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1) Wayne Gisslen - Professional cooking
%th edition

2) Labensky/Hause/Malley/Bevan/Sicoli - On cooking
Canadian edition

3) Sarah R.Labensky/alan M.Hause — On cooking
Second editio
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1) Complete cooking Baking
Cakes,Puddings,Pastries
2) Labensky/Hause/Malley/Bevan/Sicoli - On cooking
Canadian edition
3) Sarah R.Labensky/alan M.Hause — On cooking
Second edition
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2. Michael L. Kasavana and Richard M. Brooks " Managing Front Office
Operations"” The Educational Institute of the American Hotel and Lodging
Association, Sixth Edition, 2001.
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A - New Reservation
- Correction R.

- Cancel R.
-Messages.

- Options.

-Add on R.

- Share R.

- Rate Information.
- Waite list R.

- Guest Profile

B -Guest check in
- Correction Ch-in.
- Cancel Ch-in.
-Messages.

- Options.

-Add on R.

- Share Ch-in.

- Rate Information.
- Move Ch-in.

- Changes.

- Guest Profile.

C - Agent Reservation
- Source R.

- Agent R.

- Company R.

Reservations

- Walk-in

- Groups Reservation
- Block Maintenance.
- Block Header.

- Grids

Front Disk

A — Billing
B — Postings
C — Passer — By

Cashier
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D - Cashier
E —Batch Post
F — Receivables
J — Quick Check Out
- House Stats ¢
- House Keeping Rooms
- Out of Order Rooms Management
- Over Booking
-Room History
- Graphics
- Maintenance
- Property Management System - PMS °
- Sales & Catering -S&C
- Quality Management System - QMS 1
- Reservation System - ORS
- Central Information System - OCIS v
- X change Interface - OXI
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This unit introduces learners to the principles and objectives of customer service,
with a focus on business and services operations, for example hospitality, sports,
and travel and tourism. The unit will help learners develop an understanding of the
nature of a customer service culture and the principle of quality service in the
business and services management environment

sl yal) Salal) Calaal

Understand the important of customer service to hospitality businesses
Understand the basic concepts for high-quality customer service

Explain the important of determining customer expectations

> W np e

Understand the important of ensuring consistent service value.
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Unit | Unit name: Unit content
#
1 The Importance of e \What the customer buys
Customer Service e What is customer service
e [mpact of customer service
e Making a positive impression
e Competing the cycle
2 Basic Concepts e Who is the customer
for High-Quality e High — Quality customer service
Customers Service e Systems management approach
e The service — profit chain
3 Identifying ¢ Identifying internal customer expectations
Customer ¢ ldentifying external customer expectations
Expectations e Obtaining feedback from internal and external
customers
4 Ensuring e Proper and effective communication with the

Consistent Service
Value

customer

Guest satisfaction through suggestive selling
Managing the place and flow service
Service recovery

alal

National Restaurant Association, 2007 “Customer Service” Pearson,
Prentice Hall
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