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— Foreword

It gives me immense pleasure to present the Facilitator Guide for the Assistant Home Stay Manager
(Level-5) Programme, which has been developed in accordance with the guidelines of the National Council
for Vocational Education and Training (NCVET).

The homestay sector has emerged as a powerful driver of sustainable tourism, local entrepreneurship, and
community development. Recognizing this potential, Uttarakhand Open University has taken a meaningful
step towards creating a skilled workforce that can support and strengthen this growing sector through a
structured, competency-based training approach.

This programme has been carefully designed to combine academic understanding with practical skills,
industry exposure, and real-life learning experiences. Unlike conventional Open and Distance Learning
programmes, the Assistant Home Stay Manager (Level-5) Programme places strong emphasis on hands-on
training, face-to-face practical sessions, and On-the-Job Training, ensuring that learners are truly industry-
ready.

| am confident that the Facilitator Guide will serve as valuable resources for learners and trainers alike,
providing clear direction, consistency, and quality in programme delivery.

| congratulate the academic team, subject experts, and partners, especially CEMCA-COL, who have
contributed for the development of this programme and these learning resources. | extend my best wishes
to all learners for the successful learning journey and a rewarding career in the homestay and hospitality
sector.

(gt
Prof. Navin Chandra Lohani
Vice Chancellor

Uttarakhand Open University, Haldwani

The homestay industry in India has entered a “Golden Phase,” evolving from a supplementary lodging
option into a vital pillar of sustainable tourism. This transformation is driven by a shift in global travel
trends, where modern guests increasingly prioritise emotional comfort, wellness, and authentic cultural
immersion over conventional luxury.

Today, the sector is bolstered by significant policy support, such as the National Strategy for Promotion
of Rural Homestays. The Ministry of Tourism has relaunched a scheme called Swadesh Darshan 2.0 with
a holistic mission to develop sustainable and responsible tourism destinations across the country. These
initiatives provide essential financial incentives for homeowners in rural and tribal areas, enabling them
to expand their properties and welcome international visitors. Furthermore, the rise of “Bleisure,” the
blending of business and leisure, has created a new market of digital nomads who seek to balance global
professional commitments with local cultural experiences. Young people wish to work from anywhere
anytime while also having some quality time for themselves, pursuing their passion.

To succeed and make the most of the opportunity presented in the form of home stay management, aspiring
hosts and managers require a diverse set of skills, competencies and acumen. Beyond the fundamentals
of hospitality and food preparation, there is a pressing demand for skills in intercultural communication,
digital marketing, and sustainable business operations. The Uttarakhand Open University (UOU) is at the
forefront of this educational shift by introducing this course that is specifically designed for those aiming to
excel as community tourism consultants or sustainable travel planners.
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By providing comprehensive course booklets and a dedicated Facilitator’s Guide, the University has
created a collaborative learning environment. Facilitators play a crucial role in this journey, bridging the
gap between theory and practice by exposing to the learners the real-life scenarios and role-plays to build
core competencies. They also offer professional mentorship, guiding learners through the complexities of
regulations and industry standards.

I wish to congratulate the officials at Uttarakhand Open University for producing such high-calibre
courseware. The Commonwealth of Learning is honoured to partner in this effort, and we are confident that
these resources will empower learners to set new gold standards in the homestay sector so also assisting
with portfolio building and professional networking.

Dr B. Shadrach,
Director,

Commonwealth Educational Media Centre for Asia (CEMCA)
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— About this Guide

This Facilitator Guide is designed for providing skill training and /or upgrading the knowledge level of the
Participants to take up the job of an “Assistant Homestay Manager” in the Tourism and Hospitality Sector.

This Facilitator Guide is designed based on the Qualification Pack (QP) under the National Skill Qualification
framework (NSQF) and it comprises of the following National Occupational Standards (NOS)/topics and
additional topics.

Introduction to Hospitality & Homestay Sector

Guest Handling and Housekeeping in Homestays

Promoting Local Culture and Tourism

Homestay Administration

v e N e

Employability Skills (Communication, ICT, Entrepreneurship)
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Key Learning Outcomes

By the end of this module, the participants will be able to:

Explain the evolution, scope, and structure of the hospitality industry.

Describe the concept, characteristics, and operational model of homestays.

Distinguish homestays from hotels, resorts, and other accommodation types.

Analyse the role of homestays in sustainable, responsible, and community-based tourism.
Explain the economic and social benefits of homestays for local communities.

Identify the roles, responsibilities, and essential skills of a homestay operator.

Assess the expectations and service standards of domestic and international guests.

Demonstrate awareness of homestay marketing practices, major destinations, and emerging industry
trends.

© N U kA WwWN R
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Unit 1.1: Introduction to Hospitality Industry and Homestay
Fundamentals

— Unit Objectives |©

By the end of this unit, the participants will be able to:

1. Define hospitality and illustrate its historical evolution.

2. Discuss the scope and size of the hospitality industry in India.

3. Identify and classify the major sectors of the hospitality industry, including different types of
accommodation and services.

4. Explain the concept, characteristics, and importance of the homestay model as an alternative
accommodation option.

5. Differentiate between homestays, hotels, resorts, and other accommodation types based on ownership,
services, guest experience, and scale of operations.

6. Elucidate the emerging trends, innovations, and the future scope of the homestay sector in India and
globally.

4 Cr}
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Resources to be Used

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, flip charts, printed case study sheets, chart papers,
sticky notes, printed comparison table handouts, short video clips on hospitality and homestays, calculator,
speaker system

e Ensure the training room is arranged comfortably with proper seating, visibility of the screen, and
availability of all materials before participants arrive.

e Set clear ground rules regarding participation, time management, and mutual respect at the beginning
of the session.

e Display a timeline chart of the historical evolution of hospitality and briefly walk participants through
the major periods.

e Show real-life examples or images of different accommodation types, including homestays, hotels, and
resorts, to create contextual understanding.

(a

Say

e Before we start the training, let us spend a little time getting to know each other better. We shall do this
with the help of a game.

e




— Team Activity [¥*
1.
2.
3.

Facilitator Guide

(V]

Activity Name: Ice Breaker - Two Truths and a Dream

Activity Type: Group activity

Objective: To help participants introduce themselves in a fun and engaging way while building comfort
within the group.

Resources: NIL
Time Required: 10—15 minutes (depending on group size)
Instructions:
e Each participant shares:
o Two true facts about themselves.
o One dream or aspiration (personal or professional).
e The group listens carefully.
e After each person shares, a few participants briefly respond by:
o Asking one follow-up question, or
o Sharing something they relate to.

Outcome: It encourages open communication and helps participants learn interesting facts about each
other.

— Say

(@

Did all of you enjoy this activity? Hope you had fun during the Ice — breaker session. Now, all of us are
well —acquainted with each other. This would enable us to proceed with the whole training program.
Welcome to the session on “Introduction to Hospitality Industry and Homestay Fundamentals” designed
specifically for the Assistant Homestay Manager role.

Today, we will explore how the hospitality industry has evolved and understand where homestays fit
within this growing sector.

Ask

Have you or your family ever stayed in a homestay or hosted guests at home?

— Elaborate |

Definition of Hospitality

Hospitality refers to the friendly and generous reception and entertainment of guests, visitors, or
strangers. It involves providing accommodation, food, beverages, and other services with warmth
and care. In the industry context, hospitality is about creating memorable experiences for guests. It
combines service excellence, empathy, and professionalism.
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Three Pillars of Hospitality

The three pillars of hospitality are Service, Comfort, and Experience. Service focuses on meeting
and exceeding guest expectations. Comfort ensures safety, cleanliness, and convenience. Experience
emphasises emotional connection, personalisation, and cultural engagement that leave lasting
impressions.

Historical Evolution of Hospitality

The evolution of hospitality in India reflects a blend of cultural values, religious traditions, global
influences, and modern commercial practices. Unlike many regions where hospitality evolved primarily
from trade and commerce, Indian hospitality has consistently emphasised moral duty, spirituality, and
community service.

o Ancient Period (3000 BCE — 500 CE)

Hospitality in India originated as a sacred obligation. The principle of Atithi Devo Bhava (the guest
is God), mentioned in the Taittiriya Upanishad, established hospitality as a religious and ethical
duty. Ancient texts such as the Ramayana, Mahabharata, and Manusmriti prescribed respectful
treatment, food, and shelter for guests. Buddhist viharas and Jain upashrayas functioned as early
institutional accommodations for monks and travellers, similar to monasteries in medieval Europe.

o Medieval Period (500-1526 CE)

Hospitality expanded institutionally through dharamshalas and chatrams along pilgrimage and
trade routes. Temple complexes provided lodging and meals to pilgrims. Islamic rule introduced
mehman-nawazi (guest hospitality), blending Persian and Indian traditions. Sarais (caravanserais)
were established along trade routes, offering secure accommodation for merchants and supporting
long-distance travel.

o Mughal Period (1526-1857)

The Mughal era strengthened the hospitality infrastructure. Sher Shah Suri developed the Grand
Trunk Road with sarais at regular intervals. Royal hospitality became elaborate, marked by feasts
and ceremonial receptions. The Sikh tradition of langar institutionalised free community meals,
representing one of the world’s most enduring examples of inclusive hospitality.

o Colonial Period (1757-1947)

British rule introduced Western-style commercial hotels in cities like Calcutta, Bombay, and Madras.
Railway expansion led to railway hotels and refreshment rooms. The opening of the Taj Mahal
Palace Hotel (1903) symbolised India’s entry into modern luxury hospitality. Hill stations developed
leisure hotels reflecting global resort trends.

o Post-Independence and Globalisation (1947-2010)

After independence, hospitality became a tool for economic development. ITDC and major Indian
hotel groups professionalised the industry. Economic liberalisation in 1991 encouraged foreign
investment, leading to the entry of international hotel chains and the growth of business and
budget hotels.

o Contemporary Period (2010-Present)

Technology, online booking platforms, and the sharing economy (e.g., homestays and budget chains)
transformed the sector. Experiential, sustainable, and wellness tourism have gained importance,
supported by government initiatives and responsible tourism models.
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Scope of the Hospitality Industry

The hospitality industry covers hotels, resorts, restaurants, travel services, event management, cruise
lines, and homestays. It provides diverse employment opportunities across service, operations,
management, and entrepreneurship. The industry also supports allied sectors such as transport and
tourism.

Sectors Sub-Sector Key Characteristics
Hotels, resorts, motels, guest Provision of lodging facilities for
. houses, serviced apartments, short-term and extended stays,
Accommodation . . .
hostels, homestays, heritage catering to diverse market segments
properties, vacation rentals and service levels

Restaurants, cafes, quick service
restaurants (QSR), bars, catering
services, cloud kitchens, food courts,
institutional catering

Preparation and service of food and
beverages in various formats and
service styles

Food & Beverage

Travel agencies, tour operators,
transportation services, destination
management companies, cruise
lines, adventure tourism operators

Facilitation of travel, tour planning,
transportation, and destination-
based experiences

Travel & Tourism

Convention centers, banquet halls,

Events & event management companies, Organisation and hosting of
. MICE facilities, wedding venues, business, social, and entertainment
Entertainment .
theme parks, and recreational events
facilities
Spas, wellness centers, fitness
. facilities, sports complexes Provision of health, wellness
Recreation & Wellness » 5P P ! ) o b
Ayurveda retreats, yoga and relaxation, and recreational services

meditation centers

Size and Economic Contribution

The Indian hospitality and tourism sector is a major contributor to the national economy. According to
the World Travel and Tourism Council (2023), the sector contributed about 5.8% to India’s GDP in 2022,
with projections rising to 7.2% by 2033. Its total economic contribution, including indirect and induced
effects, was estimated at X16.5 trillion in 2022.

The industry is one of India’s largest employers. As per the Ministry of Tourism (2020), it supported
around 87.5 million jobs (direct and indirect), highlighting its labour-intensive nature.

India had approximately 225,000 classified hotel rooms in 2023, according to the Federation of Hotel &
Restaurant Associations of India.

In 2019, foreign tourist arrivals reached 9.18 million, while domestic visits were about 2,293 million,
showing the dominance of domestic tourism. Foreign exchange earnings from tourism stood at $30.05
billion in 2019.

Market Segmentation and Growth Drivers

The Indian hospitality market displays distinct segmentation across service levels and traveller profiles.
The luxury and upscale segment primarily serves international tourists and high-income domestic
travellers and is concentrated in metropolitan cities, major tourist destinations, and business hubs. In
contrast, the mid-scale and economy segments have recorded rapid growth, driven by rising middle-
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class incomes, increased domestic travel, and the expansion of aggregator and budget hotel platforms
that have standardised affordable accommodation.

Hospitality infrastructure in India shows uneven regional distribution, with high concentration in
metropolitan cities such as Delhi, Mumbai, Bengaluru, Chennai, Hyderabad, and Kolkata, established
leisure destinations including Goa, Kerala, Rajasthan, Himachal Pradesh, West Bengal and Uttarakhand,
and major pilgrimage centres like Varanasi, Haridwar, Tirupati, and Amritsar. In recent years, Tier-2 and
Tier-3 cities have emerged as growth markets due to improved connectivity, urbanisation, and regional
economic development.

Key growth drivers of the hospitality industry include rising disposable incomes, a large and young
population, expansion of transport infrastructure, supportive government tourism initiatives,
digitalisation of booking and payment systems, growth in business travel, and increasing domestic
leisure tourism.

Additionally, the MICE (Meetings, Incentives, Conventions and Exhibitions) segment has emerged as
a high-value area, with India hosting a growing number of international conferences, exhibitions, and
corporate events.

Different Types of Accommodation and Services

Accommodation types include hotels, motels, resorts, guesthouses, hostels, serviced apartments, and
homestays. Services range from lodging and food to concierge, housekeeping, recreational activities,

and personalised experiences. Each category differs in pricing, service level, and target customers.

Type of . - .
. Description Key Services Provided
Accommodation P v
Commercial establishments . . .
. . . . . Front office services, housekeeping, food
offering paid lodging with varying .
Hotels . . and beverage outlets, room service,
levels of service, classified by star . . e
. concierge, business facilities
ratings
Leisure-oriented accommodation | Accommodation, recreation facilities,
Resorts located in tourist destinations, wellness services, spa, kids' club,
often self-contained entertainment, multiple dining options
Roadside accommodation Basic lodging, parking facilities, and
Motels EINg, P &

designed primarily for motorists

limited food services

Guest Houses

Small-scale lodging, often family-
run

Basic accommodation, limited meal
services, personalised service

shared facilities

Serviced Furnished apartments for Housekeeping, laundry, kitchen facilities,
Apartments extended stays and reception services

Budget accommodation with Dormitory lodging, common kitchens
Hostels & y lodging, ’

social spaces

Bed and Breakfast
(B&B)

Owner-occupied small lodging
establishments offering overnight
stay with breakfast

Private rooms with shared common
spaces, breakfast service, and limited
housekeeping

Homestays

Accommodation within private
homes, Guest room(s) within
family home

Lodging, home-cooked meals, cultural
interaction, local guidance, and
household integration

Heritage Hotels

Converted palaces, forts, or
historic buildings

Luxury accommodation, cultural
experiences, heritage dining
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Type of o . .
. Descri n K rvi Provi
Accommodation escriptio ey Services Provided
. Self-catering accommodation Accommodation, basic utilities, limited
Vacation Rentals . . .
rented for short durations or no on-site services
Environmentally sustainable Nature-based activities, eco-friendly
Eco-lodges . . .
lodging services, and local cuisine
Accommodation focused on Yoga, meditation, Ayurveda treatments,
Wellness Retreats . - .
health and well-being specialised diets
Compact, pod-style Sleeping pods, shared bathrooms, basic
Capsule Hotels P P . ¥ p. .g P
accommodation amenities
Pilgrimage
Accommodation Low-cost accommodation near Basic lodging, vegetarian meals, spiritual
(Dharamshalas/ religious sites services
Ashrams)

Concept and Characteristics of Homestays

A homestay is a form of accommodation in which travellers stay in a private residence with a host family,
experiencing everyday domestic life and local culture while receiving lodging and often meals. Unlike
conventional hotels, homestays emphasise personal interaction and cultural exchange, transforming
accommodation into a socio-cultural experience rather than a purely commercial transaction.

Historically rooted in traditional hospitality customs, the modern homestay model gained structure
in the mid-twentieth century through educational and language exchange programs. From the 1980s
onward, commercial homestays expanded alongside cultural tourism and community-based tourism
initiatives. Countries such as Japan (minshuku), Malaysia, New Zealand, and several European nations
formalised homestay systems through tourism policies. In India, homestays grew significantly from
the 1990s in regions like Kerala, Himachal Pradesh, Uttarakhand, Rajasthan, and Sikkim, supported by
government guidelines to promote rural livelihoods and tourism diversification.

Homestays typically provide one to five guest rooms within or adjacent to the host’s home, offering
limited but comfortable facilities. A defining feature is the active presence of the host, enabling
personalised guidance and authentic interaction. Many provide home-cooked regional meals, and
guests often participate in festivals, household routines, or local traditions. Operations are small-scale,
informal, and usually more affordable than hotels.

Homestays vary by context. Rural or farm homestays focus on agriculture and traditional life; urban
homestays offer neighbourhood-based city experiences; adventure or eco homestays cater to outdoor
enthusiasts; cultural or tribal homestays emphasise indigenous lifestyles; and educational homestays
support language learning and research. Across all forms, the essence of homestays remains meaningful
host—guest engagement and immersive cultural experience.

Benefits of the Homestay Model

The homestay model delivers wide-ranging economic, socio-cultural, environmental, and developmental
benefits, particularly in rural and local communities. Economically, it provides supplementary or primary
income to host families while retaining tourism revenue within the community. Because homestays
typically use existing homes, capital investment is low, enabling inclusive participation and reducing
reliance on agriculture or informal work. Increased income often improves living standards, education
access, and household assets.
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Socio-culturally, homestays foster meaningful intercultural exchange through close host—guest
interaction. They strengthen cultural pride and encourage the preservation of traditional cuisine, crafts,
languages, and customs, while offering guests authentic, immersive experiences. Environmentally,
homestays minimise construction and resource consumption by utilising existing infrastructure, and
nature-based homestays create incentives for conservation.

Additionally, homestays stimulate local employment, support small suppliers, enhance hospitality and
entrepreneurial skills, especially among women, and diversify tourism. They expand accommodation
in emerging destinations, reduce overcrowding, and promote sustainable tourism aligned with cultural
and environmental preservation.

Comparison of Homestays with Other Accommodation Types

Accommodation types in the hospitality industry differ in ownership, service style, scale, and guest
experience. Hotels and resorts operate on a large scale with professional management and standardised
services, while homestays are family-owned, small-scale, and centred on personalised host—guest
interaction. Guest houses, serviced apartments, and heritage or boutique properties occupy a middle
ground between informal and commercial models. Comparing these categories clarifies the distinctive,
culturally immersive position of homestays within the accommodation spectrum.

Accommodation

Ownership Services Guest Experience Scale
Type
Homestavs Family / Limited; meals & Personal, cultural, and Verv small
¥ Individual local support host interaction ¥
Hotels Corporate / Standardised full Professional, comfort- Medium—
Independent services focused large
Corporate / Extensive leisure & | Relaxation-oriented, Medium-—
Resorts . L
Private wellness destination-based large
Guest Houses / . Basic lodging ) .
Private . ! Budget, simple, social Small
B&Bs / Hostels ! limited meals g P
Serviced
Individual Self-catering, I Small-
Apartments / / . g Home-like, independent .
. Managed limited services medium
Vacation Rentals
Heritage / Family / Personalised, Unique, cultural, Small-
Boutique Stays Corporate thematic services | experiential medium

Emerging Trends in the Homestay Sector

Experiential & Immersive Tourism - Guests seek authentic local experiences beyond accommodation.
Homestays now offer cultural exchange, cooking sessions, farm visits, craft workshops, and storytelling,
aligning with the demand for experiential travel.

o Sustainable & Responsible Practices: Eco-friendly operations such as waste segregation, solar
energy, rainwater harvesting, organic farming, and the use of local materials are becoming common.
Hosts and guests are increasingly conscious of environmental impact and community welfare.

o Digital Connectivity & Smart Technology: Online platforms and OTAs enhance visibility and
bookings. Direct booking websites, digital payments, Al chatbots, virtual tours, smart locks, and
automated communication improve efficiency. Dynamic pricing and demand forecasting tools
support better revenue management.

o Health, Safety & Wellness Focus: Enhanced sanitation, contactless check-in, and hygiene
certifications are standard practices. Wellness-oriented stays featuring yoga, meditation, Ayurveda,
and spa experiences are gaining popularity.
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o Niche & Thematic Homestays: Specialised offerings include eco-stays, farm stays, heritage homes,
adventure-based stays, and educational homestays, attracting diverse traveller segments and
promoting rural tourism.

o Community Networks & Shared Standards: Host associations promote quality standards, collective
marketing, training, and stronger negotiation with platforms and authorities.

o Government Support & Incentives: State policies, registration systems, training programs, and
promotional initiatives encourage professionalisation and regulatory compliance.

o Soft Luxury & Boutique Experiences: Premium comfort blended with local authenticity, like curated
tours, regional cuisine, and aesthetic design, is increasingly popular.

o Long-Stay & Work-from-Anywhere Trend: Reliable Wi-Fi, workspaces, and extended-stay packages
cater to remote workers seeking scenic, peaceful environments.

Innovations Shaping the Homestay Sector

Online travel platforms, digital payments, smart home technology, and virtual tours are shaping the
sector. Sustainable architecture and eco-certifications are gaining popularity. Customer review systems
enhance transparency and service improvement.

Future Scope of the Homestay Sector in India and Globally

The homestay sector is projected to grow steadily as travellers increasingly prioritise authentic,
personalised, and experience-driven accommodation. In the post-pandemic context, demand has
shifted toward smaller, less crowded stays, making homestays attractive alternatives to large hotels.
This preference is particularly evident among millennials, digital nomads, and slow travellers in India
and globally.

In India, government initiatives promoting rural and community-based tourism, along with homestay
registration schemes, are expanding the sector’s formal presence. Improved digital connectivity, better
rural infrastructure, and rising domestic tourism are enabling homestays in remote destinations to
access broader markets.

Globally, homestays align with sustainability objectives by supporting low-impact tourism, local
employment, and cultural preservation. Growing awareness of responsible travel and climate change
further strengthens their appeal. Looking ahead, technology integration, niche positioning such as
wellness and work-from-anywhere stays, and stronger host networks will enhance competitiveness,
ensuring resilience and relevance in the evolving tourism landscape.

— Explain
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Experiential Travel: Experiential travel emphasises meaningful engagement with local culture, people,
and environments rather than passive sightseeing. Travellers seek authentic, immersive activities
such as learning traditional cooking, participating in festivals, exploring rural lifestyles, or engaging
in community-based projects. The focus is on personal enrichment, cultural understanding, and
emotional connection. This form of travel values storytelling, interaction, and hands-on experiences,
making accommodations like homestays particularly attractive because they facilitate close contact
with hosts and everyday local life.

Service Excellence: Service excellence refers to consistently delivering high-quality service that meets
or exceeds guest expectations. It involves responsiveness, reliability, empathy, and attention to detail
throughout the guest journey, from booking and arrival to departure and follow-up. In hospitality,
service excellence enhances guest satisfaction, loyalty, and positive word-of-mouth. It requires proper
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training, effective communication, cleanliness standards, and a customer-centric approach. Even small-
scale accommodations can achieve service excellence by personalising services and anticipating guests’
needs.

e Market Segmentation: Market segmentation is the process of dividing a broad consumer market into
smaller groups based on shared characteristics such as demographics, behaviour, lifestyle, income, or
travel purpose. This allows businesses to tailor products, pricing, and promotional strategies to specific
target audiences. In tourism, segmentation may include categories such as budget travellers, adventure
seekers, families, business travellers, or eco-conscious tourists. Effective segmentation improves
marketing efficiency, enhances customer satisfaction, and increases competitiveness.

e Sharing Economy: The sharing economy is an economic model in which individuals monetise
underutilised assets, such as homes, vehicles, or skills, through digital platforms. In hospitality, it
enables property owners to rent rooms or entire homes directly to travellers. This model reduces entry
barriers, increases accommodation supply, promotes peer-to-peer interaction, and offers travellers
diverse, often cost-effective lodging options while supporting local income generation.

fa

Say

Let us now participate in an activity to understand the concept in detail.

.. 5o
— Activity i
1. Activity Name: Accommodation Identification and Comparison

2. Activity Type: Group activity

3. Objective of the Activity: To help participants understand differences between homestays and other
accommodation types.

Resources: Printed case study sheets, chart papers, markers, participant handbook
5. Time Duration: 25 Minutes

Instructions:

e Divide participants into small groups of 4-5 members.

e Provide each group with a short case study describing an accommodation setup.

e Ask groups to identify whether it is a hotel, resort, hostel, or homestay.

e Instruct them to list at least five characteristics supporting their answer.

e Ask each group to present their findings to the class.

7. Outcome: Participants will clearly differentiate homestays from other accommodation types and
understand their unique features.

(@

Say

Did you like the activity? Let us participate in another one.
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1.
2.
3.

Facilitator Guide

Activity Name: Chart Paper Activity - Types of Accommodation and Services
Activity Type: Group activity
Objective of the Activity: To enable students to apply their understanding of different types of

accommodation and associated services by selecting and justifying suitable accommodation options
for different traveller profiles.

Resources: Chart paper (1 per group), Sketch pens/markers, Ruler, Sticky notes, Traveller profile cards
(prepared by teacher), Textbook/notes for reference

Time Duration: 40-50 minutes
Instructions:
e Divide the class into small groups of 4-5 students.

e Each group receives 2—3 traveller profiles (e.g., honeymoon couple, business executive, backpacker,
pilgrim, family with children, wellness tourist, eco-tourist, long-stay student).

e Draw a table with columns: Traveller Type, Suitable Accommodation, Key Services Required,
Justification.

e |dentify the most appropriate accommodation type (e.g., resort, hostel, homestay, eco-lodge,
serviced apartment).

e List key services that match the traveller’s needs.

e Provide logical justification for their choices.

e Groups decorate their charts with symbols, drawings, or service icons and present their reasoning
to the class.

e The teacher facilitates discussion, highlighting the correct application of concepts and clarifying
doubts.

Outcome: Students will be able to differentiate between accommodation types, analyse guest needs,

match services appropriately, and apply theoretical knowledge to practical hospitality scenarios.

Say

fa

Did you find all activities useful? | hope that all of you have a clear outline of the Hospitality sector in India
and the basics of the Homestay industry.

— Notes for Facilitation

Encourage participants to relate concepts to local tourism examples for better understanding.

Use real-life examples from nearby regions to explain homestay operations.

Maintain time balance between historical evolution and modern industry developments.

Ensure participants understand the difference between standardised hotel services and personalised
homestay services.

Promote interactive discussion while explaining emerging trends and future scope to build industry
awareness.
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Unit 1.2: Community-Based Tourism and the Homestay
Ecosystem

— Unit Objectives |©

By the end of this unit, the participants will be able to:

1. Describe the role of homestays in promoting sustainable, responsible, and community-based tourism.

2. Outline the economic and social benefits of homestays for local communities, including employment
generation and cultural exchange.

3. Explain how homestays contribute to the preservation of local culture, traditions, and the natural
environment.

4. Identify the roles, duties, and essential skills of a homestay operator, including daily operations and
ethical responsibilities.

5. Analyse the expectations and service standards of domestic and international guests in a homestay
setting.

6. Explain customer service principles in the context of homestays.
Identify marketing channels and digital tools used in the tourism industry.
Explain the influence of digital marketing, online platforms, and booking portals on homestay promotion
and visibility.

9. List major homestay destinations and success stories from different states of India.

A4S
828

Resources to be Used

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, flip charts, chart papers, sticky notes, printed case
studies, printed destination maps of India, brochures of homestays, short video clips on community-based
tourism, speaker system, sample online listing screenshots, calculator

e Ensure the seating arrangement allows group discussion and clear visibility of presentation slides.

e Brief participants about session objectives and expected learning outcomes before starting the core
content.

e Display a visual diagram showing the homestay ecosystem, including community, environment, guests,
and digital platforms.

e Show examples of homestay listings from different Indian destinations to connect theory with practice.
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— Say

e Welcome to today’s session on Community-Based Tourism and the Homestay Ecosystem.

e In this class, we will understand how homestays support local communities and promote sustainable
tourism.

e This session will also help you understand guest expectations and the importance of digital marketing
in homestay success.

e | encourage everyone to actively participate and share examples from your local area wherever possible.

Ask

e How can a homestay benefit a local village or community?

e Why do you think guests choose homestays instead of hotels?

— Elaborate [ *

¢ Role of Homestays in Promoting Sustainable, Responsible, and Community-Based Tourism

Homestays play a central role in sustainable tourism because they utilise existing residential spaces
instead of constructing large infrastructure, thereby reducing environmental degradation. They
encourage responsible behaviour among travellers by promoting respect for local customs, traditions,
and natural surroundings.

Incommunity-based tourism, homestays ensure that tourism benefits remain within the village or locality
rather than going to external corporations. This model strengthens local ownership, participation, and
long-term sustainability.

¢ Economic Sustainability and Community Development

o Direct Local Income: Homestays channel tourism earnings directly to host families, reducing
economic leakage common in large hotel chains. A major portion of guest spending remains within
the local economy, supporting household income and reducing dependence on agriculture or
seasonal work.

o Low Investment Model: Since homestays use existing houses with minor upgrades, they require
limited capital. This makes tourism entrepreneurship accessible to rural and economically modest
families without heavy financial risk.

o Multiplier Effect: Hosts procure food, handicrafts, and services locally. Guests often hire local guides
and transport providers, spreading economic benefits across the community.

o Employment and Skill Development: Homestays generate livelihood opportunities, particularly
for women and elderly family members. They enhance skills such as hospitality management,
communication, digital literacy, and entrepreneurship, contributing to long-term empowerment.

e Environmental Sustainability

o Minimal Ecological Impact: Operating within existing residential infrastructure reduces land
clearing and large-scale construction. Small guest capacity ensures lower resource consumption
and waste generation.

o Traditional Eco-Practices: Many homestays use natural ventilation, local building materials,
rainwater harvesting, and organic farming. These traditional practices often align closely with
sustainable living principles.
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o Conservation Incentives: By generating income from natural landscapes and biodiversity, homestays
encourage communities to protect forests, wildlife, and water resources instead of pursuing
environmentally harmful alternatives.

o Environmental Awareness: Close host—guest interaction promotes environmental education.
Guests learn about local ecological practices, while hosts adopt new sustainability ideas shared by
visitors.

Social and Cultural Sustainability

o Cultural Preservation: Homestays promote traditional cuisine, crafts, language, and customs. Guest
appreciation strengthens community pride and supports intergenerational transmission of heritage.

o Authentic Cultural Exchange: Shared meals and daily interactions foster meaningful intercultural
understanding, unlike impersonal hotel stays. This enhances mutual respect and global awareness.

o Community Empowerment: Homestay associations strengthen collective decision-making and
local governance. Communities gain greater control over tourism development and negotiation
with external stakeholders.

o Social Inclusion: Homestays provide opportunities for marginalised groups, including women and
economically disadvantaged families, promoting equitable participation in tourism.

Responsible Tourism Practices

o Quality over Quantity: Homestays emphasise meaningful engagement rather than mass tourism,
aligning with responsible travel principles.

o Reduced Overtourism: Small-scale and dispersed operations prevent overcrowding and reduce
pressure on infrastructure and natural resources.

o Guest Behaviour Management: Personal interaction allows hosts to guide guests on cultural norms
and responsible practices more effectively than formal rules alone.

o Fair Economic Relations: Direct bookings and community-managed systems often ensure fairer
revenue distribution compared to heavily intermediated hotel models.

Community-Based Tourism Development

o Local Ownership and Control: Homestays remain locally owned, allowing communities to determine
tourism’s scale and direction according to their values.

o Integrated Development: Tourism is embedded within existing social and economic systems,
supporting rather than replacing traditional livelihoods.

o Capacity Building and Equity: Training programs, shared marketing, and benefit distribution
systems ensure inclusive growth and community-wide development.

Economic and Social Benefits of Homestays for Local Communities

Homestays generate both direct and indirect economic benefits for the community. They create demand

for local food products, cultural performances, guides, and transport services. Socially, they encourage

collaboration among community members and strengthen social networks. Women and youth often
gain financial independence and entrepreneurial skills through homestay operations.

Contribution of Homestays to Cultural Preservation and Environmental Conservation

Homestays play a vital role in preserving culture and promoting environmental conservation by linking
tourism income with the protection of local heritage and natural resources. By operating within
households and communities, they create economic incentives that encourage traditional practices
and sustainable living.

o Cultural Preservation: Homestays help sustain traditional lifestyles, cuisines, crafts, languages, and
rituals by turning them into valued cultural experiences. Guests participate in activities such as
enjoying home-cooked regional food, celebrating festivals, storytelling, and learning local skills.
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This appreciation strengthens community pride and supports the transfer of knowledge across
generations. Heritage homestays also conserve traditional architecture through adaptive reuse
of ancestral homes while supporting local artisans. Daily host—guest interactions foster cultural
exchange and respect for indigenous identities.

o Environmental Conservation: Homestays promote low-impact tourism by using existing homes,
reducing construction-related damage. Their small scale leads to lower energy and water use and
less waste compared to large hotels. Many adopt eco-friendly practices such as organic farming,
rainwater harvesting, composting, and solar energy use. In nature-based areas, homestay income
motivates communities to protect forests, wildlife, and water resources.

¢ Educational and Community Benefits
Interaction with domestic and international guests exposes local families to new languages, ideas, and
global perspectives. Children and youth develop communication skills and confidence. Tourism income
can support community facilities such as schools, sanitation systems, and roads. Educational awareness
about hygiene, service quality, and environmental protection also improves overall community
development.

¢ Roles, Duties, and Required Skills of a Homestay Operator
Ahomestay operator is responsible for guest reception, housekeeping, food service, safety management,
and maintaining records.

A homestay operator acts as a host, ensuring guest comfort, safety, and well-being.

Serves as a cultural ambassador by sharing local traditions and lifestyle.

Provides accommodation, meals, and basic hospitality services.

Manages bookings, finances, marketing, and records as an entrepreneur.

Maintains cleanliness, hygiene, and safety standards.

Offers information about local attractions and customs.

Practices responsible waste, water, and energy management.

Demonstrates good communication and customer service skills.

Shows cultural sensitivity and organisational ability.

O O O O O 0O 0o o o o

Displays adaptability, patience, and willingness to improve services.
¢ Domestic Guest Expectations at Homestays

Domestic guests expect clean, safe, and homely accommodation with essential amenities that provide
comfort within a family environment.

o Accommodation and Comfort

Domestic guests expect clean, well-maintained rooms with essential amenities such as fans or air
conditioning, comfortable bedding, and clean attached or shared bathrooms. Luxury is not the
priority; rather, hygiene, safety, and a homely atmosphere are central. Family-friendly arrangements
are important, with flexibility for children, elderly members, and additional bedding. The secure,
supervised environment of a family home appeals particularly to multi-generational travellers.

o Food and Cultural Experience

Home-cooked meals are a major attraction. Domestic guests value authentic regional cuisine
prepared in traditional styles, often preferring vegetarian food aligned with cultural norms.
Generous portions and family-style serving enhance satisfaction. Many enjoy dining with the host
family, fostering conversation and cultural exchange, though some may prefer privacy during meals.
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o Host—Guest Relationship

Domestic travellers often perceive the homestay relationship as temporary family membership
rather than a commercial arrangement. Warmth, flexibility, and personalised attention are highly
appreciated. Communication in regional languages or Hindi enhances comfort and interaction.
Guests value hosts who share stories, local knowledge, and cultural insights.

o Cultural and Religious Sensitivity

Respect for religious practices is essential. Guests may expect vegetarian food prepared according
to religious customs, space for prayer, and sensitivity toward rituals. Familiar cultural values and
social norms create a sense of belonging, even in different regions.

o Value and Pricing

Domestic guests are generally price-sensitive and expect rates lower than those of hotels.
Transparent, meal-inclusive pricing is preferred. Flexibility in rates for extended stays or off-season
bookings is often anticipated. Value is assessed in terms of authenticity, hospitality, and food rather
than amenities.

International Guest Expectations and Service Standards

International guests expect simple yet hygienic and secure accommodation that ensures basic comfort
while reflecting authentic local living conditions.

o Accommodation and Basic Standards

International guests choosing homestays accept simple accommodation but do not compromise on
cleanliness, hygiene, and basic comfort. Functional bathrooms, fresh bedding, adequate ventilation,
and secure locks are essential. While modest living conditions are acceptable, sanitation and safety
standards must be maintained.

o Cultural Immersion

International travellers select homestays specifically for authentic cultural experiences. They expect
meaningful interaction, participation in daily activities such as cooking or farming, and exposure
to local customs and traditions. Authentic regional cuisine is highly valued, even if flavours are
unfamiliar. Some flexibility regarding spice levels or dietary needs is appreciated.

o Communication

Basic English communication enhances comfort, though guests often understand that language
barriers may exist. Patience, gestures, and translation tools facilitate interaction. Hosts who can
explain cultural practices, traditions, and social norms enrich the experience.

o Safety and Hygiene

International guests assess safety based on trust in the host family and community reputation.
Female solo travellers particularly value respectful household environments. Food safety, clean
water, and visible hygiene practices are important for reassurance.

o Service Style and Boundaries

Guests expect informal, family-style hospitality rather than professional hotel protocols. However,
personal boundaries and privacy must be respected. Flexibility to engage socially or spend private
time is appreciated. Authenticity is valued over perfection; minor household imperfections are
acceptable if the experience remains genuine.

o Value and Cultural Exchange

International guests evaluate value in terms of cultural authenticity and meaningful interaction
rather than luxury. Fair pricing that reflects local standards and reasonable host compensation is
expected. Many appreciate reciprocal exchange, sharing their culture, language, or skills, making
the homestay experience mutually enriching.
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e Customer Service Principles in the Context of Homestays

o Authentic Hospitality: Authentic hospitality reflects a warm and genuine welcome rooted in
local culture and traditions. Guests should feel like valued members of the household rather than
customers. Personal interaction, sharing stories, and introducing local customs create meaningful
and memorable experiences.

o Cleanliness & Hygiene: High standards of cleanliness in rooms, bathrooms, kitchens, and dining
areas are essential. Fresh linens, clean surroundings, and proper food hygiene practices ensure
guest comfort, health, and satisfaction.

o Clear Communication: Transparent communication about services, pricing, facilities, and house
rules builds trust. Guests should receive accurate information before and during their stay to avoid
misunderstandings.

o Respect for Privacy: While interaction is important, guests must have personal space and privacy. A
good homestay balances friendly engagement with respect for boundaries.

o Flexibility & Personalisation: Adapting services to guest preferences, dietary needs, or schedules
enhances satisfaction and creates a personalised experience.

o Safety & Security: Secure premises, basic first-aid availability, and emergency preparedness provide
reassurance and protect guests.

o Cultural Sensitivity: Promoting mutual respect for cultural differences strengthens positive host—
guest relationships.

o Responsiveness: Prompt and empathetic handling of concerns improves guest confidence and
experience.

Quality Food Service: Fresh, safe, and authentic local meals add significant value to the stay.

Fair Value & Transparency: Honest pricing without hidden charges ensures trust and long-term
goodwill.

¢ Marketing Channels and Digital Tools for the Tourism Industry

Modern homestay marketing relies heavily on online travel agencies, social media platforms, and
dedicated websites. Tools such as booking engines, digital payment systems, and review management
platforms streamline operations. High-quality images, engaging descriptions, and guest testimonials
influence booking decisions. Offline marketing through brochures and local tourism offices also
supports visibility.

¢ Role of Digital Marketing and Online Platforms in Homestay Promotion and Visibility

The digital revolution has transformed homestay promotion by enabling small, family-run properties
to access national and global markets. Online Travel Agencies (OTAs) such as Booking.com, Expedia,
and Agoda, along with peer-to-peer platforms like Airbnb, provide booking systems, secure payments,
reviews, and global visibility. Specialised homestay platforms and Indian aggregators such as OYO,
Treebo, and FabHotels further expand market access. These platforms increase discoverability,
especially for rural properties, but commissions (10-25%) and dependence on third-party policies can
reduce profitability and control.

Digital marketing strengthens direct visibility and reduces reliance on intermediaries. Social media
platforms like Facebook, Instagram, and YouTube help showcase property aesthetics, local cuisine,
culture, and guest experiences. Influencer collaborations and user-generated content enhance
credibility and reach. Search Engine Optimisation (SEO), Google listings, and content marketing through
blogs and travel guides improve organic search visibility and attract direct bookings.

Email marketing supports repeat visits through personalised offers and festival promotions, while paid
search and social media advertising allow targeted outreach. Retargeting tools help convert interested
users into confirmed bookings.
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Online reviews play a decisive role in bookings. High ratings, authentic feedback, and professional
responses improve trust, search ranking, and occupancy.

Overall, digital platforms enhance market reach, professionalism, and revenue opportunities,
though challenges include high commissions, digital literacy gaps, competition, and risks of cultural
commodification.

Impact of Digital Marketing on Homestay Business Performance

Effective digital marketing directly influences occupancy rates and revenue growth. Positive online
reviews enhance reputation and credibility. Data analytics from online platforms help operators
understand customer preferences and seasonal trends. This information enables better pricing
strategies and service improvements.

Strategies for Effective Digital Presence

Maintaining updated profiles with accurate information is essential for credibility. Professional
photographs and clear descriptions increase booking conversions. Engaging regularly with followers on
social media strengthens brand recognition. Monitoring and responding to guest reviews demonstrates
professionalism and commitment to quality.

Major Homestay Destinations in India

India’s diverse geography and rich cultural heritage have encouraged the rapid growth of homestays
across the country. From Himalayan villages and coastal regions to wildlife reserves and spiritual centres,
homestays offer authentic local experiences while supporting community livelihoods. Government
initiatives and rising demand for experiential tourism have further strengthened the sector.

The table below highlights major homestay destinations and their key attractions.

State/Region Key Locations Primary Attractions
Nainital, Mussoorie, Rishikesh, Yoga and meditation centers, Ganga
Haridwar, Lansdowne, Almora, Aarti, trekking routes, wildlife
Uttarakhand . . . . ..
Ranikhet, Chopta, Mukteshwar, sanctuaries, Himalayan views, spiritual
Binsar tourism, adventure sports
Darjeeling, Kalimpong, Dooars Tea pIa.ntatlons, Hlmalayan VIeWs,
. . Toy Train, monasteries, Sundarbans
West Bengal region, Sundarbans periphery, .
o mangrove forests, Bengali culture and
Shantiniketan . \ .
cuisine, Tagore's heritage
. . G Aarti (Vi i), Taj Mahal
Varanasi, Agra, Mathura-Vrindavan, (:nri? K?irshﬁaar?ln?ifl'r:a chirsu;
Uttar Pradesh Ayodhya, Lucknow, Ganga riverfront eraJ, Plie & ’

villages

Buddhist sites (Sarnath), Awadhi culture
and cuisine, spiritual tourism

Madhya Pradesh

Near Kanha, Bandhavgarh, Pench,
Pachmarhi, Khajuraho, Orchha

Tiger reserves and wildlife, Khajuraho
temples, tribal cultures and crafts,
waterfalls, hill stations, and forest
experiences

Konkan coast (Alibaug, Ratnagiri,
Sindhudurg), Lonavala,

Konkan beaches, Sahyadri hill stations,
forts, rural agricultural experiences,

Gokarna, Dandeli

Maharashtr: . . ..
aharashtra Mahabaleshwar, Matheran, Karjat, Maharashtrian cuisine, coastal seafood,
rural villages mango orchards
. ffi n i lantations, rfalls,
Coorg (Kodagu), Chikmagalur, CC.) e.ea dsplce'pa t.atlo.s w.ate ans
. wildlife sanctuaries, historical sites
Karnataka Hampi, Mysore, Bangalore (rural),

(Hampi, Mysore Palace), Western Ghats
biodiversity, Coorgi/Kodava cuisine
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State/Region Key Locations Primary Attractions

Backwaters and houseboats, tea

Munnar, Wayanad, Alleppey, and spice plantations, Ayurvedic
Kerala Kumarakom, Thekkady, Varkala, Fort | treatments, beaches, wildlife
Kochi, Kovalam sanctuaries, traditional Kerala cuisine,

Kathakali performances

Himalayan trekking, Buddhist
monasteries, river rafting, paragliding,
snow activities, orchards, traditional
Himachali architecture and cuisine

Manali, Dharamshala, McLeod Ganj,
Himachal Pradesh | Kasol, Shimla, Kinnaur, Spiti Valley,
Kullu, Bir-Billing, Tirthan Valley

Kanchenjunga views, Buddhist
Gangtok, Pelling, Lachung, Yuksom, | monasteries, organic farming, trekking

Sikkim Namchi, Ravangla routes, Himalayan flora, traditional
Sikkimese culture and cuisine
Palolem, Arambol, Assagao, Aldona, | Beaches, Portuguese architecture,
Goa Candolim, Anjuna, Morjim, Divar churches, seafood and Goan cuisine,
Island nightlife, water sports, spice plantations
Tribal cultures and festivals, living root
Meghla | Solen Cherunl; Mo, | bides desnestlge (o),
culture
Tribal cultures and festivals (Hornbill
Nagaland Kohima, Mon district (tribal villages) Festival), Naga heritage villages,

traditional Morung (dormitories), and
indigenous crafts

Tribal cultures (Apatani), Buddhist
monasteries (Tawang), Himalayan
landscapes, traditional festivals, and
indigenous lifestyle

Arunachal Pradesh | Tawang, Ziro Valley

Buddhist monasteries, high-altitude

desert landscapes, mountain passes,
Leh, Nubra Valley, Pangong area, P P

Ladakh Lamavuru. Alchi. Hemis adventure trekking and biking,
yurd, ! traditional Ladakhi culture, Tibetan
Buddhism
[
— Explain L

e Community-Based Tourism (CBT)

Community-Based Tourism is a model of tourism in which local communities own, manage, and control
tourism activities for their collective benefit. Instead of external corporations dominating operations,
residents participate directly in planning, decision-making, and service delivery. The primary objective
of CBT is to ensure that tourism revenue remains within the community, generating employment,
supporting local enterprises, and funding social development projects.

This approach promotes cultural preservation, environmental conservation, and equitable benefit
distribution. By empowering communities to determine the scale and nature of tourism, CBT fosters
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sustainable development while protecting local identity, traditions, and resources. It also encourages
meaningful interaction between visitors and residents, enhancing cultural understanding and mutual
respect.

Responsible Tourism

Responsible tourism focuses on minimising negative environmental, social, and cultural impacts
while maximising economic and social benefits for host communities. It encourages environmentally
sustainable practices such as waste reduction, energy conservation, and protection of biodiversity.
Culturally, it promotes respect for local traditions, customs, and heritage.

Economically, responsible tourism supports fair wages, local procurement, and inclusive participation.
It requires active involvement from all stakeholders, governments, businesses, communities, and
travellers. Travellers are encouraged to make ethical choices, respect local norms, and contribute
positively to destinations. The goal is to create tourism experiences that are beneficial, ethical, and
sustainable for present and future generations.

Customer Service Principles

Customer service principles form the foundation of quality hospitality experiences. Courtesy involves
treating guests with politeness, respect, and warmth. Responsiveness refers to promptly addressing
guests’ needs, requests, or concerns. Empathy requires understanding guests’ feelings, perspectives,
and expectations, ensuring personalised attention. Professionalism includes maintaining appropriate
behaviour, appearance, communication skills, and reliability.

Together, these principles enhance guest satisfaction, build trust, encourage repeat visits, and
strengthen the reputation of hospitality establishments.

Say

(a

Let us now participate in an activity to understand the concept in detail.

— Activity 7
1.
2.
3.

S

Activity Name: Designing a Community-Based Homestay Plan

Activity type: Group activity

Objective of the Activity: To help participants understand how homestays contribute to community
development and sustainability.

Resources: Chart papers, markers, participant handbook, printed case study sheets

Time Duration: 30 Minutes

Instructions:

e Divide participants into groups of 4-5 members.

e Assign each group a hypothetical village setting.

e Ask them to design a small homestay plan focusing on economic, environmental, and cultural
sustainability.

e Instruct groups to include marketing strategies and guest service ideas.
e Ask each group to present its plan to the class.

Outcome: Participants will understand the ecosystem of homestays and their role in community-based
tourism development.
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Say

Did you like the activity? Let us participate in another one.

.. 5o
— Activity o
1. Activity: Homestay Ecosystem Mapping & Problem-Solving

2. Activity type: Group activity
3. Objective of the Activity: To help participants understand the interconnection between community,
culture, environment, guest expectations, and digital platforms in the homestay ecosystem.

Duration: 40-50 minutes
5. Instructions:
e Divide participants into small groups of 4-5 members.
e Each group draws a simple “Homestay Ecosystem Map” showing key stakeholders:
Homestay operator
Local community
Guests (domestic & international)
Government
Online platforms
Local suppliers/artisans

O O 0O 0O o o o

Environment

e Assign each group one challenge (e.g., poor online reviews, cultural misunderstanding, low
bookings, environmental damage, high OTA commissions).

e Groups propose practical solutions using concepts from the unit.
e Groups present their ecosystem map and solutions.

6. Outcome: Participants will develop a holistic understanding of how homestays operate within a
community-based tourism system and how to manage real-world challenges effectively.

fa

Say

Did you find all activities useful? | hope that now you have a clear idea about the homestay ecosystem.

Do |V

Ask the students to answer all the questions given in the participant handbook, and assist them if they face
any problems in doing so.




— Notes for Facilitation
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Encourage participants to share examples from their own communities for better understanding.
Balance the discussion between sustainability concepts and practical operational aspects.

Use local state examples to explain community-based tourism models.

Ensure participants understand the importance of digital literacy in modern homestay operations.
Promote interactive discussion while addressing guest expectations and service standards.




— Answers to Exercises for PHB

Answer the following questions by choosing the correct option:

e W
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a. Atithi Devo Bhava

d. Standardisation

c. Host family living on the premises

b. Mughal Period

c. Demand for authentic and sustainable experiences

Answer the following questions briefly.
1.

Refer Unit 1.1 — Introduction to Hospitality Industry and Homestay Fundamentals
Topic 1.1.3 — Scope and Size of the Hospitality Industry in India

Refer Unit 1.1 — Introduction to Hospitality Industry and Homestay Fundamentals
Topic 1.1.5 — Concept and Characteristics of Homestays

Refer Unit 1.2 — Community-Based Tourism and the Homestay Ecosystem

Topic 1.2.2 — Economic and Social Benefits of Homestays for Local Communities
Refer Unit 1.2 — Community-Based Tourism and the Homestay Ecosystem

Topic 1.2.4 — Roles, Duties, and Required Skills of a Homestay Operator

Refer Unit 1.2 — Community-Based Tourism and the Homestay Ecosystem

Topic 1.2.6 — Customer Service Principles in the Context of Homestays




2. Guest Handling and
Housekeeping in Homestays

Unit 2.1 - Guest Handling and Support Services in Homestays

Unit 2.2 - Housekeeping Operations and Hygiene
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Key Learning Outcomes

By the end of this module, the participants will be able to:

1. Perform professional guest arrival and check-in procedures.

2. Provide clear orientation to guests, including amenities, homestay rules, and available services to
enhance comfort and safety.

3. Deliver effective concierge and guest support services.

Respond appropriately to emergencies and medical situations, following established safety protocols
and communication procedures.

Maintain high standards of hygiene and housekeeping operations.
Prepare and serve local meals hygienically and promote cultural engagement.
Manage guest departure and feedback processes professionally.
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Unit 2.1: Guest Handling and Support Services in Homestays

— Unit Objectives |©

By the end of this unit, the participants will be able to:

o vk wWN R

Demonstrate courteous guest welcome and complete check-in procedures accurately.
Maintain guest records and ensure compliance with applicable regulations.

Explain homestay amenities and house rules clearly to guests.

Assist guests with transportation arrangements and provide local area information.
Handle guest concerns and feedback in a professional and effective manner.

Respond appropriately to emergency and medical situations following safety procedures.

Resources to be Used

S
820

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, flip charts, printed guest registration forms, sample ID
proof copies (dummy), house rules display sample, feedback form samples, first aid kit, emergency contact
list sample, role-play cue cards, speaker system.

Ensure the training room is organised with proper seating and all materials are ready before the session
begins.

Clearly outline the session objectives and explain how this module connects to the Assistant Homestay
Manager role.

Keep a first aid kit ready to practically show basic first aid techniques during the session.

— Say

fa

Welcome to the session on Guest Handling and Support Services in Homestays.

In this class, we will learn how to professionally welcome guests, manage records, and handle concerns
effectively.

These skills are essential for creating a positive guest experience and ensuring safety and compliance.

All of you are encouraged to participate actively, as we will also practice real-life situations through
demonstrations and activities.

Ask

What is the first thing you should do when a guest arrives at your homestay?
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— Elaborate

Guest Arrival and Reception

The guest arrival experience is a crucial moment in a homestay, as it sets the tone for the entire stay.
First impressions strongly influence how guests perceive the service, comfort, and hospitality they will
receive. A warm and genuine welcome helps guests feel valued, safe, and relaxed, especially after long
or tiring journeys. Since many guests may be visiting an unfamiliar destination, a positive reception
reduces anxiety and builds immediate trust between the host and guest.

A courteous welcome begins with greeting guests politely, smiling, and using respectful language.
The host should introduce themselves and acknowledge the guests warmly. Simple gestures such as
offering drinking water, assisting with luggage, or providing a comfortable place to sit create a caring
atmosphere. Clear communication during check-in is essential. Explaining house rules, meal timings,
and available facilities calmly and patiently ensures clarity and avoids misunderstandings.

Professional appearance and behaviour also reflect respect. Clean attire, good personal hygiene, and
attentive body language demonstrate seriousness toward hospitality. Hosts should avoid appearing
rushed or distracted during arrival.

Listening carefully to guests’ questions or special needs is equally important. Addressing concerns
politely, even in cases of delays or minor issues, maintains a positive experience. A thoughtful and
respectful reception enhances guest satisfaction, encourages positive reviews, and strengthens the
homestay’s reputation.

Courteous Guest Welcome Practices

A courteous welcome creates the first and most lasting impression of the homestay. The host should
greet guests warmly by standing up, smiling, making eye contact, and using polite language such as
“Welcome” or “We are happy to have you here.” Helping with luggage and providing a comfortable
place to sit shows attentiveness.

Asmall gesture, such as serving water or a local welcome drink, enhances hospitality and reflects cultural
warmth. Addressing guests by their names adds a personal touch and makes them feel respected and
valued.

Check-in Procedures in Homestays

Check-in procedures in homestays are important to ensure a smooth, safe, and comfortable start to the
guest’s stay.

The check-in process begins with confirming the guest’s booking details, such as name, number of
guests, and duration of stay. The host should verify the guest’s identity using valid identification
documents as required by local regulations. This step helps ensure safety and legal compliance.

Next, the host should record guest details accurately in the guest register or digital system. Maintaining
correct records is important for security, legal requirements, and future reference. Guests should be
informed that their information will be kept confidential.

Once documentation is complete, the host should explain key information related to the stay. This
includes room allocation, meal timings, house rules, safety instructions, and use of amenities such as
Wi-Fi, hot water, or common areas. The host/manager should also provide practical guidance, such
as room keys, entry and exit procedures, and emergency contact information. Any special requests or
preferences shared by the guest should be noted at this stage.

Awell-managed check-in procedure helps guests feel welcomed and confident. It reflects professionalism,
reduces confusion, and ensures that guests start their stay comfortably and securely.
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Maintaining Guest Records and Compliance

Maintaining guest records is an essential responsibility for homestay operators, ensuring legal
compliance, safety, professionalism, and long-term business sustainability. Even in a family-based
setup, systematic record-keeping builds trust with guests and authorities.

Homestays maintain several types of records. Personal identification records include name, age,
address, contact details, and government ID (Aadhaar, passport, voter ID; passport and visa details for
foreign guests). Stay-related records document check-in/check-out dates, room allocation, number of
occupants, and purpose of visit. Booking and payment records capture tariff, booking source, payment
mode, and transaction details. Many homestays also record guest preferences, special needs, feedback,
complaints, and repeat visits to improve service quality. Increasingly, digital tools and simple property
management systems are used for accuracy and efficiency.

Legally, homestays must maintain a guest register as required by local authorities. For foreign guests
in India, submission of details through the FRRO/C-Form system within the prescribed time (usually 24
hours) is mandatory. Records may be inspected by tourism, police, or tax authorities and must support
GST or income tax compliance where applicable.

Confidentiality is equally important. Guest data must be stored securely, physical records locked
and digital files password-protected, and shared only when legally required, ensuring privacy and
responsible data management.

Providing Orientation on Homestay Amenities

After check-in, guests should receive a clear orientation about the homestay facilities. The host should
explain how to use room amenities such as geysers, heaters, Wi-Fi, television, and air-conditioning, if
available. Information about meal timings, common areas, and emergency exits should also be shared.
Demonstrating how certain appliances work can prevent confusion later. Proper orientation ensures
guests feel comfortable and independent during their stay.

Explaining Services and Facilities

Guests must be informed about all available services in a transparent manner. This includes details
about meal plans, housekeeping schedules, laundry options, transportation arrangements, and guided
tours.

Any additional charges for extra services should be communicated clearly in advance. Providing written
information or displaying a service list helps avoid misunderstandings. Clear explanations enhance
guest satisfaction and reduce the chances of disputes.

Communicating House Rules

House rules help maintain discipline and ensure a peaceful environment for all residents. Rules may
include meal timings, quiet hours, restrictions on smoking or alcohol consumption, and visitor policies.
These rules should be explained politely during check-in and displayed in a visible place inside the
homestay. The tone should remain friendly rather than strict or authoritative. Clear communication of
rules prevents conflicts and ensures mutual respect between host and guest.

Concierge Services in Homestays

Concierge services in homestays may be simple but highly valuable. Hosts can assist guests with
information about local attractions, cultural events, trekking routes, transport facilities, and shopping
areas. Helping with booking taxis or suggesting authentic local experiences enhances guest satisfaction.
Personalised recommendations based on guest interests create memorable experiences. Even basic
guidance reflects care and professionalism.
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e Handling Guest Concerns and Feedback Effectively in Homestays

Handling guest complaints requires patience, empathy, and professionalism. The host should listen
carefully without interrupting and acknowledge the concern politely. Offering a sincere apology, even
if the issue was unintentional, shows responsibility. Immediate corrective action should be taken
whenever possible. Encouraging guests to share feedback at the end of their stay helps in continuous
improvement and increases the chances of positive online reviews.

¢ Emergency and Medical Assistance in Homestays

Common emergencies in homestays can be broadly classified into medical, safety and security, and
logistical situations, all of which require preparedness and calm handling by the host.

Medical emergencies may include food poisoning, fever, allergies, dehydration, minor injuries, flare-ups
of chronic conditions, or serious incidents such as heart attacks and breathing difficulties. In such cases,
the host should remain calm, provide basic first aid if trained, arrange immediate medical assistance,
and contact nearby hospitals or emergency services. Maintaining a first-aid kit and emergency contact
numbers is essential.

Safety and security emergencies may involve fires, earthquakes, floods, landslides, theft, or personal
safety threats. Homestays should have clear evacuation plans, accessible exits, fire extinguishers, and
basic awareness of disaster response procedures. Informing guests about safety measures upon arrival
increases preparedness.

Logistical emergencies can include lost passports or money, travel cancellations, communication
breakdowns, or sudden financial distress. Hosts can assist by guiding guests to local authorities,
embassies, transport services, or banks.

Preparedness, quick decision-making, and calm communication are crucial during any emergency.
A well-prepared host not only protects guest safety but also builds trust, confidence, and a strong
reputation for responsible hospitality.

e Basic First Aid Techniques

Basic first-aid awareness enables homestay hosts to respond promptly and minimise risk until
professional medical help arrives. Since homestays often operate in residential or remote settings,
immediate and informed action can significantly improve outcomes during medical situations.

Hosts should possess essential first-aid knowledge. For wound care, clean the injury with an antiseptic,
apply pressure to stop bleeding, dress it properly, and seek medical attention for deep or severe wounds.
In case of burns, cool the affected area under running water, cover it loosely with a sterile dressing, and
obtain medical help for serious burns. For sprains or suspected fractures, follow the RICE method (Rest,
Ice, Compression, Elevation) and immobilise the injured area.

During heat illness or dehydration, move the guest to a cool place, provide fluids or ORS, and call
emergency services if symptoms worsen. For allergic reactions, mild cases may be treated with
antihistamines, while severe reactions (anaphylaxis) require immediate emergency assistance and use
of an EpiPen if available. In cases of choking or cardiac arrest, perform the Heimlich manoeuvre or CPR
only if properly trained and contact emergency services immediately.

A well-stocked first-aid kit with bandages, antiseptics, ORS, gloves, burn dressings, and emergency
numbers should always be accessible. Calm assessment, clear communication, proper documentation,
and timely referral to professionals demonstrate responsibility and professionalism in homestay
management.
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Confidentiality

Confidentiality in hospitality refers to the ethical and professional responsibility of protecting guests’
personal and sensitive information from unauthorised access, disclosure, or misuse. This includes
details such as identification documents, contact information, payment data, travel plans, and personal
preferences. Maintaining confidentiality builds trust and ensures guests feel safe and respected during
their stay.

Hospitality providers must handle records securely, avoid sharing guest information without consent,
and follow data protection regulations where applicable. Staff should be trained to discuss guest matters
discreetly and prevent breaches of privacy. In homestays and small establishments, confidentiality is
equally important despite informal settings, as personal interactions often involve access to private
information.

Concierge Services

Concierge services involve personalised assistance provided to guests to enhance their overall
travel experience. Traditionally associated with hotels, concierge support may include arranging
transportation, booking sightseeing tours, recommending local attractions, making restaurant
reservations, or organising special requests. The goal is to offer convenience, save time, and provide
expert local guidance.

In homestays or small accommodations, hosts often perform informal concierge roles by sharing insider
knowledge, suggesting authentic experiences, and helping coordinate local activities. Effective concierge
services improve guest satisfaction and contribute to memorable, well-organised travel experiences.

Demonstrate

i

Demonstrate the basic first aid techniques for cuts and fractures.

Say

fa

Let us now participate in an activity to understand the concept in detail.

— Role Play 9

1.
2.

Role-Play Name: Guest Arrival and Check-in Procedure

Objective of the Role-Play: To develop practical skills in welcoming guests professionally, verifying
documents correctly, and conducting a smooth key handover process in a homestay setting.

Resources: Role-play cue cards, sample guest registration form, dummy ID proof copies, pen, notepad,
sample room key or key card, house rules display sheet

Time Duration: 25 Minutes

Instructions:

e Divide participants into groups of three members.

e Assign roles as Assistant Homestay Manager, Guest, and Observer.
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e Provide the “Guest” with a cue card containing basic details such as name, booking confirmation,
and one simple query (e.g., Wi-Fi password or meal timing).

e Instruct the “Assistant Homestay Manager” to greet the guest courteously, confirm booking details,
request and verify ID proof, complete the registration form, explain basic amenities and house rules
briefly, and hand over the room key politely.

e The “Observer” should note whether the greeting was polite, verification was done correctly,
communication was clear, and the key handover was professional.

e Allow 5 minutes for preparation and 5—7 minutes for role-play performance.
e After each performance, ask the observer to share feedback and discuss areas of improvement.
e Rotate roles if time permits, so each participant practices as Assistant Homestay Manager.

6. Outcome: Participants will gain confidence in handling guest arrivals, performing proper documentation
procedures, and ensuring a professional and welcoming check-in experience.

— Notes for Facilitation

e Encourage participants to maintain professional body language during demonstrations and role-plays.

e Use real-life examples to explain legal compliance and guest record requirements.

e Ensure participants understand the importance of confidentiality and data protection.

e Emphasise calm and polite communication during complaint handling scenarios.

e Allow sufficient time for the first aid demonstration to ensure clarity and understanding.
e Promote active participation and constructive feedback during role-play sessions.
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Unit 2.2: Housekeeping Operations and Hygiene

— Unit Objectives |©

By the end of this unit, the participants will be able to:

1.

vk W

Demonstrate proper hygiene and cleanliness standards across all homestay areas.
Ensure consistent availability of essential supplies and guest toiletries.

Conduct regular room inspections and manage laundry operations efficiently.

Prepare and serve local meals following hygienic food safety practices.

Facilitate and encourage guest participation in local cultural and community activities.

— Resources to be Used £

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or
large screen, computer/laptop with internet connection, flip charts, cleaning supplies kit (mop, broom,
disinfectant, cleaning cloth), sample guest toiletries set, laundry basket, sample bed linen and towels,
gloves and masks, waste segregation bins, kitchen utensils, hair net and apron, sample room inspection
checklist, pest control log sample

Ensure the classroom is arranged properly and all required materials are available before starting the
session.

Brief participants about the importance of housekeeping in guest satisfaction and safety.
Present samples of guest toiletries and essential supplies while explaining the standard setup.

— Say

(@

Welcome to today’s session on Housekeeping Operations and Hygiene in Homestays.

In this class, we will understand how cleanliness, hygiene, and food safety directly impact guest
satisfaction.

As Assistant Homestay Managers, maintaining high housekeeping standards is one of your key
responsibilities.
We will also discuss how local cuisine and cultural engagement enhance the guest experience.

Ask

Why is cleanliness important in a homestay?
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— Elaborate

Maintaining Proper Hygiene and Cleanliness Standards in Homestays

Hygiene and cleanliness are essential for guest satisfaction, health, and positive reviews in homestays.
While facilities may be simple, cleanliness must never be compromised. High standards reflect
professionalism and create a safe, comfortable environment.

o Guest Rooms: Rooms should be thoroughly cleaned before arrival and maintained regularly. Floors
must be swept and mopped, and frequently touched surfaces such as switches and handles must
be disinfected. Bed linens should be clean and changed after each checkout or every 2—3 days.
Towels must be fresh and odour-free. Proper ventilation, pest control, and clutter-free storage
enhance comfort.

o Bathrooms: Bathrooms require strict hygiene. Toilets, sinks, mirrors, showers, and floors must be
scrubbed and disinfected daily. Drains should remain clear, and ventilation must prevent dampness
and mold.

o Kitchen and Dining Areas: Food preparation spaces must be sanitised before and after use. Utensils
should be washed with hot water and stored properly. Separate boards for vegetarian and non-
vegetarian items prevent cross-contamination. Garbage must be disposed of regularly.

o Common and Outdoor Areas: Living spaces, corridors, entrances, and gardens should be clean and
well-maintained. Regular inspections and pest control ensure a hygienic and pleasant homestay
experience.

e Ensuring Availability of Essential Supplies and Guest Toiletries

Providing essential supplies and guest toiletries consistently is vital for maintaining hygiene, comfort,
and service quality in a homestay. Guests expect basic necessities to be readily available without
repeated requests. Hosts should identify all essential items required in rooms, bathrooms, kitchens,
and common areas. These typically include toilet paper, soap, shampoo, handwash, towels, bed linens,
drinking water, tissues, waste bin liners, cleaning materials, and first-aid items. A standard room
checklist helps maintain uniform service and prevents omissions.

Effective inventory planning is necessary to avoid shortages, especially during peak seasons. Hosts
should estimate usage based on occupancy and length of stay and maintain a buffer stock for one to
two weeks. Simple stock registers or digital notes can help track consumption and schedule timely
replenishment. Frequently used items should be checked daily, while linens and cleaning supplies can
be reviewed weekly.

Regular inspections during housekeeping ensure timely refilling and replacement of used or damaged
items. Supplies must be stored in clean, dry areas, following a “first-in, first-out” system to avoid expiry.
Reliable local vendors and bulk purchasing of non-perishable goods support uninterrupted availability
and cost efficiency.

e Regular Room Inspections in Homestays

Regular room inspections are necessary to maintain consistent service quality and prevent guest
complaints. Inspections should be conducted using a checklist that covers cleanliness, proper bed
arrangement, dust-free furniture, working lights, and functional electrical appliances.

Bathrooms, windows, and ventilation should also be checked carefully. Inspections must be done
before guest check-in and immediately after check-out to identify maintenance needs. This proactive
approach helps in resolving issues early and maintaining high standards.

e Managing Laundry Operations Efficiently

Efficient laundry management is essential for maintaining hygiene, guest comfort, and smooth homestay
operations. Clean, fresh linens and towels significantly influence guest satisfaction and reviews. Proper
planning helps prevent shortages during peak seasons while controlling costs of water, electricity, and
detergents.
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Bed linens should be washed after every checkout, and towels changed daily or as per guest preference.
A structured laundry schedule aligned with check-in and check-out timings reduces last-minute
pressure. Laundry must be sorted carefully, separating whites, colours, linens, towels, and cleaning
cloths. Heavily stained items should be pre-treated separately.

Use appropriate detergents and hot water for hygiene, avoid overloading machines, rinse thoroughly,
and dry items completely, preferably in sunlight. Ironed linens enhance presentation and cleanliness.

Maintain at least two to three sets of linens per room and inspect regularly for wear and tear. Store
clean laundry in dry, ventilated areas. If occupancy is high, outsourcing to a reliable service can ensure
consistent quality and efficiency.

Preparing and Serving Local Meals Hygienically

Personal hygiene is the foundation of safe cooking. Food handlers must wash hands regularly, keep nails
short, tie back hair, wear clean aprons, and avoid jewellery. Anyone who is unwell should not prepare
food, and cuts must be properly covered.

Kitchen hygiene should be maintained at all times. Clean and sanitise work surfaces, use separate
utensils for raw and cooked foods, and keep equipment properly washed and stored. Floors should be
clean, bins covered, and the kitchen well-ventilated and pest-free.

Safe sourcing and storage are equally important. Purchase fresh ingredients from reliable sources, store
raw and cooked foods separately, refrigerate perishables promptly, and prevent cross-contamination.
Cook food thoroughly to safe temperatures.

During serving, ensure meals are at the correct temperature, protected from dust and insects, and
served with clean utensils. Keep dining areas clean, provide safe drinking water, and store or discard
leftovers properly. Consistent hygiene ensures safe and enjoyable meals for guests.

Importance of Introducing Guests to Local Cuisine

Introducing guests to local cuisine enhances their overall travel experience and promotes regional
culture. Traditional dishes reflect the history, lifestyle, and agricultural practices of the area.

Explaining the ingredients and preparation methods makes the experience more interactive and
meaningful. Offering authentic local meals differentiates the homestay from commercial hotels. It also
supports local farmers and suppliers, contributing to community development.

Some of the famous local food from different Indian states:

State/Region Famous Local Food

Uttarakhand Aloo ke Gutke, Bal Mithai, Kafuli, Jholi, Singodi

Fish curry, Kosha Mangso (Bengali mutton curry), Basonti Polao, Momo,
West Bengal Phuchka, Mishti Doi, Rosogolla, Sandesh
Uttar Pradesh Kachori, Banarasi Paan, Tunday Kababi, Petha, Malaiyo

Madhya Pradesh Bhutte ka Kees, Poha, Dal Bafla, Indori Namkeen

Maharashtra Vada Pav, Puran Poli, Modak, Sol Kadhi, Misal Pav
Karnataka Coorgi Pandi Curry, Bisi Bele Bath, Mysore Pak, Neer Dosa
Kerala Kerala Sadya, Appam with Stew, Karimeen Pollichathu, Malabar Biryani

Himachal Pradesh Sidu, Chha Gosht, Babru, Trout Fish, Dhaam

Sikkim Phagshapa, Thukpa, Gundruk Soup, Sel Roti, Momo
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State/Region Famous Local Food

Goa Goan Fish Curry, Bebinca, Vindaloo, Xacuti, Feni
Meghalaya Jadoh, Dohneiiong, Tungrymbai, Bamboo Shoot Curry
Nagaland Smoked Pork with Bamboo Shoot, Axone, Galho, Naga King Chilli dishes

Arunachal Pradesh | Thukpa, Thenthuk, Apong (rice beer), Zan

Ladakh Thukpa, Skyu, Butter Tea, Momos, Chutagi

Engaging Guests in Local Culture and Community Experiences

Encouraging guests to take part in local culture turns a simple stay into a meaningful journey. Hosts can
share information about nearby festivals, markets, traditional performances, and workshops, offering
options suited to different interests and age groups. Organising hands-on activities such as cooking
local dishes, craft-making, folk dance lessons, or guided village walks allows guests to actively engage
rather than only observe.

Partnering with local artisans, farmers, and cultural groups ensures authentic interactions while
supporting the community. Making arrangements for transport, explaining local customs, and ensuring
safety help guests participate comfortably. Sharing stories about the history and cultural importance
of activities deepens understanding and appreciation. Small gestures like souvenirs or certificates can
further encourage involvement. Finally, inviting guests to share their experiences through photos or
discussions strengthens their connection with the destination and creates lasting memories.

— Explain

Cross-Contamination

Cross-contamination refers to the transfer of harmful microorganisms, such as bacteria or viruses,
from one surface, food item, or person to another. It commonly occurs when raw foods, especially
meat, poultry, or seafood, come into contact with ready-to-eat foods, utensils, cutting boards, or hands
without proper cleaning.

For example, using the same knife for raw chicken and vegetables without washing it can spread
pathogens. Cross-contamination can also happen through improper storage, such as placing raw meat
above cooked food in a refrigerator, allowing juices to drip. Preventive measures include thorough
handwashing, using separate utensils and chopping boards for raw and cooked foods, proper cleaning
and sanitising of surfaces, and safe food storage practices.

Food Safety

Food safety involves the practices and procedures that ensure food is safe to consume and free from
contamination. It includes proper handling, cooking, storage, and hygiene to prevent foodborne
illnesses.

Key principles include maintaining correct cooking temperatures, refrigerating perishable items
promptly, avoiding expired ingredients, and ensuring clean preparation areas. Staff training, personal
hygiene, and safe water use are essential components. Effective food safety protects guest health,
builds trust, and upholds hospitality standards.
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— Demonstrate [
e Demonstrate proper bed-making techniques using sample linen.

e Show correct cleaning and sanitising methods for bathroom surfaces.
e Demonstrate proper handwashing steps and use of gloves while handling food.
e Show how to complete a room inspection checklist using a sample format.

(a

Say

Let us now participate in an activity to understand the concept in detail.

— Activity 7

1. Activity Name: Room Inspection and Hygiene Audit

2. Type of activity: Group activity
3. Objective of the Activity: To develop practical skills in identifying cleanliness gaps and maintaining
hygiene standards in a homestay.

Resources: Sample room inspection checklist, cleaning supplies, sample bed linen setup, toiletries set
5. Time Duration: 30 Minutes

Instructions:

e Divide participants into small groups of 3—4 members.

e Arrange a mock room setup with intentional minor hygiene issues.

e Provide each group with a room inspection checklist.

e Ask them to inspect the setup and identify at least five issues.

e Instruct them to suggest corrective actions.

e Allow each group to present their findings.

7. Outcome: Participants will understand practical housekeeping standards and develop observation skills
required for maintaining hygiene in homestays.

(@

Say

e Did you find all activities useful?

e | hope that all of you now have a clear idea of the housekeeping operations in a homestay.

Do |V

Ask the students to answer all the questions given in the participant handbook, and assist them if they face
any problems in doing so.




Facilitator Guide

— Notes for Facilitation

e Encourage hands-on participation during demonstrations to improve practical understanding.

e Empbhasise the connection between cleanliness and positive guest reviews.

e Use local examples of traditional cuisine while discussing food hygiene.

e Ensure participants understand the importance of pest control and preventive monitoring.
e Reinforce the need for personal hygiene while handling food and laundry.

e Maintain time balance between housekeeping operations and cultural engagement topics.
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— Answers to Exercises for PHB

Answer the following questions by choosing the correct option:

1. b. It sets the tone for the guest’s entire stay

2. c. Legal compliance and guest safety

3. b. Explaining amenities, house rules, and safety information
4. d. Providing personalised local information and assistance
5. a. It prevents foodborne ilinesses and protects guest health

Answer the following questions briefly.

1. Refer Unit 2.1 — Guest Handling and Support Services in Homestays
Topic 2.1.2 — Check-in Procedures in Homestays
2. Refer Unit 2.1 — Guest Handling and Support Services in Homestays
Topic 2.1.3 — Maintaining Guest Records and Compliance
3. Refer Unit 2.2 — Housekeeping Operations and Hygiene
Topic 2.2.1 — Maintaining Proper Hygiene and Cleanliness Standards in Homestays
4. Refer Unit 2.1 — Guest Handling and Support Services in Homestays
Topic 2.1.8 — Emergency and Medical Assistance in Homestays
5. Refer Unit 2.1 — Guest Handling and Support Services in Homestays
Topic 2.1.6 — Concierge Services in Homestays







3. Promoting Local
Culture and Tourism

Unit 3.1 - Cultural Heritage and Tourism in Uttarakhand

Unit 3.2 - Sustainable and Responsible Tourism
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Key Learning Outcomes

By the end of this module, the participants will be able to:

1. Demonstrate an understanding of Uttarakhand’s cultural heritage by explaining its traditions, festivals,
cuisine, art, and crafts, and using storytelling techniques to enhance guest engagement.

2. ldentify and interpret tourist destinations in Uttarakhand, including major and lesser-known locations,
and guide guests toward meaningful cultural and nature-based experiences.

3. Recommend appropriate seasonal and sustainable tourism activities that align with local ecology,
climate, and cultural practices.

4. Apply principles of sustainable and responsible tourism by promoting eco-tourism practices.
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Unit 3.1: Cultural Heritage and Tourism in Uttarakhand

— Unit Objectives |©

By the end of this unit, the participants will be able to:

Explain the cultural heritage and traditions of Uttarakhand, including its festivals, cuisine, art, and crafts.

2. Discuss suitable ways to promote local festivals, cuisine, art and crafts.
3. Apply storytelling techniques to effectively promote local culture and enhance guest engagement.
4. Identify major and lesser-known tourist destinations in Uttarakhand and differentiate between cultural

and nature-based experiences.
5. Recommendappropriate seasonaland sustainable tourism activities based on destination characteristics.

&

Resources to be Used

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, printed map of Uttarakhand, printed photographs of
festivals and tourist destinations, speakers for audio-visual clips

Do |V

e Use presentation slides and visual materials to maintain engagement throughout the session.

e Display a large map of Uttarakhand and refer to it while explaining destinations and circuits.

(a

— Say
e Welcome to today’s session on Cultural Heritage and Tourism in Uttarakhand.
e As Assistant Homestay Managers, you are ambassadors of local culture and traditions.
e Understanding our state’s heritage will help you provide authentic experiences to guests.
e This session will help you confidently promote Uttarakhand’s culture, cuisine, and tourist destinations.

Ask

e Why is Uttarakhand called ‘Devbhoomi’?
e Canyou name one famous tourist place in Uttarakhand?
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All about Uttarakhand

Uttarakhand, formerly Uttaranchal, became the 27th state of India on 9 November 2000 after a long
statehood movement. Carved out of Uttar Pradesh’s hilly regions, it was renamed Uttarakhand in 2007,
meaning “Northern Land.” The state capitals are Dehradun (winter) and Gairsain (summer, declared in
2020).

Geographical Location

Located in northern India in the Himalayas, Uttarakhand shares international borders with China (Tibet)
and Nepal, and domestic borders with Himachal Pradesh and Uttar Pradesh. Covering about 53,483 sq
km, it ranges from 300 meters in the plains to over 7,800 meters at Nanda Devi. The state has diverse
climatic zones—subtropical, temperate, and alpine—and is divided into the Garhwal and Kumaon
regions with 13 districts. Major rivers like the Ganga and Yamuna originate from its glaciers.

Ecology

Uttarakhand’s ecology includes subtropical forests, oak—pine forests, alpine meadows (bugyals),
glaciers, and river systems. Forests of sal, pine, oak, deodar, and rhododendron support biodiversity
and water conservation. The state is home to species such as the Bengal tiger, Asiatic elephant, snow
leopard, and musk deer. Protected areas like Jim Corbett National Park, Nanda Devi Biosphere Reserve,
Valley of Flowers, and Rajaji National Park conserve their rich wildlife. However, glaciers like Gangotri
and Yamunotri are vulnerable to climate change.

Demography

As per the 2011 Census, Uttarakhand has a population of about 10.1 million with a density of 189
persons per sq km. The literacy rate is 79.63%, and the sex ratio is 963 females per 1,000 males. Around
69% of the population lives in rural areas. Major communities include Garhwalis and Kumaonis,
along with tribal groups such as Jaunsaris, Bhotias, Tharus, and Boksas. Urban centres like Dehradun,
Haridwar, and Haldwani are rapidly developing.

Cultural Heritage

Known as “Devbhoomi” (Land of Gods), Uttarakhand is a major pilgrimage destination. The Char Dham,
namely, Yamunotri, Gangotri, Kedarnath, and Badrinath, attract millions annually. The Panch Prayag
river confluences hold deep religious significance. Haridwar hosts the Kumbh Mela, while Rishikesh is
globally known as the Yoga Capital of the World.

Languages and Literature

Hindi is the official language, while Garhwali and Kumaoni reflect strong regional identities. Folk songs,
ballads, and oral traditions preserve cultural heritage. Aipan art and local storytelling remain important
cultural expressions.

Art, Craft, and Festivals

Traditional crafts include Aipan art, wood carving, woollen weaving, ringaal (bamboo) craft, and copper-
brass utensils. These crafts support local livelihoods. Festivals such as Kumbh Mela, Nanda Devi Raj Jat,
Harela, Phool Dei, and Ganga Dussehra reflect the state’s spiritual and agrarian traditions.

Uttarakhand’s blend of natural beauty, spirituality, and cultural richness makes it truly deserving of the
name “Devbhoomi.”
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Cuisines of Uttarakhand — Garhwali and Kumaoni Cuisine

The traditional cuisine of Uttarakhand reflects its mountainous geography, simple lifestyle, and use of
locally available ingredients. The food is nutritious, seasonal, and largely based on millets, pulses, leafy
greens, and dairy products.

Garhwali Cuisine is known for wholesome and rustic flavours. Popular dishes include Kafuli (a spinach-
based gravy), Phaanu (mixed lentil curry), Chainsoo (roasted black gram curry), Aloo ke Gutke, and
Jhangora ki Kheer (barnyard millet dessert). Mandua (finger millet) and jhangora (barnyard millet) are
staple grains, valued for their health benefits and suitability to hill farming.

Kumaoni Cuisine shares similarities but has its distinct identity. Famous dishes include Bhatt ki Churkani
(black soybean curry), Ras (mixed lentil preparation), Bhaang ki Chutney (hemp seed chutney),
Thechwani, and Bal Mithai, a popular sweet.

Both cuisines emphasise minimal spices, high nutrition, and traditional cooking methods, offering
guests an authentic taste of “Devbhoomi” Uttarakhand.

Staple Grains

Staple grains of Uttarakhand include mandua (finger millet), jhangora (barnyard millet), barley, and
traditional varieties of rice, all of which are well-suited to the hilly terrain and climate. Mandua is
highly nutritious, rich in calcium, iron, and fibre, and is commonly used to prepare rotis and porridge,
especially in rural households. Jhangora is light and easy to digest, often cooked as kheer, pulao, or
simple steamed dishes.

Barley and local rice varieties are consumed seasonally and are integral to traditional meals. These
grains require less water and are resilient crops, reflecting sustainable farming practices. Highlighting
these grains in homestay menus not only promotes healthy eating but also supports local farmers and
preserves agricultural traditions.

Traditional Breads

Traditional breads such as Mandua Roti, Makki ki Roti, and wheat chapatis are an essential part of
daily meals in Uttarakhand. Mandua roti, in particular, is valued for its earthy taste and high nutritional
content, making it ideal for the physically demanding hill lifestyle. These breads are handmade with skill
and patience, often cooked on iron griddles (tawas) or traditional clay chulhas, which enhance flavour.
They are usually served hot with lentils, seasonal vegetables, ghee, or chutneys.

The preparation process reflects rural simplicity and culinary heritage passed down through generations.
Serving these traditional breads in homestays offers guests an authentic and wholesome dining
experience rooted in local culture.

Traditional Main Dishes

Traditional main dishes of Uttarakhand include Kafuli, Phaanu, Chainsoo, Bhatt ki Churkani, Dubuk, and
Aloo ke Gutke, each prepared with locally sourced ingredients. Kafuli is made from leafy greens like
spinach and fenugreek, while Phaanu and Chainsoo are protein-rich lentil dishes. Bhatt ki Churkani uses
black soybeans, and Aloo ke Gutke is flavoured with local spices such as jakhiya seeds.

These dishes are typically slow-cooked to enhance taste and retain nutrients. Meals are simple,
balanced, and designed to provide energy in mountainous conditions. Explaining the ingredients,
cooking techniques, and cultural relevance of these dishes enriches the guest dining experience and
promotes appreciation of regional cuisine.

Traditional Sweets

Popular traditional sweets include Bal Mithai, Singori, Arsa, and Jhangora ki Kheer, each with unique
preparation methods and cultural importance. Bal Mithai, a specialty of Almora, is made from roasted
khoya coated with tiny sugar balls, giving it a distinctive texture and sweetness. Singori is delicately
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wrapped in malu leaves, which impart a natural fragrance to the sweet. Arsa, made from rice flour and
jaggery, is commonly prepared during weddings and festivals.

These sweets are often associated with celebrations and religious occasions. Offering such desserts to
guests, especially during festive seasons, introduces them to authentic flavours and enhances cultural
immersion.

e Chutneys and Condiments

Chutneys are an integral part of Uttarakhand cuisine and are prepared using ingredients such as bhang
(hemp) seeds, sesame seeds, flax seeds, mint, coriander, garlic, and tomatoes. Bhang ki chutney is
especially popular for its nutty flavour and unique taste, adding depth to simple meals.

These condiments are traditionally ground on stone slabs (sil-batta), preserving natural oils and aromas.
Chutneys enhance the taste of lentils, rotis, and vegetables, balancing flavours in a meal. They reflect
the creative use of locally available herbs and seeds. Serving freshly prepared chutneys in homestays
adds authenticity and introduces guests to lesser-known culinary traditions.

e Beverages

Traditional beverages of Uttarakhand include Buransh (rhododendron) juice, herbal teas made from
tulsi and local herbs, and fresh buttermilk. Buransh juice, made from the bright red rhododendron
flower, is refreshing and believed to have medicinal properties beneficial for the heart and overall
health. Herbal teas help residents cope with cold weather and are often consumed daily in hill regions.

Buttermilk aids digestion and complements heavy or millet-based meals. These drinks highlight the use
of natural and seasonal ingredients found in the region. Offering local beverages instead of packaged
drinks enhances the sustainable and authentic image of a homestay.

e Traditional Cooking Methods

Traditional cooking methods in Uttarakhand involve slow cooking on wood-fired chulhas, which impart
a smoky flavour and preserve nutrients. Iron utensils are commonly used, adding both taste and
nutritional value to food. Spices and chutneys are often ground manually on stone grinders, enhancing
aroma and authenticity. Cooking is closely connected to seasonal produce and rural lifestyles,
emphasising simplicity and sustainability.

These methods require patience and skill, reflecting the deep-rooted culinary heritage of the region.
Demonstrating or explaining these traditional techniques to guests can become an experiential highlight
and strengthen their cultural engagement.

¢ Promoting Local Culture Through Engaging Storytelling

Storytelling is a powerful way to introduce guests to the cultural richness of a destination. By sharing
legends of ancient temples, folktales passed down through generations, and the history of villages and
communities, hosts can create a deeper emotional connection between guests and the place they are
visiting. Explaining the meaning behind local festivals, rituals, and customs helps guests understand not
just what is celebrated, but why it is important.

Personal anecdotes, family traditions, and lived experiences make stories more authentic and relatable.
Using simple language, expressive narration, and even visual aids or local artifacts can further enhance
engagement. Storytelling can be incorporated during meals, village walks, or cultural activities,
transforming ordinary moments into meaningful experiences. This approach enriches the homestay
experience, preserves cultural heritage, and leaves guests with lasting memories.

¢ Promoting Local Festivals

Uttarakhand celebrates vibrant festivals such as Phool Dei, Makar Sankranti, and Nanda Devi Mela, each
reflecting the state’s spiritual beliefs, agricultural traditions, and community bonds. Homestay hosts
can promote these festivals by explaining their historical and cultural significance to guests, helping
them understand the values and rituals associated with each celebration.
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Decorating homestays with traditional elements, such as flowers, diyas, rangoli, and local crafts, creates
a festive atmosphere and enhances the guest experience. Hosts can invite guests to observe rituals, join
community gatherings, taste festive dishes, or participate in simple activities like offering flowers during
Phool Dei or flying kites during Makar Sankranti.

Providing background stories, festival schedules, and guidance on local customs ensures respectful
participation. Promoting such events not only enriches the visitor’s stay but also supports local artisans,
performers, and small businesses. By encouraging cultural exchange, homestays play a vital role in
strengthening community-based tourism and preserving Uttarakhand’s living traditions.

Promoting Local Art and Crafts

Uttarakhand’s rich artistic heritage is reflected in traditional crafts such as Aipan art, ringaal (bamboo)
products, wool weaving, and intricate wood carving. These crafts embody the region’s creativity, cultural
identity, and close relationship with nature. Homestays can actively promote local art by decorating
rooms and common areas with handcrafted items, creating an authentic and culturally immersive
environment for guests.

Hosts may also provide space to display or sell locally made products such as handwoven shawls,
bamboo baskets, wooden artifacts, or traditional artwork. Explaining the history, symbolism, and
production process behind each craft enhances guest appreciation and encourages responsible
purchasing. Organising small demonstrations or artisan interactions further enriches the experience.

By promoting and supporting local artisans, homestays contribute to preserving traditional skills and
generating sustainable livelihood opportunities within the community, strengthening the overall impact
of community-based tourism.

Other Ways to Promote Local Culture

Organising village walks, traditional cooking sessions, and folk music evenings promotes culture.
Displaying local photographs and artifacts enhances the ambience. Encouraging guests to wear
traditional attire for photos adds fun. Collaboration with local artists strengthens authenticity. These
initiatives differentiate homestays from hotels.

Using Storytelling to Enhance Guest Engagement

Storytelling enriches the homestay experience by creating emotional connections and deeper cultural
understanding.

o What to Share: Draw from authentic experiences such as the homestay’s origin, family history, and
village life across generations. Share local legends about mountains, rivers, temples, and village
deities, along with stories of Uttarakhand’s formation and freedom movement. Include spiritual
narratives about Devbhoomi, Char Dham, and sacred river origins. Stories about farming cycles,
seasonal changes, wildlife, and community traditions further help guests appreciate local life and
ecological wisdom.

o How to Tell It: Share stories naturally during meals, evening tea, bonfires, or guided walks. Use
simple, vivid language and express genuine emotion. Encourage interaction through questions
and reflections. Support storytelling with old photographs, tools, or demonstrations. Maintain
authenticity and avoid exaggeration, especially when speaking to international guests.

o Where It Works Best: Storytelling is most effective during meals (explaining dish origins), village
walks (place-based legends), cultural demonstrations (crafts and cooking), and temple visits (myths
and rituals). When guests show curiosity, respond with engaging stories rather than just facts to
create memorable experiences.
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¢ Top 3 Cities in Uttarakhand

o Dehradun: Dehradun, the capital city of Uttarakhand, is known for its pleasant climate, greenery,
and educational institutions. It serves as the administrative centre of the state and a gateway to
popular destinations like Mussoorie and the Garhwal hills. The city blends natural beauty with
modern development, making it an important cultural and economic hub.

o Haridwar: Haridwar is one of the holiest cities in India, situated on the banks of the sacred River
Ganga. Itis a major pilgrimage destination and one of the four sites of the Kumbh Mela. The evening
Ganga Aarti at Har Ki Pauri attracts thousands of devotees and visitors daily. The city is known for
its temples, ashrams, and spiritual atmosphere, making it a centre for religious tourism and yoga
traditions.

o Haldwani: Popularly known as the “Gateway to Kumaon,” Haldwani serves as a major commercial
and transportation hub in the Kumaon region. Located in the foothills, it connects the plains of
North India to hill stations such as Nainital, Almora, Ranikhet, and Pithoragarh. The city plays a
vital role in trade, agriculture, and tourism, with busy markets and growing urban infrastructure.
Kathgodam, near Haldwani, is an important railway terminus for travellers heading to the hills. Due
to its strategic location, Haldwani is often the first stop for tourists exploring Kumaon.

e Most Popular Tourist Destinations of Uttarakhand

o Nainital: Nainital is a charming hill station built around the scenic Naini Lake. Surrounded by forested
hills, it is famous for boating, lakeside walks, and panoramic viewpoints such as Snow View and
Tiffin Top. The bustling Mall Road offers shopping and local cuisine, making it a favourite destination
for families and honeymooners. Its pleasant climate throughout most of the year attracts visitors
seeking relaxation and natural beauty.

o Mussoorie: Popularly called the “Queen of Hills,” Mussoorie is known for its colonial charm and
breathtaking Himalayan views. Attractions like Kempty Falls, Gun Hill, and Camel’s Back Road draw
tourists year-round. The town’s cool weather and scenic landscapes make it a preferred summer
retreat.

o Rishikesh: Rishikesh is a global centre for yoga and spirituality, located on the banks of the Ganga. It
is also a hub for adventure activities such as river rafting, bungee jumping, and trekking. Its ashrams,
ghats, and serene atmosphere attract both spiritual seekers and adventure enthusiasts.

o Jim Corbett National Park: India’s oldest national park, Jim Corbett is renowned for tiger safaris and
rich wildlife. Visitors can experience jeep safaris, birdwatching, and forest stays amid diverse flora
and fauna.

o Auli: Auliis a premier ski destination known for its snow-covered slopes and cable car rides. It offers
stunning views of the Nanda Devi range and attracts winter sports lovers from across the country.
e Char Dham Circuit
The Char Dham Yatra of Uttarakhand is one of India’s most sacred pilgrimage journeys, covering four
holy shrines in the Garhwal Himalayas—Yamunotri Temple, Gangotri Temple, Kedarnath Temple, and
Badrinath Temple. The yatra traditionally begins from Haridwar or Rishikesh and follows a clockwise
route:

Yamunotri - Gangotri - Kedarnath - Badrinath

Yamunotri, dedicated to the Goddess Yamuna, is located near the river’s source in a narrow Himalayan
gorge. Pilgrims believe that bathing in the Yamuna protects them from untimely death.

Gangotri, situated in Uttarkashi district, is devoted to Goddess Ganga. Surrounded by majestic peaks
and forests, it marks the spiritual origin of the River Ganga. The actual source, Gaumukh Glacier, lies
about 19 km away and can be reached by trekking.
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Kedarnath, dedicated to Lord Shiva, is one of the 12 Jyotirlingas of India. Nestled amidst towering peaks
like Kedarnath and Kedar Dome, the ancient stone temple reflects remarkable Himalayan architecture
and spiritual grandeur.

Badrinath, dedicated to Lord Vishnu, lies on the banks of the Alaknanda River between Nar and
Narayana mountain ranges. Established by Adi Shankaracharya in the 8th century, the temple remains
open for six months each year due to heavy winter snowfall.

Together, these shrines represent deep spiritual faith and the divine essence of “Devbhoomi”
Uttarakhand.

¢ Guiding Guests on Cultural and Nature-Based Experiences

Assistant Homestay Managers should recommend temple visits, village tours, forest walks, and river
activities. Guidance should include safety tips and seasonal suitability. Providing contact details of
local guides ensures reliability. Explaining cultural etiquette helps guests behave respectfully. Proper
guidance enhances responsible tourism.

e Recommend Seasonal Activities in Uttarakhand

Recommending seasonal activities allows guests to experience Uttarakhand in the most enjoyable, safe,
and sustainable manner. Suggestions should always consider weather conditions, road accessibility,
local festivals, agricultural cycles, and environmental sensitivity. In Spring (March—May), guests can
enjoy trekking routes such as Chopta—Tungnath, Kedarkantha, Har Ki Dun, and the Valley of Flowers
(towards late May). This season is ideal for rhododendron viewing, bird watching in Pangot and Corbett,
river rafting in Rishikesh, camping, photography, yoga retreats, temple visits, and participation in
festivals like Phool Dei and Basant Panchami. Village visits during wheat harvest and herbal nature
walks also provide immersive rural experiences.

During Summer and Monsoon (June—August), hill stations such as Nainital, Mussoorie, Ranikhet,
Almora, and Lansdowne offer pleasant weather and scenic beauty. Activities include boating, nature
walks, waterfall visits like Kempty and Birthi Falls, wildlife safaris in Corbett and Rajaji National Parks,
and enjoying monsoon cuisine. Cultural experiences such as Harela festival celebrations, cooking
demonstrations, craft workshops like Aipan painting, and storytelling sessions are suitable indoor
alternatives during rainy days.

In Autumn (September—November), clear skies and comfortable weather make it ideal for trekking to
Roopkund, Kuari Pass, Pindari Glacier, and alpine meadows such as Bedni Bugyal and Dayara Bugyal.
Adventure sports like mountain biking, paragliding, and rock climbing are popular during this season.
Guests can participate in festivals such as Navaratri, Dussehra, Diwali, and the Nanda Devi Festival, as
well as attend harvest fairs and village melas. Wildlife safaris, photography tours, and apple harvest
experiences further enhance autumn travel.

During Winter (December—February), snow transforms destinations like Auli, Munsiyari, and Chopta into
winter wonderlands suitable for snow play, skiing, snowboarding, and snow trekking in Kedarkantha or
Brahmatal (with experienced guides). Guests can attend winter festivals such as Makar Sankranti and
Uttarayani Mela, visit Char Dham winter seats at Ukhimath and Mukhwa, and enjoy bonfire evenings
with folk music and traditional snacks. Winter cuisine featuring mandua dishes, gahat dal, and til-jaggery
sweets, along with indoor workshops and bird watching at Asan Barrage and Corbett, completes the
seasonal experience.

Demonstrate i

Show a large map of Uttarakhand and identify Char Dham sites, major cities, and trekking destinations.
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Let us now participate in an activity to understand these topics better.

— Activity
1.
2.
3.

%

S

Activity Name: Cultural Ambassador Presentation
Type of activity: Group activity

Objective of the Activity: To help trainees practice promoting Uttarakhand’s culture and tourism
confidently.

Resources: Printed maps, flashcards of destinations and dishes, notepad, pen, presentation slides
Time Duration: 25 minutes

Instructions:

e Divide participants into small groups of 4 people.

e Assign each group one theme, such as cuisine, festivals, tourist destinations, or art and crafts.

e Ask them to prepare a 3-minute presentation as if explaining to a guest staying at their homestay.
e Encourage use of storytelling techniques.

e Each group presents before the class.

Outcome: Participants gain confidence in promoting local culture and tourism effectively.

Say

fa

Did you like the activity? Let us participate in another one.

— Activity &
1.
2.

Activity Name: Chart Paper Presentation on Major and Lesser-Known Tourist Destinations of Uttarakhand

Objective of the Activity: To help trainees identify and differentiate between major and lesser-known
tourist destinations of Uttarakhand.

Resources: Chart papers (one per group), Sketch pens, markers, pencils, crayons, Ruler and eraser,
Printed pictures (optional), Glue, scissors, Reference notes from the session

Time Duration: 45-60 minutes

Instructions:

e Divide trainees into small groups (4-5 members each).

e Each group will prepare a chart that includes:

Top Cities (e.g., Dehradun, Haridwar, Haldwani)

Most Popular Tourist Destinations (e.g., Nainital, Mussoorie, Rishikesh, Jim Corbett, Auli)
Char Dham Circuit

Popular Trekking Destinations

o O O o

Lesser-Known / Emerging Destinations
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e Divide the chart into two clear sections:
o Major Tourist Destinations
o Lesser-Known / Emerging Destinations
e For each destination, mention:
o0 Location
o Type of tourism (spiritual, adventure, wildlife, leisure)
o Key attraction or specialty
e Encourage groups to decorate charts.
e Each group will briefly explain (3—4 minutes) about their presentation.

6. Outcome: Trainees will clearly understand the classification of destinations and will have a better
retention of Uttarakhand’s tourism geography and importance.

(a

Say

Was the activity helpful? Let us now participate in another activity to grasp the concept better.

— Role Play 9

1. Role-play Name: Recommending Seasonal Activities in Uttarakhand
Objective of the Activity: To enable trainees to apply knowledge of seasonal tourism in Uttarakhand.

Resources: Notepad and pen for each group
Time Duration: 45-60 minutes

vk wN

Instructions:
e Divide trainees into pairs or small groups (3—4 members).

e Each group will receive a season (Spring, Summer/Monsoon, Autumn, Winter) and a tourist profile
(e.g., family with children, trekking group, elderly pilgrims, foreign wellness tourists, college
students).

e Groups will prepare a short role-play (3—5 minutes) where:
o One member acts as a tourist.
o One or two members act as a homestay host/travel advisor.
e They must recommend at least:
o 2 Nature/Adventure activities
o 1 Cultural/Festival experience
o 1 Food/Indoor/Wellness activity
e Recommendations must match the assigned season and tourist type.
e They must also mention safety tips (e.g., monsoon precautions, winter clothing).
e Each group performs in front of the class.




Facilitator Guide

e Trainer and peers discuss:
o Were the activities season-appropriate?
o Were safety and sustainability considered?
o Was communication clear and convincing?

6. Outcome: Improved practical understanding of seasonal tourism planning and enhanced guest
interaction and persuasive communication skills.

(a

Say

Did you like the activities? | hope that now all of you have a clear idea about cultural heritage and tourism
in Uttarakhand.

e Share your insight on the topic with all the students in the class, and ask them to participate in the
interaction.

e Maintain a friendly, constructive and positive environment.
e Ensure that all the students are paying attention to all the lessons taught in the class.

— Notes for Facilitation

e Encourage trainees to share personal experiences related to local traditions.

e Use visual aids frequently to maintain interest and clarity.

e Ensure correct pronunciation of local names and places.

e Highlight responsible tourism and respect for culture.

e Keep the session interactive and allow short discussions to avoid monotony.
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Unit 3.2: Sustainable and Responsible Tourism

— Unit Objectives |©

By the end of this unit, the participants will be able to:

Define sustainable and responsible tourism and differentiate them from conventional tourism.
Identify practices that minimise environmental and cultural impact while hosting guests.
Apply responsible tourism principles to daily homestay operations.

Demonstrate low-impact behaviours in homestays and local communities.

Analyse the role of homestays in environmental and cultural preservation.

o Uk wnN R

Evaluate the effectiveness of eco-tourism initiatives in promoting local culture and ecology.

&,
o

Resources to be Used

participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or
large screen, computer/laptop with internet connection, flip charts, chart papers, printed case studies of
homestays, sustainability checklist handouts, short eco-tourism videos, speakers, sticky notes

e Establish ground rules and set clear expectations for participation and time management.
e Encourage active participation through discussion and note-taking during the session.
e Use presentation slides and visual aids to maintain engagement and clarity.

e Display a sample sustainability checklist used in homestay operations to connect theory with practical
application.

(a

— Say

e Welcome to today’s session on Sustainable and Responsible Tourism for Assistant Homestay Managers.

e In this session, we will understand how tourism can benefit communities while protecting nature and
culture.

e As homestay managers, you play an important role in promoting responsible travel practices.

Ask

e What do you understand by the term “sustainable tourism”?

e How can a homestay help in protecting the local environment?
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— Elaborate

Sustainable Tourism

Sustainable tourism is a long-term approach to tourism development that balances the needs of
tourists, local communities, and the environment. It ensures that tourism activities do not harm natural
resources or cultural heritage. This approach promotes careful use of water, energy, forests, and wildlife
so that future generations can also benefit. It encourages supporting local businesses, artisans, and
farmers to strengthen the local economy.

Sustainable tourism also focuses on reducing pollution, waste generation, and overcrowding. For
homestays, this means adopting eco-friendly practices while maintaining quality guest experiences. The
ultimate aim is to create a positive impact on society, the environment, and the economy simultaneously.

Eco-Tourism

Eco-tourism is a responsible form of travel that takes place in natural areas and promotes environmental
conservation. It involves activities such as trekking, bird watching, wildlife safaris, and nature
photography with minimal ecological disturbance. Eco-tourism emphasises education and awareness
about biodiversity and conservation. Visitors are encouraged to respect nature and avoid activities that
may damage ecosystems.

For homestays located in hills, forests, or rural areas, eco-tourism creates opportunities to showcase
natural beauty responsibly. It also generates income for local communities while protecting the
environment. Proper planning, limited group sizes, and guided tours help ensure ecological balance.

Responsible Tourism

Responsible tourism focuses on ethical behaviour from both tourism service providers and travellers. It
promotes respect for local culture, traditions, and community values. Homestay managers must ensure
fair employment practices, waste management, and honest communication with guests. Responsible
tourism also encourages guests to conserve resources, avoid littering, and follow local guidelines. It
aims to reduce negative social and environmental impacts while increasing positive contributions
to the community. This approach strengthens relationships between hosts and visitors. Ultimately,
responsible tourism creates meaningful travel experiences that benefit everyone involved.

Importance of Sustainability in Homestay Operations

Sustainability is essential for the long-term success of homestay businesses. By conserving water and
energy, homestays can reduce operational costs. Using local products and seasonal food supports
nearby farmers and reduces transportation impact. Sustainable practices improve the reputation of
the homestay and attract environmentally conscious guests.

It also ensures compliance with tourism regulations and standards. Maintaining cleanliness and proper
waste disposal protects the surrounding environment. Sustainable operations create trust among
guests and local communities, ensuring consistent growth and business stability.

Sustainability Principles — Social, Environmental, and Economic

The three pillars of sustainability, social, environmental, and economic, form the foundation of
responsible tourism. Social sustainability involves community participation, fair wages, and respect for
cultural heritage. Environmental sustainability focuses on protecting natural resources, reducing waste,
and conserving biodiversity. Economic sustainability ensures steady income generation and support for
local enterprises.

These three pillars must function together for balanced development. If one pillar is ignored, tourism
growth may become harmful or unstable. Homestay managers must carefully plan operations that
maintain harmony among people, planet, and profit.




Assistant Homestay Manager [

Global and Local Perspectives on Sustainable Tourism

Globally, sustainable tourism is promoted by international organisations and supported by global goals
such as sustainable development initiatives. Many countries have introduced eco-certifications and
green tourism standards. These global practices encourage businesses to reduce carbon footprints and
adopt eco-friendly technologies.

At the local level, state tourism boards promote rural tourism, homestay schemes, and eco-friendly
guidelines. Local policies often focus on waste management, heritage conservation, and community
participation. Understanding both global trends and local regulations helps homestay managers remain
competitive and responsible. It also enables them to adopt best practices suited to their region.

Principles of Responsible Tourism

Responsible tourism is guided by principles such as minimising environmental impact, respecting
cultural diversity, and supporting local economies. It promotes transparency, fairness, and ethical
business operations. Homestays should avoid overusing resources such as water and electricity.

Culturaltraditions should be presented respectfully without misrepresentation. Responsible tourism also
encourages involving local communities in tourism planning. Honest pricing and clear communication
build trust with guests. These principles ensure that tourism contributes positively to society and the
environment.

Sustainable and Responsible Tourism vs Conventional Tourism

Conventional tourism often prioritises large-scale development and profit without considering long-
term environmental consequences. This can lead to overcrowding, pollution, cultural erosion, and
resource depletion. In contrast, sustainable and responsible tourism focuses on quality rather than
quantity. It promotes eco-friendly infrastructure, local employment, and cultural preservation.

Homestays are a strong example of this alternative approach because they operate on a smaller scale
and integrate with the local community. Sustainable tourism values long-term benefits over short-term
gains. This model ensures balanced growth and protection of natural and cultural resources.

Eco-Tourism Practices for Homestays

Homestays can adopt several eco-friendly practices to promote sustainability. Waste segregation and
composting reduce environmental pollution. Installing solar panels and LED lighting helps conserve
energy. Using water-saving fixtures and rainwater harvesting systems supports water conservation.
Serving locally grown and organic food reduces carbon footprint and supports farmers.

Avoiding single-use plastics and encouraging reusable items minimises waste. Providing educational
material about local biodiversity increases guest awareness. These practices enhance environmental
protection and improve the homestay’s market appeal.

Educating Guests on Low-Impact Behaviours

Educating guests is a crucial part of sustainable tourism management. Homestay managers can provide
orientation during check-in about conserving water and electricity. Signboards and information booklets
can remind guests about responsible waste disposal. Guests should be encouraged to respect wildlife
and avoid disturbing natural habitats.

Promoting cultural sensitivity ensures harmony with local communities. Organising guided nature
walks helps guests understand ecological importance. When guests actively participate in conservation
efforts, the overall tourism impact becomes more positive and sustainable.
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Role of Homestays in Environmental and Cultural Preservation

Homestays play a significant role in preserving local culture and environment. By maintaining traditional
architecture and design, they protect regional identity. Serving authentic local cuisine promotes
traditional agricultural practices. Supporting local artisans and handicraft producers strengthens the
rural economy.

Environmentally friendly practices, such as tree planting and waste management, protect natural
surroundings. Homestays also educate visitors about local customs and heritage. This dual role of
hosting and preserving makes homestays important contributors to sustainable tourism.

Evaluating the Effectiveness of Eco-Tourism Initiatives in Protecting Local Culture and Ecology

Regular evaluation ensures that sustainability initiatives are producing desired results. Homestays can
track water and electricity consumption to measure resource efficiency. Monitoring waste reduction
efforts helps assess environmental impact. Guest feedback provides insights into awareness and
satisfaction levels.

Community opinions help determine whether tourism is benefiting or harming local culture. Comparing
results with established sustainability standards helps identify areas for improvement. Continuous
assessment and improvement ensure that eco-tourism initiatives truly protect culture and ecology
while supporting business growth.

— Explain L
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Triple Bottom Line (TBL):

The Triple Bottom Line is a sustainability framework that encourages organisations to balance three
key dimensions: social, environmental, and economic performance, often described as “People, Planet,
and Profit.” Instead of focusing solely on financial gains, businesses adopting TBL aim to create positive
social impact, protect natural resources, and remain economically viable.

In tourism and hospitality, this means generating income and employment (economic), preserving
culture and supporting communities (social), and reducing pollution and resource use (environmental).
The TBL approach promotes long-term resilience by ensuring that growth does not come at the expense
of society or the environment.

Carbon Footprint:

A carbon footprint refers to the total amount of greenhouse gases, primarily carbon dioxide (CO,),
emitted directly or indirectly by an activity, individual, organisation, or product. In tourism, carbon
emissions arise from transportation (air travel, cars), energy consumption in accommodation, food
production, and waste generation.

Measuring carbon footprints helps businesses understand their environmental impact and identify
reduction strategies, such as using renewable energy, improving energy efficiency, reducing waste, and
encouraging sustainable transport. Lowering carbon footprints is essential in combating climate change
and promoting responsible tourism development.

Carrying Capacity:
Carrying capacity is the maximum number of visitors a destination can accommodate without causing
environmental degradation, cultural disruption, or reduced visitor satisfaction. It includes physical

capacity (space and infrastructure limits), environmental capacity (ecosystem tolerance), social capacity
(community acceptance), and economic capacity (sustainable resource use).
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Exceeding carrying capacity can result in overcrowding, pollution, resource depletion, and damage
to cultural heritage. Effective tourism planning involves monitoring visitor numbers, implementing
regulations, and distributing tourists across locations and seasons to maintain balance and sustainability.

Green Certification:

Green certification is official recognition awarded to tourism businesses that follow environmentally
responsible practices and sustainability standards. Certification programs assess criteria such as energy
conservation, waste management, water efficiency, use of eco-friendly materials, and community
involvement.

Achieving green certification enhances credibility, attracts environmentally conscious travellers, and
demonstrates commitment to sustainable operations. It also encourages continuous improvement and
compliance with environmental regulations, supporting the broader goals of sustainable tourism.

Demonstrate

i)

Demonstrate how to segregate dry and wet waste using labelled bins.
Illustrate how to calculate basic electricity consumption using a sample bill.

Say

(@

Let us now participate in an activity to understand these topics better.

— Activity &
1.
2.

Activity Name: Sustainable Homestay Action Plan

Objective of the Activity: To help participants apply sustainability and responsible tourism principles in
homestay operations.

Resources: Chart papers, markers, sticky notes, sustainability checklist handouts, participant handbook
Time Duration: 30 minutes

Instructions:

e Divide participants into small groups of 4-5 members.

e Assign each group the task of designing a sustainable action plan for a homestay.

e Ask them to include at least three environmental, two social, and two economic sustainability
practices.

e Groups write their ideas on chart paper.
e Each group presents their action plan to the class.
e Provide feedback and connect their ideas to session concepts.

Outcome: Participants will understand how to implement practical sustainability measures in real
homestay settings.




Say
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(a

Was the activity helpful? Let us now participate in another activity to grasp the concept better.

— Role Play 9

1.
2.

Role-play Name: Educating Guests about Low-Impact Behaviours

Objective of the Activity: To develop confidence in educating guests about eco-friendly and culturally
respectful behaviour.

Resources: Notepad and pen
Time Duration: 45-60 minutes
Instructions:
e Divide trainees into small groups of 3—-4 members.
e Each group will receive:
o One guest profile (e.g., adventure trekkers, urban family, wildlife photographers, pilgrims).

o One sustainability focus area (waste management, water conservation, responsible trekking,
respectful photography, community participation).

e One trainee acts as the Assistant Homestay Manager, and others act as guests.
e Groups prepare a 3-5 minute role-play where the host:
o Politely explains eco-friendly practices.

o Gives practical examples (segregating waste, shorter showers, no littering, asking permission
before taking photos).

o Explains why these behaviours are important in Uttarakhand’s fragile Himalayan ecosystem.
o Responds calmly to guest doubts or resistance.
e Each group performs their scenario in front of the class.
e Trainer and peers evaluate:
o Was the explanation clear and respectful?
o Were sustainability principles correctly applied?
o Did the host handle objections professionally?

Outcome: Trainees gain practical experience in promoting sustainable tourism and develop a stronger
understanding of low-impact behaviours and community-sensitive hospitality practices.

Say

(@

Did you like the activities? | hope that now all of you have a clear idea of sustainable and responsible
tourism.

Do |V

Ask the students to answer all the questions given in the participant handbook, and assist them if they face
any problems in doing so.
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— Notes for Facilitation

e Encourage participants to share local examples of sustainable tourism from their region.

e Keep explanations simple and relate concepts to daily homestay operations.
e Ensure discussions remain focused on practical application rather than theory alone.
e Highlight government schemes or certifications supporting eco-friendly homestays.

e Summarise key learning points at the end and connect them to the job role of Assistant Homestay
Manager.
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— Answers to Exercises for PHB

Answer the following questions by choosing the correct option:

d. Because it is home to several important Hindu pilgrimage sites

d. Enhancing cultural engagement and guest connection

c. Balancing environmental protection, culture, and community benefits

b. Kafuli

c. Cultural commodification and environmental pressure due to over-tourism

e W

Answer the following questions briefly.
1. Refer Unit 3.1 — Cultural Heritage and Tourism in Uttarakhand

Topic 3.1.1 — ‘Devbhoomi’ Uttarakhand
2. Refer Unit 3.1 — Cultural Heritage and Tourism in Uttarakhand

Topic 3.1.2 — Cuisines of Uttarakhand
3. Refer Unit 3.2 — Sustainable and Responsible Tourism

Topic 3.3.6 — Role of Homestays in Environmental and Cultural Preservation
4. Refer Unit 3.2 — Sustainable and Responsible Tourism

Topic 3.3.3 — Sustainable and Responsible Tourism vs Conventional Tourism
5. Refer Unit 3.1 — Cultural Heritage and Tourism in Uttarakhand

Topic 3.1.3 — Promoting Local Culture Through Engaging Storytelling




4. Homestay Administration

Unit 4.1 - Guest and Staff Operations Management in Homestays

Unit 4.2 - Facility Management and Legal Compliance in Homestay Operations
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Key Learning Outcomes

By the end of this module, the participants will be able to:

1. Apply appropriate procedures to manage guest bookings and maintain accurate records.
Organise staff roles and prepare work schedules to ensure smooth homestay operations.
Monitor inventory and maintain facilities to meet operational standards.

Analyse legal and safety requirements to ensure compliance in homestay operations.

v N

Explain the basic data protection norms related to guest and homestay information.
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Unit 4.1: Guest and Staff Operations Management in Homestays

— Unit Objectives |©

By the end of this unit, the participants will be able to:

o Uk wnN R

Manage guest bookings across multiple booking platforms effectively.

Explain how to maintain accurate guest logs and prepare operational reports.

Discuss the procedure to schedule staff duties and organise leave planning efficiently.
Monitor staff performance and record training needs.

Analyse guest feedback and update services to improve guest satisfaction.

Apply secure procedures to handle guest data in accordance with data protection norms.

— Resources to be Used |&

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or
large screen, computer/laptop with internet connection, sample booking forms, sample cancellation policy
document, sample refund policy template, printed PMS screenshots or demo access, guest log register
(manual), staff roster template sheets, calculator, flip charts, sticky notes

ot

Ensure all participants are seated comfortably, and materials are distributed before starting the session.
Briefly outline the session flow and expected learning outcomes.
Encourage participation and practical examples during discussions.

Display a sample booking dashboard or manual register to connect theory with real homestay
operations.

— Say

(@

Welcome to today’s session on Guest and Staff Operations Management in Homestays.

In this session, we will understand how daily operations, bookings, and staff management are handled
professionally.

These skills are essential for ensuring smooth functioning and high guest satisfaction in a homestay.

Ask

What happens if two guests are accidentally given the same room booking?
Why is it important to maintain proper records of guests and staff duties?
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— Elaborate

Homestay Operations

Homestay operations refer to the complete system of activities that ensure the smooth functioning of
the property on a daily basis. It begins with handling guest inquiries and reservations and continues
until check-out and feedback collection. Operations include room preparation, cleanliness checks, meal
coordination, maintenance of utilities, vendor coordination, and financial record keeping.

Effective coordination between housekeeping, kitchen, and front desk functions is essential for
seamless service. Regular monitoring of supplies, linens, toiletries, and utilities prevents last-minute
shortages. Planning daily task lists and checklists ensures accountability. Well-managed operations lead
to consistent guest experiences, positive reviews, and repeat bookings.

Role of the Assistant Homestay Manager

The Assistant Homestay Manager plays a crucial operational and supervisory role in the homestay.
They assist the owner in overseeing bookings, preparing rooms, coordinating with housekeeping and
kitchen staff, and ensuring guest comfort. They are responsible for checking room readiness before
guest arrival and ensuring that amenities are properly arranged.

The Assistant Homestay Manager handles guest queries, complaints, and special requests promptly
and professionally. Administrative duties include updating booking records, maintaining guest logs,
tracking payments, and managing documentation. They also monitor service standards and ensure
staff follow defined procedures. Their proactive approach helps prevent operational disruptions and
ensures a pleasant guest experience.

Listing Homestays on Various Platforms

In Uttarakhand and across India, homestay operators use a combination of government portals, direct
booking channels, and Online Travel Agencies (OTAs) to maximise visibility and manage reservations
efficiently. A balanced approach improves occupancy, credibility, and revenue.

o Listing on Uttarastays (Uttarakhand Tourism Portal)

Uttarastays is the official platform of the Uttarakhand Tourism Development Board (UTDB). It
provides government recognition, high credibility, and zero commission, making it essential for
homestay owners in the state.

o New User Registration (First-Time Owners)

The process begins with signing up on the official UTDB portal and creating login credentials. After
logging in, applicants access the dashboard and complete the online application form by entering
personal details, homestay location, accommodation capacity, and facilities offered. Required
documents such as ID proof, property details, bank information, and photographs must be uploaded
in prescribed formats (PDF for documents, JPG for photos, maximum 2 MB per file).

Once completed, applicants review the preview page carefully and proceed to payment. After
successful payment, the status shows “Submitted.” The District Tourism Development Officer
(DTDO) verifies the application, and upon approval, the homestay certificate is generated and
downloadable from the portal.

o Renewal Process (Existing Users)
Registered users log in (or reset password if needed), update details, upload documents, complete
payment, and track application status until certificate renewal is approved.

o Listing on Third-Party Booking Platforms (OTAs)

Homestays can also list on platforms such as Booking.com, Airbnb, MakeMyTrip/Goibibo, Agoda,
and Expedia to expand reach.




Assistant Homestay Manager [

The first step is preparing complete property information: homestay name, address, GPS
location, room details, occupancy, amenities, house rules, check-in/check-out timings, pricing,
and cancellation policies. High-quality photographs are essential. After creating a host account,
owners enter accurate property details, select the homestay category, upload identity and property
verification documents, and link bank details. Pricing must include seasonal rates, extra guest
charges, and minimum stay requirements.

An attractive, honest description highlighting unique features such as local cuisine, scenic views,
trekking access, and cultural experiences improves booking conversions.

Finally, owners activate their listing, manage calendars carefully to avoid double bookings, respond
promptly to inquiries, and encourage guest reviews after check-out. Combining government
registration with OTA listings ensures credibility, wider market access, and sustainable business
growth.

Property Management System (PMS) in Homestay Operations

A Property Management System (PMS) is a comprehensive software solution that centralises the
operational, administrative, and commercial functions of accommodation properties. For homestays,
a PMS acts as the backbone of daily management, integrating reservations, guest information, room
inventory, billing, housekeeping, and reporting into a single platform.

o Core Functions

PMS software handles multiple operational areas simultaneously. It manages front desk operations,
including check-in/check-out and guest registration, coordinates housekeeping tasks such as room
cleaning schedules, tracks billing and payments, and maintains detailed guest databases.

Additionally, PMS often includes channel management, synchronising bookings from online travel
agencies (OTAs) like Airbnb, Booking.com, and MakeMyTrip, while offering business analytics like
occupancy and revenue reports.

o Operational Integration

The PMS streamlines workflow by updating room availability in real time whenever a booking is
made, assigning housekeeping tasks, generating invoices, and storing guest data. This reduces
manual errors, prevents overbooking, and improves efficiency. It also supports operational
transparency, making it easier for homestay managers to track performance and coordinate staff.

o Cloud-Based vs. On-Premise

Modern PMS solutions are mostly cloud-based, accessible from any device with an internet
connection. Cloud systems offer advantages such as remote access, automatic updates, lower
upfront costs, and compatibility with multiple devices. These features are particularly useful for
small homestays with limited technical resources.

o Popular PMS for Homestays

Software like eZee Absolute, HotelRunner, RoomRaccoon, Little Hotelier, Hotelogix, Stayflexi,
and Beds24 are widely used in India. They offer varying features, from OTA integration, direct
booking widgets, and automated messaging to Al-based pricing recommendations and multilingual
interfaces. Small homestays benefit from low-cost or free plans, while larger properties gain
comprehensive tools for finance, inventory, and guest relationship management.

0 Use by Assistant Homestay Managers

An Assistant Homestay Manager can use PMS to streamline bookings, maintain guest records,
coordinate housekeeping, monitor payments, and generate occupancy and revenue reports. PMS
also facilitates personalised service by storing guest preferences, ensuring smooth check-ins, and
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supporting compliance with legal and operational standards. Ultimately, PMS enhances efficiency,
reduces errors, and improves guest satisfaction, making it a critical tool for modern homestay
operations.

Limitations of PMS in Homestay Operations

Despite its advantages, PMS has certain limitations in homestay operations. Subscription fees and setup
costs may be challenging for small or family-run homestays. Reliable internet connectivity is essential
for smooth functioning, and network failures can disrupt operations. Staff members require training to
use the software correctly, which may take time.

Technical glitches or system downtime can temporarily halt booking updates. Data security risks must
be managed carefully to protect guest information. Therefore, maintaining a manual backup system
and periodic data backups is necessary for operational continuity.

Booking Management in Homestays

Effective booking management is crucial in homestays to ensure smooth reservations, accurate guest
records, optimal occupancy, and positive guest experiences. Homestay operators in Uttarakhand and
across India manage bookings through a combination of direct channels, state-supported portals,
dedicated software, and Online Travel Agencies (OTAs).

Direct Booking Channels include the homestay’s own website, phone and email inquiries, social media
platforms like WhatsApp and Instagram, and walk-ins or guest referrals. These channels allow hosts to
receive reservations without paying commissions while maintaining personalised guest relationships
and full control over pricing, availability, and branding.

State-Sponsored Platforms like Uttarastays provide registered homestays with direct bookings, property
registration, guest reviews, and ratings, offering transparent visibility and commission-free operations.
Dedicated Homestay Management Software and PMS, such as MyHomestay.io, HomeStayZilla, StayGhar,
and Homeyhuts, enable centralised reservation handling, real-time availability updates, guest CRM,
payment integration, and GST-compliant invoicing. These tools reduce manual errors and streamline
day-to-day management.

Online Travel Agencies (OTAs) such as Booking.com, Airbnb, MakeMyTrip, Goibibo, Agoda, and
Homestay.com provide a broad domestic and international reach but involve commission fees. OTAs
offer secure payments, review systems, and simplified booking processes, making them valuable for
attracting diverse guests. To prevent overbooking across multiple platforms, homestays use channel
management tools like RoomRaccoon, SiteMinder, eZee Absolute, and Hotelogix, which synchronise
inventory, rates, and bookings in real time. Smaller homestays may rely on manual calendar updates or
basic OTA linking features, requiring careful monitoring to avoid conflicts.

Standard Booking Procedures

The booking process in a homestay should be systematic, accurate, and prompt to ensure smooth
operations and a positive guest experience.




Assistant Homestay Manager

Verify booking Confirm advance
details: dates, payment status and
number of guests, clearly communicate
room type, and balance amount &
special requests payment modes

Receive booking
request via email,
app, phone, or
message

Send booking
Record the confirmation with Block the booked
reservation in the arrival details, dates immediately on
master calendar and directions, contact all other platforms
booking register information, and and calendars
house rules

Create a guest profile
noting preferences,
dietary needs, arrival
time, and special
occasions

Fig. 4.1.1: Standard booking procedures

e Managing Bookings Across Multiple Platforms

Managing bookings across multiple online platforms requires careful coordination to avoid double
reservations. Availability calendars must be updated immediately after every confirmed booking.
Channel managers can synchronise inventory automatically across different platforms. Regular
monitoring of booking dashboards ensures accuracy.

Pricing consistency must be maintained to avoid guest dissatisfaction. Seasonal adjustments should be
updated simultaneously on all platforms. Efficient multi-platform management maximises occupancy
while maintaining operational accuracy.

¢ Handling Cancellations, Modifications, and Refunds

Handling cancellations, modifications, and refunds requires clear policies and professional
communication. Cancellation terms should be mentioned at the time of booking confirmation. When
a guest requests cancellation, eligibility for a refund must be checked according to policy timelines.
Modifications such as date changes or room upgrades should be handled after verifying availability.
Transparent communication builds trust and reduces disputes. Proper documentation of each change
ensures clarity in records. Flexible handling during emergencies can enhance goodwill and a positive
reputation.
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e Processing Cancellations

Processing cancellations involves a structured approach to avoid confusion and financial discrepancies.
First, booking details and cancellation request date must be verified. The applicable cancellation policy
should be reviewed to determine refund eligibility. The booking should be officially marked as cancelled
in the PMS or manual register. Availability must be updated immediately to allow new bookings. A
written cancellation confirmation should be sent to the guest. Maintaining clear records of cancelled
bookings ensures transparency and protects the homestay from future disputes.

¢ Refund Handling

Refund handling must follow a structured and transparent process to maintain guest trust and financial
accuracy. The first step is verifying the original payment method, booking details, and applicable
refund policy. Refund eligibility should be calculated based on cancellation timelines and terms agreed
at the time of booking. The refund should be processed within a clearly defined timeframe, such as
5-10 working days, depending on the payment mode. Guests must be informed about the expected
processing time and transaction reference details.

All refund transactions should be recorded in the PMS or financial register for accountability. Secure
payment gateways and authorised banking channels must always be used to prevent fraud and ensure
data security.
e Managing Modifications
Managing booking modifications requires careful coordination and clear communication. Modifications
may include changes in check-in/check-out dates, room upgrades, reduction or increase in the number
of guests, or special service requests. Before approving any modification, availability must be checked
in the calendar or PMS system. Any price difference due to seasonal rates or additional services should
be clearly explained to the guest. Updated booking confirmation must be sent in written form to avoid
misunderstandings. Records should be immediately updated in the system to prevent overbooking.
Proper documentation ensures operational clarity and protects the homestay from disputes.
e Maintaining Accurate Guest Logs Manually
Maintaining a manual guest log is essential for legal compliance, operational control, and guest safety
in homestays. The following steps guide operators in managing the log effectively:
o Step 1: Use a bound register
Always maintain a hardbound guest register with numbered pages. Loose sheets can be lost or
tampered with, whereas a bound register ensures record integrity and is acceptable to authorities.
o Step 2: Store securely
Keep the register at a fixed, secure location, such as reception or a designated office space. It should
be easily accessible during check-in but protected from unauthorised access.
o Step 3: Record complete guest details
Enter the full name, date and time of arrival, permanent address, contact number, and nationality
as per official ID. Accurate details help in emergencies and legal verification.
o Step 4: Verify ID proof
Record the type and number of ID provided. Always verify against the original document to ensure
authenticity.
o Step 5: Note accommodation details

Include the room number, number of guests, and expected check-out date. This helps manage
occupancy and housekeeping, and prevents overbooking.
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o Step 6: Update changes during the stay
Immediately record room changes, extended stays, or additional guests to maintain accuracy.

o Step 7: Record check-out details
Enter the exact check-out date and time for occupancy reporting and verification.

o Step 8: Confirm payment settlement
Note payment status and mode (cash, UPI, online transfer) to avoid disputes and reconcile records.

o Step 9: Obtain guest signature

At check-out, request the guest’s signature to acknowledge stay details, ensuring credibility during
audits or inspections.

Maintaining Guest Records Using PMS Software

Maintaining guest records using a Property Management System (PMS) is a vital operational task in
homestay management, ensuring accuracy, legal compliance, data security, and seamless coordination
of bookings, check-ins, payments, and check-outs.

Steps to Maintain Records:

o Create a guest profile at booking: Enter guest name, contact details, booking dates, room type,
number of guests, and booking source (OTA, website, or phone).

o Update information before arrival: Include arrival time, transportation details, dietary preferences,
special requests, and purpose of visit. Attach booking confirmations and payment status.

o Verify and upload ID at check-in: Record government-approved ID type and number, uploading
scanned copies if supported. Ensure details match the physical ID presented.

o Legal compliance for foreign guests: Enter passport and visa details and submit the C-Form within
24 hours through the PMS or linked portal.

o Track in-house activity: Update stay status, room changes, additional services used, complaints, or
special assistance provided.

o Record payments and billing: Log advance payments, balances, refunds, invoices, and modes of
payment to maintain financial transparency.

o Update check-out details: Record departure date and time, feedback, damages, pending dues, and
close the profile.

o Generate reports regularly: Use PMS tools for daily guest logs, occupancy reports, revenue
summaries, and compliance reports.

Operational Guidelines for Guest Records

Homestay operators must ensure original, valid IDs are presented by all guests; photocopies are not
acceptable. Each guest staying must provide individual ID proof, and all ID details entered in the PMS
or guest log register must match exactly. For foreign visitors, passport and visa information must be
submitted through the C-Form system within 24 hours of arrival.

After verification, all IDs should be returned immediately to the guests. Strict adherence to these
guidelines ensures legal compliance, accurate record-keeping, and smooth operational management.

Preparing Operational Reports

Operational reports summarise daily, weekly, or monthly activities of the homestay. Daily reports
typically include arrivals, departures, occupancy status, meals served, payments received, pending
dues, and any maintenance or guest issues. Monthly reports may cover occupancy rates, revenue and
expenses, booking source analysis, guest feedback trends, and staff performance.
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These reports can be prepared using spreadsheets, PMS dashboards, or simple registers. Regular
reporting helps owners monitor performance, plan staffing and supplies, improve services, and make
informed pricing and marketing decisions.

¢ Staff Rostering in Homestays

Staff rostering ensures that the right number of staff members are available at the right time to deliver
quality service. It involves allocating shifts for housekeeping, kitchen staff, front desk, and maintenance
personnel. Proper rostering ensures coverage during peak check-in, check-out, and meal times.
Balanced scheduling prevents overburdening specific employees.

Seasonal fluctuations in occupancy must be considered while planning shifts. Clear communication
of rosters avoids confusion and absenteeism. Effective rostering improves productivity and ensures
smooth operations.

¢ Planning Staff Duty Rosters
Effective staff duty roster planning ensures smooth operations, optimal service quality, and staff well-
being in homestays.
o Occupancy-Based Planning:

Staffing levels should align with occupancy. At full occupancy, maximum staff is deployed to cover
all service areas, with support from temporary or outsourced personnel if needed. At medium
occupancy (50-75%), core staff handle essential tasks with rotation to manage workload. During
low occupancy, a minimal, multi-skilled team can manage multiple functions. Zero occupancy allows
staff to rest, undertake training, deep cleaning, maintenance, or administrative work.

o Task Identification and Time-Based Coverage:
Rosters should ensure all daily tasks are covered:

e Morning: Breakfast preparation, check-outs, room cleaning, and upkeep of common areas.
e Midday: Guest check-ins, housekeeping, laundry, and coordination of activities.
e Afternoon: Guest assistance, administrative tasks, inventory management, and room readiness.
e Evening: Dinner service, guest interaction, cultural activities, and final housekeeping.
¢ Night: Security, emergency readiness, and handling late arrivals.
o Skill-Based Task Allocation:

Assign tasks according to staff strengths to improve efficiency and service quality. Skilled cooks
manage meals, detail-oriented staff handle housekeeping, tech-savvy members manage bookings
and PMS operations, socially confident staff lead guest engagement, and organised individuals
oversee administrative tasks.

o Equitable Workload Distribution:

Rotate physically and mentally demanding duties to prevent fatigue, adjust workloads to individual
capacity, and provide adequate rest periods. Elderly or less physically active staff can handle lighter
roles, while younger members take on more intensive tasks.

Strategic roster planning enhances operational efficiency, ensures consistent guest service, and
promotes staff satisfaction and sustainability.
e Rostering Approaches for Different Types of Homestays

Rostering in homestays varies based on size, staffing structure, and guest volume, with the Assistant
Homestay Manager ensuring fair workload distribution, service quality, and staff well-being.
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o Small Family-Run Homestays

These homestays rely primarily on household members, with minimal or occasional external help.
Rostering is informal and task-based, aligning duties with individual skills and daily guest needs.
High occupancy engages all family members, while low occupancy sees only essential operations
managed.

Physically and mentally demanding tasks, such as breakfast preparation, cleaning, and guest
interaction, are rotated to prevent fatigue. Flexibility is key, balancing household responsibilities
with hospitality services.

o Mid-Sized Homestays

Mid-sized properties combine family management with 2—6 hired employees. Rostering is shift-
based, typically covering morning, afternoon, and evening shifts, with family members supervising
and employees performing operational roles. Weekly rosters allow leave planning, shift swaps, and
temporary staff deployment during peak periods.

The Assistant Homestay Manager coordinates between family supervisors and employees, ensuring
adequate coverage, equitable workload, and consistent service, while monitoring performance,
punctuality, and morale.

o Large / Boutique Homestays

These homestays operate with multiple employees and structured processes similar to small hotels.
Rostering is formal and systematic, with fixed shifts, defined duties, reporting lines, and documented
rotations to maintain fairness and compliance with labour norms. Peak-season planning includes
standby staff, temporary hires, and prioritisation of essential services like housekeeping, meal
service, and check-ins.

The Assistant Homestay Manager oversees roster preparation, attendance tracking, recruitment,
training, task delegation, and regular briefings to ensure staff efficiency, service consistency, and
guest satisfaction.

Across all types, effective rostering balances operational demands with staff capacity, reduces burnout,
and maintains smooth daily operations, contributing to high-quality guest experiences and sustainable
workforce management.

Preventing Staff Burnout and Maintaining Service Quality

Preventing staff burnout is essential for maintaining high service standards. Long working hours,
especially during peak seasons, can cause fatigue and reduce efficiency. Fair distribution of shifts
and weekly off-days ensures work-life balance. Encouraging short breaks during long shifts improves
concentration and productivity.

Providing appreciation, incentives, and recognition boosts staff morale. A supportive work environment
where staff can communicate concerns openly prevents stress. Healthy and motivated staff directly
contribute to better guest experiences and positive reviews.

Monitoring Staff Performance in Homestays

Monitoring staff performance helps maintain service quality and operational discipline. Supervisors
should observe punctuality, grooming standards, communication skills, and task completion. Guest
feedback and online reviews can provide insights into staff behaviour and efficiency. Regular supervision
ensures adherence to hygiene and safety standards.

Constructive feedback sessions help employees understand areas for improvement. Performance
tracking allows identification of high-performing staff and those needing additional support. Continuous
monitoring ensures consistent service delivery.
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e Establishing Performance Standards and Expectations

Establishing clear performance standards ensures uniformity and accountability among staff members.
Job roles and responsibilities should be clearly defined in written format. Service standards such as
greeting guests politely, maintaining room cleanliness, and providing timely meal service must be
communicated clearly.

Standard Operating Procedures (SOPs) help maintain consistency in operations. Staff should be
trained on expected behaviours and service quality benchmarks. Regular review of standards ensures
alignment with guest expectations. Clearly defined expectations improve professionalism and reduce
misunderstandings.

e Staff Performance Reviews and Documentation

Staff performance reviews are systematic evaluations conducted to assess an employee’s work quality,
behaviour, punctuality, and adherence to service standards. Reviews help identify strengths, areas for
improvement, and growth opportunities.

Documentation of reviews creates transparency and fairness in evaluation. Written records help track
progress over time and support decisions related to promotions, incentives, or corrective actions.
Constructive feedback sessions encourage open communication and motivate staff to improve. Proper
documentation also protects the homestay in case of disputes or HR-related issues.

¢ |dentifying Training Needs of Staff

Training needs can be identified through guest complaints, service errors, observation by supervisors,
and performance review findings. Skill gaps in communication, housekeeping standards, food hygiene,
digital tools, or guest handling must be addressed promptly. Analysing recurring service issues helps
determine specific training requirements.

Regular workshops, demonstrations, and refresher sessions enhance staff knowledge and confidence.
Cross-training employees in multiple roles increases flexibility during peak seasons. Continuous learning
improves professionalism, service consistency, and overall guest satisfaction.

¢ Analysing Guest Feedback and Updating Services

Guest feedback collected through online reviews, feedback forms, suggestion registers, and direct
conversations provides valuable insights into service quality. Feedback should be reviewed regularly to
identify patterns or recurring concerns. Positive comments highlight strengths, while negative feedback
indicates areas needing improvement.

Data analysis helps prioritise corrective actions. Updating facilities, improving cleanliness standards,
modifying menus, or enhancing communication practices based on feedback increases guest
satisfaction. Responding professionally to online reviews builds trust and strengthens the homestay’s
reputation. Continuous improvement based on guest input promotes loyalty and repeat visits.

¢ Handling Guest Data Securely

Handling guest data securely is a critical responsibility of the Assistant Homestay Manager, ensuring
privacy, legal compliance, and trust.

o Secure Collection: Collect only information necessary for bookings, billing, legal compliance, and
guest communication. Guests must be informed about data use, and original ID proofs should be
verified and returned immediately. Avoid collecting unnecessary personal details.

o Safe Storage: Physical records such as guest registers, ID copies, and invoices should be kept in
locked cabinets accessible only to authorised personnel. Digital records in PMS or computers must
be password-protected, logged out when not in use, and regularly backed up securely.
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o Controlled Access: Implement role-based access, allowing staff to view only the data relevant to
their duties. Login credentials should never be shared, and access must be revoked when staff
leave.

o Secure Use and Sharing: Data must only be used for its intended purpose. Sharing with third parties
is prohibited unless legally required, and any such sharing must be documented.

o Digital Security: Ensure devices have updated software, antivirus protection, strong passwords, and
secure internet connections. Avoid public Wi-Fi and personal storage for sensitive data.

o Proper Disposal: Retire and securely dispose of physical and digital records when no longer needed.
Shredding and permanent deletion prevent misuse.

o Training and Monitoring: Regularly train staff on data protection, monitor compliance, and address
breaches immediately to maintain a culture of security and professionalism.

. EEV‘%“;;G
— Explain LI

¢ Refund Policy

A refund policy outlines the predefined rules governing cancellations, modifications, and refund
eligibility in hotels and homestays. It specifies deadlines for free cancellation, partial refunds, non-
refundable bookings, and penalties for late cancellations or no-shows. Clear refund policies ensure
transparency, manage revenue risks, and set accurate guest expectations, reducing disputes and
misunderstandings.

¢ Guest Data Protection

Guest data protection involves safeguarding personal and financial information such as identification
details, contact numbers, and payment data. Measures include secure record-keeping, password-
protected systems, limited staff access, encryption, and compliance with data protection regulations to
prevent unauthorised access or misuse.

— Demonstrate
e Demonstrate how to fill a manual guest log register correctly.

i

e Show a sample PMS dashboard and explain the booking entry process.
e Demonstrate how to prepare a weekly staff duty roster using a template.
e Show a mock cancellation processing and refund calculation example.

Say

(a

Let us now participate in an activity to understand the topics better.
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— Activity &

1. Activity Name: “Manage the Homestay Desk”

2. Type of activity: Group activity
3. Objective of the Activity: To practice booking management, cancellation handling, and staff rostering
decisions.

4. Resources: Sample booking forms, cancellation policy sheet, refund template, staff roster template,
calculator, notepad, pen

5. Time Duration: 30—40 minutes
Instructions:
e Divide participants into small groups.

e Provide each group with a scenario including new booking requests, one cancellation, and one
modification.

e Ask them to record bookings properly and calculate a refund if applicable.
e Ask them to prepare a one-day staff roster considering check-ins and peak hours.
e Each group presents their solution.

7. Outcome: Participants will understand booking coordination, refund calculation, and staff scheduling
practically.

(a

Say

Did you like the activities? | hope that now all of you have a clear idea about guest and staff operation
management in a homestay.

— Notes for Facilitation

e Encourage trainees to relate topics to real-life homestay situations.

e Maintain time balance due to the large number of topics covered.

e Use real examples of booking errors to explain consequences.

e Emphasise accuracy and professionalism in guest data handling.

e Ask the students if they have any queries or doubts to clarify.

e Encourage other students to answer the queries, thus developing peer learning in class.




Assistant Homestay Manager

Unit 4.2: Facility Management and Legal Compliance in
Homestay Operations

— Unit Objectives |©

By the end of this unit, the participants will be able to:

1. Monitor inventory levels and determine timely reordering requirements to ensure uninterrupted
homestay operations.

2. Apply inventory control techniques and coordinate with vendors for efficient procurement and stock
management.

3. Conduct regular maintenance and cleanliness audits.
Identify infrastructure defects and initiate appropriate repair and maintenance actions.

5. Implement safety measures such as secure locks, lighting, and surveillance systems to ensure guest and
property safety.

Maintain accurate legal compliance records related to licenses, taxes, and statutory requirements.
Coordinate with local authorities to obtain, renew, and comply with regulatory approvals.

=

— Resources to be Used | &

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or
large screen, computer/laptop with internet connection, sample inventory register, sample purchase order
format, sample maintenance checklist, cleanliness audit checklist template, calculator, printed case study
sheets, sample legal compliance record formats, CCTV sample images or short video clip, dummy stock
items for activity, flip charts

e Ensure all training materials and equipment are set up before participants arrive.

e Maintain eye contact and encourage participation throughout the session.

e Manage time effectively to cover all planned topics.

e Display a sample inventory register and demonstrate how stock levels are recorded.

e Show a sample maintenance and cleanliness audit checklist and briefly walk through it.
e Present a sample legal compliance register and explain how records are maintained.

(@

— Say

e Welcome to today’s session on Facility Management and Legal Compliance in Homestay Operations.

e As Assistant Homestay Managers, your role is crucial in maintaining safety, quality, and compliance.
e Today, we will learn how to manage inventory, conduct audits, and ensure legal requirements are met.
e These processes help prevent losses, improve efficiency, and protect the reputation of the homestay.




— Ask
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What are some items that must always be available in a homestay?
Why is cleanliness important for guest satisfaction?
What could happen if legal records are not properly maintained?

— Elaborate

Inventory Categories in a Homestay

Inventory in a homestay should be systematically divided into well-defined categories to ensure
smooth operations and financial control. Major categories include consumables (toiletries, cleaning
supplies, food items), non-consumables (furniture, appliances, décor items), linen and housekeeping
supplies (bedsheets, towels, blankets, pillows), kitchen supplies (utensils, crockery, gas cylinders),
guest amenities (welcome kits, tea/coffee sachets), and maintenance tools (light bulbs, plumbing tools,
hardware items). Proper classification allows the Assistant Homestay Manager to clearly understand
usage patterns and replacement cycles.

Consumables require frequent replenishment, while non-consumables require periodic inspection and
maintenance. Categorisation also simplifies budgeting and cost allocation. It ensures accountability by
assigning responsibility to specific staff members for each category. Organised inventory management
directly contributes to uninterrupted guest services and enhanced guest satisfaction.

Monitoring Inventory Levels and Determining Timely Reordering

Monitoring inventory levels is essential to maintain operational continuity in a homestay. Manual
tracking involves maintaining stock registers where daily issues and receipts are recorded. Physical
stock verification should be conducted periodically to match records with actual stock. Digital tracking,
through spreadsheets or inventory management software, provides real-time updates and automated
alerts for low stock.

Digital systems also generate consumption reports and trends, helping forecast future demand.
Monitoring helps identify fast-moving items such as toiletries and food supplies, and slow-moving
items such as spare linens. Timely reordering ensures that guests never experience shortages of
essential items. Proper monitoring minimises wastage, theft, and overstocking. Accurate tracking builds
efficiency and financial discipline within the homestay.

Establishing Reorder Points and Safety Stock

Establishing reorder points ensures that stock is replenished before it runs out. The reorder point is
calculated based on average daily usage multiplied by supplier lead time. For example, if a homestay
uses 10 toiletries daily and the supplier takes 5 days to deliver, the reorder point would be 50 units.
Safety stock acts as a buffer against unexpected demand surges or delivery delays, especially during
peak tourist seasons.

Without safety stock, even minor disruptions can lead to service failure. Maintaining a calculated
buffer ensures uninterrupted operations. The Assistant Homestay Manager must review reorder
levels regularly, especially before high occupancy periods. Proper stock planning reduces stress and
emergency purchases. Consistent availability of supplies enhances guest experience and operational
reliability.
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Procurement and Reordering Procedures

Procurement in a homestay must follow a structured and transparent process. It begins with identifying
reliable vendors who provide quality products at competitive prices. Comparing quotations from
multiple suppliers ensures cost-effectiveness. An approved vendor list helps maintain consistent quality
standards. Written purchase orders should clearly specify item descriptions, quantities, agreed prices,
and delivery timelines.

Upon receiving goods, verification must be done to check quantity, quality, and damage. Discrepancies
should be reported immediately. Proper documentation of invoices and delivery notes supports financial
accounting and audits. Standardised procurement procedures reduce risks of fraud, favouritism, and
wastage. A systematic approach ensures financial control and operational stability.

Ordering Process

The ordering process begins when stock levels reach the predetermined reorder point. A purchase
request is prepared and reviewed for approval by the responsible authority. Once approved, the order
is placed with the selected supplier, clearly mentioning specifications and required delivery dates.
Follow-up communication ensures timely delivery. When goods are received, they must be inspected
carefully before acceptance.

Any damaged or incorrect items should be returned immediately. Stock registers or digital systems
must be updated promptly. Payment should be processed as per the agreed credit terms. A clear
and structured ordering process ensures transparency, accountability, and smooth supply chain
management.

Emergency and Urgent Ordering

Emergency ordering is required when stock unexpectedly runs out or demand suddenly increases.
Situations such as peak season overbooking or supplier delays may create urgent needs. In such cases,
quick decision-making and immediate vendor communication are essential. Maintaining a list of backup
suppliers helps avoid operational disruption.

Although emergency purchases may involve higher costs, they prevent service breakdown and guest
dissatisfaction. Even in emergencies, basic documentation such as purchase records and invoices must
be maintained. After resolving the issue, the root cause of the stock shortage should be analysed to
preventrecurrence. Proper planning and forecasting minimise frequent emergency orders. Preparedness
ensures service continuity even under pressure.

Economic Order Quantity (EOQ) Considerations

Economic Order Quantity (EOQ) is a cost-optimisation method that determines the ideal quantity of
stock to order at one time. It balances ordering costs (such as transport and administrative expenses) and
holding costs (such as storage and risk of damage). Ordering large quantities reduces frequent ordering
expenses but increases storage costs. Ordering small quantities frequently increases administrative and
transportation costs.

EOQ helps find a balance that minimises total inventory cost. While small homestays may not apply
complex formulas, understanding the concept improves purchasing efficiency. Assistant Homestay
Managers can use basic calculations to estimate optimal quantities. Applying EOQ principles supports
cost control and efficient resource utilisation.

Preventing Stockouts and Wastage

Preventing stockouts requires accurate demand forecasting, regular stock checks, and timely reordering.
Seasonal variations and local festivals must be considered while planning inventory. Wastage often
occurs due to overstocking, improper storage, expiry of perishable goods, or mishandling by staff.
Implementing the FIFO (First In First Out) method ensures older stock is used before newer stock.
Proper labelling, safe storage conditions, and humidity control extend shelf life.
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Regular inventory audits detect discrepancies and prevent pilferage. Staff training on proper usage
reduces misuse and unnecessary consumption. Efficient inventory management protects profits and
ensures consistent service quality. Balanced stock control supports sustainability and financial stability.

Conducting Regular Maintenance and Cleanliness Audits

Regular maintenance audits help identify potential infrastructure issues before they become major
problems. These audits cover plumbing systems, electrical wiring, furniture condition, roofing, and safety
equipment. Cleanliness audits focus on hygiene standards in guest rooms, bathrooms, kitchens, dining
areas, and common spaces. Standardised checklists ensure uniform evaluation criteria. Observations
should be recorded systematically for follow-up action. Prompt repair and cleaning prevent guest
complaints and safety hazards.

Regular audits also extend the life of assets and reduce long-term repair costs. Clean and well-
maintained facilities enhance guest trust and brand reputation. Consistency in auditing ensures long-
term service excellence.

Audit Planning and Scheduling

Audit planning involves preparing a structured calendar for inspections. Weekly checks may focus on
cleanliness and consumables, while monthly audits may cover infrastructure and safety equipment.
Seasonal audits should be conducted before peak tourist periods to ensure readiness. A clear schedule
ensures no area is overlooked. Responsibilities must be assigned to specific staff members for
accountability.

Audit findings should be documented and reviewed during management meetings. Follow-up actions
must be tracked until completion. Planning reduces last-minute inspections and reactive management.
A disciplined audit schedule ensures operational efficiency and continuous improvement.

— Explain
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Reorder Point (ROP)

The Reorder Point is the specific stock level at which a new order should be placed to avoid running
out of inventory. It ensures that fresh supplies arrive before the existing stock is completely exhausted.
The reorder point is usually calculated based on average daily usage and lead time (the time taken by
suppliers to deliver goods).

For example, if a homestay uses 5 kg of rice per day and delivery takes 4 days, the reorder point should
cover at least 20 kg, plus a small safety stock. Maintaining a proper reorder point prevents service
disruption, guest dissatisfaction, and emergency purchases at higher costs.

Economic Order Quantity (EOQ)

EOQ is a formula used to determine the ideal quantity of goods to order at one time, minimising total
inventory costs. These costs include ordering costs (transport, paperwork, time spent placing orders)
and holding costs (storage, spoilage, and tied-up capital). Ordering too frequently increases ordering
costs, while ordering in large quantities raises storage and wastage risks. EOQ balances these factors
to ensure cost efficiency and smooth operations, especially for regularly used items like groceries and
cleaning supplies.




Assistant Homestay Manager

e FIFO Method (First In, First Out)

The FIFO method is an inventory management practice in which the earliest purchased or stored
items are used, sold, or issued first. This system is especially important for perishable goods such as
vegetables, dairy products, grains, packaged foods, and toiletries with expiry dates. By ensuring that
older stock is consumed before newer stock, businesses can significantly reduce spoilage, wastage, and
financial losses caused by expired items.

In homestays and hospitality operations, FIFO helps maintain food safety and hygiene standards. For
example, newly purchased grocery items should be placed behind older stock on shelves, so the older
items are used first. Clear labelling with purchase or expiry dates further supports proper stock rotation.

Organised storage, regular inspection of shelves, and staff awareness are essential for successful
implementation. Following FIFO not only protects product quality but also improves cost control,
operational efficiency, and guest satisfaction by ensuring fresh and safe supplies at all times.

i)

Demonstrate

e Demonstrate how to fill a manual inventory register using sample data.

e Show the calculation of the reorder point and simple EOQ using a calculator.

(&

Say

Let us now participate in an activity to understand the topics better.

— Activity il

1. Activity Name: Homestay Facility Audit Simulation

2. Type of activity: Group activity

3. Objective of the Activity: To help participants practice inventory review, cleanliness auditing, and
compliance checking.

Resources: Sample inventory sheets, audit checklist templates, dummy stock items, flip charts, pens
5. Time Duration: 30 minutes

Instructions:

e Divide participants into small groups.

e Provide each group with a mock inventory sheet and audit checklist.

e Ask them to identify low-stock items and suggest reorder quantities.

e Ask them to review a mock cleanliness checklist and identify gaps.

e Each group presents findings and suggested corrective actions.

7. Outcome: Participants will understand practical aspects of facility audits, stock monitoring, and
compliance tracking.
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Say

Ask the students to answer all the questions given in the participant handbook, and assist them if they face
any problems in doing so.

Notes for Facilitation

e Encourage participants to share real-life examples from homestays they have seen.
e Keep explanations simple when discussing EOQ and calculations.

e Emphasise safety and legal compliance as non-negotiable responsibilities.

e Use local regulatory examples to make learning relevant.

e Reinforce the importance of documentation in every process.

e Ensure all participants engage during the activity.

e Summarise key takeaways at the end of the session for clarity and retention.

Field Visit %

¢ Field Visit Title: Facility Audit and Compliance Observation Visit

e Objective of the Field Visit: To provide participants with practical exposure to inventory management,
maintenance practices, safety systems, and legal compliance procedures followed in an operational
homestay.

e Venue: Registered homestay/boutique homestay / eco-homestay property

e Duration: 3—4 Hours

e Pre-Visit Briefing: (Classroom — 30 Minutes)
The facilitator will explain the purpose of the visit and distribute observation sheets. Participants will
be divided into small groups and assigned specific focus areas such as inventory, maintenance, safety
measures, and compliance records. Key observation points and expected learning outcomes will be
clarified. Participants will be instructed to maintain discipline and professionalism during the visit.

e Activities During the Field Visit
o Inventory Management Observation

e Participants will observe how inventory is categorised (linen, consumables, kitchen supplies,
amenities, maintenance tools).

e They will examine stock registers or digital tracking systems.
e They will identify how reorder points are determined and how stock storage is organised.
e They will check if FIFO is followed for perishable items.
o Procurement and Ordering System Review
e Participants will review sample purchase orders and supplier records.
e They will understand the approval process for procurement.
e They will observe how delivered goods are verified.
e They will discuss emergency ordering practices with the host.
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o Maintenance and Cleanliness Audit Observation
e Participants will use a checklist to inspect guest rooms, kitchen, washrooms, and common areas.
e They will identify minor infrastructure defects if visible.
e They will observe maintenance logs and repair records.
e They will understand audit scheduling practices.
o Safety Measures Inspection
e Participants will examine door locking systems and key control practices.
e They will observe CCTV placement in common areas.
e They will check fire extinguishers and emergency exits.
e They will review safety signage and guest awareness notices.
o Legal Compliance Record Review

e Participants will review copies of registration certificates, fire safety clearances, tax registrations,
and guest ID records (without accessing confidential personal data).

e They will observe document storage methods (physical and digital).
e They will understand renewal tracking systems.
Post-Visit Discussion (Classroom — 45 Minutes)
o Each group will present their observations.
o Participants will highlight good practices and areas for improvement.
o The facilitator will connect field observations with theoretical concepts discussed in class.
o Key learnings will be summarised and documented.
Field Visit Assessment
Participants will submit:

o Completed observation checklist
o Ashort report (1-2 pages) covering findings and suggestions
o Reflection on how they would implement improvements in their own homestay




— Answers to Exercises for PHB

Answer the following questions by choosing the correct option:

e W
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b. Coordinating daily hospitality activities within a family-based home setting
d. Acting as a coordination link between host, staff, guests, and operations

c. Real-time room availability updates across booking channels

a. C-Form submission

c. To prevent stockouts and service disruption

Answer the following questions briefly.

1.

Refer Unit 4.1 — Guest and Staff Operations Management in Homestays

Topic 4.1.3 — Property Management System (PMS) in Homestay Operations

Refer Unit 4.1 — Guest and Staff Operations Management in Homestays

Topic 4.1.7 — Staff Rostering in Homestays

Refer Unit 4.2 — Facility Management and Legal Compliance in Homestay Operations
Topic 4.2.8 — Maintaining Legal Compliance Records Relevant to Homestays

Refer Unit 4.1 — Guest and Staff Operations Management in Homestays

Topic 4.1.5 — Handling Cancellations, Modifications, and Refunds

Refer Unit 4.2 — Facility Management and Legal Compliance in Homestay Operations
Topic 4.2.2 — Monitoring Inventory Levels and Determining Timely Reordering




5. Employability Skills
(Communication, ICT,
Entrepreneurship)

Unit 5.1 - Professional Communication in the Workplace
Unit 5.2 - ICT and Digital Workplace Skills

Unit 5.3 - Entrepreneurship and Business Management Skills

A

v
vA LA

A

Vid 'V




Facilitator Guide

Key Learning Outcomes

By the end of this module, the participants will be able to:

1. Demonstrate effective verbal and written communication skills while interacting with guests, colleagues,
and stakeholders in a professional work environment.

2. Apply active listening techniques and appropriate workplace communication practices during
discussions, meetings, and service interactions.

3. Operate basic digital tools, smartphones, MS Office applications, e-mail systems, and internet browsers
to perform routine workplace tasks efficiently.

4. Manage digital communication platforms, booking systems, and cloud-based files while following
cybersecurity and digital hygiene practices.

5. Develop a basic tourism-related business or self-employment plan, including cost estimation, pricing,
and revenue projections.

6. Evaluate service quality and customer feedback to implement customer-centric improvements and
support sustainable tourism business practices.
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Unit 5.1: Professional Communication in the Workplace

. . . A

— Unit Objectives |©
By the end of this unit, the participants will be able to:

1.

Demonstrate effective verbal communication skills while interacting with guests, team members and
others in a professional workplace setting.

Apply active listening techniques during discussions, briefings, and meetings to ensure accurate
understanding and response.

Compose clear and professional written messages and basic documents appropriate for hospitality and
service environments.

Identify appropriate workplace communication methods for different situations, audiences, and
purposes.

Respond appropriately to guest queries, feedback, and team instructions using professional
communication standards.

Resources to be Used |~

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, sample email printouts, sample WhatsApp message
screenshots (printed), role-play cue cards, case study handouts, flip charts, speaker or audio system

Arrange the seating to encourage interaction and discussion.
Briefly outline the session objectives and structure before beginning.
Encourage participation through examples and short discussions.

Conduct a short role-play simulating guest complaint handling using professional communication
techniques.

— Say

(a

Welcome to today’s session on Professional Communication in the Workplace, which is essential for
your role as an Assistant Homestay Manager.

In hospitality, the way you communicate can directly influence guest satisfaction and team performance.

Today, we will learn how to communicate clearly, professionally, and confidently in different workplace
situations.




Ask
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Why is good communication important when dealing with guests?
What happens when communication between staff members is unclear?

— Elaborate

What is Communication?

Communication is a continuous two-way process of sharing information, ideas, opinions, or emotions
between two or more people. It involves four key elements: sender, message, medium (channel), and
receiver, along with feedback. The sender encodes the message, chooses an appropriate medium
such as speech, writing, or a digital platform, and the receiver decodes and interprets it. Effective
communication occurs only when the receiver understands the message in the same way the sender
intended.

In a homestay environment, communication happens at every stage, from reservation inquiries and
check-in formalities to service requests and feedback collection. Poor communication may lead to
misunderstandings, incorrect bookings, service delays, or guest dissatisfaction.

On the other hand, clear and professional communication builds trust, enhances guest comfort, and
strengthens the homestay’s reputation. For Assistant Homestay Managers, communication is not just
a skill but a daily operational responsibility that directly impacts service quality and guest experience.

Types of Communication
Communication can be categorised into four main types: verbal, non-verbal, written, and visual.

Verbal communication includes face-to-face conversations, telephone calls, video calls, meetings,
and discussions. It is widely used in greeting guests, explaining services, resolving complaints, and
coordinating with staff. Tone, clarity, and choice of words are very important in verbal communication.

Non-verbal communication includes facial expressions, eye contact, posture, gestures, and body
language. In hospitality, a smile, confident posture, and attentive behaviour can communicate warmth
and professionalism even without words. Negative body language, such as crossed arms or a lack of eye
contact, may create discomfort.

Written communication includes emails, booking confirmations, bills, notices, logbooks, reports, and
WhatsApp messages. Written communication must be clear, grammatically correct, and professional,
as it serves as official documentation.

Visual communication includes signboards, symbols, charts, safety instructions, menus, and direction
indicators. In homestays, clear signage for rooms, exits, dining areas, and emergency procedures
improves guest convenience and safety. Understanding these types helps managers choose the most
suitable method depending on the situation.

Effective Communication

Effective communication ensures that the intended message is received, understood, and acted upon
correctly. It requires clarity of thought, simple language, appropriate tone, and active listening. The
communicator must consider the background, expectations, and emotions of the receiver.

Empathy plays an important role in hospitality communication. Understanding a guest’s concern or a
staff member’s difficulty helps in responding appropriately. Feedback is another essential component;
asking questions or confirming understanding ensures there is no confusion.




Assistant Homestay Manager [

In a homestay setup, effective communication minimises operational errors such as incorrect room
allocation, delayed services, or billing mistakes. It improves coordination between departments and
enhances guest satisfaction. Professionalism, patience, and politeness are essential to maintaining high
service standards.

Communication at the Workplace

Workplace communication includes all formal and informal interactions within the workplace. It
involves communication with guests, employees, vendors, suppliers, local authorities, and online travel
platforms.

Professional communication at the workplace must always be respectful, polite, and solution-oriented.
Clear instructions to housekeeping staff about room cleaning schedules or to kitchen staff about meal
preferences help avoid confusion. Internal communication, such as daily briefings and staff meetings,
ensures everyone understands their responsibilities.

External communication, such as responding to online reviews or coordinating with vendors, reflects
the homestay’s brand image. Consistency in language, tone, and service information builds credibility
and trust. Assistant Homestay Managers must lead by example and demonstrate proper communication
behaviour at all times.

7 Cs of Effective Communication

The 7 Cs of Effective Communication, Clarity, Conciseness, Concreteness, Correctness, Consideration,
Completeness, and Courtesy, form the foundation of professional and meaningful interactions in
hospitality. For an Assistant Homestay Manager, applying these principles ensures smooth coordination
with guests, staff, and service providers while creating a positive and welcoming environment.

Clarity means delivering messages in simple and easy-to-understand language. Guests should clearly
understand check-in timings, house rules, meal schedules, and local guidelines without confusion.
Concise communication ensures that communication is brief and to the point, avoiding unnecessary
details that may overwhelm or confuse guests.

Concreteness builds trust by providing specific and factual information. Instead of saying “Dinner will
be served in the evening,” it is better to state, “Dinner will be served at 8:00 PM in the dining area.”
Correctness involves sharing accurate information regarding tariffs, facilities, transportation options,
and safety guidelines while using appropriate language and tone.

Considerationreflectsempathyandaguest-centred approach. Understanding guests’ needs, preferences,
and cultural backgrounds helps in tailoring communication respectfully. Completeness ensures that
all essential information is shared at once, reducing repeated questions and misunderstandings. For
example, while confirming a booking, include details about timings, amenities, payment methods, and
contact information.

Finally, Courtesy is essential in hospitality. Polite greetings, respectful language, and a positive tone
make guests feel valued and comfortable. Consistent application of the 7 Cs enhances professionalism,
prevents miscommunication, and strengthens relationships, contributing to an efficient and successful
homestay operation.

Applying the 7 Cs in emails, conversations, and reports ensures clarity and professionalism. In hospitality
operations, following these principles reduces misunderstandings and strengthens relationships with
guests and staff.

Guest Communication Skills

Effective guest communication skills are essential for creating a positive and memorable homestay
experience. From arrival to departure, clear, warm, and professional interactions build trust and
comfort.
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During welcoming and check-in, a warm greeting sets the tone. Address guests by name, maintain
eye contact, and smile genuinely. Introducing yourself and your role helps establish approachability
and accountability. Confirm booking details conversationally to avoid errors, and provide a clear, well-
organised orientation about room location, amenities, meal timings, Wi-Fi access, house rules, and
emergency contacts. Avoid overwhelming guests with too much information at once, and always
encourage questions to ensure clarity.

When providing information and recommendations, being knowledgeable about local attractions,
transport options, and activities is crucial. Tailor suggestions according to guests’ interests, age, and
physical ability. Vivid descriptions make recommendations more engaging, while practical details such
as distance, cost, and best visiting times help guests plan effectively. Offering assistance with bookings
or transport further enhances service quality.

In handling complaints and difficult situations, listening patiently without interruption is key.
Acknowledge the concern, empathise sincerely, and apologise when necessary. Take responsibility
rather than shifting blame, and offer practical solutions with clear timelines. Following up after resolving
the issue shows genuine care and professionalism.

Finally, cultural and language sensitivity strengthens guest relationships. Respect cultural norms, adjust
language simplicity when needed, and remain patient with communication barriers. Using translation
tools and learning basic phrases in common languages demonstrates effort and respect, ensuring every
guest feels valued and understood.

e Team Communication Skills

Effective team communication skills are essential for smooth homestay operations and maintaining a
positive work environment. Clear communication reduces errors, improves efficiency, and strengthens
teamwork.

In clear instructions and delegation, specificity is key. Instead of giving vague directions, provide detailed
instructions with deadlines and quality expectations. Explaining the reason behind tasks helps staff
understand their importance and increases accountability. For example, informing staff about incoming
guests or special occasions creates a sense of responsibility and care. Confirming understanding,
especially for complex tasks, prevents mistakes. Setting clear standards ensures everyone knows what
successful performance looks like.

When giving feedback and conducting performance discussions, balance appreciation with constructive
guidance. Start by acknowledging strengths, then address specific areas for improvement using clear
examples. Focus on behaviours rather than personal traits to maintain respect and professionalism.
Using “I” statements reduces defensiveness and encourages open dialogue. Always provide corrective
feedback privately to protect dignity. Listening to staff explanations and involving them in problem-
solving builds trust and motivation.

For meetings and briefings, preparation is essential. Set a clear agenda, prioritise key topics, and respect
time by starting and ending punctually. Encourage participation from all team members, including
quieter individuals. Summarising decisions, responsibilities, and deadlines ensures clarity. Following up
in writing helps prevent misunderstandings and keeps everyone aligned.

In conflict resolution, address issues promptly before they escalate. Mediate privately, listen to all
perspectives, and focus on resolving the issue rather than blaming individuals. Identifying shared goals
encourages cooperation, while facilitating compromise promotes long-term harmony. Following up
ensures relationships are restored, and teamwork remains strong.

¢ Professional Communication in Various Contexts

Professional communication varies depending on the situation and audience. In formal meetings,
communication should be structured, focused, and respectful, with clear agendas and defined
outcomes. During phone calls, proper greeting etiquette, clear voice modulation, and polite closing
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statements are essential. Emails require a formal tone, correct grammar, and well-organised content.
Guest interactions require warmth and hospitality while maintaining professionalism. Communication
with vendors or authorities may require a more formal and precise approach. The context determines
the tone, language, level of detail, and communication channel. Adapting communication style
according to the situation ensures clarity, avoids misunderstandings, and maintains the homestay’s
professional image.

Active Listening

Active listening means giving full attention to the speaker and consciously understanding their
message. It involves maintaining eye contact, nodding to show engagement, and avoiding distractions
such as mobile phones or side conversations. Active listeners do not interrupt but allow the speaker
to complete their thoughts. They respond thoughtfully and may paraphrase or summarise to confirm
understanding.

In hospitality, active listening is essential when guests express preferences, complaints, or special
requests. It ensures accurate understanding and reduces the risk of service errors. It also demonstrates
empathy and respect, making guests feel valued and heard. Clarifying questions such as “May | confirm
your check-out time is 10 AM?” improves accuracy. Active listening strengthens relationships and
enhances service quality.

Active vs. Passive Listening

Active listening involves full engagement, understanding, and feedback. The listener pays attention, asks
relevant questions, provides verbal or non-verbal responses, and confirms key points. This approach
ensures that the message is accurately understood and acted upon.

Passive listening, on the other hand, means hearing the words without full concentration or response.
The listener may appear attentive but may not process the information completely. Passive listening
often leads to missed instructions, misunderstandings, and operational mistakes.

In a homestay environment, passive listening can result in incorrect bookings, wrong meal preparation,
or overlooked guest requests. Active listening improves service efficiency, reduces complaints, and
enhances overall guest satisfaction.

Applying Active Listening Techniques in Discussions, Briefings, and Meetings

Active listening techniques are especially important during staff meetings, guest briefings, and
operational discussions. During meetings, staff should focus on the speaker, avoid interruptions, and
take notes of important instructions. Summarising tasks such as “So | will prepare three rooms for early
check-in” ensures clarity.

Asking relevant and respectful questions shows engagement and prevents confusion. Avoiding
distractions like mobile phones during discussions reflects professionalism. In guest briefings, repeating
important information, such as meal timings, safety instructions, or check-out procedures, helps
confirm understanding.

These techniques improve coordination among staff members, enhance teamwork, and ensure smooth
daily operations.

Composing Clear and Professional Written Messages and Documents

Written communication in a homestay includes booking confirmations, invoices, reports, notices, and
policy documents. Such communication must be clear, structured, and professional. Messages should
use simple and precise language, avoiding unnecessary complexity.

Important details such as dates, times, room types, payment terms, and cancellation policies must be
clearly mentioned. Informal abbreviations or slang should be avoided in official communication. Proper
formatting, paragraphs, and bullet points improve readability.
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Proofreading before sending ensures there are no spelling or grammatical errors. Clear documentation
helps prevent disputes, supports record-keeping, and reflects the credibility and professionalism of the
homestay.

e E-Mail Communication

Effective e-mail communication in hospitality reflects professionalism, clarity, and warmth, helping to
build guest confidence. A well-structured e-mail ensures information is delivered clearly while creating
a positive impression of the homestay.

The subject line should be precise and informative, clearly stating the purpose of the message, such as
a booking confirmation with dates and the guest name. A clear subject helps guests quickly identify and
retrieve the e-mail when needed.

The greeting or salutation should match the context and relationship. Formal greetings are suitable for
first contact, while semi-formal or friendly greetings may be used for returning guests. Always address
guests respectfully and accurately.

The opening statement should immediately state the purpose of the e-mail, whether confirming a
reservation, responding to an inquiry, or sharing arrival details. This ensures clarity from the start.

In the body of the e-mail, information should be logically organised using short paragraphs or bullet
points. Include all relevant details such as dates, timings, policies, payment information, and instructions.
The tone should remain polite, professional, and guest-focused to minimise confusion and follow-up
questions.

The closing statement should summarise the message, invite questions, and express anticipation of the
guest’s stay. A suitable sign-off and professional signature block, including full name, title, homestay
name, and contact details, complete the message.

Common hospitality e-mails include booking confirmations, inquiry responses, pre-arrival messages,
complaint responses, and post-departure thank-you notes with review requests. Each type serves a
specific purpose in ensuring smooth communication and enhancing the overall guest experience.

¢ WhatsApp Communication

WhatsApp is commonly used for quick updates, confirmations, and internal coordination. Although it
is an informal platform, communication must remain professional when used for business purposes.
Avoid slang, excessive emojis, or casual language while communicating with guests.

Important details such as check-in time, location map, or payment confirmation should be clearly
written. Guest privacy must always be maintained, and confidential information should not be shared
in groups. Using an official business number enhances credibility and maintains separation between
personal and professional communication.

Important messages should be recorded or backed up for reference. Responsible WhatsApp
communication improves responsiveness and operational efficiency.

¢ Identifying Appropriate Workplace Communication Methods

Selecting the appropriate communication method depends on urgency, importance, complexity, and
confidentiality of the information. Urgent matters, such as sudden booking changes or emergencies,
may require immediate phone calls.

Formal matters, such as agreements, policies, or financial transactions, require email documentation
for record purposes. Quick internal coordination among staff may be handled through WhatsApp
groups. Sensitive matters, such as performance issues or complaints, should be discussed privately and
respectfully in person.
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Choosing the right method ensures clarity, saves time, and prevents miscommunication. Assistant
Homestay Managers must evaluate each situation carefully and select the most effective communication
channel to maintain smooth operations and professionalism.

— Explain

Barriers to Communication

Effective communication is essential in hospitality and tourism, yet several barriers can disrupt the
process. Language differences are one of the most common obstacles, especially when interacting with
guests from diverse regions or countries. Mispronunciations, unfamiliar accents, or limited vocabulary
may lead to misunderstandings. Assumptions also create confusion when individuals presume they
already understand the other person’s needs without listening carefully.

Distractions such as background noise, mobile phones, or multitasking can reduce attention and result
in incomplete messages. Emotional reactions, such as anger, stress, or impatience, can further block
clear communication, as feelings may overpower logical thinking. Cultural differences, body language,
and tone of voice may also influence how messages are interpreted. Recognising these barriers helps
individuals adjust their communication style and prevent conflicts.

Feedback Mechanism

A feedback mechanism ensures that the message sent is accurately understood by the receiver. It
involves confirming understanding through paraphrasing, asking clarifying questions, and responding
appropriately. For example, a host may repeat a guest’s request in their own words to confirm details,
such as meal preferences or check-out timing. Encouraging guests to ask questions and provide feedback
also strengthens communication.

Positive body language, attentive listening, and polite responses further support clarity. Effective
feedback reduces errors, builds trust, and enhances guest satisfaction by ensuring that expectations
are clearly understood and met.

Say

(a

Let us now participate in an activity to understand the topics better.

— Role Play 9

1.

vk wN

Role-Play Name: Communication Role-Play Simulation

Objective of the Role-Play: To practice professional communication skills in guest and team scenarios.
Resources: Role-play cue cards, notepad, pen, sample email templates, whiteboard

Time Duration: 40 Minutes

Instructions:

e Divide participants into small groups of three.

e Assign each group a scenario such as handling a guest complaint, conducting a staff briefing, or
replying to an email inquiry.
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6.

e One participant plays the Assistant Homestay Manager, one plays a guest or staff member, and one
observes.

e The role-play should last 5-7 minutes.
e The observer provides feedback based on the 7 Cs and active listening.
e Groups rotate roles and repeat with a new scenario.

Outcome: Participants will demonstrate improved confidence, clarity, and professionalism in
communication.

Say

(@

Did you like the activity? Let us now participate in another one.

— Activity &
1.
2.

Activity Name: Chart Paper Presentation — Understanding Communication

Objective of the Activity: To help participants understand verbal communication, non-verbal
communication, and barriers to effective communication through group discussion and visual
presentation.

Resources: Chart papers (3 different colours), sketch pens/markers, pens, pencils, scale, tape, participant
handbook, notepad

Time Duration: 60 minutes
Instructions:
e Divide the class of 30 students into 3 groups (10 participants in each group).
e Write the three topics on separate slips:
o Verbal Communication
o Non-Verbal Communication
o Barriers to Effective Communication
e Ask each group to pick one slip randomly. Once a topic is chosen, it cannot be selected again (to
avoid repetition).
e Provide each group with one chart paper and markers.
e Instruct groups to include the following on their chart:
o Definition of the topic
o 4-5 key points
0 2 practical examples related to a homestay
o 1 small diagram orillustration
e Each group will present their chart in 3-5 minutes.
e After each presentation, allow 1-2 quick questions from other participants.

Outcome: Participants will clearly differentiate between verbal and non-verbal communication and
identify common barriers to effective communication. They will also understand practical workplace
examples relevant to the role of an Assistant Homestay Manager.
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Say

Were both the activities useful in making you understand professional communication at the workplace.

— Notes for Facilitation

e Encourage shy participants to participate in role-plays to build confidence.

e Correct language errors constructively without discouraging learners.

e Emphasise practical hospitality examples rather than theory alone.

e Highlight cultural sensitivity in guest communication.

e Reinforce that communication skills directly influence guest satisfaction and business reputation.

e Ensure that the contribution of each student in the class interactions receives fair and justified
consideration.
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Unit 5.2: ICT and Digital Workplace Skills

— Unit Objectives |©
By the end of this unit, the participants will be able to:

1.
2.

Operate basic digital devices and smartphones to perform routine workplace tasks efficiently.

Use MS Office applications and internet browsers to create, edit, store, and retrieve work-related
information.

Manage e-mail communication, online booking platforms, and cloud-based files for organised digital
operations.

Apply cybersecurity and digital hygiene practices to protect data, devices, and online accounts.

Resources to be Used

&

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, smartphones (for participants), Wi-Fi router/internet
access, extension cords, sample booking platform demo account, sample invoices and guest data sheets,
USB drive, chart paper, printer (if available)

Ensure all digital devices and internet connections are working before starting the session.
Maintain active participation by encouraging learners to follow the steps on their own devices.
Manage time effectively to cover both theory and practical demonstrations.

Guide participants to create and organise a sample digital folder structure for a homestay on their
device during the session.

— Say

(a

Welcome to today’s session on ICT and Digital Workplace Skills for Assistant Homestay Managers.

In this session, we will learn how digital tools help manage bookings, communication, records, and
guest services efficiently.

These skills are essential for running a modern homestay professionally and competitively.

Ask

Which digital devices do you use daily for communication or work?
Have you ever created or used an email account for professional purposes?
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— Elaborate
e Smartphone Operations

Smartphones play a critical role in managing daily homestay activities efficiently and in real time.
Assistant Homestay Managers use smartphones for responding to guest inquiries, confirming bookings,
managing digital payments, updating availability, and handling social media promotions. Assistant
Homestay Managers must be comfortable installing and updating apps such as booking platforms,
payment apps, Google Calendar, and communication tools. Understanding settings like Wi-Fi, mobile
data, hotspot sharing, Bluetooth, and Do Not Disturb mode ensures uninterrupted professional
communication.

File sharing through apps, scanning guest IDs using mobile cameras, and sending digital invoices are
common operational tasks. Notification management helps avoid missing important booking alerts
while reducing distractions. Basic photography and media creation skills are useful for promoting the
homestay online. Proper battery management, storage clean-up, and regular software updates ensure
smooth and secure performance.

¢ Laptop/Computer Operations

Laptops and computers are essential for documentation, financial tracking, reporting, and managing
online booking platforms. Assistant Homestay Managers should understand basic operating systems,
file creation, folder organisation, and software installation. Efficient typing skills and the use of keyboard
shortcuts improve speed and productivity. Knowledge of connecting devices such as printers, scanners,
projectors, and external storage drives supports smooth operations.

Understanding web browsers, incognito mode, and clearing browser data ensures secure internet
usage. Regular system updates and antivirus protection safeguard sensitive guest and financial
information. Organising digital files systematically helps in the quick retrieval of documents during
audits or inspections. Basic troubleshooting skills reduce dependency on external support. Proper
shutdown procedures and periodic maintenance increase device lifespan and performance reliability.

¢ Microsoft Office and Google Workspace Tools

Microsoft Office and Google Workspace are essential productivity tools for professional homestay
management. These tools help in creating reports, maintaining financial data, preparing presentations,
and drafting official documents. Google Workspace provides cloud-based collaboration, allowing
multiple team members to work on the same file simultaneously. Cloud synchronisation ensures access
to data from smartphones, laptops, or other devices.

Understanding the difference between offline tools (like MS Office desktop applications) and online
tools (like Google Docs) provides operational flexibility. These platforms are useful for budgeting,
inventory tracking, guest record management, and marketing content preparation. Integration between
email, calendar, and storage improves workflow efficiency. Using these tools correctly enhances
professionalism and accuracy in business communication.

¢ MS Word / Google Docs

MS Word and Google Docs are commonly used for preparing letters, guest policies, invoices, staff
guidelines, and formal communication templates. They offer formatting options such as headings, font
styles, bullet points, tables, and page layouts to create structured documents. Spell check and grammar
tools reduce errors and improve document quality. Templates can be created for repeated use, such as
booking confirmations or cancellation policies, saving time and ensuring consistency.

Google Docs allows real-time collaboration and sharing with team members or partners. Documents can
be exported as PDF files for official use. Proper alignment, spacing, and formatting reflect organisational
professionalism. Maintaining organised document folders ensures quick retrieval when required.
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e MS Excel / Google Sheets

MS Excel and Google Sheets are vital for managing numerical data and operational records in a
homestay. They are used for budgeting, expense tracking, occupancy reports, revenue calculations,
and inventory monitoring. Data is organised in rows and columns for clarity and easy analysis. Basic
formulas such as SUM, AVERAGE, and COUNT help calculate totals and performance indicators. Charts
and graphs visually represent trends such as monthly bookings or seasonal revenue patterns.

Google Sheets allows collaborative editing and cloud-based backup, reducing data loss risk. Sorting and
filtering features help in analysing large datasets quickly. Accurate spreadsheet management supports
financial planning and informed decision-making.

¢ MS PowerPoint / Google Slides

PowerPoint and Google Slides are useful for delivering structured presentations during staff training,
meetings, or promotional events. Slides help organise information using text, images, charts, and
infographics for better understanding. Consistent design themes and clean layouts maintain professional
standards. Presentations can be used to explain new policies, safety procedures, or marketing strategies.
Visual aids improve audience engagement and information retention.

Google Slides enables online sharing and collaborative editing, which is useful for team-based
preparation. Slides can include animations and transitions to enhance delivery, but they should be used
moderately. Well-prepared presentations support effective communication and professional image
building.
e Setting Up and Using E-mail

Email is one of the most important professional communication tools for an Assistant Homestay
Manager. It is used for booking confirmations, responding to guest inquiries, coordinating with vendors,
and maintaining official communication records. Managers must know how to compose clear messages

with appropriate subject lines that reflect the purpose of the email. The body of the email should be
structured with a greeting, clear information, and a professional closing.

Attachments such as invoices, ID requirements, or booking details must be correctly uploaded and
checked before sending. Emails serve as documented proof of communication, which is useful during
disputes or audits. Organising emails into folders improves efficiency. Prompt responses reflect
professionalism and improve guest satisfaction.

e Opening a Gmail Account

Opening a Gmail account is a simple but important step toward establishing professional digital
communication. The process begins by visiting the Gmail website and selecting the “Create Account”
option. Users must provide details such as full name, desired username, and a strong password. A
professional username that includes the homestay’s name enhances brand credibility. Mobile number
verification adds an extra layer of security and enables account recovery.

Adding a recovery email ensures access in case the password is forgotten. Once created, the account
can be accessed from smartphones, tablets, and laptops. Gmail integrates seamlessly with Google
Drive, Google Calendar, and other productivity tools. This integration supports smooth communication
and operational efficiency.

e Setting Up Outlook (Windows/Mac)

Outlook is a widely used email management application that supports efficient communication in
professional environments. Setting up Outlook involves opening the application and adding an email
account through the account settings menu. The user enters their email ID and password to enable
synchronisation. Once configured, Outlook synchronises emails, calendars, and contacts in one place. It
allows scheduling meetings, setting reminders, and organising tasks.
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Multiple email accounts can be managed from a single dashboard, which is helpful for business
operations. Folders and rules can be created to automatically sort incoming emails. Outlook enhances
workplace organisation and supports better time management.

Common E-mail Options and Features

Understanding common email featuresimproves productivity and professionalism. The CC (Carbon Copy)
option allows additional recipients to be informed, while the BCC (Blind Carbon Copy) hides recipient
details for privacy. The reply, reply all, and forward functions help manage ongoing communication
threads. Drafts allow saving unfinished emails for later editing.

Attachments enable sharing important documents such as bills, guest guidelines, and policies. Signature
settings ensure that every email ends with a standardised professional closing that includes contact
details. Spam filters protect the inbox from unwanted or suspicious messages. Search functions allow
quick retrieval of past emails. Mastering these features ensures efficient communication management.

Using Cloud Storage (Google Drive, Dropbox, OneDrive)

Cloud storage platforms allow files to be stored securely online rather than only on physical devices.
This ensures backup and remote access from multiple devices. Assistant Homestay Managers can store
guest records, invoices, compliance documents, and promotional materials safely in the cloud. Sharing
features allow team members to view or edit files as per assigned permissions.

Access control settings ensure sensitive data is protected. Cloud storage reduces the risk of data loss
due to device damage, theft, or system failure. Organised folder structures make file retrieval easy.
Real-time updates and synchronisation improve teamwork and operational efficiency.

Managing Online Booking Platforms

Online booking platforms such as Airbnb and Booking.com play a major role in attracting guests to a
homestay. Assistant Managers must regularly update room availability, pricing, photos, and property
descriptions to remain competitive. Quick responses to inquiries and booking requests improve
platform ratings and search visibility. Managing guest reviews professionally builds reputation and
trust. Calendar synchronisation across platforms prevents double bookings and operational confusion.

Booking dashboards provide insights into occupancy rates, seasonal trends, and revenue performance.
Secure handling of guest personal information is essential for privacy compliance. Effective platform
management directly impacts occupancy and business growth.

Cybersecurity and Digital Hygiene Practices

Cybersecurity is essential for protecting guest data, financial information, and business records. Strong
passwords combining letters, numbers, and symbols reduce the risk of unauthorised access. Two-factor
authentication adds an extra layer of security. Avoiding suspicious links, unknown email attachments,
and phishing messages prevents malware attacks.

Regular software updates and antivirus installations protect systems from vulnerabilities. Public Wi-Fi
networks should be used cautiously, especially when handling sensitive information. Secure backup
practices ensure business continuity during cyber incidents. Maintaining digital hygiene builds trust
with guests and ensures compliance with data protection regulations.
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Two-Factor Authentication (2FA)

Two-Factor Authentication is an advanced security feature that adds an extra layer of protection to
online accounts. In addition to entering a password, users must verify their identity through a second
method, usually a One-Time Password (OTP) sent to their registered mobile number or email. Some
platforms may also use authentication apps or biometric verification.

Even if someone obtains the account password, they cannot access the account without the second
verification step. For homestay businesses managing bookings, emails, and online payments, enabling
2FA helps protect sensitive guest information and financial data from unauthorised access or cyber
threats.

CC and BCC in Email Communication

CC (Carbon Copy) and BCC (Blind Carbon Copy) are features used while sending emails to multiple
recipients. When you use CC, all recipients can see who else has received the email. This is useful for
keeping team members or partners informed transparently. BCC, on the other hand, hides the email
addresses of recipients from one another. This is helpful when sending bulk emails to guests to protect
their privacy and maintain confidentiality. Using CC and BCC correctly ensures professional and ethical
communication.

Cloud Sharing Permissions

Cloud sharing platforms allow users to share documents and files online. Permissions can be set as
“View,” “Comment,” or “Edit.” View-only access allows recipients to read the document without making
changes. Comment access lets them provide feedback without altering the content. Edit access allows
full modification rights. Setting appropriate permissions ensures data security and prevents accidental
changes.

— Demonstrate

i

Demonstrate creating a professional Gmail account step-by-step.

Show how to create a simple expense sheet in Excel with basic formulas.

Demonstrate uploading and sharing a file via Google Drive.

Show how to update availability on a sample online booking platform dashboard.
Demonstrate composing a professional email with a subject line, attachment, and signature.

Say

(a

Let us now participate in an activity to understand the topics better.
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Activity Name: Digital Task Simulation for Homestay Operations
Objective of the Activity:
To help participants practice essential digital workplace tasks relevant to homestay management.

Resources: Computer/laptop with internet connection, smartphones, sample guest data sheet,
notepad, pen

Time Duration: 40 minutes

Instructions:

e Divide participants into small groups of 2—3 members.

e Provide each group with a sample scenario (new guest booking received).
e Ask them to create a booking record in Excel/Google Sheets.

e Draft a confirmation email in Gmail, including the subject and signature.
¢ Upload the booking sheet to Google Drive and share it with the trainer.

e Present their work briefly to the class.

Outcome: Participants will demonstrate practical ability to manage digital records, compose professional
emails, and use cloud storage effectively in homestay operations.

Say

(a

Did you like the activity? Let us now participate in another activity.

— Activity il
1.
2.

Activity Name: Cyber Safety Audit Challenge

Objective of the Activity: To help participants identify cybersecurity risks and apply digital hygiene
practices in a homestay work environment.

Resources: Computer/laptop with internet connection, smartphones, paper chits, chart paper, markers,
notepad, pen

Time Duration: 35 minutes
Instructions:
e Divide participants into small groups of 3—4 members.

e Provide each group with a paper chit describing a digital security situation (e.g., weak password
used for booking account, suspicious email received, guest data shared on WhatsApp, public Wi-Fi
usage without protection).

e Ask each group to identify at least five cybersecurity risks in the scenario.

e Instruct them to write corrective actions and preventive digital hygiene practices on chart paper.
e Each group presents their findings and suggested solutions to the class.

e The trainer summarises key cybersecurity practices after all presentations.

Outcome: Participants will be able to recognise common digital security threats and apply practical
cybersecurity and digital hygiene measures in homestay operations.
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Say

Did you like the activities? | hope that now all of you have a clear idea of the Information and Communication
Technology (ICT) and digital workplace skills.

— Notes for Facilitation

e Ensure all participants actively perform tasks instead of only observing demonstrations.

e Provide step-by-step guidance for learners who are less familiar with technology.

e Monitor internet usage to keep participants focused on learning tasks.

e Emphasise the importance of cybersecurity while demonstrating online tools.

e Relate every digital tool to real-life homestay responsibilities for better understanding.
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Unit 5.3: Entrepreneurship and Business Management Skills

— Unit Objectives |©

By the end of this unit, the participants will be able to:

1. Identify viable self-employment and tourism-related business opportunities based on local resources
and market demand.

2. Develop a basic business and marketing plan outlining products/services, target customers, and
promotion strategies.

3. Estimate startup costs, operating expenses, revenues, and pricing to assess business feasibility.

Apply innovation and customer-centric approaches to design tourism services that enhance guest
satisfaction.

Implement service quality standards and benchmarks to ensure consistent and reliable service delivery.

Evaluate business performance using feedback and review mechanisms to support continuous
improvement.

Resources to be Used |&"

Participant handbook, notepad, pen, whiteboard, markers, presentation slides, overhead projector or large
screen, computer/laptop with internet connection, calculator, sample business plan template printouts,
sample cost sheet format, chart papers, sticky notes

e Ensure all participants have the participant handbook and required materials before beginning the
session.

e Encourage participation by inviting examples and short responses during explanations.
e Use a simple sample homestay business idea to demonstrate cost estimation and pricing calculations.

(@

— Say
e Welcome to today’s session on Entrepreneurship and Business Management Skills for Assistant
Homestay Managers.

e This session will help you understand how to think like a business owner and manage tourism services
effectively.

Ask

e What small tourism-related business can be started in your local area?
e Why is planning important before starting a business?
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— Elaborate

Identifying Self-Employment and Tourism-Related Business Opportunities

Identifying self-employment and tourism-related business opportunities begins with understanding
local resources, cultural strengths, and market demand. Entrepreneurs must first assess natural
resources such as mountains, rivers, forests, and scenic landscapes that can support activities like
trekking, camping, boating, or nature tours. Cultural resources such as festivals, handicrafts, traditional
cuisine, music, and art forms also provide strong foundations for unique tourism offerings.

Human resources, including skilled cooks, guides, artisans, and hospitality providers, add value to
tourism enterprises. Infrastructure resources such as roads, internet connectivity, accommodation
facilities, and transport systems determine operational feasibility. After assessing resources, analysing
market demand helps identify what tourists prefer, such as homestays, eco-lodges, adventure activities,
culinary experiences, or transport services. Evaluating feasibility in terms of investment, skills, regulatory
requirements, and seasonality ensures that the selected opportunity is sustainable and profitable.

Developing a Basic Business and Marketing Plan

A business and marketing plan provides structure and direction for a tourism enterprise. It clearly
defines the products and services offered, such as accommodation, guided tours, food services,
handicraft sales, wellness retreats, or transport facilities. The plan must highlight the unique selling
points (USPs) that differentiate the business from competitors, such as personalised hospitality, eco-
friendly practices, or authentic cultural experiences.

Identifying target customers is equally important and involves segmenting tourists based on age,
interests, income level, and travel purpose. Families, adventure seekers, cultural tourists, wellness
travellers, and budget or luxury guests may require different service designs and pricing strategies.
Promotion strategies should include online listings on booking platforms, social media marketing,
professional websites, and offline marketing methods like brochures and tourism fairs.

Monitoring promotional effectiveness through booking data and guest feedback helps refine strategies.
A well-prepared business and marketing plan ensures organised growth and improved market
positioning.

Estimating Start-up Costs, Operating Expenses, Revenues, and Pricing Strategy

Financial planning is essential before launching a tourism business. Start-up costs include one-time
investments such as property renovation, furniture, equipment, licenses, website development,
branding, and initial marketing expenses. A contingency fund should also be allocated for unexpected
setup costs.

Operating expenses are recurring monthly costs such as staff salaries, utilities, food supplies,
maintenance, taxes, insurance, and online platform commissions. Estimating revenue requires
calculating room rates, expected occupancy levels, and additional income streams like food sales or
workshops. Pricing strategies may include cost-based pricing to cover expenses and ensure profit,
market-based pricing to remain competitive, seasonal pricing to adjust for peak and off-peak demand,
and value-added pricing through bundled packages. Break-even analysis helps determine how long it
will take to recover the initial investment. Accurate financial estimation ensures business sustainability
and informed decision-making.

Applying Innovation and Customer-Centric Approaches in Tourism Services

Innovation and customer-centricity focus on designing services around guests’ needs and expectations.
Understanding guest preferences through reviews, feedback, and direct interaction helps create relevant
and meaningful offerings. Innovative service design may include farm visits, storytelling sessions, eco-
friendly initiatives, cultural workshops, or curated local tours that enhance authenticity.
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Personalisation, such as customised meals, flexible check-in options, and tailored experiences,
increases guest satisfaction and loyalty. Digital tools like online booking systems, digital payments,
and prompt communication through messaging platforms improve convenience and professionalism.
Creating emotional and memorable experiences through warm hospitality and community engagement
strengthens guest relationships. By combining creativity with customer focus, tourism businesses can
build strong reputations and encourage repeat visits.

¢ Implementing Service Quality Standards and Benchmarks for Consistent Service Delivery

Service quality standards define the expected level of performance in areas such as cleanliness, food
hygiene, safety, guest communication, and operational efficiency. Documented Standard Operating
Procedures (SOPs) ensure that all staff members understand and follow consistent service practices.
Benchmarks, based on government guidelines, industry norms, or competitor performance, provide
measurable targets such as response time, guest satisfaction ratings, and occupancy levels.

Regular staff training ensures that employees are aware of service expectations and updated
procedures. Monitoring mechanisms, including inspections, checklists, and performance reviews,
help maintain consistency. Guest feedback and online ratings provide measurable data to compare
performance against benchmarks. Continuous review and corrective actions ensure service reliability,
competitiveness, and long-term growth.

¢ Evaluating Business Performance Through Feedback and Review Mechanisms

Evaluating business performance requires the systematic collection and analysis of feedback from
multiple sources. Feedback can be gathered through surveys, suggestion registers, online reviews, and
direct guest interactions. Analysing both quantitative data, such as ratings and qualitative comments,
helps identify trends, strengths, and areas needing improvement.

Comparing performance against service standards and past records provides insight into business
progress. Sharing feedback with staff promotes accountability and encourages service improvement.
Corrective measures such as upgrading facilities, refining processes, or retraining staff should be
implemented based on findings. Professional responses to online reviews demonstrate commitment
to customer satisfaction. Continuous evaluation ensures adaptability, improved service quality, and
sustainable long-term success.

o%n
@0
|

— Explain L

e Target Customers

Target customers refer to the specific group of guests a homestay or tourism business aims to serve.
Identifying the right audience helps in designing services, pricing, and marketing strategies. For
example, families may prefer safe, comfortable rooms and child-friendly meals, while trekkers look for
basic accommodation, early breakfast, and guidance about trails.

Pilgrims may seek proximity to temples, simple vegetarian food, and spiritual guidance. By
understanding guest preferences, a homestay can customise experiences, improve satisfaction, and
build repeat business. Clear identification of target customers also helps in promoting the property
through appropriate channels such as travel agents, online platforms, or local networks.

e Start-up Costs

Start-up costs are one-time expenses required to establish the business before welcoming guests.
These may include construction or renovation of rooms, purchasing furniture and bedding, installing
bathrooms, setting up a kitchen, obtaining licenses, marketing, and initial stocking of supplies.
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Investment in signage, website development, and basic training for family members or staff also falls
under start-up costs. Proper budgeting at this stage ensures a smooth business launch and prevents
financial strain.

Operating Expenses

Operating expenses are the regular costs incurred in running the homestay. These include electricity,
water, groceries, staff wages, laundry, cleaning supplies, maintenance, internet, and marketing.
Managing these recurring costs efficiently is essential for maintaining profitability.

Break-even Point

The break-even point is reached when total income from guests equals total expenses. At this stage, the
business neither makes a profit nor incurs a loss. Understanding this helps owners set room tariffs and
occupancy targets to achieve sustainable growth.

— Demonstrate

i

Demonstrate preparation of a simple business plan outline on the whiteboard using a sample homestay
idea.

Show how to calculate estimated monthly expenses and revenue using a basic cost sheet and calculator.

Say

(a

Let us now participate in an activity to understand the topics better.

— Activity
1.
2.
3.
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Activity Name: Create Your Mini Tourism Business Plan

Type of Activity: Group activity

Objective of the Activity: To help participants apply entrepreneurship concepts by designing a simple
tourism-related business idea with basic financial planning.

Resources: Chart papers, markers, calculator, sample business plan template printouts, participant
handbook

Time Duration: 40 minutes
Instructions:
e Divide participants into small groups of 3—4 members.

e Ask each group to choose one tourism-related business idea (e.g., homestay, food service, guided
tour).

e Eachgroup prepares a simple plan including: products/services offered, target customers, estimated
start-up cost, estimated monthly expense, expected revenue, and one innovative feature.

e Groups write their plan on chart paper.
e Each group presents their plan in 5 minutes.

Outcome: Participants will understand how to identify opportunities, plan finances, and apply customer-
centric thinking in tourism business management.
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Say

Were all the activities useful in making you understand entrepreneurship and business management skills.

Do |V

Ask the students to answer all the questions given in the participant handbook, and assist them if they face
any problems in doing so.

— Notes for Facilitation

e Encourage participants to use realistic examples from their local area while designing business ideas.

e Answer and clarify all the queries raised by the students on the topics covered in class.

e Encourage the other students to answer the questions, thereby developing peer learning in class.
e Keep financial calculations simple and practical to match their skill level.

e Reinforce the importance of balancing profitability with service quality and customer satisfaction.
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— Answers to Exercises for PHB

Answer the following questions by choosing the correct option:

1. a. Facial expressions and body posture

2. c. Fully concentrating and responding thoughtfully

3. b. MS Excel / Google Sheets

4. c. Alignment of local resources with market demand

5. d. To evaluate service quality and support continuous improvement

Answer the following questions briefly.

1. Refer Unit 5.1 — Professional Communication in the Workplace
Topic 5.1.1 — Introduction to Communication

2. Refer Unit 5.1 — Professional Communication in the Workplace
Topic 5.1.2 — Communication at Workplace

3. Refer Unit 5.3 — Entrepreneurship and Business Management Skills
Topic 5.3.3 — Estimating Startup Costs, Operating Expenses, Revenues, and Pricing

4. Refer Unit 5.2 —ICT and Digital Workplace Skills
Topic 5.2.3 — Setting Up and Using E-mail

5. Refer Unit 5.3 — Entrepreneurship and Business Management Skills
Topic 5.3.1 — Creating a Basic Business and Marketing Plan
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Annexure |

Training Delivery Plan

Training Delivery Plan

Program Name: Assistant Homestay Manager

Qualification Pack Name &

Ref. ID Assistant Homestay Manager

Version No. Version Update Date

Pre-requisites to Training

(if any) Not Applicable

After completing this programme, participants will be able to:

1. Explain and differentiate key concepts of hospitality and homestay
operations, including classifications, service standards, sustainability
principles, and community tourism models.

2. Perform guest handling procedures in accordance with SOPs and legal
requirements.

3. Maintain housekeeping and hygiene standards by conducting room
inspections, managing supplies, ensuring food safety, and following
cleanliness protocols.

4. Promote local culture, heritage, and sustainable tourism practices, guiding
guests toward responsible, eco-friendly, and culturally enriching experiences
in Uttarakhand.

Training Outcomes 5. Manage homestay administrative operations efficiently, including bookings,
guest records, inventory control, staff scheduling, maintenance, and legal
compliance.

6. Applyeffectivecommunicationskillsinworkplaceinteractions, demonstrating
active listening, professional writing, digital communication, and customer
service excellence.

7. Utilise ICT tools and digital platforms proficiently, including MS Office
applications, email systems, cloud storage, booking portals, and basic data
management practices.

8. Implement cybersecurity and digital hygiene practices to safeguard guest
information, business data, and online transactions in compliance with
digital safety standards.

9. Develop entrepreneurial capabilities for tourism enterprises.




Module
Name

Introduc-
tion to Hos-
pitality &
Homestay
Sector

S Session Objectives
name
Evolution Define hospitality and PC1, KU1
and Scope describe its historical
of the evolution.
Hospitality Explain the evolution
Industry and scope of the
hospitality industry.
Sectors and Identify various sectors PC2
Classifi- and classifications within
cation in the hospitality industry.
Hospitality
Under- Explain the concept, PC3, PC4,
stand- characteristics, and Ku2
ing the importance of the
Homestay homestay model.
Model and Define different types
Accom- .
modation of acct.:)mmodatlon
Types establishments
Distinguish between
homestays, hotels,
resorts, and other
accommodation types
Sustain- Explain the importance PC5, KU4
ability and of sustainability and
Communi- community-based
ty-Based tourism.
Tourism Describe the role
of homestays in
promoting sustainable
and community-based
tourism.
Economic Outline the economic PC6, KU3
and Social and social benefits of
Impact of homestays for local
Homestays residents.
Describe the operations
and benefits of
homestays
Cultural Describe how homestays PC7
and Envi- contribute to the
ronmental preservation of culture
Preser- and environment.
vation
through

Homestays

Assistant Homestay Manager

Methodology

Lecture, Group
Discussion,
Role Play,

Case Study,
Brainstorming,
Demonstration

Training
Tools/Aids

Presenta-
tion slides,
whiteboard,
markers,
participant
handbook,
notepad,
pen, projec-
tor, Comput-
er/laptop,
internet
connection,
and maps of
India.

Duration
(hours)

(8:00)

Theory:
3:00

Practical:
5:00

(8:00)

Theory:
3:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00




Facilitator Guide

Module
Name

Session
name

Session Objectives

Methodology

Training
Tools/Aids

Duration
(hours)

7 Roles and Identify the roles, duties, PC8 (7:00)
Responsi- and essential skills of a
bilities of a homestay operator. Theory:
Homestay 2:00
Operator
Practical:
5:00
8 Guest Ex- Analyse the expectations PC9 (8:00)
pectations and service standards
and Service of domestic and Theory:
Standards international guests. 3:00
Practical:
5:00
9 Customer Explain customer service PC10 (8:00)
Service Ex- principles in the context
cellence in of homestays. Theory:
Homestays 3:00
Practical:
5:00
10 Digital Explain the influence of PC11, KU5 (8:00)
Marketing digital marketing and
and Online online platforms on Theory:
Promotion homestay promotion. 3:00
Strategies Identify and use Practical:
appropriate marketing 5:00
channels and digital
tools in tourism.
11 Major Explain the influence of PC12 (8:00)
Homestay digital marketing and
Destina- online platforms on Theory:
tions and homestay promotion. 3:00
Success
Stories Practical:
5:00
12 Industry Demonstrate awareness PC13 (7:00)
Trends, of industry trends,
Innovation innovations, and the Theory:
and Future future scope of the 2:00
Scope homestay sector. )
Practical:
5:00
13 | Guest SOPs and Explain the standard PC1, PC2, | Lecture, Group | Presenta- (8:00)
Handling Guest operating procedures KU1, KU2 Discussion, tion slides,
and House- | Check-in (SOPs) for guest handling Role Play, whiteboard, | Theory:
keeping in | Manage- Show how to welcome Case Study, markers, 3:00
Homestays | ment Brainstorming, articipant
guests courteously . Demonstratiogn Eandbgok, Practical:
and complete check-in 5:00
procedures. notepadc
pen, projec-
Maintain guest records tor, Comput-
and ensure regulatory er/laptop,
compliance. internet

connection,




14

15

16

17

18

19

20

21

Module
Name

Session
name

Session Objectives

Guest Provide orientation on PC3
Orienta- amenities and homestay

tion and rules.

Homestay

Familiarisa-

tion

Concierge Assist guests with PC4
and Local transportation and local

Assistance information.

Services

Handling Handle guest concerns PC5, PC6
Guest Com- and feedback effectively.

plaints and Respond to emergencies

Emergency or medical situations.

Response

Housekeep- Maintain the hygiene PC7
ing Stan- and cleanliness of all

dards and areas.

Hygiene

Practices

Inventory Ensure availability of PC8. PC9
Control and supplies and toiletries.

Laundry Conduct room checks

Manage- and manage laundry.

ment

Food Prepare and serve local PC10
Prepara- meals hygienically.

tion and

Hygiene

Standards

Promoting Encourage guest PC11
Guest En- participation in local

gagement activities.

in Local

Activities

Delivering Maintain the hygiene PC12
Person- and cleanliness of all

alised areas.

Guest Expe-

riences

Assistant Homestay Manager

Methodology

Training
Tools/Aids

Sample
inventory
register,
Sample
feedback
forms, Maps
of India.

Duration
(hours)

(8:00)

Theory:
3:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(7:00)

Theory:
2:00

Practical:
5:00

(8:00)

Theory:
3:00

Practical:
5:00

(8:00)

Theory:
3:00

Practical:
5:00
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Module
Name

Session
name

Session Objectives

Methodology

Training
Tools/Aids

Duration
(hours)

22 Check-out Manage check-out, PC13 (8:00)
Procedures billing, and guest
and Billing farewell. Theory:
Manage- 3:00
ment
Practical:
5:00
23 Feedback Record feedback PC14 (8:00)
Collection and suggest service
and Service improvements. Theory:
Improve- 3:00
ment
Practical:
5:00
24 Profession- Maintain dress code and PC15 (7:00)
al Groom- professional behaviour.
ing and Theory:
Workplace 2:00
Conduct
Practical:
5:00
25 | Promot- Cultural Explain the cultural PC1,PC2, | Lecture, Group | Presenta- (8:00)
ing Local Heritage heritage and traditions PC3, KU1 Discussion, tion slides,
Culture and | and Tradi- of Uttarakhand. Role Play, whiteboard, | Theory:
Tourism :ioni:f l:jt- Describe the local gas.e Sttudy,. ma;!(grs, t 3:00
arakhan ) ) rainstorming, articipan
cuItL'Jr'aI history, rl'tu.als, Demonstratic?n Eandbgok, Practical:
traditions, and cuisine of 5:00
Uttarakhand. notepadf
pen, projec-
Promote local festivals, tor, Comput-
cuisine, art, and crafts. er/laptop,
Use storytelling internet
to enhance guest connection,
engagement. and_ maps of
26 Tourism Discuss Uttarakhand’s PC4, PC5, India. (7:00)
Circuits and major tourism circuits PC6, KU2,
Experiential Identify major and KU5 Theory:
Guest En- lesser-known tourist 2:00
gagement destinations. Practical:
Guide guests on cultural 5:00
and nature-based
experiences.
Recommend seasonal
and sustainable
activities.
Facilitate guest
engagement activities
based on local
experiences




Module
Name

Session
name

Session Objectives

Assistant Homestay Manager

Methodology

Training
Tools/Aids

Duration
(hours)

27 Respon- Explain the principles PC7, PC8, (7:00)
sible and of responsible and KU3
Communi- community-based Theory:
ty-Based tourism. 2:00
Tourism . .
Describe eco-tourism i eal
Practices . . Practical:
and responsible tourism 5:00
practices
Encourage guests to
follow low-impact
behaviours.
28 Environ- Demonstrate PC9 KU4 (8:00)
mental and practices that support
Cultural environmental and Theory:
Preser- cultural preservation. 2:00
vation in .
Demonstrate practices s eal-
Homestays p Practical:
that preserve ecology 6:00
and culture.
29 |Homestay | Managing Demonstrate how to PC1, KU1 (7:00)
Administra- | Booking operate various booking
tion Systems software. Theory:
;"d Online Manage bookings across 2:00
eserva- .
tions multiple platforms. Practical:
5:00
30 Guest Re- Maintain accurate guest PC2, PC3, (7:00)
cords Man- logs and reports. KU2
agement Discuss the data Thze'g(;y:
:ndtDattia protection norms ’
rotection .
applicable to the Practical:
hospitality sector. 5:00
Show how to handle
guest data securely.
31 Staff Schedule staff duties and PC4, PC5 (7:00)
Scheduling leaves.
and Per- Track staff performance Theory:
formance and training. 2:00
Monitoring
Practical:
5:00
32 Guest Review guest feedback PC6 (7:00)
Feedback and update services
Analysis Theory:
and Service 2:00
Improve-
ment Practical:
5:00
33 Inventory Monitor inventory and PC7, KU3 (8:00)
Control reorder as needed.
and Vendor Implement inventory TI;e.g(;y:
Manage- control and vendor ’
ment management practices Practical:

5:00
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Module
Name

Session
name

Session Objectives

Methodology

Training
Tools/Aids

Duration
(hours)

34 Facility Implement SOPs for PC8, PC9, (8:00)
Inspection facility inspections Ku4d
and Main- Conduct maintenance Tgt?g(r)y:
tenance and cleanliness audits. ‘
Manage- . .
ment Address infrastructure Practical:
and repair issues. 5:00
35 Safety and Ensure safety measures PC10 (8:00)
Security (locks, CCTV, etc.).
Manage- Theory:
ment in 3:00
Homestays
Practical:
5:00
36 Legal Com- Describe the legal PC11, PC12, (8:00)
pliance and requirements for Ku4
Regulatory homestay operations Theory:
C.oordlna- Maintain legal 3:00
tion compliance records. Practical:
Coordinate with local 5:00
authorities for licenses
and taxes.
37 | Employabil- | Effective Demonstrate effective PC1, PC3, | Lecture, Group | Presenta- (7:00)
ity Skills Workplace communication with KU1 Discussion, tion slides,
(Communi- | Communi- guests and team Role Play, whiteboard, | Theory:
cation, ICT, | cation members. Case Study, markers, 3:00
Entrepre- Brainstorming, | participant
Apply workplace ol
neurship) PRly workp' Demonstration | handbook, Practical:
communication projector 4:00
techniques in hospitality !
i Computer/
SEngs. laptop, MS
Practice active listening Office, sam-
during discussions and ple formats,
meetings. internet
38 Profession- Draft professional PC2, PC5, connection, (7:00)
al Writing emails, messages, and KU2 smart-
and Docu- basic documents. gho‘nes, Theory:
X usiness :
mentation Prepare reports and plan 3:00
guest communication templates, | Practical:
records using MS Office calculators, 4:00
tools. worksheets,
39 Basic Dig- Operate smartphones PC4, PC8, sample (7:00)
ital Tools and digital tools for PC9, KU2 financial
and Inter- workplace tasks. data, mar- Theory:
net Usage Use internet browsers 's(:rt:qnglepslan 0
and cloud platforms P Practical:
for information 4:00
management.
40 Email, Manage email accounts PC6, PC7, (7:00)
Booking and booking platforms PC10, PC11
Platforms efficiently. Theory:
and Cyber- Apply cybersecurity and 3:00
security digital hygiene practices. Practical:
4:00




41

42

43

44

Module
Name

Session
name

Session Objectives

Identifying Identify self-employment | PC12, KU5
Business and tourism business
Opportuni- ideas.
ties Explain tourism
quality standards and
benchmarks.
Business Develop a basic business PC13, KU3
Planning and marketing plan.
and Bud- Explain the
geting fundamentals of
business planning and
budgeting.
Costing, Estimate operational PC14, KU3
Pricing and costs, revenues, and
Revenue pricing strategies.
Estimation Apply budgeting
concepts to homestay
operations.
Innovation, Demonstrate innovation PC15, PC16,
Digital and customer-centric KU4
Marketing thinking.
and S.erwce Apply digital marketing
Quality

and customer acquisition
strategies.

Maintain service quality
and review mechanisms.

Total Duration

OJT Duration (Mandatory)

Assistant Homestay Manager

Methodology

Training
Tools/Aids

Duration
(hours)

(8:00)

Theory:
3:00

Practical:
5:00

(8:00)

Theory:
3:00

Practical:
5:00

(8:00)

Theory:
3:00

Practical:
5:00

(8:00)

Theory:
3:00

Practical:
5:00

Theory:
113:00

Practical:
217:00

270:00

Theory
+
Practical
+ES

600:00
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Annexure Il

List of QR Codes Used in PHB

Module No.

Unit No.

Topic Name

1.1.2 Historical

https://youtu.be/2bhRM-

QR Code (s)

for the Tourism
Industry

v8Q

. Evolu.tio.n of 46 pVK25¢
Unit 1.1 . Hospitality Origin and
IntroduFtlo.n Growth of the
to Hospitality Hospitality
Industry and Industry
Homestay
Fundamen-
tals 1.1.5 Concept
and Charac- 46 https://youtu.be/MUfM_cG-
teristics of Jghw
Homestays
Module 1.: ¥ What is a
Introdu?tlon homestay?
to Hospi-
tality & 1.2.1 Role of []: 57 [=]
Homestay [
Sector Homestay§
in Promoting [=
SUStama_ble' 46 https://youtu.be/aQVchD2FyNI
Responsible,
and Commu- Community
Unit 1.2 Com- | nity-Based Based Tourism
munity-Based | Tourism explained in a
Tourism and nutshell
the Homestay
Ecosystem
1.2.7 Marketing
Channels and )
Digital Tools 46 https://youtu.be/4QMg5icD-

The Future of
Tourism Mar-
keting

— —
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Module No.

Unit No.

Topic Name

Page
No. in
PHB

QR Code (s)

Module Unit 2.1 2.1.7 Handling
2: Guest Guest Han-
Handlin dling and Guest Concerns https://youtu.be/W7W2XfiX
J & and Feedback 73 ps://youtu.be )
and House- | Support . . pxg
keeping i Services i Effectively in
I-Ieeplng in l_Ierwces in Homestays How to handle
omestays omestays Guest Com-
plaints in Hotel
2.2.1 Main-
Unit 2.2 taining Proper
Housek.eeplng Hygler?e and 73 https://youtu.be/nx_fculhXhY
Operations Cleanliness
and Hygiene | Standards in
Homestays Introduction to
Housekeeping
3.1.1 ‘Devb- https://youtu.be/2BGEU
. ps://youtu.be/z -
hoomi’ Uttara- 123 SE7960
khand
Dev Bhoomi
Uttarakhand
Module 3: tjur;:I?-iir(i:til-e 3.1.1 ‘Devb- https:// be/8ohM3
Promoting ""98€ | 1 oomi’ Uttara- 123 ps://youtu.be/8ohM3o-
and Tourism G60po
Local Culture in Uttara- khand
and Tourism khand Aipan - The
an unique folk art
of Uttarakhand
3.1.2 Cuisines 123 https://youtu.be/ZWp8kmit-
of Uttarakhand NyQ

7 Famous Tra-
ditional food of
Uttarakhand

- m_
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Module No.

Unit No.

Topic Name

3.1.4 Major and
Lesser-Known

Page
No. in
PHB

QR Code (s)

Tourist Destina- | 123 | https://youtu.be/voTfLoOLISw
tions of Uttara- Best Hidden and
khand Offbeat Tourist
Destinations in
Uttarakhand
3.2.1 Introduc-
tion to Sustain- | 123 httpsgl/_/c ‘\’IOWU;L:IEE/ aR-
able Tourism
National Strat-
egy for Sustain-
able Tourism
Unit 3.2 Sus- -
tainable and 3.2.2 Principles https://youtu.be/qMbTu79H-
. of Responsible 123 ) .
Responsible . DeA
. Tourism
Tourism
What is Respon-
sible Tourism?
3.3.3 Eco-Tour-
ism Practices 123 | https://youtu.be/giUk6K_Xh54
for Homestays
Top 10 Best
Eco-friendly
Hotel Practices
Unit 4.1 ]
nit 4.
Module 4: | Guest and 4.1.1Intro- :
Homestay Staff Opera- duction to [=]
.. . Homestay 187 | https://youtu.be/epejLiS1uRo
Administra- | tions Man- .
tion agement in Operations
Homestays Management How to Run a'
Homestay Busi-
ness?
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Module No.

Unit No.

Topic Name

QR Code (s)

4.1.2 Listing
Hor?westays on 187 | https://youtu.be/RqY_nOnjEXI
Various Plat-
forms How to List Your
Property on
Airbnb
ORI
4.1.2 Listing [m] 5
Homestays on https://youtu.be/w8FImzC-
. 187 )
Various Plat- mjYo
forms List Your
Homestay and
Villa on MakeM-
yTrip & Goibibo
4.1.3 Property
Management https://youtu.be/McPpab
System (PMS) 187 ps: yoé;:/.us cFpap-
|(r)1 Hom'estay Property
perations Management
Software Expla-
nation (PMS)
Unit 4.2
Facility 4.2.3 Estab-
Management lishing Reorder
and Legal Pointfand Safe 187 | https://youtu.be/Swyr9oG_E9c
Compliance tv Stock Safety Stock
in Homestay ¥ >toc Calculation and
Operations Reorder Point in

Inventory Man-
agement
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Module No.

Unit No.

Topic Name

QR Code (s)

4.2.8 Maintain-
ing Legal Com-
pliance Records | 187 | https://youtu.be/5r-LwfESyPM
Relevant to
Homestays How To Start
a Homestay in
Uttarakhand
5.1.1 Introduc-
tion to Commu- | 246 | https://youtu.be/ORv-EhdXh_Y
nication
What Is Com-
munication?
[=]}%.3.3[=]
5.1.2 Com-
munication at 246 | https://youtu.be/7)Z1v-VwTXg E|
Workplace
Module 5: 7 C's of Effective
Employabil- | Unit 5.1 communication
ity Skills Professional
(Communi- | Communi- EIEEJEI
cation, ICT, cation in the
Entrepre- Workplace . :'1'.5’;;
neurs'l:i ) P 5.1.3 Active [m]=E
P Listening Tech- 246 | https://youtu.be/WjltyOudTBc
niques What is Active
Listening skills
and how to im-
prove them
5=
5.1.6 E-Mail 246 | https://youtu.be/1XctnF7C74s

Communication

How to Write
Better Emails at
Work
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Module No. Unit No. Topic Name QR Code (s)
5.2.1 Operating
Basic Digital
Devices and https://youtu.be/
Smartphpnes 246 WANeW 9FQdo
for Routine Learn How to
Workplace Operate Your
Tasks 1st Android
Smartphone
5.2.2 Microsoft
Office and Goo- 246 https://youtu.be/2MCmnr-
gle Workspace 21500
Tools
Unit 5.2 ICT Microsoft Word
and Digital for Beginners
Workplace
Skills =13
5.2.2 Microsoft
Office and Goo- 246 https://youtu.be/UvCANQh-
gle Workspace assw
Tools
Google Sheets
for Beginners
D
. E-l .l
5.2.4 Using 246 https://youtu.be/3WANMCSE-
Cloud Storage aPM
What is Online
Storage and
How Does it
Work
Unit 5.3 5.3.1 Identi-
Entrepre- fying Self-Em-
neurShlP ponment and 246 | https://youtu.be/jlf42eNLMLw
and Business | Tourism-Re-
M?nagement lated Busi.n.ess Business Ideas
Skills Opportunities Related to Tour-
ism and Travel
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Topic Name

5.3.3 Estimat-
ing Startup
Costs, Operat-
ing Expenses,
Revenues, and
Pricing

https://youtu.be/pACo_F_

0OA4Cc

QR Code (s)

Calculate Your

Startup Costs

for Your New
Business




