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Regional standard of occupation 

Full format of a standard with proposed groups of tasks/functions from: Albania, Bosnia and Herzegovina, 

Kosovo*, Montenegro, The Republic of North Macedonia and Serbia 

Occupational standard: Hotel-restaurant technician 

Occupation: Hotel-restaurant technician 

Sector: Tourism and hospitality 

ISCO Level: III 

Description of occupation 

The hotel-restaurant technician plans, organizes, coordinates, supervises and manages the work of the 

staff at the reception, in the restaurant and in the hotel housekeeping, and participates in the 

implementation of tasks in hospitality facilities of different types and sizes providing accommodation, food 

and beverages in a socially and environmentally sustainable manner. Participates in defining hotel services 

their promotion and sales. Plans and boosts employee performance. Prepares reports and surveys using IC 

technologies and related software in everyday work and in business correspondence. Communicates with 

guests and business partners by applying the rules of business communication. Performs commercial 

activities within the scope of work set for the hospitality facility for providing accommodation, food and 

beverages. Ensures the implementation of working norms and standards of the hospitality sector and takes 

care of the wellbeing of guests associates, working and living environment.  

Working Environment and Working Conditions: 

The hotel and restaurant technician work in hospitality facilities providing accommodation, food and 

beverages, in different locations that may include indoor and outdoor spaces. 

When necessary, works in shifts, weekends and public holidays, with a variable schedule of working hours 

with uneven working rhythm depending on the frequency of guests and the organization of work in 

accordance with the standing regulations. 

Most commonly works in areas that meet the prescribed technical requirements but can be exposed to 

temperature changes and the influence of noise. 

Relationship with other professions: 

The hotel and restaurant technician is closely related to the occupations of (they have in common - generic 

professional competences): hotel-tourist technician, tourist technician, event organizer, receptionist, 

service technician, culinary technician, chef, bartender and waiter. 

The occupation of hotel and restaurant technician is also related to the occupations related to following 

jobs: head chef, restaurant/hotel manager, technical staff, support staff, maintenance staff and to other 

occupations in the area of hospitality and tourism. 
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Occupational standard: 

GROUP OF 

TASKS/FUNCTIONS 
KEY TASKS ACTIVITIES 

1. Analysis, 

planning and 

organization of 

work 

1.1 Analysis, planning 

and organizing of own 

working activities and 

other organizational 

units 

For the successful implementation of the key tasks the 

hotel and restaurant technician: 

1.1.1 Analyses the structure and the way in which different 

types of catering facilities operate in providing 

accommodation, food and beverage services 

1.1.2 Analyses organizational unit reports on types and 

scope of implemented, ongoing, and forthcoming services 

in relation to the type of guests, underrepresented groups 

and gender indicators 

1.1.3 Specifies and coordinates the necessary resources for 

the implementation of work tasks and for the 

implementation of business standards within their 

jurisdiction  

1.1.4 Plans, organizes and controls activities within the 

scope of their own business activities on a weekly and 

monthly basis 

1.1.5 Prepares and delivers daily plans and activity orders 

within their own jurisdiction  

1.1.6 Coordinates own activities with those of associates 

and business partners 

1.1.7 Organizes working activities using appropriate 

software 

2. Preparation of 

the Workplace 

2.1 Preparing the 

working activities and 

the workplace 

 

 

For the successful achievement of the key tasks hotel and 

restaurant technician: 

2.1.1 Personally applies and checks employees dress code, 

personal and work sanitary code2.1.2 Determines the 

functionality of technical and communication devices 

2.1.3 Checks bookings and existing communications made 

via email and social networks 

2.1.4 Checks equipment and inventory for ongoing working 

activities 
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3. Operational 

tasks 

3.1 Sales and 

reservations of 

accommodation and 

additional services in 

the catering facility for 

providing 

accommodation, food 

and beverages 

For the successful achievement of the key tasks the hotel 

and restaurant technician: 

3.1.1 Participates in defining service offer with persons in 

charge including online information on services for 

different types of disability, health and religious 

requirements 

3.1.2 Participates in defining sales forms and promotional 

tools finetuned for different types of guests’ requests 

(guests with disability, health related demands, senior 

travellers, representatives of underrepresented groups 

etc.) 

3.1.3 Performs/controls the sale of accommodation and 

other services in direct communication, online and at the 

reception 

3.1.4 Performs/controls the reception, reservations entry in 

hotel information system (HIS) or other type of records 

and issues the confirmation for the completed reservation 

3.1.5 Informs guests of the reservation and cancellation 

conditions of the reservation 

3.1.6 Forwards relevant information in accordance to the 

General Data Protection Regulation (GDPR) and/or national 

regulations on data protection to other organizational 

units on bookings made and other services sold 

3.2 Welcoming, 

reception and 

accommodation of 

guests in the catering 

facility providing 

accommodation, food 

and beverages 

3.2.1 Organizes guest reception activities in accordance 

with appropriate procedures and the type of guest 

requests (guests with disability, health related demands, 

senior travellers, representatives of underrepresented 

groups etc.) 

3.2.2 Performs/controls the registration of guests (check-

in) in accordance with etiquette and appropriate 

procedures, and request types 

3.2.3 Assists guests with self-check-in with regards to IC 

and assistive technologies usage 

3.2.4 Informs guests on the terms of service during their 

stay in hospitality facilities for providing accommodation, 

food and beverages 

3.2.5 Conducts or escorts guests to the accommodation 

unit in accordance with appropriate procedures 

3.2.6 Determines guests’ satisfaction degree with services 
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offered and makes adjustments in accordance with guests 

stated wishes and possibilities 

3.3 Informing guests 

and making 

recommendations for 

providing additional 

services during their 

stay at the hospitality 

facility  

3.3.1 Informs guests and make recommendations on 

additional hotel services available and their rational usage 

without bias regarding gender, race, or religion 

3.3.2 Informs guests and makes recommendations on city 

traffic regime, excursions, transfers, accessibility 

(transport for people with disability, access to cultural 

institutions, events etc.)  

3.3.3 Informs guests and makes recommendations on 

cultural, entertainment and sports activities, natural 

resources, organic and traditional food in the destination 

3.3.4 Provides additional services to guests during their 

stay 

3.3.5 Informs guests on rewards programmes (discounts in 

restaurants and other hotel services) for participating in 

green activities 

3.3.6 Provides promotional materials on additional hotel 

services, events and destinations 

3.3.7 Determines guests’ satisfaction degree with 

information and recommendations provided in direct 

communication 

3.4 Coordinating the 

work of the reception, 

restaurant and hotel 

housekeeping 

 

3.4.1 Organizes operational meetings with staff in charge 

for reception, restaurant and hotel hospitality to 

determine tasks, priorities and work dynamics 

3.4.2 Prepares means of supply (drink menu, wine list, food 

menu, price list, hotel housekeeping services, etc.) in 

cooperation with the staff in charge of the reception, 

restaurant and hotel housekeeping 

3.4.3 Coordinates the work of organizational units in 

cooperation with persons in charge of those units 

3.5 Food and 

beverages operations 

3.5.1 Controls preparation tasks for the reception of guests 

and the final tasks in restaurant and other service areas 

3.5.2 Coordinates the work of service staff on arrival and 

during the accommodation of guests 

3.5.3 Controls food and beverage service flow in restaurant 

and in other service areas 

3.5.4 Implements active sales of products by animating 

guests 
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3.5.5 When needed, provides guest services in the 

restaurant, other service areas and rooms 

3.5.6 Determines guests’ satisfaction degree with services 

provided in direct communication adjusted for each 

individual guest (reflective of his/her gender, race, type of 

disability etc.) 

3.6 Event and catering 

organisation 

 

3.6.1 Plans and organizes catering activities 

3.6.2 Prepares offers for the organisation of events and 

catering 

3.6.3 Organizes the work of the staff and monitors the 

preparation of location, place of service and decorating 

process 

3.6.4 Solves unplanned situations on spot 

3.6.5 Controls the process of issuing and returning 

equipment and inventory for the implementation services 

outside the main facility 

3.6.6 Plans and organizes different types of receptions and 

festivities in the facility 

3.6.7 Determines guests’ satisfaction degree with services 

provided in direct communication adjusted for each 

individual guest (reflective of his/her gender, race, type of 

disability etc.) 

3.7 Billing and 

charging of services 

 

 

3.7.1 Updates bills for services provided 

3.7.2 In certain cases makes corrections of bills for services 

provided  

3.7.3 Calculates and charges for the services provided 

according to the established pricelist or agreed offer and 

agreed payment method 

3.8 Check-out and 

escorting guests from 

the facility that 

provides 

accommodation, food 

and beverages 

 

3.8.1 Performs/controls the returning of keys (cards) and 

other passes from guests at check out  

3.8.2 Implements surveys or otherwise collects information 

from guests on the quality of services provided in relation 

to different types of guests and their requests 

3.8.3 Assists guests with self-checkout with regards to IC 

and assistive technologies usage 

3.8.4 Provides guests with a book of impressions to record 

impressions during their stay at hospitality facilities that 

provide accommodation, food and beverages 

3.8.5 Organizes the departure of guests and greets them in 
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accordance with the procedures and type of guest 

requests 

3.8.6 Performs/controls guest check-out in hotel 

information system (HIS) or in other ways 

4. Administrative 

tasks 

4.1 Keeping of 

working 

documentation in 

electronic or written 

form 

 

For the successful performance of the key tasks the hotel 

and restaurant technician: 

4.1.1 Keeps/follows record keeping of accommodation and 

other services currently being used 

4.1.2 Keeps/follows record keeping of malfunctions, 

forgotten items and other 

4.1.3 Keeps/follows record keeping of basic and additional 

services provided (use of safe, ironing, laundry, renting of 

sports equipment, etc.) 

4.1.4 Keeps/follows record keeping of the condition of 

basic resources, equipment and inventory 

4.1.5 Keeps/follows record keeping of purchases, stock 

status and the consumption of groceries, drinks, materials 

and other supplies. 

4.2 Preparing reports 

and statistical reviews 

 

4.2.1 Drafts reports on their own and staff work 

(daily/periodically) 

4.2.2 Generates daily/periodic income reports by service 

type and payment method 

4.2.3 Prepares various reports according to the required 

parameters (guest structure, type of services provided, 

accommodation occupancy by time periods, etc.) 

5. Commercial 

tasks 

5.1 Preparing offers 

and promoting 

services 

For the successful performance on the key tasks the hotel 

and restaurant technician: 

5.1.1 Follows supply and demand trends in the market to 

determine the needs of potential guests and develops 

offers aimed at increasing the diversity of guests and in line 

with the principle’s accessible tourism 

5.1.2 Develops/participates in the development of standard 

and innovative offers targeting diverse types of guests 

5.1.3 Selects/uses service distribution channels (direct and 

indirect) 

5.1.4 Participates in the development of promotional 

material 

5.1.5 Promotes offers and services (direct promotion - fairs, 

conferences, etc., digital and social media promotion, sales 
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visits, media appearances ...) in a way that is adjusted to 

different target groups (in terms of age, colour, national 

origin, citizenship status, physical or mental disability, race, 

religion, gender, sex, sexual orientation, gender identity 

and/or expression, marital status etc.) 

5.2 Developing the 

calculations and 

pricing of 

arrangements/services 

5.2.1 Creates/participates in the creation of a range of 

services of the hospitality facility  

5.2.2 Creates/participates in the creation of customised 

offer at client's request 

5.2.3 Develops/participates in the preparation of 

calculations and prices of range of services 

5.3 Procuring and 

proper storage of 

food, equipment, 

materials and other 

items for restaurant, 

kitchen and 

accommodation 

facilities 

5.3.1 Participates in the procurement process and proper 

storage of food, equipment, materials and other 

necessities for restaurant, kitchen and accommodation 

facilities in line with the national legislation 

5.3.2 Proposes and participates in the acquisition process 

of organic seasonal food and other goods from local 

suppliers when possible 

5.3.3 Monitors the consumption of food, supplies and 

other necessities for the restaurant, kitchen and 

accommodation facilities 

5.3.4 Manages/controls storage, stock and inventory 

6. Communication 

and cooperation 

with others 

6.1 Communicating 

with guests, clients 

and external 

associates 

For the successful performance in the key tasks the hotel 

and restaurant technician: 

6.1.1 Establishes high quality communication (verbal, non-

verbal ...) with guests/clients and external associates in 

accordance with the rules of business communication in 

their native and foreign languages adjusted to guests’ 

gender and social background 

6.1.2 Applies contemporary information and 

communication technologies and assistive technologies in 

communication 

6.1.3 When needed provides support to guests in the 

application of IC and assistive technologies 

6.1.4 Establishes communication with competitors in order 

to meet customer needs 

6.1.5 Participates in establishing channels of 

communication with guests, clients, external associates 

and institutions (police, inspectorates, tax administration, 
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etc.) 

6.1.6 Implements surveys with guests/clients and 

acknowledges comments and suggestions 

6.1.7 Engages in resolving customer complaints and 

disagreements using appropriate conflict resolution 

techniques 

6.1.8 Acts in accordance with the principles of gender, 

racial, national, cultural, religious and other equality in 

communication and dealing with guests, external 

associates and other persons 

6.2 Internal 

communication and 

cooperation 

6.2.1 Establishes business cooperation with superiors, 

associates and support staff using rules of business 

communication, teamwork, protocols and etiquette 

6.2.2 Establishes/controls the implementation of internal 

communication standards  

6.2.3 Establishes internal communication using 

professional terminology, contemporary technologies and 

appropriate communication channels 

6.2.4 Applies motivation techniques to achieve good 

communication among employees 

6.2.5 Resolves internal communication disagreements 

6.2.6 Acts in accordance with the principles of gender, 

racial, national, cultural, religious and other equality in 

communication with employees within a facility 

7. Quality 

assurance 

7.1 Assuring quality, 

controlling the 

services provided and 

corrective measures 

For the successful performance in the key tasks the hotel 

and restaurant technician: 

7.1.1 Controls the proper use of inventory and equipment 

7.1.2 Applies/controls the implementation of internal 

procedures, norms and prescribed standards (HACCP, 

Kosher, HALAL, ISO, food health requirements (allergies, 

intolerances etc.)  

7.1.3 Controls the quality of services provided (price/quality 

ratio) 

7.1.4 Removes insufficiencies in service provision and takes 

action to increase quality 

7.1.5 Evaluates own work and work of associates to 

increase the quality of work 

7.1.6 Organizes/ internal trainings and informs employees 

in a timely manner on updating existing and implementing 
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new working procedures. 

7.1.7 Applies the data protection rules and standards in 

accordance to national and/or international regulations 

(General Data Protection Regulation - GDPR) 

7.7.8 Acts with respect to different types of identity, 

cultural, religious and other human rights 

7.1.9 Performs duties and tasks in accordance with the 

code of ethics and in accordance to different request types 

(allergies and other health requirements, religious 

demands etc.) 

7.1.10 Follows existing renewable energy technologies  

7.1.11 Introduces procedures of resource savings 

8. Protection at 

workplace and 

Environment 

Protection 

8.1 Implementing the 

safety procedures and 

measures at work 

For the successful performance in the key tasks the hotel 

and restaurant technician: 

8.1.1 Applies/controls the application of sanitary-technical, 

occupational safety and sanitary protection measures 

8.1.2 Identifies and reports to persons in charge on 

equipment malfunctions 

8.1.3 Applies and monitors the application of legal and 

internal regulations on crises/emergency management 

8.1.4 Uses equipment and appliances in accordance with 

the manufacturers’ standards and instructions for 

occupational safety 

8.1.5 Applies basic rules for first aid and fire protection 

8.2 Appling the 

occupational and 

environmental 

standards 

8.2.1 Applies/controls the application of sanitary standards 

and regulations 

8.2.2 Keeps the workspace clean and tidy before, during 

and after work 

8.2.3 Disposes and stores office supplies and documents in 

a way that does not threaten environment 

8.2.4 Sorts and disposes/controls sorting and disposing 

waste materials during the work process in accordance 

with regulations8.2.5 Uses energy and materials rationally 

and applies the principles of sustainable development 

 

  



10 

 

Specific aspects of economies 

Economy  
Segment name in 

occupational standard 
Description 

All 
Gender sensitive 

language 

Translations of the document will be done in 

accordance with the legal requirements of each 

economy 

Albania 

ISCO level To add ISCO code 1411 

3.1 Add Monitoring 

  

Bosnia and Herzegovina 

  

  

  

Kosovo* 

  

  

  

Montenegro  

  

  

  

Republic of North 

Macedonia 

  

  

  

Serbia 

  

  

  

 

 


