
 
 

Course Title:  Introduction to Hospitality and Tourism 

Course Number:  8850110 

Course Credit: 1 

* A “W” after the section number indicates that the standard is covered in the Student Workbook. 

Number Standard Year 1 Section Year 2 Section 
01.0 Identify careers in the hospitality and tourism industry.  The student will be able to: 

 

01.01 List career positions in a variety of hospitality and tourism-
related industry components (i.e., ground transportation, 
cruise, air travel, accommodations, food service, retail, 
corporate travel, leisure and recreation travel, conventions 
and special events, i.e., sports venues).   

2.3, 2.3W, 2.4, 2.4W 2.1, 2.1W, 1.3, 1.3W  

01.02 Explain duties and responsibilities for the identified 
hospitality and tourism positions.   

2.5, 2.5W, 2.6,  2.1, 2.1W, 1.3, 1.3W 

01.03 Identify skills and knowledge needed by hospitality and 
tourism professionals. 

2.5, 2.5W, 2.6, 2.6W 2.1, 2.1W, 1.3, 1.3W 

01.04 Identify requirements for entry and career advancement in 
the hospitality and tourism industry. 

2.5, 2.5W, 2.6, 2.6W, 2.7, 
2.7W 

2.1, 2.1W, 1.3, 1.3W 

01.05 Identify advantages and disadvantages of working in the 
hospitality and tourism industry. 

2.1, 2.1W, 2.2, 2.2W,  1.1, 1.1W, 1.2, 1.2W, 1.3, 
1.3W, 1.4, 1.4W, 1.5, 1.5W, 
1.6, 1.6W, 1.7, 1.7W 

01.06 Complete a self-assessment and analysis of lifestyle goals 
and aspirations to evaluate for employment suitability in the 
hospitality and tourism industry. 

2.6, 2.6W, 1.7, 1.7W,  1.3, 1.3W, 1.4, 1.4W, 1.5, 
1.5W 

01.07 Develop an individualized education and career plan related 
to the hospitality and tourism industry.   

1.4, 1.4W,  1.1, 1.1W, 1.2, 1.2W 

01.08 Develop an understanding of terminology and acronyms 
used the Hospitality & Tourism industry. 

1.2, 1.2W, 1.4, 1.4W 1.1, 1.1W, 1.2, 1.2W 

01.09 Understand the differences between international, domestic 
and local hospitality and tourism. 

1.6, 1.6W, 1.7, 1.7W,  1.1, 1.1W, 1.2, 1.2W 



 
 

01.10 Identify business, professional, student industry associations 
and available industry certifications. 

2.4, 2.5, 2.6  

02.0 Research the various aspects of the hospitality and tourism industry. The student will be able to: 

02.01 Summarize the history and development of the hospitality 
and tourism industry (i.e., airline deregulation, highway 
system, and globalization) as well as the changes and growth 
the lodging industry has experienced.   

 1.1, 1.1W, 1.2, 1.2W  

02.02 Identify the travel documents needed by travelers for both 
international and domestic travel and recognize the impact 
of improper documentation. 

3.4, 3.4W  

02.03 Identify factors that influence a traveler to select a travel 
destination (e.g., weather, culture, climate, cost, natural 
resources, and medical factors). 

3.2, 3.2W 3.1, 3.1W, 3.2 

02.04 Distinguish features of different travel websites.  5.7, 5.7W 

02.05 Identify current trends in the hospitality and tourism industry 
(e.g. staycations, daycations, ecotourism, medical tourism).   

 3.1, 3.1W, 3.2 

02.06 Identify modes and uses of transportation and discuss 
advantages and disadvantages of each (i.e., ground, air and 
sea transportation, and cruise). 

11.4, 11.4W  

02.07 Identify types of lodging properties and ownership 
structures. 

11.2, 11.2W 1.4, 1.4W 

02.08 Explain factors that affect room rates and package plans 
(such as seasonality). 

5.2, 5.2W, 5.4, 5.4W 6.6, 6.6W 

02.09 Discuss and identify aspects of the cruise industry and types 
of cruise ships (luxury, mega, adventure, and river). 

11.3, 11.3W  

02.10 Identify types of food service operations, segments, and 
ownership structures. 

10.2, 10.2W,  10.1, 10.2W, 10.3, 10.3W, 
10.4, 10.4W, 10.5, 10.5W 

02.11 Identify components of leisure and business travel in the 
hospitality and tourism industry, including the role of 
conventions, sporting events and special events. 

 10.2 

02.12 Explain economic factors that affect the hospitality and 
tourism industry (i.e., fuel costs, airline industry 

  



 
 

consolidations, availability of consumer’s discretionary 
money, state tax). 

02.13 Research the Florida tourism website (www.visitflorida.com) 
as well as your local tourism website and compare it to other 
state tourism sites and/or state vs. the local site. 

  

03.0 Demonstrate employability skills necessary for success in hospitality and tourism occupations.  The student will be able 
to: 

03.01 Identify and utilize resources used in a job search for a 
hospitality and tourism related career (e.g., networking with 
professional organizations, social media, Internet). 
 

2.7, 2.7W 1.1, 1.1W, 1.2, 1.2W, 1.3, 
1.3W 

03.02 Participate in a discussion on ways social media may 
negatively impact job search and career. 

2.7 5.7, 5.7W 

03.03 Identify steps in the application process and documents 
required when applying for employment (e.g., application, 
references, W-4, I-9).   

 11.2, 11.3, 11.3W 

03.04 Create a customized resume, follow-up letter, cover letter 
and thank you letter. 

2.8, 2.8W  

03.05 Generate and organize a professional portfolio of student 
work and projects. 

2.7, 2.7W  

03.06 Identify and demonstrate appropriate dress and grooming 
for employment.   

2.7, 2.7W  

03.07 Identify and demonstrate effective interviewing skills (e.g., 
behavioral), including effective responses to common 
interview questions.   

2.8, 2.8W 11.2, 11.2W 

03.08 Identify strategies for handling illegal interview and 
application questions.   

2.8, 2.8W 11.2, 11.2W 

03.09 Discuss importance of drug tests and criminal background 
checks in the application process and how it may impact job 
securement. 

 11.1, 11.2, 11.3, 11.4, 
11.5W 



 
 

03.10 Demonstrate the use of software products as they pertain to 
the industry (i.e. \word processing, spreadsheet, and 
industry-related products). 

  

03.11 Demonstrate time management skills with on-task behavior 
and self-pacing in accomplishing work assignments. 

3.1W 1.6, 1.6W 

03.12 Identify qualities typically required for promotion (e.g., 
productivity, dependability, responsibility).   

2.10 1.5, 1.5W 

03.13 List qualities necessary to be an effective team player (e.g., 
respect). 

2.9, 2.9W, 2.10, 2.10W 1.7, 1.7W 

03.14 Demonstrate ability to work cooperatively with team 
members, supervisors, and guests from diverse cultural 
backgrounds. 

6.4, 6.4W 1.5, 1.5W, 1.6, 1.6W, 1.7, 
1.7W 

03.15 Identify sensitive workplace issues and the laws that regulate 
them (e.g., gender equity, cultural diversity, professional 
ethics, sexual harassment, disability, age discrimination). 

 11.1, 11.1W, 11.5, 11.5W 

03.16 Identify, define, and demonstrate professional interpersonal 
skills and personality traits. 

1.5, 2.9 5.1, 5.2, 5.3, 5.4, 5.5 

03.17 Demonstrate ability to use creative problem-solving, 
decision-making, and critical-thinking strategies. 

6.3W 5.6, 5.6W, 3.4, 3.4W 

03.18 Compare & contrast appropriate/inappropriate workplace 
social behavior and work ethics. 

6.4, 6.4W  5.1, 5.2, 5.3, 5.4, 5.5 

03.19 Listen to others with respect and accept 
feedback/constructive criticism. 

6.2, 6.2W, 6.3, 6.3W, 6.6, 
6.6W, 6.7, 6.7W,  

5.1, 5.1W, 5.2, 5.3, 5.4, 5.5 

03.20 Explain importance of maintaining confidentiality of business 
matters. 

  

03.21 Express importance of supporting and following company 
policies and procedures (e.g., attendance, tardiness). 

7.8, 7.8W 5.4, 5.4W 

04.01 Examine communication and technology skills in the hospitality and tourism industry.  The student will be able to: 

04.01 Describe effective staff communication and its uses (i.e., 
interpersonal, departmental, interdepartmental, company). 

6.7, 6.7W 5.1, 5.2, 5.3, 5.4, 5.5 

04.02 Identify, read, and comprehend written communications and 
forms utilized in the workplace. 

6.5, 6.5W 5.8, 5.8W 



 
 

04.03 Prepare a business letter, memo, e-mail, and company social 
media communications, such as a press release. 

6.5, 6.5W 5.8, 5.8W 

04.04 Research social and professional networking websites 
(Twitter, Facebook, LinkedIn, etc.), and explain how these 
sites affect the hospitality industry and its employees. 

 5.7, 5.7W 

04.05 Describe positive guest/client relations and identify 
circumstances that lead to negative customer experiences. 

4.4, 4.4W, 4.5, 4.5W 4.2, 4.3, 4.3W, 4.4, 4.5, 
4.5W 

04.06 Identify and demonstrate conflict resolution techniques 
related to customer service (i.e., resolving complaints, 
disputes, and negotiations). 

4.4, 4.4W, 4.5, 4.5W 4.4, 4.5, 4.5W, 3.2, 3.3, 
3.3W 

04.07 Identify techniques of appropriate phone etiquette (i.e. 
answering, placing on hold, recording messages, transferring 
and complaint telephone calls).   

6.3, 6.3W 3.2, 3.2W 

04.08 Demonstrate effective etiquette/netiquette in a business 
situation. 

6.4, 6.4W 2.5, 2.5W 

04.09 Discuss importance of developing networking skills to expand 
contacts within the industry. 

6.2, 6.2W  

04.10 Discuss importance of providing clear directions, 
interpretations, descriptions, and explanations.   

6.3, 6.6, 6.6W 5.4, 5.4W 

04.11 Create and deliver an oral presentation using appropriate 
software. 

 5.8, 5.8W 

04.12 Locate and explain information found in trade journals, 
manuals, graphs, schedules, charts, diagrams, maps, and 
Internet to prepare an itinerary.   

  

05.0 Examine the guest cycle process.  The student will be able to: 

05.01 Identify the stages of the guest experience cycle and the 
activities associated with each stage. 

4.1, 4.2, 4.2W 3.1, 3.1W, 3.2, 3.2W, 3.3, 
3.3W, 3.4, 3.4W 

05.02 Recognize the impact social media has on the guest cycle 
process. 

4.1, 4.1W 5.7, 5.7W 

05.03 Discuss the value of customer feedback in surveys on the 
guest cycle process. 

4.6, 4.6W 3.1, 3.1W 



 
 

05.04 Explain the importance and impact of sensitivity to cultural 
diversities in relation to the guest cycle process. 

4.2, 4.2W, 4.3, 4.3W, 4.4, 
4.4W 

2.5, 2.5W, 2.7, 2.7W 

05.05 Recognize the effect communication (body language, foreign 
phrases) has on the guest cycle process. 

4.2, 4.2W, 4.3, 4.3W, 4.4, 
4.4W 

5.1, 5.1W 

05.06 Explain the objective of providing seamless guest 
experiences. 

4.3, 4.3W, 4.4, 4.4W 3.2, 3.2W 

05.07 Identify the role of guest recovery during the handling of 
guest complaints, issues, or problems. 

4.5, 4.5W 3.3, 3.3W 

05.08 Explain how and why guest satisfaction measurements help a 
business run smoothly and profitably. 

4.2, 4.2W, 4.3, 4.3W, 4.4, 
4.4W 

3.4, 3.4W 

 

06.0 Examine economic principles relating to the hospitality and tourism industry.  The student will be able to: 

06.01 Identify economic opportunities in the industry from both 
entrepreneurship and employment perspectives. 

13.2, 13.2W  

06.02 Explain the impact of tourism on local, state, national, and 
international economies.   

  

06.03 Identify advantages and disadvantages of primary forms of 
business ownership.   

1.4, 1.4W 1.4, 1.4W 

06.04 Discuss role of employee productivity in contributing to 
profit margin (bottom line).   

 6.5, 6.5W 

07.0 Examine marketing and business fundamentals as they relate to the hospitality and tourism industry.  The student will be 
able to: 

07.01 Explain marketing and its role in the industry and the free 
enterprise system.   

13.1, 13.2, 13.2W 13.1, 13.2, 13.2W 

07.02 Identify elements in the marketing mix (price, product, 
promotion, place, and people). 

13.3 13.3, 13.3W 

07.03 Identify functions of the business and marketing plan.   13.3, 13.3W 13.3, 13.3W 

07.04 Distinguish between concepts of service vs. product 
marketing strategies.   

13.4, 13.4W 13.2, 13.2W 

07.05 Recognize concept of target markets and market 
identification (e.g., market segmentation).   

13.4, 13.4W 13.3, 13.3W, 13.4, 13.4W 



 
 

07.06 Recognize various marketing channels used to promote 
destinations and products.   

13.5, 13.5W 13.4, 134.W 

07.07 Identify niche markets (customer segmentation) and 
specialty markets (product segmentation, sports, shopping, 
religion, etc.). 

13.4, 13.4W 13.6, 13.6W 

07.08 Recognize cultural customs and taboos.    2.7, 2.7W 

07.09 Discuss the role of federal, state and local regulatory 
agencies related to the hospitality and tourism industry.   

  

07.10 Identify methods of gathering customer feedback.  3.1, 3.1W 

07.11 Recognize purpose, principles, and importance of selling. 14.1, 14.1W, 14.2, 14.2W 14.1, 14.1W 

07.12 Discuss the importance of meeting specialized sales needs 
(e.g., business travel, conventions and meetings, 
conferences). 

14.4, 14.4W, 14.5, 14.5W 14.4, 14.4W 

07.13 Identify effective sales techniques (e.g., steps in sales 
process, cross-selling, upselling and alternative options). 

14.4, 14.4W, 14.5, 14.5W 14.2, 14.2W, 14.3, 14.3W 

07.14 Explain motivation, needs, and expectations of the 
hospitality and tourism consumer and how it affects their 
lodging selection. 

14.1, 14.1W, 14.2, 14.2W 14.6, 14.6W 

08.0 Recognize mathematical operations related to hospitality and tourism occupations. The student will be able to: 

08.01 Recall universal terminology used in hospitality and tourism 
sales-related transactions (e.g., cash, checks, debit cards, 
credit cards, discounts, etc.).   

12.1 14.0, 14.1, 14.2, 14.2W 

08.02 Recognize problem-solving techniques utilized in Hospitality 
& Tourism ledger statements. 

12.5 12.2, 12.2W 

08.03 List different payment options (e.g., cash, personal checks, 
traveler’s checks, credit cards, debit cards, incentive program 
points).   

12.1 12.1, 12.4, 12.4W 

08.04 Understand the value and impact of calculation of hotel 
occupancy, average daily rate (ADR) and revenue available 
room (RevPAR). 

7.9, 7.9W, 12.1, 12.1W 6.1, 6.2, 6.2W 

 



 
 

09.0 Identify and describe the organizational structures and operations within various industry properties.  The student will be 
able to: 

09.01 Identify the organizational structure of security departments 
including:  facilities and engineering departments, food and 
beverage departments, human resource departments, 
controller/finance departments, sales and marketing 
departments and rooms/housekeeping departments.   

16.1, 16.2, 16.2W 16.1, 16.2, 16.3, 16.3W, 
16.4 

09.02 Describe the importance of a safety plan for all departments 
accounting for various emergency situations (e.g. hurricane, 
evacuation, tornado, homeland security threat, and fire). 

16.5, 16.5W, 16.6, 16.6W 15.1, 15.2, 15.2W, 15.3, 
15.4 

09.03 Describe front desk functions of various industry properties 
making distinguishes between property types (i.e.: cruise 
ship vs. resort vs. hotel vs. restaurant). 

11.3, 7.5, 7.5W  6.2, 6.2W 

10.0 Research conservation and Green initiatives in the hospitality industry.  The student will be able to: 

10.01 Identify common green practices of facilities management 
departments, food and beverage departments, and 
housekeeping departments 

8.8, 8.8W, 9.7, 9.7W, 12.6, 
12.6W 

6.7, 6.7W 

10.02 Identify common green practices used to reduce a property’s 
carbon footprint and reduce operating costs. 

8.8, 8.8W, 9.7, 9.7W, 12.6, 
12.6W 

6.7, 6.7W 

10.03 Explore the State of Florida “palm tree” initiative for hotels 
and their level of “green-ness”. 

  

 

 

 

 

 

 



 
 

Course Title:  Technology for Hospitality & Tourism   

Course Number:  8703110 

Course Credit: 1 

Number Standard Year 1 Section Year 2 Section 
11.0 Identify functions of computer reservation systems utilized in the hospitality & tourism industry.  The student will be 

able to:   
 

11.01 Identify major travel computerized reservation systems. 7.3, 7.4, 7.5, 7.5W 6.2 

11.02 Demonstrate an awareness of emerging technologies and 
how it relates to the hospitality and tourism industry. 

  

11.03 Identify ethical issues resulting from technological advances 
(e.g., computer snooping, hacking) and how it relates to the 
hospitality and tourism industry. 

  

11.04 Identify and perform routine tasks of computer reservations 
agents (e.g., creating Passenger Name Records [PNRs], 
retrieving/maintaining/modifying PNRs, airspace, quoting 
airfares, pricing itineraries, rental cars, hotel 
accommodations). 

7.3, 7.4, 7.5, 7.5W 6.6, 6.6W 

11.05 Understand and create itineraries.   

11.06 Identify and cite sources of major travel documents needed 
by travelers.   

  

11.07 Describe components of each of the different industry areas 
within the H&T industry:  ground transportation, cruise, air, 
lodging, food & beverage, retail and corporate travel, leisure 
and recreation, conventions, special events, sports venues. 

1.1, 2.1, 3.1, 4.1, 5.1, 6.1, 
7.1, 8.1, 9.1, 10.0, 11.1 

2.1, 4.1, 9.1, 9.1W,10.1 

11.08 Identify the tasks performed by computer reservations 
agents. 

7.6, 7.7, 7.7W  

11.09 Create a CRS itinerary.   

11.10 Explain the ticketing process.     



 
 

11.11 Identify the agencies that set standards and monitor 
ticketing processes such as issuance, payment, and refunds.     

  

11.12 Demonstrate a functional understanding of how to handle a 
segment status change.   

  

12.0 Exhibit the ability to utilize computer reservation system records. The student will be able to: 

12.01 Identify, define explain, and create a Passenger Name Record 
(PNR), including optional components (e.g., Special Services 
Requests [SSR], Other Service Information [OSI], remarks).     

   

12.02 Retrieve and modify a PNR.     

13.0 Assess the impact of technology and automation on the travel reservation industry.  The student will be able to: 

13.01 Research current trends in the use of computers in the travel 
reservation industry.   
 

 13.6,13.6W 

13.02 Analyze major uses and effects of the Internet on the travel 
reservation industry.   

1.7 14.4, 14.4W 

13.03 Contrast the value-added services offered by a travel 
consultant vs. online services. 

1.7 14.3, 14.3W 

14.0 Summarize technology-related industry standards in the various segments of the hospitality and tourism industry.  The 
student will be able to: 

14.01 Describe components/procedures and standards of air travel 
and ground transportation; food/beverage services; event 
planning; cruise industry; and lodging/accommodations 
industry. 

  

14.02 Describe state and federal labor laws related to the 
hospitality and tourism industry. 

  

14.03 Compare and contrast functions associated with reservations 
related to cruises, lodging, ground and air travel. 

1.7  

15.0 Examine the guest cycle process.  The student will be able to: 

15.01 Use information technology tools specific to hospitality 
service careers to access, manage and create information. 

3.1, 3.2, 3.3, 3.4  

15.02 Describe types of technology used to manage hospitality 
service operations. 

  



 
 

15.03 Explain how availability, room status, and other standard 
operating guidelines are used to assign rooms to arriving 
guests. 

7.2, 7.2W 4.2, 4.3, 4.3W 

15.04 Explain how methods of payment are established with 
arriving guests to clarify payment procedures. 

7.6, 7.6W  

15.05 Explain how a hotel’s computer system is used to create 
guest accounts. 

7.7, 7.7W  

15.06 Utilize Internet fundamentals (e.g., E-mail, portals/search 
engines).   

  

15.07 Identify and describe the function of office technology 
equipment.   

  

15.08 Utilize a desktop publishing program to design a webpage for 
the schools hospitality & tourism program.   

  

15.09 Compare the uses of the Internet, including electronic mail, 
as used to communicate quickly with suppliers, customers, 
and other agencies. 

  

15.10 Manipulate the Internet as a research tool to answer client 
questions (such as weather, sightseeing, transportation, 
restaurants, documentation requirements, entertainment). 

  

15.11 Analyze past, present, and future impact of technology on 
the hospitality & tourism industry (i.e., liquor portion control 
system, hospitality information systems, food and beverage 
information systems, club management software).   

  

15.12 Describe security concerns related to information control, 
electronic key systems and technology use, 

  

15.13 Use personal technological devices appropriately (e.g. cell 
phones, mobile devices, and computers). 

  

15.14 Practice telephone techniques for placing, answering, placing 
on hold, transferring telephone calls and cording and 
relaying accurate messages.   

  

15.15 Create an itinerary.     



 
 

15.16 Summarize basic computer knowledge (e.g., hardware, 
software, operating systems, terminology, etc.) and 
demonstrate proper keyboarding techniques. 

  

15.17 Utilize common office production software to create 
presentations (such as spreadsheet, database, presentation 
and word-processing).   

  

16.0 Examine the guest cycle process.  The student will be able to: 

16.01 Perform routine computer tasks associated with the guest 
cycle from registration process to check out. 

3.2, 5.2, 5.2W, 5.3, 5.3W, 
5.4, 5.4W, 5.5, 5.5W 

3.2, 3.2W, 3.3, 3.3W, 4.1, 
4.1W, 4.5, 4.5W 

16.02 Practice positive, quality and effective customer service 
skills. 

3.3, 3.3W 4.5, 4.5W 

16.03 Analyze how guests are affected by employee attitude, 
appearance and actions. 

3.3, 3.3W 4.3, 4.3W 

16.04 Demonstrate verbal, nonverbal, written, and electronic 
communication skills. 

3.3, 3.3W, 3.4, 3.4W 5.7, 5.7W 

16.05 Explain how social media impacts guest relations.  5.7, 5.7W 

16.06 Explain procedures to meet guest needs, including guest 
registration, rate assignment, room assignment, and 
determination of payment methods. 

3.2, 5.2, 5.2W, 5.3, 5.3W, 
5.4, 5.4W, 5.5, 5.5W 

6.6, 6.6W 

16.07 Evaluate current and emerging technologies to improve 
guest services. 

  

16.08 Summarize the importance of check-out procedures to 
ensure guest satisfaction and verify account settlement. 

5.4, 5.5 6.6, 6.6W 

16.09 Describe the necessary information collected during the 
registration process to correctly register guests. 

3.2, 5.2, 5.2W, 5.3, 5.3W, 
5.4, 5.4W, 5.5, 5.5W 

6.2, 6.2W, 6.6, 6.6W 

17.0 Apply employability skills necessary for success in the hospitality & tourism industry.  The student will be able to: 

17.01 Investigate key career skills necessary to be successful in the 
hospitality & tourism industry (e.g., geography, sales, 
customer service, telephone, computer, foreign language, 
and math, written and oral communication). 

2.1, 2.1W, 2.2, 2.2W, 2.3, 
2.3W, 2.4, 2.4W, 2.5, 2.5W, 
2.6, 2.10, 2.10W 

1.1, 1.2, 1.2W, 1.3, 1.3W, 
1.4, 1.4W, 1.5, 1.5W 

17.02 Research currently available job opportunities and/or post-
secondary programs 

2.7, 2.7W 1.4, 1.4W 



 
 

17.03 Understand required elements of and create a resume and 
cover letter. 

2.7, 2.7W  

17.04 Evaluate and update career portfolio (e.g., resume, letters of 
recommendation, awards, and evidence of participation in 
service and work-based learning activities, employer 
evaluations). 

2.7, 2.7W  

17.05 Assess skills needed for a successful interview (research 
company, anticipate questions, prepare questions).   

2.8, 2.8W 11.2, 11.2W 

17.06 Participate in community leadership and teamwork 
opportunities to enhance professional skills; display positive 
attitudes and good work habits. 

2.9, 2.9W 5.2, 5.2W 

17.07 Demonstrate a proactive understanding of self-responsibility 
and self-management. 

2.9, 2.9W, 2.10, 2.10W 2.3, 2.3W 

17.08 Identify and demonstrate appropriate attire for interviews 
and workplace. 

2.6, 2.6W, 2.7, 2.7W 11.2, 11.2W 

17.09 Understand the importance of personal hygiene. 2.6, 2.6W 2.4, 2.4W 

17.10 Identify and demonstrate positive work behaviors and 
personal qualities for employability. 

2.6, 2.6W 1.5, 1.5W 

17.11 Identify the rules of written and electronic communication 
(i.e.:  positive first impressions, recording accurate message, 
etc.). 

2.1, 2.1W, 2.2, 2.2W, 2.3, 
2.3W, 2.4, 2.4W, 2.5, 2.5W, 
2.6, 2.10, 2.10W 

5.8, 5.8W 

 

 

 

 

 

 



 
 

  

Course Title:  Hospitality & Tourism Marketing Management  

Course Number:  8703120 

Course Credit: 1 

 

Number Standard Year 1 Section Year 2 Section 
18.0 Identify sales techniques and procedures appropriate for use in the hospitality and tourism industry.  The student will 

be able to: 
 

18.01 Explain purpose, principles, and the components of Supply 
and Demand, the importance of selling and how it relates to 
the hospitality and tourism industry. 

14.2, 14.2W  

18.02 Describe the differences between a product-based business 
and a service-based business and how it relates to the 
hospitality and tourism industry. 

  

18.03 Identify effective sales techniques (e.g., steps in sales 
process, cross-selling, upselling and alternative options).   

14.3, 14.3W, 14.4, 14.4W 14.2, 14.2W 

18.04 Explain motivation, needs, and expectations of the 
hospitality and tourism consumer and how it affects their 
lodging selection.   

  

18.05 Discuss importance of the five (5) P’s of the marketing mix: 
product, place, price, promotion, and people and how it 
impacts the hospitality and tourism industry. 

13.3, 13.3W  

18.06 Outline an effective sales presentation (e.g., feature-benefit 
analysis) including the importance of promoting products 
and services (e.g., publicity, public relations, press release, 
community events, advertising, Internet). 

14.1, 14.1W 14.4, 14.5, 14.6, 14.6W 



 
 

18.07 Discuss the importance of meeting specialized sales needs 
(e.g., business travel, conventions and meetings, 
conferences, physically and/or mentally challenged).  

 14.5, 14.5W 

18.08 Explain the pros and cons of using the Internet as a sales 
tool.  

13.5, 13.5W 14.6, 14.6W 

19.0 Exhibit the ability to utilize computer reservation system records. The student will be able to: 

19.01 Explain the pros and cons of using the Internet as a sales 
tool.  

13.5, 13.5W 14.6, 14.6W 

19.02 Discuss profit motive and its impact on business.   

19.03 Define different aspects of guest communication. 6.1, 6.1W 5.7, 5.7W 

19.04 Identify the different types of competition and explain 
its impact on business (e.g., direct, indirect, price, non-
price, competitive position) within the hospitality and 
tourism industry. 

  

19.05 Describe how managers can lead employees to meet the 
needs of global guest audiences. 

1.6, 3.4 2.6, 2.6W 

19.06 Analyze the challenges and opportunities in welcoming 
diverse cultures to your property. 

 2.5, 2.5W 

19.07 Identify the leadership skills and processes that lead to a 
seamless guest cycle. 

3.1, 3.2, 3.3 3.2, 3.2W, 4.1, 4.1W, 4.2, 
4.2W, 4.3, 4.4 

19.08 Describe how employee empowerment contributes to 
effective guest recovery. 

4.5, 4.5W, 4.6, 4.6W 3.3, 3.3W, 3.4, 3.4W 

19.09 Describe proper workplace etiquette for listening, speaking, 
and writing. 

6.4, 6.4W, 6.5, 6.5W  

19.10 Propose a marketing plan in response to customer survey 
results. 

13.2 13.3 

19.11 Recognize importance of sequence and language in 
developing customer survey questions without leading or 
influencing customer responses. 

  

20.0 Identify and demonstrate personal and business ethics related to management and marketing.  The student will be able 
to: 



 
 

20.01 Explain the need for respect and value for diversity in the 
hospitality and tourism industry. 

 2.5, 2.5W 

20.02 List characteristics related to personal and business ethics 
(e.g., preventing theft, pilfering, and unauthorized 
discounting). 

 2.9, 2.9W, 13.7 

20.03 Describe why modeling inclusive behavior is an important 
skill for hospitality and tourism managers. 

 2.2, 2.2W 

20.04 Explain the concept of corporate social responsibility, and 
describe examples of how hospitality and tourism companies 
are including CSR initiatives in their organization. 

 9.7, 9.7W 

21.00 Explain how social media impacts guest relations. 

21.01 Create a business plan based on survey results that identify 
holes in current plan or standard operating procedures. 

  

21.02 Analyze/evaluate survey results, produce a plan and provide 
both an executive summary and detailed report. 

  

21.03 Determine sales trends and benchmarks and predict future 
growth/decline based on sales momentum and trend. 

  

21.04 Determine year over year change in revenue/profit/EBITDA.   

21.05 Determine statistical significance of data results.   

21.06 Gather and present data from overall business segments and 
determine percentage of business from specific segment. 

  

21.07 Apply problem-solving techniques to hospitality and tourism 
sales-related transactions (e.g., cash, checks, debit cards, 
credit cards, discounts, etc.).   

  

21.08 Explain quantitative information from tables, charts, and 
graphs relating to the hospitality & tourism related 
workplace.  

  

21.09 Using standard industry formulas relative to discount date 
and due date, compute amount of payment on an invoice.  

  

21.10 Calculate commissions, gratuities, taxes, and miscellaneous 
charges.  

  



 
 

21.11 Calculate refunds and exchange transactions for hospitality 
and tourism related services.   

  

21.12 Discuss the importance of meeting specialized sales needs 
(e.g., business travel, conventions and meetings, 
conferences). 

  

 

22.0 Summarize the value and uses of the Internet for hospitality & tourism marketing, including communication and evolving 
technology.  The student will be able to:  

22.01 Identify viable, credible and applicable Internet sources that 
offer solutions to specific business questions. 

  

22.02 Describe cloud-based data storage, the threats and how to 
protect data. 
 

  

22.03 Identify laws pertaining to data collection, email marketing 
and personal information usage. 

  

22.04 Be able to identify productive uses of CRM systems; 
understand the basic framework of use; and make 
connections between CRM and the sales process. 

  

22.05 Compare and contrast marketing activities that engage 
customers (such as blogs and giveaways).  

  

22.06 Define the use of current social media channels, comparing 
and contrasting each venue, as to culture, purpose, and 
target audience.  

  

22.07 Write posts for current social media channels (such as 
Twitter, Facebook, Instagram, Snapchat). 

  

22.08 Summarize effective use of live streaming on current social 
media (such as Periscope and Facebook Mentions). 

  

23.0 Compare and contrast the needs of a business vs. leisure traveler.  The student will be able to:   

23.01 Define business traveler and identify the needs of a business 
traveler. 

  



 
 

23.02 Define leisure traveler and identify the recreational wants of 
a leisure traveler. 

  

23.03 Define educational and editorial travelers and identify their 
needs. 

  

23.04 Identify features vs benefits of hotel and airline offerings for 
each market.  

  

23.05 Develop a ROI analysis for travel on a business trip; including 
all travel expenses and potential business opportunity gains. 

  

23.06 Understand and explain the different planning processes and 
timeframes that lead up to travel for business vs leisure. 

  

24.0 Demonstrate knowledge and organizational skills related to meetings, conventions, conference travel and event planning.  
The student will be able to: 

24.01 Outline positions available to event planners and describe 
the benefits of meetings and conventions to food and 
beverage operations. 

  

24.02 Explain how meetings and conventions are booked and 
planned. 

  

24.03 Summarize how meeting and conventions prepare to 
provide service to clients during an event (i.e.: setting up 
function rooms, scheduling staff, and food preparation and 
storage). 

  

24.04 List challenges that managers and staff members face during 
meetings and conventions and list examples of protocol 
issues. 

  

24.05 Create a budget including all elements of event (e.g. 
catering, décor, supplies, entertainment, and admission). 

  

25.0 Identify and analyze marketing and business fundamentals related to the different industries within hospitality & tourism 
(i.e.: cruise/air travel/ ground travel/lodging industry/leisure travel/tour packages).  The student will be able to: 

25.01 Explain the benefits of packaging for travelers, venders, 
hotels, travel planners, tour operators and airlines. 

  

25.02 Communicate related financial benefits to travelers of selling 
packages from a travel planner salesperson perspective. 

  



 
 

25.03 Analyze the savings and profit increases related to packaging 
for travelers, planners and destinations.  

  

25.04 Compare and contrast the experience and finances of 
separate vendors in various locations as a component of a 
package (hotel in one area, activities on a different property, 
and restaurants at a different location) vs. an all-inclusive 
resort. 

  

25.05 Effectively communicate the benefits of packaging a travel 
experience to consumers. 

  

26.0 Explain strategies for selling hospitality & tourism products.  The student will be able to: 

26.01 Describe training techniques managers can use to build an 
effective sales team. 

 14.1, 14.1W, 14.2, 14.2W, 14.3, 
14.3W 

26.02 Identify methods used to motivate an effective sales team.  14.3, 14.3W 

26.03 List tools and processes used to sell to global audiences.  14.4, 14.4W 

26.04 Outline the needs of special market segments and the sales 
strategies used to reach those segments. 

 14.5, 15.5W 

26.05 Summarize strategies for selling to the digital traveler.  14.6, 16.6W 

27.0 Develop a marketing plan and sales promotion tool for hospitality & tourism.  The student will be able to: 

27.01 Describe the organization of the marketing department and 
explain management’s role in marketing. 

 13.1, 13.1W 

27.02 Summarize the marketing mix: the five P’s (Price, Promotion, 
Product, Place, People); and the four C’s (Client, Cost, 
Communication, Convenience). 

13.3, 13.3W  

27.03 Identify the steps of a marketing plan. 13.6 13.3, 13.3W 

27.04 Describe the channels of distribution within the hospitality 
and tourism industry. 

 13.4, 13.4W 

27.05 Explain how to prepare a marketing budget.  13.5, 15.5W 

27.06 Maintain brand consistency throughout your marketing plan.  13.2, 13.1W 

28.0 Identify and demonstrate management skills needed to succeed in hospitality & tourism.  The student will be able to: 

28.01 Identify the types of leadership positions available in the 
hospitality and tourism industry. 

 1.4, 1.4W, 1.7, 1.7W 



 
 

28.02 Identify why leaders must create leadership development 
goals and a path for meeting those goals. 

 2.3, 2.3W 

28.03 Define power and empowerment and summarize how these 
concepts transpire in centralized and decentralized 
organizations. 

 2.4, 2.4W 

28.04 Identify the leadership skills and processes that lead to a 
seamless guest cycle. 

 3.2, 3.2W 

28.05 Create an IDP (Individual Development Plan) based on your 
strengths and opportunities for improvement. 

  

28.06 Be able to honestly and objectively conduct a self-evaluation 
of strengths and weaknesses. 

 1.5, 1.5W 

28.07 Define traditional management styles.  1.6, 1.6W 

28.08 Explain the importance of varying your leadership style in 
response to organization and employee styles and needs.  

 1.7, 1.7W 

28.09 Identify 21st century leadership styles.   2.2, 2.2W 

28.10 Explain how problem solving contributes to leadership 
processes in hospitality and tourism. 

 1.2, 1.2W 

29.0 Demonstrate effective Guest Services Management (GSM) skills.  The student will be able to: 

29.01 Identify how managers apply property standards to the 
guest experience.  

 4.3, 4.3W 

29.02 Identify the role of Guest Service Measurement (GSM) in 
managing the guest experience.  

 4.4, 4.4W 

29.03 Develop a process for resolving guest service issues.  4.5, 4.5W 

30.0 Identify the financial goal of a hotel or lodging property.   The student will be able to:  

30.01 Discuss how revenue centers and cost centers are managed 
to ensure a property’s profitability.  

 12.4, 12.4W 

30.02 Identify the components of income statements and balance 
sheets.  

 12.2, 12.2W 

30.03 Explain the purpose of revenue management in the 
hospitality and tourism industry.  

 12.4, 12.4W 

30.04 Identify the tax responsibilities a hospitality and tourism 
leader must manage.  

 12.6, 12.6W 



 
 

31.0 Examine facts and principles related to the branding process.  The student will be able to: 

31.01 Tell the story of their product/destination in a way that 
effectively speaks to the target market. 

  

31.02 Summarize the effect colors, sounds, music and visual cues 
have on developing a brand. 

  

31.03 Explain and cite examples of consistency in communication 
to market; both visually and in language. 

  

31.04 Develop a brand (i.e.: logo, tag line, blog, email marketing 
templates, sample images, videos, music, etc.).  

  

31.05 Communicate a brand promise to the target market through 
the proper communication channels of the target market. 

  

32.0 Explain the value and importance of marketing research.  The student will be able to: 

32.01 Identify trends that affect marketing in the hospitality and 
tourism industry. 

  

32.02 Cite marketing challenges (shifts or changes in travel trends) 
and respond to their potential occurrence. 

  

32.03 Determine the difference between a credible source and 
non-credible source of data or information. 

  

32.04 Set a knowledge-based goal; present research applicable to 
that goal. 

  

33.0 Compare and contrast franchise vs. corporate owned vs. private market segments.  The student will be able to: 

33.01 Recognize the obligations of a franchise to the corporation.   1.4, 1.4W 

33.02 Communicate the financial (ROI or annual profits) 
differences among the organization types and to whom the 
rewards go (individual, corporation, franchise owner, etc.).  

  

34.0 Compare and contrast marketing concepts, advertising and public relations.  The student will be able to: 

34.01 Author a press release in the proper format including all 
applicable elements.  

 5.8, 5.8W 

34.02 Differentiate between editorial and advertorial content and 
writing techniques.  

 5.8, 5.8W 

35.0 Discuss the value, importance and trends related to Internet marketing and social media.  The student will be able to: 



 
 

35.01 Identify like-minded groups that fit in the target audience 
and/or market of their brand or business.  

 5.7, 5.7W 

35.02 Demonstrate ethical behavior in personal and work-related 
social media communications. 

  

36.0 Illustrate effects of climate and geographic locations that affect the marketplace. The student will be able to: 

36.01 Explain how season change affects peak times and 
consistency in business and planning for related business 
shifts. 

  

36.02 Summarize effects of population migration as it relates to 
business location selection and general business operations. 

  

37.0 Demonstrate communication and human relations skills necessary for success in hospitality and tourism occupations. The 
student will be able to: 

37.01 Summarize effects of population migration as it relates to 
business location selection and general business operations. 

  

37.02 Demonstrate the ability to use problem-solving, decision-
making and critical thinking strategies. 

 2.4, 2.4W 

37.03 Offer and accept constructive feedback.  5.4, 5.4W 

37.04 Explain importance of maintaining confidentiality relating to 
business matters.   

  

37.05 Demonstrate legal and ethical behavior within the scope of 
job responsibilities.   

  

37.06 Demonstrate effective etiquette/netiquette in a business 
situations (such as cell phone use, general courtesy, 
manners). 

  

37.07 Demonstrate appropriate and effective oral presentation 
skills. 

  

37.08 Identify and demonstrate conflict resolution strategies 
related to customer service and with co-workers, vendors 
(i.e., resolving complaints, disputes, and negotiations).   

 5.6, 5.6W 

37.09 Plan and participate in a meeting/conference.    

37.10 Apply leadership skills through involvement in community 
and/or school activities. 

  



 
 

37.11 Demonstrate techniques for making and maintaining a 
positive first impression.   

 3.1, 4.1 

37.12 Explain business policies to customers/vendors.    

37.13 Propose techniques to resolve complaints.    

37.14 Apply networking skills.     

37.15 Evaluate team performance.    5.3 

37.16 Differentiate between appropriate and inappropriate 
business attire and grooming.   

  

37.17 Debate current issues impacting the industry.   

37.18 Explain verbal and nonverbal communication.   

37.19 Recognize and respond to guest needs  4.2, 4.2W 

38.0 Identify federal laws, legislation and regulations related to the hospitality & tourism industry.  The student will be able to: 

38.01 Identify the employment laws that impact the hospitality 
and tourism industry and the role of human resources 
managers in applying these laws. 

 11.4, 11.4W 

38.02 Identify the laws, legislation, and regulations that affect the 
hospitality & tourism industry. 

  

38.03 Discuss state and federal labor laws regulating the 
workplace (e.g., Child Labor Law, Sexual Harassment, EEOC, 
ADA, FMLA, and OSHA). 

  

38.04 Discuss the role of federal, state and local regulatory 
agencies as it relates to hospitality and tourism.   

  

38.05 Identify ways to follow OSHA requirements.  15.4, 15.4W 

39.0 Research conservation and Green initiatives and practices in the hospitality industry.  The student will be able to: 

39.01 
Describe the benefits of green practices and the role 
hospitality and tourism managers play implementing them. 

8.8, 8.8W, 9.7, 9.7W, 10.11, 
10.11W, 12.6, 12.6W, 13.8, 
13.8W 

8.6, 8.6W 

39.02 
Identify green practices that can be initiated and 
implemented by the front office.  

8.8, 8.8W, 9.7, 9.7W, 10.11, 
10.11W, 12.6, 12.6W, 13.8, 
13.8W 

8.6, 8.6W 



 
 

39.03 
Discuss housekeeping management’s role in promoting 
sustainable green practices.  

8.8, 8.8W, 9.7, 9.7W, 10.11, 
10.11W, 12.6, 12.6W, 13.8, 
13.8W 

8.6, 8.6W 

39.04 
Explain the benefits of using green building materials.  

8.8, 8.8W, 9.7, 9.7W, 10.11, 
10.11W, 12.6, 12.6W, 13.8, 
13.8W 

8.6, 8.6W 

39.05 
Identify ways the facilities management team can reduce a 
property’s carbon footprint. 

8.8, 8.8W, 9.7, 9.7W, 10.11, 
10.11W, 12.6, 12.6W, 13.8, 
13.8W 

8.6, 8.6W 

39.06 Explain how food and beverage operations address guest 
requests (such as healthier food options, sustainable foods, 
and food allergy issues). 

8.8, 8.8W, 9.7, 9.7W, 10.11, 
10.11W, 12.6, 12.6W, 13.8, 
13.8W 

8.6, 8.6W 

40.0 Exhibit the ability to follow state mandated guidelines for food service. The student will be able to: 

40.01 Demonstrate and utilize proper techniques for transporting, 
cooking and holding food (proper ways to cool/reheat food; 
holding temperatures). 

  

40.02 Demonstrate and utilize proper cleaning, sanitizing, and 
disinfecting techniques (cleaning vs. sanitizing; storing 
cleaning supplies; proper procedures for cleaning 
equipment). 

  

40.03 Describe symptoms of food borne illness and how it can be 
prevented. 

  

40.04 Describe cross contamination and incorporate strategies to 
prevent this from occurring. 

  

40.05 Demonstrate and utilize proper pest control procedures.   

40.06 Use acquired knowledge to obtain Employee Food Handler 
Training Certificate that is valid in Florida 
(http://www.myfloridalicense.com/dbpr/hr/food-
lodging/employee-training.html) 

  

40.07 Demonstrate knowledge of food safety manager 
training/certification programs that are accredited in Florida 

  

http://www.myfloridalicense.com/dbpr/hr/food-lodging/employee-training.html
http://www.myfloridalicense.com/dbpr/hr/food-lodging/employee-training.html
http://www.myfloridalicense.com/dbpr/hr/food-lodging/employee-training.html
http://www.myfloridalicense.com/dbpr/hr/food-lodging/employee-training.html


 
 

(http://www.myfloridalicense.com/dbpr/hr/food-
lodging/ManagerCertification.html). 

40.08 Demonstrate proper knowledge and technique to sanitarily 
set and clear a table in a dining room. 

  

41.0 Apply safety and sanitation procedures in the handling, processing and storing of food products. The student will be able 
to: 

41.01 Explain techniques and procedures for the safe handling of 
food products. 

  

41.02 Evaluate food product handling procedures.   

41.03 Demonstrate approved food product handling techniques.   

41.04 Describe the importance of performing quality-assurance 
tests on food products. 

  

41.05 Perform quality-assurance tests on food products.   

41.06 Describe the effects food-borne pathogens have on food 
products and humans. 

  

41.07 Explain the importance of microbiological tests in food 
product preparation, listing common spoilage and 
pathogenic microorganisms. 

  

41.08 Conduct and interpret microbiological tests for food-borne 
pathogens and implement corrective procedures. 

  

41.09 Explain the importance of record keeping in a food products 
and processing system. 

  

41.10 Discuss documentation procedures in a food products and 
processing system. 

  

41.11 Demonstrate proper record keeping in a food products and 
processing system. 

  

42.0 Demonstrate worker safety procedures with food product and processing equipment and facilities.  The student will be 
able to: 

42.01 Explain safety standards that must be observed in facility 
design and equipment use. 

  

42.02 Outline guidelines for personnel safety in the food products 
and processing industry. 

  

http://www.myfloridalicense.com/dbpr/hr/food-lodging/ManagerCertification.html
http://www.myfloridalicense.com/dbpr/hr/food-lodging/ManagerCertification.html


 
 

42.03 Evaluate a facility to determine the implementation of safety 
procedures.  

  

43.0 Summarize the procedures for food service operations.  The student will be able to: 

43.01 Facilitate proper use of current general inspection 
guidelines. 

  

43.02 Explain general storage guidelines.    

43.03 Compare storage guidelines for specific types of food.   

43.04 Explain proper procedures for cook food. (See current Food 
Code for temperature information). 

  

43.05 Recommend proper cooling and reheating procedures for 
various food items. (See current Food Code for 
temperatures). 

  

43.06 Explain procedures for holding food for service.   

43.07 Demonstrate proper techniques in serving food.   

43.08 Develop a plan for offsite service handling of food.   

44.0 Explain the daily sanitation operations of a food service facility.  The student will be able to: 

44.01 Develop a cleaning program that includes proper procedures 
for cleaning, sanitizing, dish washing and facility. 

  

44.02 Explain the importance of (IPM) Integrated Pest 
Management programs. 

  

 


