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GUEST LECTURE REPORT 

 

Date: 27 August 2026 

Venue: C.O.E, Govt. College Sanjauli, Shimla 

Department: B.Voc. 

Resource Person: Ms. Kavita Poonal 

Designation: Front Office Manager, Club Mahindra, Kanadaghat 

Participants: 43 Students 

Classes: 1st, 2nd & 3rd Year B.Voc. Students 

Introduction 

The Department of B.Voc., C.O.E, G.C. Shimla, organized a guest lecture on 27 August 2026 

for the students of the Hospitality & Tourism 1st, 2nd and 3rd years. The session was delivered 

by Ms. Kavita Poonal, Front Office Manager at Club Mahindra, Kanadaghat, who shared 

her professional knowledge and practical experience in the hospitality industry. 

The guest lecture was organized with the objective of providing students with industry-oriented 

knowledge and helping them understand the professional standards, responsibilities and 

performance expectations associated with the Front Office Department. 

Topics Covered 

The lecture primarily focused on the following topics: 

1. Hospitality Etiquette 

Ms. Kavita Poonal explained the importance of professional etiquette in the hospitality 

industry. The students were introduced to essential aspects of hospitality etiquette, including: 

• Professional grooming and personal presentation 

• Appropriate communication with guests 

• Polite and courteous behaviour 

• Guest handling and customer service 

• Professional body language and positive attitude 

• Maintaining service standards in the hospitality environment 

• Importance of creating a positive guest experience 
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The practical examples shared by the resource person helped students understand how proper 

etiquette contributes to guest satisfaction and the overall reputation of a hospitality 

organization. 

2. KRA and KPI of the Front Office Department 

The second major topic of the session was Key Result Areas (KRA) and Key Performance 

Indicators (KPI) of the Front Office Department. 

The resource person explained the roles and responsibilities of front office professionals and 

how their performance is evaluated in the hospitality industry. Students were made aware of 

the importance of areas such as guest satisfaction, efficient check-in and check-out, reservation 

handling, communication, complaint resolution and achievement of departmental targets. 

The discussion enabled students to understand the connection between their day-to-day 

responsibilities and measurable performance standards in a professional hotel environment. 

Student Participation 

A total of 43 students from the 1st, 2nd and 3rd years attended the guest lecture. The students 

actively participated in the session and gained valuable insights into the practical functioning 

of the Front Office Department. 

The interaction with an experienced industry professional provided students with an 

opportunity to connect their academic learning with real-world hospitality practices. 

Outcome of the Lecture 

The guest lecture was informative and beneficial for the students. It enhanced their 

understanding of professional hospitality etiquette and the importance of KRAs and KPIs in 

front office operations. The session also helped students develop awareness of industry 

expectations and the skills required for building a successful career in the hospitality sector. 

Conclusion 

The guest lecture by Ms. Kavita Poonal, Front Office Manager, Club Mahindra, 

Kanadaghat, was successfully conducted on 27 August 2026 at COE, GC Shimla. The 

session provided meaningful exposure to the students and strengthened their understanding of 

professional practices in the hospitality industry.The Department of B.Voc., COE, GC Shimla, 

expresses its sincere gratitude to Ms. Kavita Poonal for sharing her valuable knowledge, 

professional experience and practical insights with the students. 

Regards 

Pankaj Verma 

Vocational Trainer, L- 5.5 
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