form of individual counseling, accommodations for persons with disabilities, crisis intervention, workshops and programs for UDC-CC students. All services of OCDS are provided under the confines of confidentiality. The mentioned areas are a summary of the services OCDS provides. OCDS welcome students to utilize these services. Contact an OCDS Counselor to receive counseling or disability services (no cost to students) at awhite@udc.edu (202) 274-6839 (office line) or 801 North Capitol Street, NE Campus in Room 218 and 219.

	EQUAL OPPORTUNITY AND AFFIRMATIVE ACTION STATEMENT:
	The University of the District of Columbia actively subscribes to a policy of equal opportunity in education.





	OBJECTIVES
	ACTIVITIES / ACTIONS

	
	

	Week 1: Front Desk Representative
12 Cumulative Hours

	Day 1 –  Monday,  October 2, 2017 Introduction Discussion
Course Objectives
Handouts: Syllabus, Code of Student Conduct
	1. Introductions
2. Syllabus Review and Classroom Expectations
3. What is a front desk representative?
4. Define front desk representative
5. Role of the front desk representative
6. Qualities of a front desk representative
7. What is customer service?
8. Definition of customer service
9. Customer service attributes
10. Personal Appearance
11. Homework Assignment (Cover Letter and Resume)

	Day 2 – Tuesday,  October 3, 2017
10 Traits of a Great  Hotel Front Desk Agent – Class Handout
	1. Empathy and caring
2. Willing to Go Above and Beyond
3. Ability to Anticipate Guests’ Needs
4. Engaging and Inquisitive
5. Calm and Composed
6. Always Smiling
7. Knowledgeable about the Local Area
8. Resourceful
9. Energetic
10. A Great Ambassador for the Hotel
11. Class Discussion:  What are more traits that make a Front Desk Agent Great?
12. First Impressions
13. https://www.youtube.com/watch?v=s3aR3yP4aKg
14. Homework Assignment (Search Internet and find Front Desk Job Postings)

	Day 3 – Wednesday, October 4, 2017
Front Desk Etiquette


	1. Homework Review: Front Desk Job Postings
2. Handout – The Perfect Hotel Front Desk Agent Job Description
3. What is Front Desk Etiquette?
4. 10 Commandments of Front Desk Clerks Handout
5. First Impressions (Review video from previous day)
6. Honesty
7. Focus
8. Body Language
9. Demeanor
10. Work Area
11. Technical Expertise
12. Personal Service
13. Final Impressions
14. SlideShare PowerPoint - http://www.slideshare.net/pratibhatrivedi/front-desk-etiquettes  
15. Homework Assignment (Digital Literacy Assignment)

	Day 4 – Thursday, October 5, 2017
Quality Guest Service
	1. The Power of the Guest Story
2. What does the “Power of the Guest Story” Mean?
3. Guest Communication
4. Handling and Resolving Guest Requests and Complaints
5. Escorting Guests and Giving Directions
6. VIPs
7. Dealing with Guests Under the Influence of Alcohol
8. Handling guest requests and complaints
9. Folios 
10. Guestroom Equipment and Amenities
11. In-Room Safes and Safe Deposit Boxes
12. Why is This Customer Service Story SO Inspiring? 
https://www.youtube.com/watch?v=8T54rQrMleA 
13. Homework Assignment (Digital Literacy Assignment)

	Week 2: Front Desk Representative
12 Cumulative Hours

	October 9, 2017
	Columbus Day (University Closed)

	Day 5 –  Tuesday, October 10, 2017
Getting to Know the Front Desk

	Week 1 Recap 
1. Point-of-Sale Equipment
2. Property Management System (PMS)
3. Reservations
4. Guestrooms
5. Guest Service Role in Cleanliness and Safety
6. Loyalty Programs
7. Check Out Cash Bank
8. Front Office Logbook
9. What is the Front Office Logbook
10. Updating the Front Office Logbook
11. Arrival Lists
12. Block and Unblock Rooms
13. Set-up Preregistrations
14. Preregister and Check-in Group Arrivals
15. Help Guests Make Room Reservations
16. Help Guests Cancel Room Reservations
17. Homework Assignment (Digital and Math Literacy Assignment)

	Day 6 –  Wednesday, October 11, 2017
All Employee Knowledge Exercise
	1. Prepare for Check-Ins
2. Begin Guest Check-In
3. Establish Guest Payment Method
4. Use Cash Bank
5. Tax-Exempt Guests
6. Issue and Control Keys
7. Use Effective Sales Techniques During Check-In
8. VIPs
9. Relocate Guests in Sole-Out Situations
10. Finish Guest Check-In
11. Establish Payment Method During Check-In
12. Use the Cash Bank
13. Initiate Guest Check-In
14. Present Registration Card During Check-In
15. Finish Guest Check-In
16. Hotel Front Desk Check-In training video
https://www.youtube.com/watch?v=B3pb8y-0Cos&t=31s 
17. Homework Assignment (Digital and Math Literacy Assignment)

	Day 7 –  Thursday, October 12, 2017
All Employee Knowledge Exercise



	1. Relocate Guests in a Sold-Out Situations
2. Assign Safe Deposit Boxes
3. Verify Tax-Exempt Guests
4. Assign Wait Stats When Rooms Are Not Ready for Check-In
5. Process Room Changes
6. Follow-up Courtesy Call
7. Run Credit Check Reports
8. Currency Exchange
9. Post and Adjust Charges
10. Process Guaranteed No-Shows
11. Transfer Allowable Guest Charges
12. Keeping the Front Desk Orderly
13. Homework Assignment (Digital and Math Literacy Assignment)

	Week 3: Front Desk Representative
12 Cumulative Hours


	Day 8 –  Monday, October 16, 2017
All Employee Knowledge Exercise



	1. Organize and Maintain the Front Desk
2. Issue Replacement Room Keys
3. Process Room Changes
4. Schedule Wake-Up Calls
5. Run credit Check Reports and Collect Payments
6. Process Guest Faxes, Deliveries, Mail, and Copies
7. Post and Adjust Charges
8. Settle Guest Accounts
9. Automatic Check-Outs
10. Handle Late Guest Check-Outs
11. Reconcile Room Status
12. Process Late Charges
13. Adjust Disputed Guest Charges
14. Perform Bucket or Tub Check
15. Complete the Shift Checklist
16. Homework Assignment (Digital Literacy Assignment)

	Day 9 –  Tuesday, October 17, 2017
All Employee Knowledge Video
	Week 2 Recap / Midterm Exam
1. Process Guest Check-Outs
2. Process Automatic Check-Outs
3. Process Late Guest Check-Outs
4. Process Late Charges
5. Reconcile Room Status
6. Perform Bucket of Tub Checks
7. Perform a Night Audit
8. Complete and Turn in the Shift Checklist
9. Turn in Cash Bank
10. Hotel Front Desk Check Out Training Video
https://www.youtube.com/watch?v=YP7W5O4MfvI 
11. Homework Assignment Handouts: Quiz 1 & Quiz 2 (T-32 & T-33)

	Day 10 –  Wednesday, October 18, 2017
All Employee Knowledge Video
	1. Review Handouts: Quiz 1 & Quiz 2 (T-32 & T-33)
2. Describe the Purpose and tasks of the Front Desk Representative
3. Identify the Various Equipment and Systems a Front Desk Agent Uses
4. Describe the Procedures for Assignment and Granting Access to Safe Deposit Boxes
5. Define Different Types of Reservations
6. Identify and Define Some of the Basic Room Inventory, Status, and Rate Terms
7. Describe the Loyalty Programs
8. Discuss the Various Tasks Front Desk Representatives Perform During the Pre-Arrival Stage
9. Identify the Steps and Tasks Involved in the Check-In Process
10. Summarize the Importance of Key Control at the Front Desk
11. Discuss How Front Desk Representatives Can Use Effective Sales Techniques While Checking-In Guests
12. In-class digital assignment – 20 Front Desk Commandments
http://www.proprofs.com/quiz-school/story.php?title=20-front-desk-commandments 

	Day 11– Thursday, October 19, 2017
Departure / End of Shift Procedures
(Day 1)


	1. Discuss the Procedures for Dealing with VIPs
2. Explain the Process for Relocating Guests in Sold-Out Situations
3. Discuss the Various Tasks Front Desk Representatives Typically Perform During the Occupancy Stage
4. Discuss the Steps Involved in Processing the Various Types of Guest Check-Outs
5. Discuss the Processing of Late Charges
6. Summarize the Process of Late Charges
7. Homework Assignment: Study for Midterm Exam

	Week 4: Front Desk Representative
12 Cumulative Hours

	Day 12 – Monday, October 23, 2017
Practice AHLEI Exam
	1. Midterm Exam: Practice AHLEI Test
2. Student Presentations (if applicable)

	Day 13 - Tuesday, October 24, 2017
Onetonline.org 
	Week 3 Recap 
http://www.onetonline.org/link/summary/43-4081.00
Overview of a Front Desk In-class digital literacy assignment
1. Tasks
2. Tools & Technology
3. Knowledge
4. Skills
5. Abilities
6. Work Activities
7. Detailed Work Activities
8. Work Context
9. Job Zone
10. Education
11. Student Presentations (if applicable)
12. Homework Assignment – Choose a customer service occupation –write a one paragraph summary as to why you choose this occupation.

	Day 14 – Wednesday, October 25, 2017
Assessment 
Review
	Review for the AHLEI Front Desk Representative (START) Certification Assessment


	Day 15 – Thursday, October 26, 2017
AHLEI Front Desk Certification Exam
	AHLEI Front Desk Certification Exam
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DISCLAIMER

The instructor of this course reserves the right to change appropriate
course content areas of this syllabus and to provide students with notice
of the change within a reasonable time frame.
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