HOSPITALITY CAREER ACADEMY

LESSON 05 - DOWNLOADABLE HANDOUT

Discretion & Details

Anticipatory Service Excellence

Key learning points

Lesson 5: Discretion & Details

Apply the key standards, decisions and workplace procedures in discretion & details.
Recognise the correct professional standard.

Use a clear workplace process.

Respond confidently in realistic hotel situations.
Workplace practice

Use the lesson checklist in one realistic workplace scenario, then record what you checked, decided and
escalated.

Quick completion check

| reviewed the key points

O
O | practised the skill in one scenario
O | recorded one question for my trainer

Open the HCA lesson online
https://hca-pro.com/academy/courses/anticipatory-service/?lang=en

Study aid only. Follow the current HCA lesson, your property’s approved SOPs, manufacturer instructions and applicable local authority
requirements.

Lesson study aid - Use the online course for the complete learning experience 1



HOSPITALITY CAREER ACADEMY

5 pwpll sl el pu,ydl paxdo

Jrolaily Uloisl

a8licwVl doazdl (s suodll

A Lw V1 plaidl blas

Jwoleslly OlasSl 1g g0 58 bl Josll wleh=ls lylyalls smleed] ak
2umall crigoll lsoll (] sl

au8ly 4,859 Wlgo (9 Asl Iyl

SLaSVI Y alocdl Jusidl yein Lodie (i @il — Juolaily wlous)!

s L alaoll Vi JS > auogasdl — dlwaid Vil Jaolew basis|

Josll UlSo 58 Gaboill
o bog aiizsl Sl Hlally diex>l) bo Ugs o5 (s28ly sloc g0 88 L, Ml a8 pazsiwl

JbosW asyuw as>1 0

awlwVl bladl caesl,
1>lg @890 (59 6)lpoll sl

VJJAU \J|§_~u 9D

o6V e HCA @uouslST Gw)s zusl
https://hca-pro.com/academy/courses/anticipatory-service/?lang=en

aizeol] @l dpadl ollhiog grasdl wlodlsis sasizell o wlely>ly (Jill HCA uys gl Jaas 8,Slial) paslo lis

Jols)l gzl csle Jgazll &g uSIVI 8,001 @51, * uyall coyis La2l2



