
MOD Training - Foundations of Exceptional Leadership



Can you share an example of a time 
you felt someone showed true 
leadership?

INSERT TEXT LINK FROM PETE 
FOR GROUP ANSWERS

What leadership qualities are most 
important to you? How do you like 
to be led?



Welcome & MOD Program Introduction

Welcome to TPI Hospitality's 
MOD Training Program

Become a Beacon of Exceptional 
Leadership

Empower Yourself to Exceed Guest 
Expectations



What is an MOD?

Experienced and Trusted 
Associate

Familiar with Emergency 
Procedures

Strong Leadership and Decision-
Making Skills

Ability to Handle Guest Issues Calmly Commitment to TPI's Vision
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Setting the Tone: 
How Leaders 
Shape Culture
• Effective leaders shape 
organizational culture by 
modeling humility, empathy, 
accountability, respect, and 
trust. Their example fosters a 
team mindset of ownership, 
problem-solving, and 
continuous improvement.



Daily MOD Checklist

Task Frequency Estimated Time
Check property security and 

ensure all entry points are locked Hourly 5 minutes

Greet guests and ensure they are 
assisted promptly Continuous Ongoing

Conduct walkthrough of the 
property to identify any issues Every 2 hours 15 minutes

Monitor all cash handling 
procedures and ensure accuracy Hourly 10 minutes

Supervise and assist with any 
guest events or functions As needed Varies

Ensure all shift opening and 
closing procedures are followed Start and end of shift 30 minutes
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Guest Service & Recovery Steps

Actively 
Listen

Apologize 
Sincerely

Gather 
Details

Propose a 
Solution

Follow 
Through

Document 
the 

Interaction
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Emergency Response: 
Be Calm, Be Decisive



MOD Reporting & Communication Protocols

• Reporting Structure

• Emergency Contacts

• Communication Channels

• Shift Monitoring

• Incident Reporting

• Police Involvement

• General Manager Responsibility
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Activity: What Would You Do?

Guest Complaint: Rude 
Behavior

Power Outage in the Lobby

Suspected Food Poisoning Incident

Disruptive Guest Refusing to Leave

10



Guest Complaints: ACT NOW, 
BE SINCERE, NO EXCUSES

Act Immediately Express Empathy Avoid Excuses

By acting quickly, showing sincerity, and taking responsibility, MODs can turn a 
negative guest experience into a positive one, aligning with TPI's vision statement. 



Emergency Procedures

• Fire or Explosion

• Bomb Threat

• Shooting/Active Shooter

• Chemical, Biological, Radiological and 
Nuclear Emergencies
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Food Safety & Guest Illness Response

Address Food Safety Concerns Respond to Guest Illness Incidents

Document the Incident Communicate Effectively
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Evictions, Safety and Handling Difficult Guests

Verify the 
Situation

Notify the 
Guests Follow Up

Escalate to 
Eviction Assess 

Damages
Avoid 

Refunds
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Harassment & 
Respect Culture
As an MOD, you are key to fostering a 
respectful, harassment-free 
environment at TPI Hospitality. Your 
role sets the tone for the hotel's culture, 
ensuring all guests and employees feel 
safe, respected, and empowered to 
perform at their best.



Social Media Policy Summary

Protect Privacy Separate Personal Views Avoid Discrimination

Disclose TPI Affiliation Prohibited Disclosures
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Life/Health/Safety: Key Points

• Bodily Fluid Spillage

• Serious Accident

• Criminal Offenses/Threats of Violence

• Fire or Explosion

• Heart Attack

• Terrorist Attack
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Why Your Growth 
Depends on This 
Role

As an MOD at TPI Hospitality, 
you have a unique chance to 
shape culture and guest 
experience while building 
leadership skills like empathy, 
accountability, and decision-
making that support both career 
and personal growth.



“Whatever it takes, you have the power.”



Next Steps: Certification Process Overview

• Complete MOD Training Program

Demonstrate Core Competencies

• Certification Assessment

• Obtain Certification

• Ongoing Training and Development

• Mentorship and Support
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