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Introduction

The importance of skill based training in socio-economic development of the country is immense.
Demand oriented training is an important area for increasing productivity, creating employment
and alleviating poverty. Skill development training institutes established at public and private level
in Bangladesh are providing skill development training commercially. It is important to have
uniform training curriculum based on occupation to improve and harmonize the overall quality of
training conducted in all these training institutions. NSDA as provided in the National Skill
Development Authority Act, 2018 is formulating uniform curriculum for training programs
conducted across the country in various occupations/trades.

Competency standards for various occupations (level based) are being formulated by NSDA with
the aim of creating skilled manpower as per the demand of domestic and international labor market.

Skilled and trained trainers are essential for providing training and assessment according to
competency standards. For this purpose, the curriculum of Housekeeping, Level - 2 has been
formulated through an expert committee consisting of ISC/Industry representatives from
respective sectors, academia, curriculum specialists, expert trainers and professionals. This
curriculum includes essential course design, course structure, course delivery methods, equipment
and facilities inventory, and physical facilities. Apart from this, the assessment criteria of trainees,
assessment procedure, qualification level and certification process have been inserted.

This curriculum is an NSDA-approved document that describes the overall contents of the training
implementation of Housekeeping, Level - 2 as per industry demand-based competency standards.
The trainees of Housekeeping, Level - 2 course can develop themselves as skilled and qualified
Housekeeper by following properly.

Competency Based Learning Materials (CBLM) and Assessment tools are developed following
this document. Assessment and certification of trainees will also follow this curriculum.
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Course Design

Name of Course : Housekeeping
SKill Level : National Skills Certificate (NSC)-2

Nominal Hours : 360 Hours

List of Unit of Competency

Generic Unit of Competency
1. Apply Occupational Safety and Health (OSH) Procedure in the Workplace
2. Work in a Team Environment
3. Participate in Workplace Communication
4. Carry Out Workplace Interaction in English
5. Maintain Professionalism in the Workplace

Sector Specific Competencies
1. Work in the Tourism and Hospitality Sector
2. Practice Workplace Hygiene Procedures
3. Provide Effective Guest Service
4.

Perform Workplace Safety and Security Practices

Occupation Specific Unit of Competency
1. Provide Housekeeping Services to Guests
Clean and Prepare Rooms for Guests
Provide Valet/Butler Service

2

3

4. Laundry Linen and Guest Clothes

5. Clean Public Areas, Facilities and Equipment
6

Deal with/Handle Intoxicated Guests

Description of Course

It is a skill based training course designed to develop the knowledge, skills and workplace attitude
required for the Housekeeping profession. The curriculum covers various skills such as, Apply
Occupational Safety and Health (OSH) Procedure in the workplace, Work in a Team Environment,
Participate in Workplace Communication, Carry Out Workplace Interaction in English, Maintain
Professionalism in the Workplace, Work in the Tourism and Hospitality Sector, Practice Workplace

1



Hygiene Procedures, Provide Effective Guest Service, Perform Workplace Safety and Security
Practices, Provide Housekeeping Services to Guests, Clean and Prepare Rooms for Guests, Provide
Valet/Butler Service, Laundry Linen and Guest Clothes, Clean Public Areas, Facilities and
Equipment and Deal with/Handle Intoxicated Guests.

Learning Outcome of the Course

Successful completion of this course will lead to certification in Housekeeping, Level - 2 under
the National Qualification Framework. Also, the course has the following functional, economic,
and social learning outcomes.

Work Oriented Learning Outcome
1. Can work effectively as a Housekeeper
2. Occupational Safety and Health Regulations (OSH) may apply

Financial Learning Outcome

1. Job opportunities will be created as Housekeeper in country and abroad.

2. Can contribute to socio-social development by participating in skill development
activities

Social Learning QOutcome

1. Social status will increase by achieving personal development

2. The share of skilled human resources will increase in line with changing technology
3. The number of skilled and trained Housekeeper will increase in the society



Course Structure

Generic Unit of Competency - 70 Hrs.

SIL. Unit of . . Nominal
No. Competenoy Module Title Learning Outcome Hours
Applying 1. Identify OSH policies and
égglljyational Occupational procedures
P 2. Follow OSH procedures
Safety and Safety and !
1. 3. Report hazards and risks 15
Health (OSH) | Health  (OSH) q X
Procedure in the | Procedure in the 4. Res_pon_ to emergencies
Workol 5. Maintain personal well-
Oorkplace Workplace being
1. Define team role and scope
Working in a 2. ldentify individual role and
) Work inaTeam | Team responsibility 20
' Environment Environment 3. P_artlmpate in team
discussions
4. Work as a team member
1. Obtain and convey
workplace information
Participate in Participating in| 2 Speak English at a basic
3 Workplaqe ' Workplace oper.at.lonal.level 10
Communication Communication 3. Participate in workplace
meetings and discussions
4. Complete relevant work-
related documents
1. Interpret workplace
communication and etiquette
Carry Out Carrying Out 2. Interpret workplace
g | Workplace Workplace documents 15
Interaction in Interaction in 3. Participate in workplace
English ) meetings and discussions
English 4. Practice professional ethics
at workplace
1. Respect work timeframes
Maintain Maintaining 2. Maintain personal
g | Professionalism | professionalism appearance and hygiene 10
in the in the Workplace 3. M_alntam adequate distance
Workplace with colleagues and guests
4. Work in an ethical manner




Sector Specific Unit of Competency - 60 Hrs.

workplace

I\SI:;. CoInJlIll)l; tgflcy Module Title Learning Outcome Nﬁgll:?:l
1. Describe the organization
- structure within the sector
Worlf In the Worlfmg In- the 2. ldentify processes and
Tourism and Tourism and
L | Hospitality | Hospitality procedures 20
Sector 3. Idenpfy workplace
ecto Sector requirements
4. Organize own workload
Practice Practicing _
Workplace Workplace 1. Folloyv hygiene procedur_es
2 . : 2. ldentify and prevent hygiene 10
Hygiene Hygiene risks
Procedures Procedures
1. Greet guest
2. ldentify needs of guests
Provide Providing 3. Provide service to guest
3 | Effective Guest | Effective Guest| 4. Handle queries of guests 15
Service Service 5. Handle complaints/conflict
situations, evaluation and
recommendations
1. Follow workplace
procedures for health, safety
and security practices
2. Perform child protection
Perform Performing duties relevant to the tourism
Workplace Workplace industry
4 Safety and Safety and| 3. Observe and monitor people 15
Security Security 4. Deal with emergency
Practices Practices situations
5. Maintain safe personal
presentation standards
6. Maintain a safe and secure




Occupation Specific Unit of Competency — 230 Hours

I\SI:;. gg::l;: teney Module Title Learning Outcome NI(_;I:I:?:I
. Providing 1. Receive housekeeping requests
Provide . Housekeeping 2. Service housekeeping requests
1. Hous_ekeeplng Services to 3. Provide advi 30
Services to Guests . Provide advice to guests
Guests 1. Liaise with other departments
Cleaning and 1. Set up equipment and trolleys
5 Clean and Prepare | Preparing 2. Access rooms for servicing 40
- | Rooms for Guests | Rooms for 3. Make up beds
Guests 1. Clean and clear rooms
Provide Providing 1. Perform valet services for
3. | Valet/Butler Valet/Butler guests 40
Service Service 2. Display professional standards
1. Care for guest property
1. Collect laundry for laundering
Laundry Linen Lgundrying functions ) )
4. | and Guest Clothes Linen and Guest | 2. perform laundering functions 60
Clothes 3. Process laundered item
1. Return laundered item
1. Select and setup equipment
Clean Public Cleaning Public and materials
5. | Areas, Facilities | Areas, Facilities | 2- ApPPly cleaning technique 40
and Equipment and Equipment | 3. Clean dry and wet areas
1. Maintain and store cleaning
equipment and chemicals
Dealing 1. Determine the level of
Deal With/Handle | With/Handle intoxication
6. | Intoxicated Guests | Intoxicated 2. Apply appropriate procedures 20
Guests 1. Comply with legislation




Analysis of Competency

Generic Unit of Competency Number of
Module
Apply Occupational Safety and Health (OSH) Procedure in the 01
Workplace
Work in a Team Environment 01
Participate in Workplace Communication 01
Carry Out Workplace Interaction in English 01
Maintain Professionalism in the Workplace 01
Sector Specific Unit of Competency
Work In the Tourism and Hospitality Sector 01
Practice Workplace Hygiene Procedures 01
Provide Effective Guest Service 01
Perform Workplace Safety and Security Practices 01
Occupation Specific Unit of Competency
Provide Housekeeping Services to Guests 01
Clean and Prepare Rooms for Guests 01
Provide Valet/Butler Service 01
Laundry Linen and Guest Clothes 01
Clean Public Areas, Facilities and Equipment 01
Deal With/Handle Intoxicated Guests 01
Provide Housekeeping Services to Guests 01
Total 16




Course Delivery

1. Face to Face

2. Self Paced Learning
3. On the job

4. Off the job

Course Training Method

A variety of methods can be applied to course training depending on the students' learning
interests and abilities. Instructors should select appropriate methods to train students. Some of
the common methods used during skills training are:

Lecture
Presentation
Discussion
Demonstration
Guided Practice
Individual Pactice
Project Work
Problem Solving

©CooNoORrWDdE

Brainstorming

Module of Instruction

v Generic
v’ Sector Specific and
v Occupation Specific



Generic Module



Unit of Competency

Apply Occupational Safety and Health (OSH) Procedure in the

Workplace
Unit Code GU-02-L1-V1
Module Title Applying Occupational Safety and Health (OSH) Procedure in the
Workplace
This module covers the knowledge, skills and attitudes required to apply
occupational safety and health (OSH) procedure in the workplace.
Module Descriptor It specifically includes identifying OSH policies and procedures,

following OSH procedures, reporting hazards and risks, responding
to emergencies, and maintaining personal well-being.

Nominal Hours

15 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Identify OSH policies and procedures

2. Follow OSH procedures
3. Report hazards and risks
4. Respond to emergencies
5. Maintain personal well-being

Learning Outcome -1: Identify OSH policies and procedures

Assessment Criteria

1. OSH policies and safe operating procedures are accessed and stated

2. Safety signs and symbols are identified and followed

3. Emergency response, evacuation procedures and other contingency
measures are determined according to workplace requirements

Conditions and
Resources

e  Workplace or Simulated Workplace
e Materials and equipment for OSH
e Safety sign and symbols

e OSH policies

e CBLM

e Handout

e Laptop/ Computer

e Multimedia Projector

e Paper, Pen, Pencil and Ereser

e Internet Facilities

White Board and marker

Audio video device

Contents

OSH policies

Safe operating procedures

Safety signs and symbols

Emergency response, evacuation procedures and other contingency|
measures

W e

Job/ Task/ Activity

=

State occupational safety and health policy
2. ldentify safety signs and symbols




Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

e

3

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Follow

OSH procedures

Assessment Criteria

1.

Personal protective equipment (PPE) is selected and collected as
required

Personal protective equipment (PPE) is correctly used in
accordance with organization OSH procedures and practices

A clear and tidy workplace is maintained as per workplace standard
PPE is maintained to keep them operational and compliant with
OSH regulations

Conditions and
Resources

Workplace or Simulated Workplace
Necessary PPE

CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker

Audio video device

Contents

Personal Protective Equipment (PPE)
OSH procedures and practices

Clear and tidy workplace
Maintainence of PPE

Job/ Task/ Activity

A Eal S

Select, collect and use personal protective equipment (PPE)
Perform cleaning and make tidy your workplace
Maintain Personal Protective Equipment (PPE)




Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

WP N WD P

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Report hazards and risks

Assessment Criteria

Hazards and risks are identified, assessed and controlled
Incidents arising from hazards and risks are reported to designated
authority

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil,

Internet Facilities

White Board and marker

Necessary PPE

Contents

Identifying, assessing and controlling hazards and risks
Incidents arising from hazards and risks

Job/ Task/ Activity

Identify and assess hazards and risks
Report incidents arising from hazards and risks to appropriate
authorities

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

NEye

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Respond to emergencies




Assessment Criteria

Alarms and warning devices are responded

Workplace emergency procedures are followed
Contingency measures during workplace accidents, fire and other|
emergencies are recognized and followed in accordance with
organization procedures

Frist aid procedures is applied during emergency situations

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device
Necessary tools

Necessary PPE

Contents

Alarms and warning devices and workplace emergency
procedures

Contingency measures during workplace accidents, fire and other
emergencies
Frist aid procedures

Job/ Task/ Activity

Follow the signals of alarm and warning devices

Determine contingency management during workplace
accidents, fires and other emergencies

Administer first aid

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Written Test
Demonstration
Oral questioning

Learning Outcome -5: Maintain personal well-being

Assessment Criteria

OSH policies and procedures are adhered

10



OSH awareness programs are participated as per workplace
guidelines and procedures

Corrective actions are implemented to correct unsafe condition in
the workplace

“Fit to work™ records are updated and maintained according to
workplace requirements

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker

Audio video device

Contents

OSH policies and procedures

OSH awareness programs

Corrective actions for unsafe condition
“Fit to work™ records

Job/ Task/ Activity

Identify Occupational Safety and Health policies and procedures
Identify and apply corrective actions to correct unsafe conditions
Maintain "Fit for work" record

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

W N | e

Written Test
Demonstration
Oral questioning

11




Unit of Competency

Work in a Team Environment

Unit Code GU-04-L1-V1

Module Title Working in a Team Environment
This module covers the knowledge, skills and attitudes required to
working in a team environment.

Module Descriptor

It includes defining team role and scope, identifying individual role and
responsibility, participating in team discussions and working as a team
member.

Nominal Hours

20 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Define team role and scope

2. ldentify individual role and responsibility
3. Participate in team discussions
4. Work as a team member

Learning Outcome -1: D

efine team role and scope

L 1. Role and objectives of the team are defined
Assessment Criteria 2. Team structure, responsibilities and reporting relations are
identified from team discussions and other external sources
e  Workplace or Simulated Workplace
e CBLM
e Handout
e Computer/Laptop
e Multimedia Projector
Conditions and e Paper, Pen, Pencil and Ereser
Resources e Internet Facilities
e White Board and marker
e Audio video device
e Necessary tools
e Necessary PPE
1. Team structure, roles and responsibilities
2. Roles and responsibilities of individual members
Contents 3. Communication flow and reporting structure
4. Team planning
5. Interpersonal communication skills

12



Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

e

3

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Identi

fy individual role and responsibility

Assessment Criteria

1.
2.

Individual roles and responsibilities of team members are identified
Reporting relationships among team members are defined and
clarified

Reporting relationships external to the team are defined and
clarified

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Computer/Laptop
Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device
Necessary tools

Necessary PPE

Contents

Team structure, roles and responsibilities
Roles and responsibilities of individual members
Communication flow and reporting structure

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Ll

Written Test
Demonstration
Oral questioning

13




Learning Outcome -3: Participate in team discussions

Assessment Criteria

Ideas related to team plans are contributed
Recommendations for improving team work are put forward

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Computer/Laptop

Multimedia Projector

Paper, Pen, Pencil,

Internet Facilities

White Board and marker

Necessary PPE

Contents

W Ee

Team planning

Interpersonal communication skills
Team meeting process

OSH practice

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

(}OI\J[—\ [ ]

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Work as a team member

Assessment Criteria

1.

Effective forms of communication are used to interact with team
members

Communication channels are followed

OHS practices are followed

14




Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Computer/Laptop
Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device
Necessary tools

Necessary PPE

Contents

LN e

Effective forms of communication
Communication channel
OSH practice

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Sl e

Written Test
Demonstration
Oral questioning

15




Unit of Competency

Participate in Workplace Communication

Unit Code GU-019-L2-V1
Module Title Participating in Workplace Communication
This module covers the knowledge, skills and attitudes required to
participate in workplace communication.
. It specifically includes obtaining and conveying workplace
Module Descriptor

information, speaking English at a basic operational level,
participating in workplace meetings and discussions and completing
relevant work-related documents.

Nominal Hours

10 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Obtain and convey workplace information

2. Speak English at a basic operational level
3. Participate in workplace meetings and discussions
4. Complete relevant work-related documents

Learning Outcome -1: Obtain and convey workplace information

Assessment Criteria

1. Specific and relevant information is accessed from
appropriate sources

2. Effective questioning, active listening and speaking skills are used
to gather and convey information

3. Appropriate medium is used to transfer information and ideas

4. Appropriate non- verbal communication is used

5. Appropriate lines of communication with supervisors and
colleagues are identified and followed

6. Defined workplace procedures for the location and
storage of information is used

7. Personal interaction is carried out clearly and concisely

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser
e Internet Facilities

e White Board and marker

e Audio video device

e Necessary tools and equipment
Necessary PPE

Contents

Specific and relevant information
Effective questioning, active listening and speaking skills
Appropriate medium to transfer information and ideas

A
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N o ok

Appropriate non- verbal communication
Appropriate lines of communication
Workplace procedures

Personal interaction

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

1.
2.

3

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Speak

English at a basic operational level

Assessment Criteria

1.

ok w

Simple conversations on familiar topics with work

colleagues are participated

Simple verbal instructions or requests are responded to simple
requests are made

Routine procedures are described

Likes, dislikes and preferences are expressed

Different forms of expression in English are identified

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

o krwbdPE

Simple conversations

Simple verbal instructions

Routine procedures

Likes, dislikes and preferences
Different forms of expression in English

17




Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Participate in workplace meetings and discussions

Assessment Criteria

1.
2.

Team meetings are attended on time

Own opinions are clearly expressed and those of others are
listened to without interruption

Meeting inputs are consistent with the meeting purpose and
established protocols

Workplace interactions are conducted in a courteous manner
Questions about simple routine workplace procedures and matters
concerning working conditions of employment are asked and
responded to

Meeting’s outcomes are interpreted and implemented

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

Ok wn e

Team meetings

Own opinions

Meeting inputs

Workplace interactions

Questions about simple routine workplace procedures and matters
concerning working conditions of employment

Meeting’s outcomes

Training Method

Discussion

18



Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

WM | e

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Complete relevant work-related documents

Assessment Criteria

1.

Range of forms related to conditions of employment are completed
accurately and legibly

Workplace data is recorded on standard workplace forms and
documents

Basic mathematical processes are used for routine

Calculations

Errors in recording information on forms/ documents are
identified and corrected as required

Reporting requirements to supervisor are completed

according to work place guidelines

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

ok~ wbdPE

Range of forms related to conditions of employment
Workplace data

Basic mathematical processes

Errors in recording information

Reporting requirements

19




Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

W

Written Test
Demonstration
Oral questioning

20




Unit of Competency

Carryout Workplace Interaction in English

Unit Code GU-005-L3-V1

Module Title Carryingout Workplace Interaction in English
This module covers the knowledge, skills and attitudes required to carry out
workplace interaction in English.

Module Descriptor It specifically includes interpreting workplace communication and

etiquette; workplace documents; participating in workplace meetings
and discussions and practicing professional ethics at workplace.

Nominal Hours

15 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:

1. Interpret workplace communication and etiquette

2. Interpret workplace documents

3. Participate in workplace meetings and discussions

4. Practice professional ethics at workplace

Learning Outcome -1: In

terpret workplace communication and etiquette

Assessment Criteria

1. Workplace code of conducts are interpreted as per organizational
guidelines

2. Appropriate lines of communication are maintained with
supervisors and colleagues

3. Workplace interactions are conducted in a courteous manner to
gather and convey information

4. Questions about routine workplace procedures and matters are
asked and responded as required

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser

e Internet Facilities

e White Board and marker

e Audio video device

e Necessary tools and equipment
Necessary PPE

Contents

Workplace code of conducts
Appropriate lines of communication
Workplace interactions

Howbdhde

Questions about routine workplace procedures and matters

21



Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

1.
2.

3

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Interp

ret workplace documents

1. Workplace documents are interpreted as per standard.
2. Assistance is taken to aid comprehension when required from peers
/ supervisors
Assessment Criteria 3. Visual information / symbols / signage’s are understood and
followed
4. Specific and relevant information are accessed from appropriate
sources
5. Appropriate medium is used to transfer information and ideas
e  Workplace or Simulated Workplace
e CBLM
e Handout
e Laptop
e Multimedia Projector
Conditions and e Paper, Pen, Pencil and Ereser
Resources e Internet Facilities
e White Board and marker
e Audio video device
e Necessary tools and equipment
e Necessary PPE
1. Workplace documents
2. Assistance from peers / supervisors
Contents 3. Visual information / symbols / signage
4. Specific and relevant information
5. Appropriate medium

22



Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Participate in workplace meetings and discussions

Assessment Criteria

1.

Team meetings are attended on time and followed meeting
procedures and etiquette

Own opinions are expressed and listened to those of others without
interruption

Inputs are provided consistent with the meeting purpose and
interpreted and implemented meeting outcomes

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

W N e

Team meetings
Own opinions
Inputs

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Written Test

23



2.
3.

Demonstration
Oral questioning

Learning Outcome -4: Practice professional ethics at workplace

Assessment Criteria

1.

w

Responsibilities as a team member are demonstrated and kept
promises and commitments made to others

Tasks are performed in accordance with workplace procedures
Confidentiality is respected and maintained

Situations and actions considered inappropriate or which present a
conflict of interest are avoided

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

M owbdhde

Responsibilities as a team member
Tasks

Confidentiality

Situations and actions

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Sl

Written Test
Demonstration
Oral questioning
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Unit of Competency

Maintain Professionalism in the Workplace

Unit Code GU-020-L2-V1

Module Title Maintaining Professionalism in the Workplace
This module covers the knowledge, skills and attitudes required to
maintain professionalism in the workplace.

Module Descriptor It specifically includes respecting work timeframes, maintaining

personal appearance and hygiene, maintaining adequate distance with
colleagues and guests and working in an ethical manner.

Nominal Hours

10 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Respect work timeframes

2. Maintain personal appearance and hygiene
3. Maintain adequate distance with colleagues and guests
4. Work in an ethical manner

Learning Outcome -1: Respect work timeframes

Assessment Criteria

1. Punctuality is demonstrated in meeting set working hours and times

2. Working hours are used for working and following work place
regulations.

3. Tasks are completed within deadlines according to order of priority|

4. Supervisors are informed of any potential delays in work times or
projects

Conditions and

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser

Resources .
e Internet Facilities
e  White Board and marker
e Audio video device
e Necessary tools and equipment
e Necessary PPE
1. Punctuality
Contents 2. Working hours
3. Tasks
4. Potential delays

25



Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

2.

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -2: M

aintain personal appearance and hygiene

Assessment Criteria

1.
2.

Hair, body and nails are cleaned regularly

Clothes worn are suitable for the workplace, and respect local and
cultural contexts

Dress meets the work place dress code requirements

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

Hair, body and nails
Clothes
Dress code

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

26




Assessment method

4.
5.
6.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: M

aintain adequate distance with colleagues and guests

Assessment Criteria

1.

Personal space of colleagues and clients is respected with
reference to local customs and cultural contexts

Sufficient distance from others was kept avoided cross
transmission of infections (especially through respiration)

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

A

Personal space of colleagues and clients
Sufficient distance from others

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

WN | o

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Work i

na

n ethical manner

Assessment Criteria

1.

Work place values/ethics codes of ethics and/or conduct, policies
and guidelines are identified and followed

Company resources are used in accordance with company ethical
standards

Personal behavior and relationships are conducted in accord with
ethical standards and company policies

Work practices are undertaken in compliance with work place
ethical standards, organizational policy and guidelines

27



Work place values/practices are shared with co-workers using
appropriate behavior and language

Work incidents/situations are reported and/or resolved in
accordance with work place protocol/guidelines

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

arwn

Work place values/ethics codes of ethics and/or conduct, policies
and guidelines

Company resources

Personal behavior and relationships

Work practices

Work incidents/situations

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

W

Written Test
Demonstration
Oral questioning
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Sector Specific Module
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Unit of Competency

Work in the Tourism and Hospitality Sector

Unit Code SU-TH-HK-01-L2-V1

Module Title Working in the Tourism and Hospitality Sector
This module covers the knowledge, skills and altitude to work in the tourism
and hospitality sectors.

Module Descriptor It specifically includes the task of describing the organization structure

within the sector, identifying processes and procedures, identifying
workplace requirements and organizing own workload.

Nominal Hours

20 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:

Describe the organization structure within the sector
Identify processes and procedures

Identify workplace requirements

4. Organize own workload

wNhE

Learning Outcome -1: Describe the organization structure within the sector

Assessment Criteria

1. Scope, nature and major fields of the Tourism and hospitality sector is
determined

2. Profile of the Tourism and hospitality sector in relation to local and
global employment conditions is determined

3. Trends and technologies relevant to the sector are explained

4. Relevant policies and guidelines are identified and interpreted

5. Instructions as to procedures in achieving quality are obtained,
understood, and clarified

Conditions and

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Computer/Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser

Resources e Internet Facilities
e White Board and marker
e Audio video device
e Necessary tools
e Necessary PPE
Scope, nature and major fields of the Tourism and hospitality sector
Contents Profile of the Tourism and hospitality sector

Trends and technologies
Relevant policies and guidelines

o krwbdE

Instructions in achieving quality
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Training Method .

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

N e

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Identify processes and procedures

Assessment Criteria

1.

Processes in the Tourism and hospitality sector are identified,
described and explained based on specifications

Work steps are correctly identified based on Manuals of Instruction.
Adjustments are interpreted

Conditions and .
Resources

Workplace or Simulated Workplace
CBLM

Handout

Computer/Laptop
Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device
Necessary tools

Necessary PPE

Contents

Processes in the Tourism and hospitality sector
Work steps
Adjustments

Training Method .

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

W e

Written Test
Demonstration
Oral questioning
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Learning Outcome -3: Identify workplace requirements

1. Workplace requirements are identified and clarified

Roles and responsibilities of all personnel are described

Workplace’s practices are identified

Problem-solving strategies are wused to address bottlenecks,
inconsistencies and other concerns

Assessment Criteria

INSREN

e  Workplace or Simulated Workplace
e CBLM

e Handout

e  Computer/Laptop

Conditions and e  Multimedia Projector

Resources e  Paper, Pen, Pencil,
e Internet Facilities
e  White Board and marker
e Necessary PPE
Workplace requirements
Contents Roles and responsibilities

Workplace’s practices
Problem-solving strategies

podE

Discussion

e Presentation

e Demonstration
Training Method e  Guided Practice

e Individual Practice
e  Project Work
Problem Solving

Brainstorming

[ ]
Assessment method ; Written Test

Demonstration
3. Oral questioning

Learning Outcome -4: Organize own workload

1. Own work activities are planned and progress of work is
communicated to relevant staff

2. Work activities are completed

3. Difficulties and bottlenecks are identified, and solutions are put
forwarded

4.  Own work is monitored against workplace standards and areas for
improvement identified and acted upon

Assessment Criteria
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Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Computer/Laptop
Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device
Necessary tools

Necessary PPE

Contents

Own work activities
Difficulties and bottlenecks
Work monitoring

Training Method

oL N

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

wn e

Written Test
Demonstration
Oral questioning
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Unit of Competency

Practice Workplace Hygiene Procedures

Unit Code SU-TH-HK-02-L2-V1
Module Title Practicing Workplace Hygiene Procedures
This module covers the knowledge, skills and attitudes required to
ractice workplace hygiene procedures.
Module Descriptor P P yo P

It specifically includes following hygiene procedures and identifying
and preventing hygiene risks.

Nominal Hours

10 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:

1. Follow hygiene procedures

2. ldentify and prevent hygiene risks

Learning Outcome -1: Follow hygiene procedures

Assessment Criteria

1. Workplace hygiene procedures are implemented in line with work
place and legal requirements

2. Handling and storage of items are undertaken in line with work
place and leaal requirements

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser

e Internet Facilities

e White Board and marker

e Audio video device

e Necessary tools and equipment
e Necessary PPE

Contents

1. Workplace hygiene procedures
2. Handling and storage of items

Training Method

e Discussion

e Presentation

e Demonstration

e Guided Practice

e Individual Practice
e Project Work

e Problem Solving

Brainstorming

Assessment method

Written Test
Demonstration
Oral questioning

W N
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Learning Outcome -2: Identify and prevent hygiene risks

Assessment Criteria

1.

Potential hygiene risks are identified in line with work place
procedures

Action to minimize or remove risks are taken within scope of
individual responsibility of work place/legal requirements
Hygiene risks beyond the control of individual staff members are
reported to the appropriate person for follow up and monitoring

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

W e

Potential hygiene risks
Action to minimize or remove risks
Hygiene risks beyond the control of individual staff members

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Written Test
Demonstration
Oral guestioning
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Unit of Competency

Provide Effective Guest Service

Unit Code SU-TH-HK-03-L2-V1

Module Title Providing Effective Guest Service
This module covers the knowledge, skills and attitudes required to
provide effective guest service.

Module Descriptor It specifically includes greeting guest, identifying needs of guest,

providing service to guest, handling queries of guests, handling
complaints/conflict situations, evaluation and recommendations.

Nominal Hours

15 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Greet guest
Identify needs of guests
Provide service to guest
Handle queries of guests
Handle complaints/ conflict situations, evaluation and
recommendations

ok~ own

Learning Outcome -1: Greet guest

Assessment Criteria

1. Guests are greeted according to work place procedure
2. Verbal and non-verbal communications are appropriate
to the given situation
3. Nonverbal communication is observed when responding to guests
4. Sensitivity to cultural and social differences is demonstrated

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser

e Internet Facilities

e White Board and marker

e Audio video device

e Necessary tools and equipment
Necessary PPE

Contents

Greet guests
Verbal and non-verbal communications
Sensitivity to cultural and social differences

W e
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

LN PE

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Identify needs of guests

Assessment Criteria

1. Appropriate interpersonal skills are used to ensure that guest needs

are accurately identified

Guest needs are assessed for urgency so that priority for service
delivery can be ensured

Guests are provided with information as required

Personal limitation in addressing guest and colleague needs is
identified and where appropriate, assistance is sought from
supervisor

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

M owbhe

Appropriate interpersonal skills
Guest needs

Information to guests

Personal limitation
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Provide service to guest

Assessment Criteria

1.

Guest needs are promptly attended to in line with

work place procedure

Appropriate rapport is maintained with guest to enable high
quality service delivery

Opportunity to enhance the quality of service and products are
taken wherever possible

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

W N e

Guest needs
Appropriate rapport
Opportunity to enhance the quality of service and products

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Written Test

38




2.
3.

Demonstration
Oral questioning

Learning Outcome -4: Han

dle queries of guests

Assessment Criteria

1.

Common business tools and technology are used efficiently

to determine guest requirements

Queries/ information are recorded in line with work place
procedure

Queries are acted upon promptly and correctly in line with work
place procedure

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

Common business tools and technology
Queries/ information

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

1.
2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Han

dle complaints/ conflict situations, evaluation and recommendations

Assessment Criteria

1. Guests are greeted with a smile and eye-to-eye contact

Responsibility for resolving the complaint is take within
limit of responsibility and according to work place policy

2. Nature and details of complaint are established and agreed with

the guest
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3. Threats to personal safety are identified and managed to personal

safety of guests or colleagues and appropriate assistance is
organized

Appropriate action is taken to resolve the complaint to

the guest’s satisfaction wherever possible

Conflict situations are resolved within scope of individual
responsibility by applying effective communication skills

and according to work place policy

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

O AW N e

Guests greet with a smile
Nature and details of complaint
Threats to personal safety
Appropriate action

Conflict situations

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment Method

W N

Written Test
Demonstration
Oral questioning
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Unit of Competency

Perform Workplace Safety and Security Practices

Unit Code SU-TH-HK-04-L2-V1
Module Title Performing Workplace Safety and Security Practices
This module covers the knowledge, skills and attitudes required to perform
workplace safety and security practices.
It specifically includes following workplace procedures for health,
Module Descriptor safety and security practices, performing child protection duties

relevant to the tourism industry, observing and monitoring people,
dealing with emergency situations, maintaining safe personal
presentation standards and maintaining a safe and secure workplace.

Nominal Hours

15 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:

1. Follow workplace procedures for health, safety and security
practices
Perform child protection duties relevant to the tourism
Observe and monitor people
Deal with emergency situations
Maintain safe personal presentation standards
Maintain a safe and secure workplace

ok wn

Learning Outcome -1: Follow workplace procedures for health, safety and security practices

Assessment Criteria

1. Correct health, safety and security procedures are followed in ling
with legislation, regulations and work place procedures

2. Breaches of health, safety and security procedures are identified
and reported in line with work place procedure

3. Suspicious behavior or unusual occurrence are reported in line with
work place procedure

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil and Ereser
e Internet Facilities

e White Board and marker

e Audio video device

e Necessary tools and equipment
Necessary PPE

Contents

Correct health, safety and security procedures
Breaches of health, safety and security procedures

wn e

Suspicious behavior or unusual occurrence
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

w N e

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Perform child protection duties relevant to the tourism industry

Assessment Criteria

=

Issue of sexual exploitation of children is identified

National, regional and international actions are described to prevent
the sexual exploitation of children

Actions that can be taken in the workplace are described to protect
children from sexual exploitation

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

wnN e

Issue of sexual exploitation of children
National, regional and international actions
Actions

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming
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Assessment method

1.
2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Obs

erve and monitor people

Assessment Criteria

1.

S

Areas and people who require observation and monitoring is
prepared

Observation and monitoring activities are implemented
Apprehension of offenders are determined

Offenders are arrested according to work place procedures
Administrative responsibilities are fulfilled

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

g wNEe

Areas and people who require observation and monitoring
Observation and monitoring activities

Apprehension of offenders

Offenders

Administrative responsibilities

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

[
1.
2

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Deal with emergency situations

Assessment Criteria

1.

Emergency and potential emergency situations are recognized and
appropriate action are taken within individual’s scope of
responsibility
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Emergency procedures are followed in line with work place
procedures

Assistance is sought from colleagues to resolve or respond to
emergency situations

Details of emergency situations are reported in line with work
place procedures

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

wnp

Emergency and potential emergency situations
Emergency procedures

Assistance

Details of emergency situations

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -5: Mai

ntain safe personal presentation standards

Assessment Criteria

1.

Safe personal standards are identified as per work place
requirements

Proper work place dress code is complied

Safe personal standards are followed in line with work place
requirements
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Conditions and

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e  Multimedia Projector

e Paper, Pen, Pencil and Ereser

Resources e Internet Facilities
e  White Board and marker
e Audio video device
e Necessary tools and equipment
e Necessary PPE
Contents 1. Safe personal standards
2. Proper work place dress
e  Discussion
e  Presentation
e  Demonstration
Training Method e  Guided Practice

e Individual Practice
e Project Work

e  Problem Solving

e  Brainstorming

Assessment method

1. Written Test
2. Demonstration
3. Oral questioning

Learning Outcome -6: Mai

ntain a safe and secure workplace

Assessment Criteria

1.  Workplace health, safety and security responsibilities are
identified

2. Framework to maintain workplace health, safety and
security is maintained

3. Procedures for identifying and assessing health, safety
and security hazards and risks are implemented

4. Injuries, illnesses and incidents are investigated

5. Work place health, safety and security effectiveness are
evaluated

45




Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil and Ereser
Internet Facilities

White Board and marker
Audio video device

Necessary tools and equipment
Necessary PPE

Contents

Workplace health, safety and security responsibilities
Framework to maintain workplace health, safety and
security

Procedures for identifying and assessing health, safety
and security hazards and risks

Injuries, illnesses and incidents

Work place health, safety and security effectiveness

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

W

Written Test
Demonstration
Oral questioning
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Occupation Specific Module
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Unit of Competency

Provide Housekeeping Services to Guests

Unit Code

OU-TH-HK-01-L2-V1

Module Title

Providing Housekeeping Services to Guests

Module Descriptor

This module covers the skills, knowledge and attitude required to
provide housekeeping services to guests.

It specifically includes receiving housekeeping requests, servicing
housekeeping requests, providing advice to guests and liaising with
other departments.

Nominal Hours

30 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Receive housekeeping requests

2. Service housekeeping requests
3. Provide advice to guests
4. Liaise with other departments

Learning Outcome -1: Receive housekeeping requests

Assessment Criteria

1. Housekeeping requests from guests is accepted

2. Housekeeping requests from staff is accepted

3. Housekeeping requests is recorded according to work place
requirements

4. Time for provision/delivery of identified service or items to guest
room is advised

Conditions and

e  Workplace or Simulated Workplace

e CBLM
e Handout
e Laptop

e Multimedia Projector

Resources e Paper, Pen, Pencil, Eraser
e Internet Facilities
e White Board and marker
e Necessary tools and equipment
e Necessary PPE
1. Housekeeping requests from guests
2. Housekeeping requests from staff
Contents 3. Housekeeping requests record
4. Time for provision/delivery of identified service or items to
guest room
Job/Task/Activity 1. Record Housekeeping requests from guests and staffs
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

NEeye

3

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Servic

e housekeeping requests

1.

Assessment Criteria

o

Other staff to obtain and/or deliver identified service or items are

liaised

Required items to guest room are located and delivered
Equipment is set in guest rooms

Items form guest rooms are removed as required

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Other staff to obtain and/or deliver identified service or items
Required items to guest room

Equipment in guest rooms

Removing items form guest rooms

A A

Job/Task/Activity

Deliver required items to guest room
Set equipment in guest rooms

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming
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Assessment method

1.
2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Provide advice to guests

1. Guests on services and items available are advised through the
housekeeping department
2. Use of items delivered to guest room is advised to guest as
Assessment Criteria required
3. Use of items delivered to guest room is demonstrated, as required
4. Other staff and departments are liaised to provide
supplementary advice where appropriate
e  Workplace or Simulated Workplace
e CBLM
e Handout
e Laptop
e  Multimedia Projector
Conditions and e Paper, Pen, Pencil, Eraser
Resources o
e Internet Facilities
e  White Board and marker
e Audio Video Devices
e Necessary tools and equipment
e Necessary PPE
1. Guests on services and items available
Contents 2. Use of items delivered to guest room
3. Supplementary advice where appropriate
Job/Task/Activity 1. Advice guests on items delivered to guest room
e Discussion
e Presentation
e Demonstration
Training Method e QGuided Practice
e Individual Practice
e Project Work
e Problem Solving
¢ Brainstorming
1. Written Test
2.

Assessment method

3

Demonstration
Oral questioning

Learning Outcome -4: Liaise

with other departments

Assessment Criteria

1.
2.
3.

Malfunctions are reported as required

Management of dangerous or suspicious circumstances are advised
Participated in planning to enhance service delivery standards and
equipment purchase
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Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser
Internet Facilities

White Board and marker
Audio Video Devices
Necessary tools and equipment
Necessary PPE

Contents

w N e

Malfunctions

Management of dangerous or suspicious circumstances

Planning to enhance service delivery standards and equipment
purchase

Job/Task/Activity

=

Report malfunctions
Advise Management of dangerous or suspicious

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

SN

Written Test
Demonstration
Oral questioning
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Unit of Competency

Clean and Prepare Rooms for Guests

Unit Code OU-TH-HK-02-L2-V1

Module Title Cleaning and Preparing Rooms for Guests
This module covers the skills, knowledge and attitude required to
clean and prepare rooms for guests.

Module Descriptor It specifically includes setting up equipment and trolleys, accessing

rooms for servicing, making up beds, cleaning and clearing room and
cleaning and storing trolleys and equipment.

Nominal Hours

40 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able to
perform the following jobs:

1. Set up equipment and trolleys

2. Access rooms for servicing

3. Make up beds

4. Clean and clear rooms

5. Clean and store trolleys and equipment

Learning Outcome -1: Se

t up equipment and trolleys

Assessment Criteria

1. Cleaning, supplies and equipment required for servicing rooms are
selected and prepared for use

2. Supplies for trolleys are accurately identified and selected or
ordered in sufficient numbers in accordance with workplace
procedures

3. Trolleys are safely loaded with adequate supplies in accordance

Conditions and

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

Resources e Paper, Pen, Pencil, Eraser

e Internet Facilities

e  White Board and marker

e Necessary tools and equipment

e Necessary PPE
Contents 1. Clean!ng, supplies and equipment required for servicing rooms

2. Supplies for trolleys

3. Load trolleys safely

.. 1. Load trolleys safely with adequate supplies in accordance

Job/Task/Activity y y q PP

with workplace procedures
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

[ ]
1.
2

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Access rooms for servicing

Assessment Criteria

1.

Rooms requiring service are correctly identified based on
information supplied to housekeeping staff

Rooms are accessed in accordance with the establishment’s guest
service and security procedures

Rooms are checked whether guests left any valuables and reported
as per workplace procedure

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Rooms requiring service
Access rooms
Check rooms

Job/Task/Activity

Plw N e

Identify rooms requiring service

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming
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Assessment method

1.
2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Make up beds

Assessment Criteria

1.

Beds and mattresses are stripped, pillows and linen are checked for
stains and damage

Items with stains are immediately segregated and forwarded to the
Laundry Department for proper processing

Bed linens are replaced in accordance with work place standards
and procedures

Bed is placed in right position as per workplace standard

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Beds and mattresses
Segregate items with stains
Replace bed linens

Place bed

Job/Task/Activity

il eI

Replace bed linens in accordance with work place standards

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

N e

3

Written Test
Demonstration
Oral guestioning

Learning Outcome -4: C

lean and clear rooms

Assessment Criteria

1.

Rooms are cleaned in correct order and with minimum
disruption to guests
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Furniture, fixtures and fittings are cleaned and checked in
accordance with work place procedures and hygiene/safety
guidelines
Room supplies are checked, replenished or replaced in accordance
with work place standards and procedures
Pests are promptly identified and appropriate action is taken in
accordance with safety and work place procedures
Rooms are checked for any defects and are reported in accordance
with work place procedures
Damaged items are recorded in accordance with work place
procedures
Any unusual or suspicious person, item or occurrence is promptly
reported in accordance with work place procedures
Guest’s belongings left in vacated rooms are collected and stored in
accordance with lost and found work place procedures

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Clean rooms

Clean furniture, fixtures and fittings

Check, replenish or replace room supplies

Pests control

Defects in the rooms

Damaged items

Any unusual or suspicious person, item or occurrence
Guest’s belongings left

Lost and found

Job/Task/Activity

MNPl N Ok WD

Clean rooms, furniture, fixtures and fittings
Check, replenish or replace room supplies
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

N e

3

Written Test
Demonstration
Oral questioning

Learning Outcome -5: C

lean

and store trolleys and equipment

Assessment Criteria

1.

Trolleys and equipment are cleaned after use in accordance with
safety and work place procedures

All items are correctly stored in accordance with work place
procedures

Supplies and items are checked and replenished or reordered in
accordance with work place procedures

Additional housekeeping services is provided as requested in
accordance with work place procedures

Turn over procedure for next shift is carried out in accordance with
work place procedures

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Trolleys and equipment clean
Store all items

Check Supplies and items
Additional housekeeping services
Turn over procedure

Job/Task/Activity

Pl krwdE

Clean trolleys and equipment and store all items correctly
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Training Method

e Discussion

e Presentation

e Demonstration

e Guided Practice

e Individual Practice
e Project Work
Problem Solving

Brainstorming

Assessment method

Written Test
Demonstration
Oral questioning

W N e

Unit of Competency

Provide Valet/Butler Service

Unit Code OU-THS-HK-03-L2-V1
Module Title Providing Valet/Butler Service

This module covers the skills, knowledge and attitude required to
Module Descriptor provide valet/butler service.

It specifically includes performing valet services for guests,
displaying professional standards and caring for guest property.

Nominal Hours

40 Hours

Lerning Outcome

After completing the practice of the module, the trainees will be able
to perform the following jobs:
1. Perform valet services for guests

2. Display professional standards
3. Care for guest property

Learning Outcome -1: Pe

rform valet services for guests

Assessment Criteria

1. Role of valet is defined in accordance with work place policy
2. Valet services are prepared to be delivered

3. Valet services is delivered within limit of responsibility

4. Valet services is recorded as per workplace procedure

Conditions and
Resources

Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil, Eraser

¢ Internet Facilities

e White Board and marker

e Necessary tools and equipment

e Necessary PPE

Contents

1. Role of valet
2. Valet services
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. Deliver valet services
. Record valet services

Job/Task/Activity

A w

. Deliver Valet services

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

[ ]

1. Written Test
2.
3

Demonstration
Oral questioning

Learning Outcome -2: Display professional standards

Assessment Criteria

2.

Rapport is established and feelings of goodwill are

enhanced between the guest within limit of responsibility
Individual guest records are accessed and utilized to provide
personalized and quality services based on guest instructions and
work place policy

Valet grooming and communication standards are followed, in
accordance with work place standard

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Establish rapport and goodwill
Access individual guest records
Valet grooming and communication standards

Job/Task/Activity

BlwN e

Access individual guest records and utilize to provide
personalized and quality services.
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Training Method e Discussion

e Presentation

e Demonstration

¢ Guided Practice

e Individual Practice
e Project Work

e Problem Solving

¢ Brainstorming

1. Written Test
Assessment method 2. Demonstration

3. Oral questioning

Learning Outcome -3: Care for guest property

1. Luggage is set in room based on guest instructions and work place
policy

2. Guest clothes are processed based on guest instructions and work

place policy

Shoes are cleaned based on guest instructions

4. Repairs are made or organized based on guest instructions, in
accordance with work place policy

5. Confidentiality of guest’s property and activities is maintained in|
accordance with legal and ethical requirements

e  Workplace or Simulated Workplace

e CBLM

e Handout

Assessment Criteria 3

e Laptop
Conditions and e Multimedia Projector
Resources e Paper, Pen, Pencil, Eraser

e Internet Facilities

e White Board and Marker

e Necessary tools and Equipment

Necessary PPE

Set luggage in room

Process guest clothes

Clean shoes

Make Repairs

Confidentiality of guest’s property and activities

Contents

Bl o s W e

Job/Task/Activity Process guest’s clothes and clean shoes
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

LN

Written Test
Demonstration
Oral questioning
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Unit of Competency

Laundry Linen and Guest Clothes

Unit Code OU-THS-HK-04-L2-V1

Module Title Laundrying Linen and Guest Clothes
This module covers the skills, knowledge and attitude required to
laundry linen and guest clothes.

Module Descriptor It specifically includes collecting laundry for laundering functions,

performing laundering functions, processing laundered item and
returning laundered item.

Nominal Hours

60 Hours

Lerning Outcome

/After completing the practice of the module, the trainees will be able to
perform the following jobs:
1. Collect laundry for laundering functions

2. Perform laundering functions
3. Process laundered item
4. Return laundered item

Learning Outcome -1: Coll

ect laundry for laundering functions

Assessment Criteria

1. The role of an on-premise laundry is identified according to
work place policy

2. Guest clothes are picked up in accordance with work place policy

3. In-house items are picked up in accordance with work place policy

Conditions and

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e  Multimedia Projector

Resources e Paper, Pen, Pencil, Eraser
e Internet Facilities
e  White Board and marker
e  Necessary tools and equipment
e Necessary PPE
1. Role of an on-premise laundry
Contents 2. Pick up guest clothes
3. Pick up In-house items
Job/Task/Activity 1. Identify the role of an on-premise laundry
e Discussion
e Presentation
e Demonstration
Training Method e Guided Practice

e Individual Practice
e Project Work
e Problem Solving

e Brainstorming
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Assessment method

1.
2.
3.

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Perform laundering functions

Assessment Criteria

1.

2.

o ok

Items are correctly sorted and counted according to cleaning
process required and urgency of the item
Items for laundering are checked for stains, torn and damage are
treated using the correct process

Laundry methods are selected in accordance with textile labeling
codes and based on fiber and fabric, dye, fastness, degree of
spoilage and washing instructions

Laundry equipment in identified as per job requirement.

Laundry equipment is operated as required as per workplace policy
Any damage arising from the laundering process is recorded and
appropriate person(s) is/are notified in accordance with work place
procedures

Cleaning agents and chemicals are used in accordance with
manufacturer’s instructions and specific laundry equipment

Items are checked after the laundering process to ensure quality,
cleaning

Pressing and finishing processes are correctly completed in
accordance with textile characteristics and client requirements

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Sort and count Items

Check items for laundering

Laundry methods

Textile labeling codes

Laundry equipment

Damage arising from the laundering process
Cleaning agents and chemicals

Check items after laundering

Pressing and finishing processes

Job/Task/Activity

Ploo~Noar~wNE

Carry out laundry functions
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

Ny e

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Pro

cess laundered item

Assessment Criteria

1.

Post cleaning laundry activity are performed in accordance
with work place policy

Results of cleaning are checked and appropriate additional action
is taken.

Internal record and billing instructions are processed in accordance
with work place procedures

Necessary internal laundry reports are produced

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

. Post cleaning laundry activity

. Results of cleaning

. Internal record and billing instructions
. Necessary internal laundry reports

Job/Task/Activity

PlA w N e

Perform post cleaning laundry activities

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
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Brainstorming

Assessment method

Nl e

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -4: Return laundered item

Assessment Criteria

1.

2.

Guest clothes are delivered in accordance with work place
policy
In-house items are delivered in accordance with work place
policy

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

. Deliver guest clothes
. Deliver in-house items

Training Method

LTSN

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

e

Written Test
Demonstration
Oral questioning
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Unit of Competency

Clean Public Areas, Facilities and Equipment

Unit Code OU-THS-HK-05-L2-V1

Module Title Cleaning Public Areas, Facilities and Equipment
This module covers the skills, knowledge and attitude required to clean
public areas, facilities and equipment.

Module Descriptor It specifically includes selecting and set up equipment and materials,

applying cleaning technique, cleaning dry and wet areas and
maintaining and storing cleaning equipment and chemicals.

Nominal Hours

40 Hours

Lerning Outcome

/After completing the practice of the module, the trainees will be able to
perform the following jobs:
1. Select and set up equipment and materials

2. Apply cleaning technique
3. Clean dry and wet areas
4. Maintain and store cleaning equipment and chemicals

Learning Outcome -1: Se

lect and set up equipment and materials

Assessment Criteria

1. Personal protective equipment (PPE) is selected and used as per
workplace standard

2. Tools and Equipment are selected according to type of cleaning to
be done

3. Equipment’s are checked for clean and in safe working condition
prior to use

4. Suitable dry and wet cleaning agents and chemicals are selected and
prepared in accordance with manufacturers and relevant
occupational health and safety requirements

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil, Eraser

e White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

Personal protective equipment (PPE)
Tools and Equipment

Check equipment

Dry and wet cleaning agents and chemicals

Job/Task/Activity

PlHd WD e e

Select and collect Personal Protective Equipment (PPE), tools
and equipment
2. Select and prepare dry and wet cleaning agents and chemicals
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e Discussion

e Presentation

e Demonstration
Training Method ¢ Guided Practice

e Individual Practice
e Project Work
Problem Solving

Brainstorming

Written Test
Demonstration

. Oral questioning
cleaning technique

Assessment method

Learning Outcome -2: Appl

. Furniture, fixtures, ceilings and walling’s are assessed for cleaning

Appropriate cleaning equipment and chemicals are selected in

accordance with the type of material used

3. Cleaning technique is applied on furniture and walling materials in
accordance with type of material used

4. Appropriate procedures are applied in accordance with the
technique

5. Equipment and chemicals are properly cleaned and stored in

accordance with manufacturer’s specifications and requirements

N P S0 N e

Assessment Criteria

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

Conditions and e Multimedia Projector
Resources e Paper, Pen, Pencil, Eraser

e Internet Facilities

e White Board and Marker

e Necessary tools and Equipment

Necessary PPE

Assess furniture, fixtures, ceilings and wall for cleaning
Cleaning equipment and chemicals

Cleaning technique

Appropriate procedures

Clean equipment and chemicals

Apply cleaning technique on furniture and walling

Contents

Pl krwdPE

Job/Task/Activity
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

W e

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Clean dry and wet areas

Assessment Criteria

1.

Wet and dry areas are prepared for cleaning and hazards

are identified and assessed

The work area is barricaded or warning signs are placed, as
appropriate, to reduce risk to colleagues and guests

Cleaning agents or chemicals are selected and applied on
specific areas in accordance with manufacturer’s
recommendations, safety procedures and work place policies
and procedures

Equipment’s are used safely in accordance with manufacturer's
recommendations

Garbage and used chemicals are disposed of in accordance with
hygiene, safety and environmental legislation requirements

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

Prepare wet and dry areas

Barricade the work area

Cleaning agents or chemicals

Use equipment

Dispose garbage and used chemicals

Job/Task/Activity

Il SN I

Clean dry and wet areas

Training Method

Discussion
Presentation
Demonstration
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Guided Practice
Individual Practice
Project Work
Problem Solving

¢ Brainstorming
Assessment method L. Written Tes_t
2. Demonstration
3. Oral questioning
Learning Outcome -4: Maintain and store cleaning equipment and chemicals
1. Equipment’s are cleaned after use in accordance with work
place requirements and manufacturer’s instructions
2. Routine preventive maintenance is carried out or arranged in
accordance with work place procedures
Assessment Criteria 3. Defects are identified and reported in accordance with work place
procedures
4. Equipment’s are stored in the designated area and in a condition
ready for re-use
5. Chemicals are stored and controlled in accordance with health and

safety requirements

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

Equipment’s are cleaned
Routine preventive maintenance
Identify defects

Store equipment

Store chemicals

Job/Task/Activity

Pk~ wn e

Carryout routine preventive maintenance

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
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Brainstorming

Written Test
Demonstration
Oral questioning

Assessment method

WN e
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Unit of Competency

Deal With/Handle Intoxicated Guests

Unit Code OU-THS-HK-06-L2-V1
Module Title Dealing With/Handling Intoxicated Guests

This module covers the skills, knowledge and attitude required to
Module Descriptor deal with/handle intoxicated guests.

It specifically includes determining the level of intoxication, applying
appropriate procedures and complying with legislation.

Nominal Hours

20 Hours

Lerning Outcome

/After completing the practice of the module, the trainees will be able to
perform the following jobs:

1. Determine the level of intoxication

2. Apply appropriate procedures

3. Comply with legislation

Learning Outcome -1: Determine the level of intoxication

Assessment Criteria

1. Level of intoxication of guest is assessed in accordance with work|
place procedure

2. Intoxicated guest is helped in line with work place procedure

3. Difficult situation is referred to immediate superior as per work
place regulations

4. Intoxicated guest lying on the floor is not touched but is carefully
watched in line with work place practice

5. Immediate assistance from hotel security personnel is sought for
the situations that posing a threat to safety and security
according to work place procedure

Conditions and
Resources

e  Workplace or Simulated Workplace
e CBLM

e Handout

e Laptop

e Multimedia Projector

e Paper, Pen, Pencil, Eraser

e White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

Level of intoxication of guest

Help intoxicated guest

Difficult situation

Immediate assistance from hotel security personnel

Job/Task/Activity

Pl W e

. Assess intoxicated guests
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

(JONI—\.

Written Test
Demonstration
Oral questioning

Learning Outcome -2: Apply appropriate procedures

Assessment Criteria

=

Situation is carefully analyzed

Procedures appropriate to the situation is applied in accordance
with work place policy

Position of the guest is explained using appropriate communication
skills

The guest is assisted to leave the premises, when necessary, in
accordance with work place procedure

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

Internet Facilities

White Board and Marker
Necessary tools and Equipment
Necessary PPE

Contents

Analyze situation

Procedures appropriate to the situation
Position of the guest

Assist the guest to leave the premises

Job/Task/Activity

e A

Analyze situation
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Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

N e

3.

Written Test
Demonstration
Oral questioning

Learning Outcome -3: Comply with legislation

Assessment Criteria

1.
2.

Intoxicated persons are dealt in line with work place practice
Underaged drinkers are dealt with caution and care in compliance
with legal regulations

Legislative requirements are compiled as per alcoholic regulations

Conditions and
Resources

Workplace or Simulated Workplace
CBLM

Handout

Laptop

Multimedia Projector

Paper, Pen, Pencil, Eraser

White Board and marker

Necessary tools and equipment
Necessary PPE

Contents

Deal intoxicated persons
Underaged drinkers
Legislative requirements

Job/Task/Activity

Pl e

Compile legislative requirements

Training Method

Discussion
Presentation
Demonstration
Guided Practice
Individual Practice
Project Work
Problem Solving
Brainstorming

Assessment method

WN | e

Written Test
Demonstration
Oral questioning
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Glossary

Assessment Criteria

The list of criteria by which the learning outcomes of a trainee are judged or not is called
assessment criteria. It also provides guidance on what training methodology will be followed
in the classroom, workshop and field.

Assessment Procedures

The technique followed to gather evidence for the purpose of recognizing a trainee for his or
her specific competence is called an assessment method. It may include methods or techniques
such as questionnaires, observations, third-party reports, interviews, simulations and portfolios.

Assessor
A person certified by a certification authority to assess a trainee's competency for certification
is called an assessor.

Trainer

A trainer is a certified professional person who is capable of developing the competence of a
trainee or a group of trainees in a particular occupation or trade. A trainer in skill development
works as a trainer, assessor, training designer and developer and training supervisor.

National Certificate of Competence

A certificate of proficiency awarded to a trainee who has attained a qualification approved by
a National Skill Development Authority for a particular level of the National Qualification
Framework.

Statement of Achievement
Certificate issued by the Skill Development Authority to the trainee who has achieved
proficiency in any one or more Unit of Competency in the assessment.

Evidence
Evidence is the single attainment document or determinant of a trainee's competency. This
evidence is collected from multiple sources in multiple ways.

Course design

It is the main component of Competency Based Curriculum. These include course and course
descriptions, qualification levels, units of competence, learning outcomes, course structure,
competency breakdowns, assessment methods, trainer and assessor qualifications and a list of
all resources.

Course Description
The course description includes the relevance of the proposed course to industry, enterprise or
community requirements and skill acquisition upon completion of training.

Course Learning Outcome

Course “"Learning" describes the competencies students will acquire upon successful
completion of the course modules.
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Course Structure
It describes the modules sequentially. The nominal duration of each module is also
specified in the course structure.

Course Title
The name of the course given from the competency analysis is the course title. It gives a
clear idea of what is in the course.

Course delivery
The description of how a course will be delivered in a classroom or workshop is called
course delivery.

Face to face training delivery
Traditional classroom based teaching-learning system where the instructor plays the main
role.

Learning conditions

The requirements under which the teaching-learning process and assessment will be
conducted. This includes equipment and materials, training facilities, learning materials
such as books, manuals, multi-media and other resources. It also specifies the scope or
extent of equipment and facilities for conducting the assessment. It deals with the range
of variables of the competency standard.

Competency Standards

A competency standard is a detailed description of the knowledge, skills, and behaviors
required to perform a job assigned to an employee in the actual workplace. Competency
standards are developed based on Learning Outcomes. It is also called industry standard
as this standard is made under the direct supervision of the concerned industrial
organization according to the needs of the concerned industrial organization.

Competency analysis
Describes how many modules there will be from each unit of competency.

Elements of Competence
An element of competency is an outcome-based set of skills by which a person must be
able to perform a specified job to a standard specified in the unit of competency.

Evidence

Evidence that is collected to judge whether a learner has achieved a competency according
to a competency standard. Evidence must be consistent with competency standards.
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Skills
Skills are the ability of an employee to apply the knowledge and skills required to perform
a job assigned to him/her at work.

Sandayan
The process of awarding a certificate when a student successfully completes all the units
of a prescribed qualification is called certification.

Module descriptor
Module Descriptor Competency Standards relate to the Unit Descriptor and describe the
overall purpose of the module with an emphasis on learning outcomes.

Module title

Module titles correspond to competency units of Competency Standard-AA. However, this
does not mean that there will be one module for each competency unit. The number of modules
is determined based on the learning outcomes/components covered in the competency unit. In
some cases a competency unit may consist of two training modules or sometimes two
competency units may be combined to form one training module. The module must be given a
proper name. The name of the module will reflect the group of components/learning outcomes
that the training module belongs to.

learning outcomes
Learning outcomes relate to competency standard elements. It describes what skills, knowledge
and behaviors students will learn to effectively apply in the workplace after training. Action
Verb is used to describe learning. Learning outcomes must include what actions must be taken,
performance conditions and criteria. Any product, service or decision will be available as a
result of the learning.

Performance standards

The standards against which an employee is expected to perform at work are performance
standards that can be seen and measured. Each element of the competency standard has
multiple performance standards.

Nominal time

The nominal time allocated against each learning outcome is called nominal time. In CBT the
actual time for the learning outcome depends on the importance of the learning outcome and a
learner's ability to achieve it. So the actual time is calculated based on the achievement of the
learning outcome efficiently. Hence the nominal time learning outcome is payable.
Achievement does not matter.

Resource

Machinery, equipment, goods and other physical facilities required for the implementation of
the course.
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