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S. No Module Name Session Name Session objectives NOS
reference Methodology Training

Tools/Aids Duration

Icebreaker • Introduce each other
• Build rapport with fellow students and the
facilitator

NA Group Activity Available objects
such as paper,
pencil, etc

Theory 2 hour
Practical 4 hour

Objective of the
Course

• Explain the purpose and bene ts of training
program
• Describe the na onal occupa on standards and
qualification pack
• Explain tourism and hospitality industry
• Share success stories of the various candidates

NA Facilitator led
discussion

White board and
Audio Visual

Theory 4 hour
Practical 4 hour

Food and Beverage
Establishments

• Describe the food and beverage service industry
• Explain various types of food service outlets
• Explain the factors on the basis of which people
choose a restaurant
• Explain di erent factors on which customers tag
a restaurant as a high quality
• Show various types of food and beverage
establishments

THC/N2907
PC1, PC2,
PC3, PC4,
KA1, KB1

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 8 hour
Practical 4 hour

Role and
Responsibility

• Explain the role and responsibility of a Counter
Sale Executive
• List the personal attributes required for a
Counter Sale Executive

THC/N2907
PC1, PC2,
PC3, PC4,
KA1, KB1

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 4 hour

Career Development • Explain what skills, attitudes and behaviour is
required for progression in the industry
• Explain how one can acquire capabilities
required to progress in the industry

THC/N2907
PC1, PC2,
PC3, PC4,
KA1, KB1

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 4 hour

Employment and
Entitlements

• State various types of employment
• Explain di erent shi s in the hospitality and food
industry
• State employee rights and en tlement in a job
• Explain di erent components of the salary
• Explain di erent types of leaves

THC/N2907
PC1, PC2,
PC3, PC4,
KA1, KB1

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 4 hour

1 The Food and 
Beverage Industry





4 Operating Vending 
and Other 
Machines

5 Dealing with 
invoicing and 
payment

6 Handling complaint 
and issues

7 Communication 
with customers 
and colleagues

Communication
with Customers
and Colleagues

•Explain communica on and its types
•Demonstrate e ec ve communica on skills
and its importance
•Explain the communica on process and its
barriers
•Display appropriate communica on
•Display ac ve listening skills while interac ng 
with others at work
•Use appropriate tone, pitch and language to 
convey politeness
•Use appropriate welcome phrases and
gestures as per organization standards
•Provide customer relevant informa on that
makes their experience comfortable, safe and 
enjoyable

THC/N9901
PC1, PC2,
PC3, PC4,
PC8, PC9,
PC12, PC14,
PC15, PC19,
PC20, PC22,
PC23, PC24,
PC25, PC26,
KB1, KB2,
KB3, KB4,
KB5, KB6,
KB7, KB8

THC/N2909
PC10, PC11,
PC 12, PC13,
PC14, PC15,
PC16, PC17,
PC18, KB1,
KB2, KB3,
KB4, KB5

Role Play,
Demonstration,
Facilitator led
discussion

White board
and Audio 
Visual 

Theory 2 hour
Practical 8 hour



8 Customer 
orientation and 
service

Customer Service
Principles

• List principles of good customer service
• Demonstrate customer service behaviour
expected from servers in food establishments

THC/N9902
PC1, PC2,
PC3, PC4,
PC5, PC6,
PC7, PC8,
PC10, PC11,
PC12, PC15,
PC16, PC17,
PC18, PC 19,
PC20, KB1,
KB2, KB3,
KB4, KB5,
KB6, KB7, KB8

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 4 hour
Practical 4 hour

Grooming • Explain the importance of grooming in the
hospitality industry
• Dress appropriately to professional standards of
personal

THC/N9903
PC1, PC2,
PC3, PC4,
PC5, PC6,
PC7, PC8,
PC9, PC10,
PC15, PC17,
KB1, KB2, KB3

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 2 hour
Practical 4 hour

Code of Conduct and
Etiquette

• Explain the code of conduct and e que e to be
followed
• Demonstrate the body language to be followed
by the counter sales executive
• Follow appropriate behavioural and e que e
standards while dealing with customers

THC/N9903
PC11, PC12,
PC13, PC14,
PC18, PC19,
PC20, PC21,
PC22, PC23,
KB4, KB5, KB6

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 2 hour
Practical 8 hour

Ethics and Discipline • De ne ethics
• Di eren ate between ethical and unethical
behaviour
• Explain the consequences of the unethical or
unprofessional behaviour
• Follow high ethical standards of prac ce
• Demonstrate responsible and disciplined
behaviours at the workplace

THC/N9903
PC24, PC25,
PC26, PC27,
PC28, PC29,
PC30, PC31,
PC32, KB7,
KB8, KB9

Demonstration,
Facilitator led
discussion

White board and
Audio Visual

Theory 2 hour
Practical 8 hour

10 Handling different 
customers

Handling Different
Customers

• Serve various categories of guests as appropriate
to their needs
• Adapt own behaviour to deal e ec vely with
different types of customers to achieve customer
satisfaction
• Demonstrate how to handle di erent types of
guests
• Explain the Do's and Don’ts of customer service

THC/N9904
PC1, PC2,
PC3, PC4,
PC5, PC6,
PC7, PC8,
PC9, PC10,
PC11, PC12,
PC13, PC14,
PC15, KA1,
KB1, KB2,
PC16, PC17,
PC18, PC19,
PC20, PC21,
PC22, KB3,
KB4, KB5

Demonstration,
Facilitator led
discussion, Role
Play

White board and
Audio Visual

Theory 2 hour
Practical 12
hour

9 Grooming, Conduct
and Etiquette

11 Health and 
Hygiene

Health and Hygiene • Iden fy key aspects of health and hygiene as
applicable to food workers
• List common diseases and their causes
• Explain various types of hygiene and its
importance
• List various steps to be taken for maintaining a
hygienic food storage area
• Demonstrate personal hygiene prac ces

THC/N9906
PC1, PC2,
PC3, PC4,
PA5, PC6,
PC7, PC8,
PC9, PC12,
PC14, PC15,
PC19, PC20,
PC22, PC23,
PC24, PC25

Demonstration,
Facilitator led
discussion

Demonstration,
Facilitator led
discussion

Theory 2 hour
Practical 8 hours






























