FBLA HS Hospitality and Event Management?®
Customer Relations (20 test items)
1. Explain the importance of meeting and exceeding customer/guest expectations (CR:067) (CS)
2. Anticipate unspoken customer needs (CR:053) (CS)
3. Accommodate special needs/specific requests of customers (CR:054) (CS)
4. Process customer/guest orders (CR:021) (CS)
5. Maintain service standards during peaks in demand (CR:039) (CS)
6. Resolve hospitality and tourism related conflicts for customers (CR:044) (CS)
7. Explain the nature of guest recovery (CR:045) (CS)

8. Explain the nature of customer service in the hospitality and tourism industry (CR:049) (CS)

Economics and Finances (10 test items)

1. Explain the relationship between the economy and hospitality and tourism (EC:136) (SP)
2. Discuss considerations in accepting credit-card payments (FI:789) (SP)

3. Explain cash control procedures (e.g., signhature cards, deposit slips, internal/external controls,
cash clearing, etc.) (FI:113) (CS)

Information Management (10 test items)

1. Describe the impact of mobile technology on the hospitality and tourism industry (NF:313) (SP)
2. Explain the need for hospitality and tourism business information (NF:279) (CS)
3. Describe current issues and trends in the hospitality and tourism industry (NF:048) (SP)

4. Obtain hospitality and tourism information from online sources (e.g., search engines, online
databases, blogs, forums, listservs, web analytics, social media, geolocation services) (NF:286)
(SP)

§ Sources: These learning outcomes are part of MBA Research’s National Business Administration Standards.



Operations (5 test items)

1. Explain security considerations in the hospitality and tourism industry (OP:115) (CS)
2. Explain the concept of place (distribution) in the hospitality and tourism industry (OP:529) (CS)

3. Identify environmental sustainability issues in hospitality and tourism (OP:658) (SP)

Professional Development (10 test items)

1. Describe the nature of the hospitality and tourism industry (PD:111) (CS)

2. Explain the roles and responsibilities of hospitality and tourism organizations (PD:398) (CS)

3. Describe the interdependence of segments of the hospitality and tourism industry (PD:399) (SP)
4. Discuss the role of ethics in hospitality and tourism (PD:400) (SP)

5. Explain career opportunities in hospitality and tourism (PD:272, LAP-PD-272) (CS)

Product/Service Management (10 test items)

1. Explain the concept of product in the hospitality and tourism industry (PM:081) (CS)
2. Explain guarantees in hospitality and tourism (PM:314) (CS)

3. Describe services offered by the hospitality and tourism industry (PM:095) (CS)

Promotion and Selling (10 test items)

1. Describe the concept of promotion in the hospitality and tourism industry (PR:121) (CS)
2. Explain promotional methods used by the hospitality and tourism industry (PR:082) (SP)
3. Establish relationship with hospitality and tourism customer/guest (SE:499) (CS)

4. Determine hospitality and tourism customer/guest needs (SE:500) (CS)

5. Explain factors that motivate people to choose a hospitality and tourism site (SE:220) (SP)



Event Management (25 test items)

1.

2.

8.

9.

Identify factors affecting attendee satisfaction with events (CR:056) (SP)
Describe the nature of event budgeting (FI:794) (SP)

Develop event budget (FI:795) (SP)

Determine staffing needs for events (HR:558) (SP)

Identify alternative staffing options (HR:557) (SP)

Explain the nature of event marketing (MK:024) (CS)

Explain types of events (PD:346) (SP)

Describe the nature of the event industry (PD:347) (SP)

Explain the nature of event planning (PJ:011) (SP)

10. Describe the nature of event management (PJ:012) (SP)
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PD:272 LAP-PD-272 Career Opportunities in Hospitality and Tourism

* LAP #s subject to change
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