
TERM 1 (IN CLASS): Hospitality professions and 
professional development

FR   The hospitality industry and environment
Students will gain a better understanding of the political, economic, 
technological, social and cultural aspects of the hospitality industry. 
They will explore the dynamics that drive the industry stakeholders 
and situate the development of the hospitality industry in terms 
of multiple aspects of its market. They will develop a methodology 
for quickly identifying supply and demand indicators used in 
benchmarking as well as the human, physical, information and 
financial resources to be found in the hotel workplace, regardless  
of location.

EN   The hotel business and its operations
Students will explore the fundamental methods of organizing hotel 
work, based on the range of products and services offered and 
business model. From a hotel manager’s perspective, students will 
learn to identify the various internal operating procedures of the 
business, paying particular attention to service process complexity 
and quality targets. They will also study internal operations and the 
human, physical and financial resources required to meet stakeholder 
expectations.

FR   Hospitality accounting
Students will learn how work is organized from the perspective of the 
accounting function, to read and interpret financial statements, and to 
calculate the costs of the various hotel services. They will acquire an 
understanding of the importance and place of revenue and expense 
tracking for various hotel services and become familiar with standard 
industry accounting tools.

EN   Exploring leadership potential
Students will explore the different types of leadership required of 
hotel managers in the performance of their duties. On completing the  
course, they will be able to assess their own leadership potential, 
considering expectations for a variety of positions, organizational 
structures and business cultures.

FR   Rooms division service processes
Students will learn to evaluate the various work processes used in 
front desk, housekeeping and other rooms division services. They 
will  analyse these processes in relation to the customer  service 
 promise, work  organization choices and available human and  physical 
 resources. This will require them to develop a good  understanding 
of the processes and techniques relating to guest arrivals and 
 departures, maintenance activities, and the provision of various  
guest services.

FR   Food service processes
Students will develop approaches to managing day-to-day food service 
operations in hotel kitchens, dining rooms and bars, and any other food 
service points. On completing the course, they will be able to evaluate 
the work processes involved in day-to-day food service operations in 
terms of quality standards, work organization and budget frameworks. 
This will require them to master the food service production and 
 distribution processes involved.

EN   Managing guest reception
Students will learn about the work organization methods and  practices 
used by hotels to ensure efficient guest reception. To efficiently 
 manage guest reception services, students must consider the service 
culture of the hotel and its traditional practices for receiving guests 
with special needs.
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EN   Interpersonal communications in  
the hospitality context

Students will develop their oral communication techniques and learn 
how to maximize the impact of their communications by tailoring their 
speech to each audience. This entails learning to recognize the profiles 
and needs of employees, guests, co-workers and external  stakeholders. 
They will in turn be able to apply effective intervention strategies in 
situations ranging from routine exchanges to crisis situations, conflicts 
and negotiations.

FR   The hotel hiring process
Students will acquire an understanding of the human resources 
 management function, situating it within the business, as well as the 
 legal context governing the hotel’s operation. They will also further 
develop their knowledge of hotel staffing activities. Practical  exercises 
will equip them to take part in job description, recruitment and 
 selection processes.

EN    Hotel information and communication technologies 
Students will analyze how technology tools are integrated into the  
day-to-day management of hotel operations. On completing the 
course, they will be able to distinguish between a variety of hardware 
components, management and business applications, interfaces, 
 databases and configuration activities found in the hospitality industry. 
They will thus acquire the skills to create a database to meet current 
management information and data conservation needs.

FR   Managing diversity in the hotel environment
Students will gain experience in day-to-day management situations 
 involving diversity (ethnic, cultural and generational) in relations 
between staff members and a range of guest types. They will analyze 
the issues encountered by hotels as well as the management practices 
employed to value individual differences, take action in difficult 
situations, foster better working relationships, and develop practices 
to meet the special needs of diferent guests.

FR   Legal frameworks governing hotels
Students will learn to identify and understand the legal frameworks  within 
which hotels operate. They will assess different situations, considering 
civil liability and contractual relationship issues, to  develop their  ability to 
make informed managerial and strategic decisions. They will also  develop 
a methodology, applicable in any jurisdiction, for researching relevant 
 legal information on operations management as well as stakeholders 
likely to be involved in conflict resolution or  prevention situations.

INTERNSHIP 1 AND TERM 2 (ONLINE):   
Practical skills and personal positioning

EN   Adapting to hotel dynamics
Students will develop their ability to adapt to the constant changes 
 experienced by hotel managers. They will develop techniques to 
 overcome some of the challenges that await them in terms of stress, 
working with others, and unforeseen situations. Students will also learn 
to assume the professional attitudes and behaviours necessary for the 
well-being of guests, employees and co-workers, in accordance with 
industry practices.

FR   Front-line practical skills
Students will observe and participate in hotel rooms division and food 
service operations at both the operations and supervisory levels. They 
will explore work techniques and processes and then assess their 
performance, taking into account target quality standards and work 
organization and budget framework conditions.



EN   Managing technical maintenance  
and hotel safety and security

Students will learn to identify the various aspects of hotel operations 
that involve the safety and security of both employees and guests. 
In addition to learning about technical maintenance planning tools, 
they will acquire an understanding of the physical supports used in 
hotels: the central role they play, and their ergonomic principles and 
maintenance. They will also learn to incorporate safety and security 
principles into building management activities including routine 
maintenance, renovations and crisis management.

FR   Employee integration, socialization and training
Students will practice human resources management techniques for 
developing employees to their full potential. Using their  internship 
contexts as a working laboratory, they will evaluate employee 
 integration and socialization processes by examining the training 
 provided by the hotel and the feedback processes used in employee 
 assessments. They will also learn to distinguish the features of front-
line and back-office work as well as potential conflicts between 
 different employee groups.

TERM 3 (IN CLASS):  
Hospitality management skills

FR   Managing, interpreting and presenting  
financial information

Students will learn to understand and use key performance indicators 
and to read, analyze and present financial statements. The topics 
 covered include revenue and expense forecasting,  budgeting  processes, 
and the calculation of operating expense ratios. On completing the 
course, students will be able to evaluate and present hotel operating 
results and suggest operational changes to address performance gaps.

FR   Hotel business strategy and decision making
Students will be required to develop their critical judgment,  considering 
the strategic choices to be made and the implications of ensuing 
changes. Students will also consider ways of thinking specific to the 
hospitality  industry and to use primary and secondary data wisely 
when making  management and strategic decisions.

FR   Innovation in the hospitality industry
Students will learn to recognize the creativity and innovation processes 
found in the hospitality sector and, more broadly, in innovative 
sectors of the services industry. Students will develop an awareness 
for innovations that may represent added value for a hotel from 
the standpoint of its profitability, the customer experience, or the 
employee experience.

EN   Quality and the guest experience
Students will develop their critical eye in considering hotel service 
 processes from the viewpoint of quality management. On  completing 
the course, they will be able to use management data to identify 
quality gaps and suggest corrective actions. They will also learn to 
implement service process improvements by updating the interface 
between staff and guests, and taking into account the physical 
 resources used.

EN   Managing hotel sales and promotions
Students will learn about market research methods and relate them to 
the marketing and communication tools, traditional or innovative, used 
by the hospitality industry. They will then develop a sales promotion 
plan, in line with the hotel’s positioning, to ensure that it achieves 
 business objectives and reaches its target audience.

FR   Strategic revenue management
Students will develop their ability to implement dynamic pricing 
 methods in order to maximize revenue from hospitality, food, 
group and banquet services. On completing the course, they will be 
able to set product and service prices based on variations in demand, 
selected electronic distribution networks and sales objectives.

EN   Department operational performance
Students will develop the skills needed to coordinate a department’s 
supervisory activities. Working from a back-office perspective, they 
will learn to incorporate employee mobilization and work organization 
activities in guest service operations in order to optimize productivity.

EN   Coordinating group market operations
Students will analyze the effectiveness of the interface between 
group sales and event planning and production services, as well as 
the  operational tasks that follow a group’s departure. Students will 
also  apply their rooms division and food service skills from a multi- 
disciplinary perspective to optimize the use of business resources. 
Operations similar to actual workplace operations will be used to 
 develop the students’ group sales and group activity  coordination skills.

FR   Work relations in the hospitality industry
Students will examine work relations from the legal viewpoint along with 
manager-employee relationships. They will first learn about the various 
regulations, standards, legislation and legal requirements governing 
 industry labour agreements. They will also study collective agreements 
and their role in work organization and work relations. Finally, they will 
become  acquainted with the day-to-day management of work relations 
and learn how to use human resources management tools to handle 
various dealings with  employees from the work relations perspective.

FR   Project management in the hotel environment
Students will acquire knowledge of all components involved in 
 implementing new business projects, with sustainable development in 
mind. They will analyze business needs and evaluate project  feasibility 
conditions, the execution and coordination stages, organizational 
 impacts, and the issues affecting work teams when new ways of doing 
things are implemented.

INTERNSHIP 2 AND TERM 4 (ONLINE):  
Senior management, performance and service culture

FR   Senior hotel management: aspects and perspectives
Students will explore the hotel from the viewpoint of senior management 
in order to better appreciate their future roles as successors to senior 
staff positions. They will acquire an understanding of multiple aspects 
of senior management in terms of both leadership roles and strategies, 
policies and governance.

FR   Department control mechanisms
On completing this course, students will be able to use departmental 
control tools to manage quality as well as financial, material and 
human resources. They will also develop their ability to use relevant 
 performance indicators to review hotel operations and identify critical 
performance points that fall short of established objectives.

EN   Hotel technology tool performance
Students will assess the integration of technology tools into 
 management  activities covering rooms division and food services as 
well as  human and  financial resources. They will develop their ability 
to analyze the tools’ performance from the viewpoint of operations, 
management and senior  management. Following this assessment, they 
will be able to develop a technology tool integration or optimization 
plan for the hotel in which they are completing their internship.

FR   Comprehensive activity: Service culture
Students will combine the sum of their academic and professional 
 achievements into a coherent whole through a project incorporating 
the topics of employee mobilization, considered from the human 
 resources  management perspective, and the guest experience. 
 Implementing a  problem identification process relating to these two 
topics, they will use a case-study approach to analyze a management 
situation encountered  during their internship. They will then apply a 
problem-solving technique by addressing the services involved in 
terms of  processes, culture, customization, standardization and the 
 importance of the guest experience, as well as team mobilization. 
 Finally, they will  propose a theoretical framework for analyzing the 
issues in question and provide their recommendations.
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