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SAZETAK: Kolegij hotelska prodaja i recepcijsko
poslovanje veé¢ dugi niz godina predstavlja

jedan od najznacajnijih stru¢nih kolegija u
programu turisti¢kog i hotelskog menadZmenta
na Visokoj poslovnoj skoli Utilus. Iako vazan
struéni predmet, do sada nije imao zasluzeno
mjesto u $iroj domacdoj literaturi koja bi na pravi
nacin vrednovala dostignuée u ovoj djelatnosti.
U ovom clanku prezentira se nastavni program
predmetnog kolegija kao prijedlog smjera
prema kojem se trebaju poducavati studenti na
preddiplomskom studiju. Objasnjava se sadrzaj
kolegija kao kombinacije teorijskog znanja i
prakti¢nog iskustva koji je dizajniran da omoguéi
stjecanje specijalistickih znanja i vje$tina u prodaji
i marketingu hotela, te poslovima kod prijema,
boravka i odjave gosta. Kruna cijeloga ¢lanka je
prezentacija ishoda ucenja u skladu s osnovama
Hrvatskog kvalifikacijskog okvira, a koji trebaju
posluziti kao putokaz za ostale stru¢ne kolegije u
visokom obrazovanju.

KLJUCNE RUJECI: turisticki i hotelski menadZment,
hotelska prodaja, recepcijsko poslovanje, hrvatski
kvalifikacijski okvir, ishodi ucenja

ABSTRACT: The course in hotel sales and front
office operations has represented for many years
one of the most important specialised courses in
tourism and hotel management studies at Utilus
Business School. Although very important, this
course has not, so far, found its deserved place

in national literature that would properly value

all the achievements in this sector. This paper
presents the curriculum of the course in question
as a proposed guideline for undergraduate
teaching. The article describes the contents of
the course which is a combination of theoretical
knowledge and practical experience designed to
allow the acquisition of specialist knowledge and
skills in hotel sales and marketing, and in relation
to the check-in, stay and check-out of guests. The
article culminates in the presentation of learning
outcomes in accordance with the baseline of the
Croatian Qualifications Framework, which should
serve as a guideline for other specialised courses in
higher education.

KEY WORDS: tourism and hotel management,
hotel sales, front office operations, Croatian
Qualifications Framework, learning outcomes

M. sc. Danijel Carev, Visoka poslovna Skola Utilus, Zagreb adresa: Ul. grada Mainza 21, Zagreb e-mail: dcarev@utilus.hr

Acta Turistica Nova

I o, 1 1 N
95z-¢tL 'dd ‘2 "ON ‘(L 10T) S [OA “eAON ed13sing ey | N




N P N
9Gz-€pL 'dd ‘7 'ON ‘(L LOT) § |OA “eAON ed1sln] ey | »

Acta Turistica Nova

Danijel Carev HOTELSKA PRODAJA | RECEPCIJSKO POSLOVANJE NA PREDDIPLOMSKOM STUDIJU VPS UTILUS
Danijel Carev HOTEL SALES AND FRONT OFFICE OPERATIONS IN THE UNDERGRADUATE COURSE AT UTILUS BUSINESS SCHOOL

uvoD

Visoka poslovna Skola Utilus (VPSU) u Zagrebu
osnovana je s ciljem da se buduéim studentima
ponudi stru¢an program poslovnog obrazovanja
u turizmu 1 hotelijerstvu kao temelju njihovog
daljnjeg profesionalnog razvoja. Program
turisticki i hotelski menadzment na VPSU
sastavljen je od niza stru¢nih kolegija, u kojem
izrazito mjesto zauzima kolegij hotelska prodaja i
recepcijsko poslovanje.

Ovaj ¢lanak zamiSljen je kao jedan u nizu ¢lanaka
koji ée prezentirati kolegij hotelska prodaja i
recepcijsko poslovanje, kao strucan kolegij u
smjeru turistickog 1 hotelskog menadzmenta,

¢ija je svrha analizirati i opisati njegov sadrzaj,

te opisati najbolju kombinaciju teorijskog znanja

i prakti¢nog iskustva koja se trebaju koristiti za
predavanja na preddiplomskom studiju. U ovom
¢lanku hrvatski kvalifikacijski okvir posluzit ée kao
osnova za definiranje kurikuluma s krajnjim ciljem
prezentiranja ishoda ucenja.

Kolegij hotelska prodaja i recepcijsko poslovanje
predaje se na trecoj godini preddiplomskog
studija VPSU, na naéin da se studente

upoznaje s detaljima poslovanja takvih odjela

u hotelu, njihovom tehnologijom rada i
organizacijskom shemom. Studenti na treoj
godini preddiplomskog studija ve¢ ovladavaju
osnovama hotelskog poslovanja, te je zbog toga
ovakav kolegij organiziran s puno vise detalja

i prakti¢nog iskustva iz hotelske prodaje i
recepcijskog poslovanja. Predavanja ¢e omoguditi
stjecanje specijalistickih znanja i vje$tina u
prodaji i marketingu hotela, te u poslovima

kod prijema, boravka i odjave gosta iz hotela,
koris$tenjem primjera iz prakse.

Kako hotelska industrija u Hrvatskoj jaca

i raste, potreba za stru¢nim kadrovima bit
¢e jos izrazenija. Visoke poslovne $kole
koje ¢e prepoznati trend i prema njemu
prilagodavati svoje programe u turistickom
i hotelskom menadzmentu imat ¢e bolje

INTRODUCTION

Utilus Business School (UBS) in Zagreb was
founded in order to offer future students a
specialised programme for business education in
tourism and hospitality as a basis for their further
professional development. The programme in
hotel and tourism management at UBS consists of
a series of specialised courses, among which the
course in hotel sales and front office operations
has particular importance.

"This article was conceived as one in a series of
articles presenting the course in hotel sales and
front office operations as a specialised course in
tourism and hotel management. The purpose of
the article is to analyse and describe the contents
of the course and depict the best combination of
theoretical knowledge and practical experience
to be used for lectures in undergraduate studies.
The Croatian Qualifications Framework is used
in this paper as a basis for the definition of the
curriculum with the final objective being the
presentation of learning outcomes.

"The course in hotel sales and front office operations
is taught in the third year of undergraduate

studies at UBS and students are acquainted with

the detailed operation of such hotel departments,
their manner of operation and their organisational
scheme. In their third year of studies, students have
already mastered the basics of hotel management,
which is why this course contains more details and
practical experience in hotel sales and front office
operations. Lectures ensure the acquisition of
specialised knowledge and skills in sales and hotel
marketing, and in procedures concerning the check-
in, stay and check-out of hotel guests on the basis of
practical examples.

Since the hotel industry has been growing

and become stronger in Croatia, there will be
increasing demand for professionals in this
sector. Business schools that recognise the trend
and adjust their curricula in tourism and hotel
management accordingly will be successful in
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uvjete za privlacenje studenata koji ¢e svoju
buduéu karijeru graditi upravo u turistickom
sektoru. Smatra se da ¢e studenti s pravom
kombinacijom teorijskog i praktiénog znanja u
svim sferama turistickog i hotelskog poslovanja
biti upravo kandidati koji ¢e imati najvece
mogucnosti zaposljavanja u turizmu.

Hrvatski kvalifikacijski okvir (HKO) je instrument
koji ¢e olaksati zaposljavanje te osobni razvoj
pojedinaca za izgradnju socijalne povezanosti.
Znacaj HKO-a ogleda se u kvalitetnijem
povezivanju potreba trziSta rada s provodenjem
Skolskih programa te u vrednovanju svih

rezultata ucenja (Uzelac, 2008). Iz toga razloga
HKO posluzit ¢e kao okvir prema kojem ¢e se
definirati ishod ucenja za kolegij hotelska prodaja i
recepcijsko poslovanje na VPSU.

U nastavku ovoga ¢lanka opisat Ce se ciljevi i
sadrzaj kolegija hotelska prodaja i recepcijsko
poslovanje, te ¢e se analizirati dostupna literatura.
Zatim, ukratko ¢e se objasniti pojam Hrvatskog
kvalifikacijskog okvira, a kruna cijeloga ¢lanka je
prezentacija ishoda ucenja za navedeni kolegij.

CILJEVI KOLEGIJA

Na osnovi dugogodi$njeg radnog iskustva u
hotelima te kroz redovito pracenje domace i
inozemne literature vezane za hotelsku industriju,
kolegij je organiziran na nacin da nosi dvojaku
funkciju, praktiénu i znanstvenu. Kroz predavanja
se studenti imaju prilike upoznati s hotelskim
poslovanjem putem upoznavanja rada odjela
prodaje i prijemnog odjela. U prvom redu misli se
na usvajanje nacina rada, tehnologije rada i na¢ina
koriStenja osnovnih resursa za uspjesno obavljanje
radnih zadataka.

Kada se govori o hotelskoj prodaji, tada se
podrazumijeva upoznavanje s alatima prodaje
i nacelima marketinga u hotelskom okruzenju.
Na primjerima iz prakse studenti dobivaju
jasan pregled temeljnih podrudja prodaje 1

attracting students who are planning to build a
career in the tourism sector. Students with the
right combination of theoretical and practical
knowledge in all spheres of tourism and in the
hotel business will be the best candidates for
employment in tourism.

The Croatian Qualifications Framework (CQF) is
an instrument that will facilitate the employment
and personal development of individuals and is
aimed at building social cohesion. The importance
of the CQF lies in the high-quality linking of
labour market needs and curricula, and in the
assessment of all learning results (Uzelac, 2008).
For this reason, the CQF will be used as a
framework for the definition of learning outcomes
for the course in hotel sales and front office
operations at UBS.

The text below contains a description of objectives
and contents of the course in hotel sales and front
office operations, and an analysis of available
literature. In addition, the concept of the Croatian
Qualifications Framework will be briefly described,
and the article will culminate in the presentation of
learning outcomes for the course in question.

COURSE OBJECTIVES

Since it was created on the basis of many years

of work experience in hotels and the reading of
domestic and foreign literature dealing with the
hospitality industry, the course was organised
with a twofold practical and academic function.
Lectures allow students to learn about hotel
management by getting to know the sales
department and the front office. In the first place,
this refers to familiarisation with the manner of
operation, work methods, and the manner of
using basic resources for the successful completion
of work assignments.

Learning about hotel sales means learning about

sales tools and marketing principles in a hotel
environment. Examples from practice provide
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marketinga, sastojaka koju utje¢u na marketinski
splet (marketing 7zix) 1 njegove specifi¢nosti u
hotelskom poslovanju, odredivanja cjenovne
politike, izrade promotivnih paketa, te definiranja

distribucijskih kanala.

Kada se govori o recepcijskom poslovanju,
tada se govori o prijemnom odjelu, koji ujedno
predstavlja i srediSte zbivanja svakog hotela i u
kojem se uspostavlja direktna komunikacija s
gostima u procesu dolaska, boravka i odlaska iz
hotela. Studenti se na predavanjima upoznaju

s nac¢inom funkcioniranja prijemnog odjela u
praksi, terminologijom koja je u svakodnevnoj
upotrebi, te dnevnim aktivnostima osoblja na
recepciji. Takoder ée se istraziti povezanost
prijemnog odjela s odjelom prodaje i ostalim
operativnim odjelima u hotelu, kao i na¢in na
koji njihovo zajednicko funkcioniranje utjece na
ukupno zadovoljstvo gostiju.

DOSTUPNA LITERATURA

Prije pocetka opisivanja sadrzaja kolegija, kratko
¢e se analizirati dostupna literatura.

Literatura iz podrudja hotelske prodaje i
recepcijskog poslovanja dostupna u Hrvatskoj,
nazalost, vrlo je mr3ava. Za kolegij hotelska
prodaja koristi se knjiga istoga naziva, Hotelska
prodaja i recepcijsko poslovanje (2005), skupine
autora, u izdanju Sveucili$ta u Rijeci — Fakulteta za
turisticki i hotelski menadzment u Opatiji. Iako bi
se po naslovu knjige moglo zakljuéiti da bi svojim
sadrzajem trebala pokrivati cjelokupno podrucje
kolegija, to ipak nije slucaj.

Svojim veéim dijelom knjiga objasnjava proceduru
rada prijemnog odjela, fokusirajuéi se na pojedine
standarde i principe rada (poput organizacije
prijemnog odjela, postupaka rezerviranja hotelskih
usluga), od kojih se pO]edll‘le procedure, poput
formulara za rezervaciju i izmjenu rezervacije,

veé neko vrijeme ne primjenjuju u praksi, te

knjiga zbog toga gubi na relevantnosti. Nadalje,

students with a clear overview of the basic areas
of sales and marketing, factors influencing the
marketing mix and its specific nature in the
hospitality business, the definition of a pricing
policy, the preparation of promotional packages
and the definition of distribution channels.

Front office operations refer primarily to the
front desk which is at the same time the centre of
activities in any hotel and the place where direct
communication takes place with guests in the
process of their arrival, stay and departure from
the hotel. During lectures, students learn about
the way in which the front desk works in practice,
the terminology which is used in everyday work,
and the daily activities of front office staff. The
connection between the front desk and the sales
department and other departments in a hotel is
also analysed, as well as the way in which their
joint operation affects overall guest satisfaction.

AVAILABLE LITERATURE

Before the description of course contents, let us
briefly analyse the available literature.

Croatia, unfortunately, has a very scarce selection
of available literature in hotel sales and front
office operations. Literature used for this course
is a book with the same title Hotel Sales and Front
Office Operations (2005) by a group of authors
published by the University of Rijeka Faculty

of Tourism and Hospitality Management in
Opatija. Although the title of the book gives

the impression that its contents cover the entire
contents of the course, this is not the case.

Most of the book explains the procedures of the
front desk with special emphasis on individual
standards and principles of operation (such

as the organisation of the front desk, booking
procedures) although some procedures, such

as the booking form and the booking change
form, have not been used in practice for a while.
For this reason, the book is no longer relevant.
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hotelska prodaja objasnjena je jako Sturo i, u
svakom slucaju, nedovoljno s obzirom na to

koliko je taj odjel znacajan u poslovanju hotela.
Nedostaje detaljnije objasnjenje uloge hotelske
prodaje u poslovanju hotela prilagodene dana$njim
uvjetima poslovanja, kao i funkcije i znacaja izrade
marketing plana, uloge internet prodaje i on-/ine
distribucijskih kanala.

S druge strane, knjiga daje dovoljno informacija
o radu prijemnog odjela, posebno o poslovima
dolaska, boravka i odlaska gostiju iz hotela, a
posebice daje dobar osvrt na poslove prijave gosta
(check-in) 1 odlaska gosta (check-out).

Sve u svemu, iako daje solidan temel;j za koristenje
u nastavne svrhe na predmetnom kolegiju, knjiga
je daleko od onoga $to bi takva knjiga trebala
predstavljati s obzirom na promjene koje su
navedeni poslovi danas dozivjeli u praksi. To nas
dovodi do zakljucka da je postojeca literatura

u Hrvatskoj nedostatna za potrebe kolegija
hotelska prodaja i recepcijsko poslovanje i da
svakako postoji prostor za izdavanje priru¢nika
koji bi sadrzavao opis navedenih poslova u
skladu s danasnjim trendovima i realno$cu, kao

i objasnjavao nove tehnike prodaje, koriStenje
interneta i druStvenih mreza u prodajne

svrhe, ulogu marketinga u hotelskoj prodaji,
redefiniranje funkcije prijemnog odjela te novu
tehnologiju rada i organizacije prijemnog odjela,
odnosno recepcije u hotelu.

Zbog navedenih nedostataka u postojecoj
literaturi, predavanja na predmetnom kolegiju
osmisljena su na nacin da koriste neke dijelove
navedene knjige, ali i materijale koji se baziraju
na prakti¢nom iskustvu. U predavanja se
ukljuéuju siri pojam marketinga u hotelijerstvu i
prodaji, izrada marketing plana hotela s izradom
proracuna, statisticki izvje$taji u svakodnevnoj
upotrebi, akcijski plan prodaje, internet
rezervacijski sistemi, promocija prodaje hotela,
organizacija i sudjelovanje na sajmovima.

U sljedecem poglavlju detaljnije ¢e biti objasnjen
sadrzaj tako koncipiranog kolegija.

Furthermore, hotel sales are explained very
briefly and insufficiently from the point of view
of the importance of the department in hotel
business operations. The book lacks a more
detailed explanation of the role of hotel sales

in the hospitality business in today’s business
environment, of the function and importance of
a marketing plan, and of the role of internet sales
and online distribution channels.

On the other hand, the book provides sufficient
information on the functioning of the front
desk, particularly in relation to the check-in, stay
and check-out of hotel guests, and it provides a
particularly good overview of checking-in and
checking-out procedures.

All in all, although the book gives a solid
background for the course in question, it is far
from what this kind of a book should be, given
all the changes that the relevant procedures have
undergone in current practice. This leads to the
conclusion that the existing literature in Croatia
is insufficient for the course in hotel sales and
front office operations and that there is room
for a manual that would contain a description of
the above-mentioned procedures in accordance
with the current trends and reality, explain new
sales techniques, the use of the internet and
social networks for sales, the role of marketing
in hotel sales, and redefine the role of the front
desk, as well as the new manner of operation
and organisation of the front desk, that is, of the
hotel reception.

Furthermore, due to the above-mentioned
shortcomings in the existing literature, lectures

of the course in question have been designed

to partly use the above-mentioned book and
partly materials based on practical experience.
Lectures include a wider concept of marketing

in hospitality and sales, the preparation of a
marketing plan for a hotel, including budgeting,
daily statistics, sales action plans, internet booking
systems, the promotion of hotel sales, organisation
and participation at fairs.
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SADRZAJ KOLEGIJA

Nastavni program podijeljen je na nacin da je 28
sati predvideno za predavanja, 4 sata za seminarske
radove i 8 sati za vjezbe, Sto ¢ini ukupno 40 sati
nastave godi$nje.

Nastava se izvodi kroz predavanja, rasprave, eseje,
studentska istrazivanja na zadanu temu, vjezbe,
rjeSavanje prakti¢nih zadataka, seminarski rad te
individualan rad.

Od studenata se trazi aktivno sudjelovanje u svim
oblicima nastave, izvrSavanje zadanih tematskih
zadataka (domace zadace), Citanje nastavne
literature te ostalih dodatnih izvora informacija.

Provjera znanja provodi se tijekom svih oblika
nastave. Polaganja ispita i kona¢na ocjena formira
se zbrojem ocjena tijekom predavanja kao i putem
pismenih ispita (prvog i drugog parcijalnog
pismenog ispita, te zavrSnog usmenog ispita).
Vise o detaljima samog ocjenjivanju donosi se pod
dijelom “Ishodi ucenja”.

Sadrzaj kolegija podijeljen je na 14 predavanja
kako slijedi:

1. Na uvodnom predavanju studente se upoznaje
s hotelskim poslovanjem s obzirom na vrstu
hotela, kategoriju, strukturu poslovanja i opéu
ulogu hotela u turisti¢koj industriji. Predavanje
zavrsava definiranjem procesne funkcije
smjestaja, kao skupa svih aktivnosti koje razliciti
oranizacijski djelovi hotela trebaju izvrsiti da bi se
pruzila odredena usluga gostu, odnosno stvorila
vrijednost za gosta.

2. Pod organizacijskom strukturom hotelske
prodaje objasnjava se znacaj prodaje i marketinga
u poslovanju, organizacijski ustroj hotela

prema postavljenim kriterijima, zatim se
usporeduju svjetski trendovi u upravljanju i
vodenju hotelskog poslovanja, s naglaskom na
organizaciju i upravljanje hotelskom prodajom.

3. U ovom dijelu objasnjava se marketing hotela,
odnosno funkcija marketinga u hotelu, $to je to

The following section gives a more detailed
explanation of the contents of a course designed in
this manner.

CONTENTS OF THE COURSE

The curriculum is divided in such a manner that
28 hours are envisaged for lectures, 4 for seminars,
and 8 for practical work, which makes about 40
hours of classes per year.

Instruction is organised in the form of lectures,
discussions, essays, student research on certain
topics, practical work, practical exercises, seminars
and individual work.

Students are required to actively participate in
all forms of instruction, to complete their home
assignments, to read the assigned literature and
other sources of information.

Tests are conducted during all forms of instruction.
"The final grade represents a sum of all the grades
received during lectures and written tests (the first
and second partial written exam, and the final oral
exam). More information on grading is provided
under “Learning outcomes”.

The contents of the course are divided into 14
lectures as follows:

1. In the introductory lecture, students learn
about the hospitality business depending on the
type of hotel, category, operational structure and
the general role of the hotel in the hospitality
industry. The lecture finishes with a definition
of accommodation procedures as a group of all
activities that need to be executed by various
organisational departments of the hotel in order
to provide a certain service to a guest, that is, to
create value for the guest.

2. The description of the organisational structure of
hotel sales covers the explanation of the importance
of sales and marketing in business operations, the
organisation of the hotel in accordance with the set
criteria, and a comparison of international trends in
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marketinski splet i definiranje ciljeva marketinga
vezanih za hotelsko poslovanje.

4. Marketing plan hotela predstavlja strateski
dokument kojim se odreduje poslovanje hotela

za planiranu godinu i stoga je vazan u poslovanju
odjela prodaje i marketinga. Zbog toga je

izrazito bitno da se studenti upoznaju sa svim
njegovim sastavnim dijelovima, koji ukljucuju
analizu situacije, postavljene ciljeve marketinga,
odredivanje marketinske strategije, pozicioniranje
hotela i marketinske instrumente.

5. Pod marketingkim instrumentima
podrazumijevamo alate koji pomazu u ostvarenju
zacrtanih ciljeva hotelske ponude i usluga.

Na ovom predavanju studenti ¢e se uz pomo¢
primjera iz prakse upoznati s politikom cijena
smjeStaja i kanalima prodaje.

6. Predavanje je fokusirano na definiranje hotelske
prodaje, kao najznacajniji odjel u hotelu, vezan uz
planiranje prihoda smjestaja. Osnovna funkcija
odjela je ugovaranje i prodaja hotelskog smjestaja, a
studenti se upoznaju sa specifi¢nostima kroz primjere
iz prakse. Naglasak se stavlja na analiziranje koraka
u procesu prodaje, na temeljne zadace hotelske
prodaje te analiziranje tipova i vrsta ugovora.

7. Nastavak analiziranja hotelske prodaje donosi
vise detalja o tehnologiji izrade godiSnjeg
proracuna prihoda smjestaja, 7 pogodnosti kod
planiranja prihoda, izradi i vrsti hotelskih cjenika,
razlikovanje statistickih izvjeStaja prodaje te
upoznavanje s akcijskim planom prodaje.

8. Na ovom predavanju studenti se upoznaju

s poslovima rezerviranja hotelskih usluga
(postupcima i procedurama), vrstama rezervacija,
definiraju se internet rezervacijski sistemi te

se opisuje proces upravljanja prihodima na
primjerima iz prakse.

9. Drugi dio semestra po¢inje predavanjem na
temu prijemni odjel hotela kao mjesto na kojem
se ostvaruje prvi fizicki kontakt gosta s hotelom.
Analiziraju se i opisuju postupci kod dolaska
(check-in) i tijekom boravka gosta u hotelu.

hospitality management, with special emphasis on
the organisation and management of hotel sales.

3. This part contains an explanation of hotel
marketing, that is, of the function of marketing in
a hotel, of the marketing mix and a definition of
marketing objectives in hotel management.

4. A hotel’s marketing plan represents a strategic
document which defines hotel business operations
for the planned year and is therefore important
for the operation of the sales and marketing
departments. Consequently, it is very important
that students learn about the constituent parts,
including an analysis of the situation, the setting
of marketing objectives, the definition of a
marketing strategy, the positioning of a hotel, and
marketing instruments.

5. Marketing instruments are tools used to achieve
the set objectives of the hotel’s offer and services.
During this lecture, students learn from practical
examples about the policy of accommodation
prices and sales channels.

6. This lecture is focused on defining hotel sales as
the most important department in a hotel related to
planning revenue from accommodation. The main
functions of the department are agreements and the
sale of hotel accommodation, and students learn
about specific situations on the basis of practical
examples. Emphasis is placed on an analysis of the
steps in the sales procedure, on the basic tasks of
hotel sales, and on an analysis of the different types
and kinds of contracts.

7. A continuation of the analysis of hotel sales brings
more detail on the manner of drafting annual budgets
of accommodation revenue, seven advantages in
planning revenue, the preparation and types of hotel
price lists, differences between statistical sales reports
and the presentation of the annual sales plan.

8. In this lecture, students learn about activities
related to the booking of hotel services (steps and
procedures), types of booking, internet booking
systems are defined and the revenue management
process is described based on practical examples.
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10. Nastavak na prijasnje predavanje studentima
opisuje prijemni odjel hotela iz perspektive poslova
recepcije pri odlasku gosta (check-our). Naglasak je
stavljen na razumijevanje naplate racuna, poslove
otkupa stranih sredstava placanja i poslove kontrolora.

11. Upravljanje poslovnim rezultatom prijamnog
odjela naslov je predavanja koje definira poslove
planiranja, izvjeStavanja, argumentiranja USALI
metode, statistike, analize, klju¢nih pokazatelja
uspjesnosti poslovanja te savjetovanja.

12. Promocija prodaje hotela u praksi, izmedu
ostalog, podrazumljeva i sud]elovan]e proda]nog
tima na turistickim sajmovima, gdje se opisuju
organizacija i nacin sudjelovanja na sajmovima.

U drugom dijelu predavanja analiziraju se
troskovi marketinga, s osvrtom na troskove izrade
promotivnih materijala i troskovne stavke.

13. Upravljanje ljudskjrn potencijalirna u odjelu
prodaje i recepcije naziv je pretposljednjeg
predavanja, kojim se definiraju i obja$njavaju
specifi¢nosti rada u hotelijerstvu te se argumentira
znacenje poslovne etike u svakodnevnom poslovanju.

14. Zavr$no predavanje semestra obja$njava
informatizaciju hotelske prodaje i recepcijskog
poslovanja kroz pojam HIS-a, analizirajuci
pritom trenutnu praksu u Hrvatskoj, prednosti i
nedostatke informatizacije, on-/ine distribuciju te
tehnoloske trendove.

U nastavku teksta objasnit ée se Hrvatski kvalifikacijski
okvir kao institucionalni okvir za formiranje ishoda
ucenja u visokom obrazovanju, kao temelj za
definiranje ishoda ucenja kolegija hotelska prodaja

i recepcijsko poslovanje na VPSU.

HRVATSKI KVALIFIKACIJSKI OKVIR

Prema Lisabonskoj strategiji, svaka europska
zemlja potpisnica Bolonjske deklaracije
uspostavit ¢e Nacionalni kvalifikacijski okvir
sastavljen od mreze kvalifikacija i razina
kvalifikacija. Izrada i razvoj HKO-a zasniva se

9. The second part of the semester starts with

a lecture on the hotel front desk as the place of
the guest’s first physical contact with a hotel.
Procedures for checking-in and the stay of guests
in the hotel are analysed and described.

10. A follow-up on the previous lecture describes
the front desk from the point of view of check-out
procedures. Emphasis is placed on understanding
billing procedures, the procedures of purchasing
foreign currency, and controlling procedures.

11. This lecture, which defines planning,
reporting, the USALI method, statistics, analysis,
key performance indicators and counselling
procedures, is entitled the Management of
Business Performance of the Front Desk.

12. The promotion of hotel sales covers in
practice the participation of a sales team

in tourism fairs. The lecture describes the
organisation and manner of participation in
fairs. The second part of the lecture provides an
analysis of marketing costs with special emphasis
on the costs of preparing promotional materials
and expenditure items.

13. Human resources management in the sales
department and in the front desk is the title of the
penultimate lecture which defines and describes
the peculiarities of the hospitality business and
explains the importance of business ethics in
everyday business operations.

14. The final lecture in the semester provides

an explanation of the computerisation of hotel
sales and front office operations through the HIS
concept, and analyses the situation in Croatia, the
advantages and disadvantages of I'T, and online
distribution and technological trends.

What follows is an explanation of the Croatian
Qualifications Framework as an institutional
framework to define learning outcomes in higher
education as a basis for the definition of the
learning outcomes of the course in hotel sales
and front office operations at UBS.
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na hrvatskome nasljedu, postoje¢em sustava
obrazovanja u Republici Hrvatskoj, uputama
Europskoga kvalifikacijskog okvira te iskustvima
drugih, napose europskih zemalja u izgradnji

njihovih kvalifikacijskih okvira.

U ozujku 2006. zapoceo je rad na Hrvatskom
kvalifikacijskom okviru, osnivanjem radne skupine
pri Ministarstvu znanosti, obrazovanja i $porta.
Konac¢ni prijedlog dokumenta “Polazne osnove
Hrvatskog kvalifikacijskog okvira” usvojen je na
sjednici Vlade Republike Hrvatske 5. srpnja 2007.
godine (Vlada Republike Hrvatske, 2011).

Hrvatski kvalifikacijski okvir predstavlja
instrument koji olak3ava zaposljavanje te

osobni razvoj pojedinaca za izgradnju socijalne
povezanosti, §to je posebno vazno za drustva u
kojima su ekonomske i tehnoloske promjene te
produljenje Zivotnoga vijeka suvremenog ¢ovjeka
nametnule cjelozivotno ucenje kao nuznost
obrazovne i gospodarske politike. Znac¢aj HKO-a
ogleda se i u kvalitetnijem povezivanju potreba
trzi$ta rada s provodenjem skolskih programa te u
vrednovanju svih rezultata ucenja (Uzelac, 2008).

Kao jedna od vaznih “Polaznih osnova HKO-a”
istiCe se izgradnja sustava vrednovanja i priznavanja
kompetencija ste€enih neformalnim i informalnim
oblicima uéenja. Osnova za to je razumijevanje jasno
odredivanih kompetencija, koje studenti stjecu tijekom
studija, a koje su jasno opisane kroz ishode ucenja.

U tom smislu, u nastavku teksta jasno ce se
prezentirati ishodi ucenja za kolegij hotelska prodaja
i recepcijsko poslovanje na VPSU u Zagrebu.

ISHODI UCENJA

Ishodi ucenja su iskazi kojima se izrazava Sto
student treba znati, razumjeti i/ili biti u stanju
pokazati nakon $to zavrsi odredeni proces ucenja
(Kovac i Koli¢-Vehovec, 2008).

Polaziste za planiranje kurikuluma temeljenog
na ishodima ucenja je utvrdivanje kompetencija

CROATIAN QUALIFICATIONS FRAMEWORK

According to the Lisbon Strategy, every
European country which is a signatory to the
Bologna Declaration will establish a National
Qualification Framework consisting of a network
of qualifications and levels of qualifications.

The preparation and development of the CQF

is based on the Croatian heritage, the existing
educational system in the Republic of Croatia,
the instructions of the European Qualification
Framework, and the experiences of other,
primarily European, countries in the development
of their own qualification frameworks.

Work on the Croatian Qualifications Framework
started in March 2006 when a working group
was established at the Ministry of Science,
Education and Sports. The final proposal

of the document “Baseline of the Croatian
Qualifications Framework” was adopted at the
session of the Government of the Republic of
Croatia on 5 July 2007 (Government of the
Republic of Croatia, 2011).

The Croatian Qualifications Framework
represents an instrument which facilitates the
employment and personal development of an
individual for the building of social cohesion,
which is particularly important for societies where
economic and technological change and longer
life expectancy have imposed lifelong learning as a
necessity in educational and economic policy. The
importance of the CQF is also reflected in more
high-quality links between labour market needs
and the implementation of curricula, and in the
assessment of all learning results (Uzelac, 2008).

"The baseline of the CQF mentions the development
of a system of assessment and recognition of
competences acquired through non-formal and
informal forms of learning as one of the important
objectives. This is based on understanding clearly
defined competences acquired by students during
their studies, which are clearly described through
learning outcomes.
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zavrSenih studenata. Pod pojmom kompetencije
podrazumijevaju se znanja, vjestine i stavovi pomocu
kojih je pojedinac osposobljen za izvrSenje odredenog
posla (Loncar-Vickovi¢ i Dolacek-Alduk, 2009).

U skladu s definiranim ishodom ucenja, nakon
polozenog ispita iz kolegija hotelska prodaja i
recepcijsko poslovanje student e biti sposoban
udiniti sljedede:

1. pravilno tumaditi i definirati procesnu funkciju
smjestaja;

2. objasniti hotelsku prodaju, definirati njezine
principe i glavne zadatke;

3. objasniti znacaj marketinga u hotelskom
poslovanju i opisati takti¢ki marketing;

4. razumjeti i opisati znacaj marketing plana u
poslovanju hotela, opisati njegove sastavnice,
razlikovati trzi$ne segmente i sastaviti osnovu
verziju plana na praktiénom primjeru hotela;

5. upoznati vrste cjenika, razlikovati i analizirati
cjenovnu politiku i razumjeti proces izrade
proracuna u hotelijerstvu;

6. razlikovati vrste rezervacija, internet rezervacijske
sisteme 1 objasniti proces upravljanja prihodima u
hotelijerstvu;

7. opisati i argumentirati proces pripreme i pruZanja
usluga smjestaja pri dolasku, boravku gosta i odlasku
gosta iz hotela;

8. upoznati sastavnice hotelskog ra¢una i razumjeti
ulogu kontrolinga na prijemnom odjelu;

9. definirati i analizirati upravljanje poslovnim
rezultatom prijamnog odjela (opisati USALI
metodu);

10. opisati i objasniti promociju prodaje hotela;

11. upoznati i opisati specifi¢nosti rada u
hotelijerstvu, znacajke rada u odjelu prodaje
i recepcije, razlikovati sustave nagradivanja;

12. razlikovati primjenu informacijsko-komunikacijskih
tehnologija u hotelima u Hrvatskoj.

In this sense, the text below presents the learning
outcomes for the course in hotel sales and front
office operations at UBS in Zagreb.

LEARNING OUTCOMES

Learning outcomes are statements expressing what
a student must know, understand and/or be capable
of showing after having completed a specific

learning process (Kovac¢ and Koli¢-Vehovec, 2008).

The starting point for planning a curriculum based
on learning outcomes is the establishment of the
competences of graduating students. Competences
refer to knowledge, skills and attitudes by means of
which an individual has been trained for a certain

job (Loncar-Vickovi¢ and Dolacek-Alduk, 2009).

In accordance with the defined learning outcome,
after having passed the examination as part of the
course in hotel sales and front office operations, a
student will be able to do the following:

1. correctly interpret and define accommodation
procedures;

2. explain hotel sales, define its principles and
main tasks;

3. explain the importance of marketing in hotel
management and describe tactical marketing;

4. understand and describe the importance of a
marketing plan in a hotel’s business operations,
describe its constituent parts, differentiate between
market segments and prepare a new version of a
plan using the practical example of a hotel;

5. learn about types of price lists, differentiate
and analyse the pricing policy and understand
budgeting in the hospitality industry;

6. differentiate between types of reservations,
internet booking systems and explain the revenue
management process in the hospitality industry;

7. describe and explain the process of the
preparation and provision of accommodation
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Kolegiju hotelska prodaja i recepcijsko poslovanje
dodijjeljeno je 5 ECTS bodova, $to znaci da ¢e
student posvetiti prosjecno 40 sati radu na kolegiju.

Ogjenjivanje studenata vrsi se primjenom ECT'S
sustava (A-F i brojcanog sustava 1-5).

Prag prolaznosti iz kolegija jest 40% realiziranih
obveza studenta navedenih u Tablici 1.

Neakademsko ponasanje donosi negativne bodove
prema sljedeéim kriterijima:

©* prepisivanje zadaca i seminara (10%),

= prepisivanje ili odredeni nedozvoljeni postupci
na parcijalnom ispitu (50%).

Domace zadace

Studenti ¢e samostalno trebati izvrsiti tri zadatka,
a za svaki uradak na svakom zadatku mogu dobiti
najvise 5 bodova.

Student moze dobiti bodove na ovim zadacima
samo ako je zadatke izvr$io u skladu s uputama.
Zadaci ¢e se predati u pismenom obliku, a
njihove teme zajedno s uputama najavljuju

se unaprijed.

Popravni
(eng. tiebreakers, donose 5 dodatnih bodova)

Popravni predstavlja dodatni bonus zadatak i
aktivnost koja ¢e studentima pomo¢éi nadoknaditi
propustene ili kasno predane domace zadace.
Popravni ukljucuje pisani rad.

Student se upozoravaju da prate rokove domacih
zadacéa. Duzni su postovati rokove i za vrijeme
odsutnosti.

Parcijalni ispit

Studenti su obvezni poloziti dva parcijalna ispita.
Za svaki ispit mogu dobiti maksimalno 15 bodova.
Kriterij za dobivanje bodova je 60% to¢no
rijeSenih zadataka. Ispit se sastoji od 15 pitanja, od

kojih svako pitanje nosi 1 bod, a dizajnirani su tako
da utvrde znanje studenta o odslusanom gradivu.

services during the check-in, stay and check-out of
hotel guests;

8. understand items on a hotel bill and understand
the role of controlling at the front desk;

9. define and analyse the management of business
results of the front desk (describe the USALI method);

10. describe and explain the promotion of hotel sales;

11. understand and explain the peculiarities
of working in the hospitality industry, in sales
and the front office, and differentiate between
reward systems;

12. differentiate between the application of
information and communication technologies in
hotels in Croatia.

The course in hotel sales and front office
operations contains 5 ECTS credits which means
that a student will dedicate approximately 40
hours of work to this course.

Students are evaluated on the basis of the ECTS
system (A-F and numerical system 1-5).

The threshold level for passing the course is
40% of fulfilled student obligations outlined in
the Table 1.

Non-academic behaviour brings negative points in
accordance with the following criteria:

= copying of homework and seminar papers (10%)

% copying or certain prohibited actions in the
partial exam (50%).

Homework

Students are required to complete three individual
assignments, and for each assignment they can
obtain a maximum of 5 points.

Students may gain points for these assignments
only if they have completed them in accordance
with the instructions. Assignments have to be
submitted in writing, and topics for the assignments
and instructions are announced in advance.
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TABLICA 1/TABLE1

AKTIVNOST / UDIO U ECTS ISHODI

ACTIVITY BODOVIMA UCENJA /
DODUJELJEN LEARNING
POJEDINOJ OUTCOMES
AKTIVNOSTI /
SHARE IN
ECTS CREDITS
ALLOCATEDTO
AN INDIVIDUAL
ACTIVITY

Pohadanje

nastave, aktivnost,

sudjelovanje u

raspravi

. 1,5 1-12

Attending classes,

engagement,

participation in

discussion

Domace zadace i

seminarski rad

Homework and o2 1112

seminar papers

Kontinuirana

prov!era Znanja 20 1-12

Continuous

testing

Zavrsni ispit 1,0 1-12

Final exam

UKUPNO /TOTAL 5,0

Za ocjenjivanje parcijalnih ispita koristit ¢e se
ljestvica prikazana u Tablici 2.

Zavrsni ispit
Zavrsni ispit je usmeni. Student odgovara na
tri pitanja i za svako pitanje moze dobiti najvise

8 bodova (ukupno 24 boda), prema kriterijima
prikazanima u Tablici 3.

AKTIVNOST
STUDENATA /
STUDENT
ENGAGEMENT

2 parcijalna
ispita
2 partial exams

Usmeni ispit
Oral exam
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METODA
PROCJENJIVANJA /

ASSESSMENT
METHOD

Bodovi na parci-
jalnim ispitima
pretvaraju se u
ocjenske bodove
Points in partial
exams are turned
into grade points

Odgovori se
boduju
Answers receive
points

MAKSIMALAN
BROJ
OCIJENJENIH
BODOVA /

MAXIMUM
NUMBER OF
EVALUATED
POINTS

26

15 +5 bodova za
seminarski rad

15 +5 points for
a seminar paper

30

24

100

Tiebreakers (bring an additional 5 points)

A tiebreaker is an additional bonus assignment and
activity that helps students make up for missed or late
assignments. A tiebreaker includes a written paper.

Students are warned to abide by the deadlines for
assignments. They must abide by the deadlines

even if absent.
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TABLICA 2 /TABLE 2

POSTOTAK TOCNIH ODGOVORA (%) / OCJENA/
PERCENTAGE OF CORRECT ANSWERS (%) GRADE
90-100%= A (5)
80-89%= B (4)
70-79%= c@®)
60-69% D (2)
0-59%= F (1)
TABLICA4 /TABLE4

% OCJENJENIH BODOVA / OCJENA/
% GRADED POINTS GRADE
80-100%= A
70-79%= B
60-69%= C
50-59%= D
40-49%= E
TABLICA5 /TABLES

Izvrstan (5) / Excellent (5) A

Vrlo dobar (4) / Very good (4) B

Dobar (3) / Good (3) C

Dovoljan (2) / Sufficient (2) DiE/DandE

Nedovoljan (1) / Insufficient (1) FiFX/FandFX

Pridruzivanje ocjena ostvarenim bodovima
provodi se nakon §to su svi studenti pristupili
zavr$nom ispitu. Na temelju ostvarenih bodova
utvrduje se konacna ljestvica i studenti se ocjenjuju
na nacin prikazan u Tablici 4.

Brojcani sustav ocjenjivanja usporeduje se s ECTS
sustavom na nacin prikazan u Tablici 5.

TABLICA 3 /TABLE 3

2 boda/ Zadovoljava minimalne kriterije /

2 points Satisfies the minimum criteria

4 boda / Zadovoljavajuci odgovor /

4 points Satisfactory answer

6 boda / Iznadprosjecan s ponekom pogreskom /
6 points Above average with few mistakes

8 boda/ Izniman odgovor /

8 points Excellent answer

Partial exam

Students must pass two partial exams. They can
gain a maximum of 15 points for each exam. The
criterion for earning points is 60% correctly
solved questions. The exam consists of 15
questions out of which each question brings 1
point. Questions are designed in such a manner
as to be able to establish the level of a student’s
knowledge about a subject matter.

The scale shown in Table 2 is used for the
assessment of partial exams.

Final exam

The final exam is an oral one. Student answers
three questions and for each question he or she
may earn a maximum of 8 points (a total of 24

points) in accordance with the criteria shown

in Table 3.

The earned points are associated with grades after
all the students have taken the final exam. The
final scale is determined on the basis of the earned
points and students are graded in the manner
described in Table 4.

The numerical grading system may be compared
with the ECTS system in the manner described
in Table 5.
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ZAKLJUCAK

Kolegij hotelska prodaja i recepcijsko poslovanje
na VPSU predstavlja stru¢an predmet, ¢ije

se ishodiste nalazi u prakti¢cnom iskustvu,
potkrijepljeno teorijskim pretpostavkama. Drugim
rije¢ima, to znaci da se na predavanjima koriste
materijali koji studentima objasnjavaju okvire
poslovanja hotela iz perspektive teorijskog znanja,
koja se usporeduju sa stvarnim primjerima iz
prakse. Sve to studentima omogucava usvajanje
kompetencija koje ¢e im u buduénosti omogudéiti
uspjesnije svladavanje radnih zadataka.

Da bi se sadrzaj kolegija u potpunosti izgradio
kao sustav vrednovanja i priznavanja kompetencija
ste¢enih neformalnim i informalnim oblicima
udenja, rjeSenje se potrazilo u Hrvatskom
kvalifikacijskom okviru. Osnova za to je
razumijevanje jasno odredivanih kompetencija
koje studenti stjecu tijekom studija, a koje su jasno
opisane kroz ishode ucenja.

Ovdje prezentirani ishodi ucenja za kolegij
hotelska prodaja i recepcijsko poslovanje
obuhvacaju ukupno 12 ishoda ucenja, $to ukupno
nosi 5 ECTS bodova. U tablici se donose
aktivnosti prema kojima se studenti ocjenjuju

i boduju. Prag prolaznosti kolegija jest 40%
realiziranih obveza studenta navedenih u tablici.
Takoder se detaljno opisuju sve aktivnosti i
nacini njihovog ocjenjivanja, kao i uvjeti koje
student mora ispuniti kako bi pristupio zavr$nom
usmenom ispitu.

Na ovaj nacin postavili su se jasni kriteriji

$to sve student treba znati, razumjeti i/ili biti

u stanju pokazati nakon $to zavrs$i odredeni
proces uéenja i po kojem principu ée za svoj
trud biti vrednovan. Ovako prezentiran ishod
ucenja zapocet Ce se koristi na kolegiju hotelska
prodaja i recepcijsko poslovanje na Visokoj
poslovnoj skoli Utilus s akademskom godinom
2011/12. Rezultati dobiveni na kraju semestra
pokazat ¢e opravdanost uvodenja ishoda ucenja
te ée predstavljati putokaz za uvodenje ishoda

CONCLUSION

The course in hotel sales and front office
operations at UBS represents a specialised course
whose starting point is practical experience
supported by theory. In other words, this means
that lectures are based on materials which explain
to students the framework of a hotel’s business
operations from the perspective of theoretical
knowledge in comparison with actual examples
from practice. In this way, students gain
competences that will prepare them for more
successful performance at work.

The Croatian Qualifications Framework served
as a basis to develop the course contents as

a system of assessment and recognition of
competences acquired by non-formal and
informal types of learning. The main issue is

to understand clearly the defined competences
acquired by the students during the course.
These competences are clearly described in the
learning outcomes.

The illustrated learning outcomes for the course
in hotel sales and front office operations comprise
a total of 12 learning outcomes amounting to

a total of 5 ECTS points. The table contains
activities according to which students are graded
and earn points. The threshold level for passing
the course is 40% of fulfilled student obligations
mentioned in the table. There is also a detailed
description of all activities and the manner of their
assessment, together with the prerequisites that
must be satisfied by a student before taking the
final oral exam.

In this manner, clear criteria are set defining
what a student must know, understand and/

or be able to show after having completed a
certain learning process. The principles of
assessment are also clearly indicated. These
learning outcomes will be applied to the course
in hotel sales and front office operations at Utilus
Business School in the 2011/12 academic year.
The results achieved at the end of the semester
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ucenja i za ostale kolegije. Krajnji cilj jest
prilagodavanje cjelokupnog programa, smjera
turisti¢kog 1 hotelskog menadzmenta Hrvatskom

kvalifikacijskom okviru.

Acta Turistica Nova

will show whether the introduction of learning
outcomes has been justified and will serve as

a guideline for the introduction of learning
outcomes for other courses as well. The final
objective is to adjust the overall programme in
tourism and hotel management to the Croatian
Qualifications Framework.
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