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COURSE DESIGN

COURSE TITLE
:
HOUSEKEEPING NC IV
NOMINAL DURATION
:
112 hours
COURSE DESCRIPTION
:


This course is designed to enhance the knowledge, skills and attitudes in overseeing restaurant operations in accordance with industry standards. It covers core competencies on operating a food outlet, preparing tenders for catering contracts, developing a food safety program and planning for coffee shop operations.  It also includes competencies in workplace communication, teamwork, personal hygiene, safety in the use of hand tools and equipment.
ENTRY REQUIREMENTS
:

Trainees or students wishing to gain entry into this course should possess the following requirements:

· can communicate both orally and in written form;

· at least high school graduate

· physically and mentally fit;

· with good moral character;

· can perform basic mathematical computation;
· must be competent in the entire Commercial Cooking NCIII qualification
This list does not include specific institutional requirements such as educational attainment, appropriate work experience, and others that may be required of the trainees by the school or training center delivering the TVET program.
COURSE STRUCTURE:
BASIC COMPETENCIES

(56 hours)
	UNIT OF COMPETENCY
	MODULE TITLE
	LEARNING OUTCOMES
	NOMINAL DURATION

	1. Utilize specialized communication skills
	1.1
Utilizing specialized communication skills
	1.1.1
Apply communication strategies to meet specific needs of internal and external client
1.1.2
Represent the organization in internal and external forums
1.1.3
Facilitate group discussion
1.1.4
Conduct interview
	10 hours

	2. Develop teams and individuals
	2.1
Developing team and individuals
	2.1.1
Determine development needs
2.1.2
Foster individual and organization growth

2.1.3
Monitor and evaluate workplace learning

2.1.4
Develop team commitment and cooperation

2.1.5
Facilitate accomplishment of organizational goals
	10 hours

	3. Apply problem-solving techniques in the workplace
	3.1
Applying problem-solving techniques in the workplace
	3.1.1
Analyze the problem

3.1.2
Identify possible solutions
3.1.3
Determine possible solution

3.1.4
Prepare communication or documentation report

3.1.5
Present recommendation to appropriate personnel

3.1.6
Implement solution
	10 hours

	4. Collect, analyze and organize information
	4.1
Collecting, analyzing and organizing information
	4.1.1
Study information requirements
4.1.2
Process data
4.1.3
Analyze, interpret and organize information gathered
4.1.4
Present findings/ recommendations
	8 hours

	5. Plan and organize work
	5.1
Planning and organizing work
	5.1.1
Set work objectives

5.1.2
Plan and schedule work activities

5.1.3
Implement and monitor plans/activities

5.1.4
Review and evaluate work plans and activities
	8 hours

	6. Promote environmental protection
	6.1  Promoting environmental protection
	6.1.1
Study guidelines for environmental concerns
6.1.2
Implement specific environmental programs

6.1.3
Monitor activities on environmental protection/programs
	10 hours


COMMON COMPETENCIES

(24 hours)
	UNIT OF COMPETENCY
	MODULE TITLE
	LEARNING OUTCOMES
	NOMINAL DURATION

	1. Conduct assessment
	1.1
Conducting assessment
	1.1.1
Identify and explain the context of assessment

1.1.2
Plan evidence-gathering opportunities

1.1.3
Organize assessment

1.1.4
Gather evidence

1.1.5
Make the assessment decision

1.1.6
Record assessment results

1.1.7
Provide feedback to persons being assessed

1.1.8
Report on the conduct of the assessment
	6 hours

	2. Manage workplace diversity
	2.1
Managing work place diversity
	2.1.1
Encourage respect for diversity in the workplace

2.1.2
Use diversity as an asset

2.1.3
Deal with problems arising from diversity issues
	6 hours

	3. Manage finances within a budget
	3.1
Managing finances within a budget
	3.1.1
Allocate budget resources

3.1.2
Monitor financial activities against budget
3.1.3
Identify and evaluate options for improved budget performance
3.1.4
Complete financial reports
	6 hours

	4. Manage quality customer service
	4.1
Managing quality customer service
	4.1.1
Develop approaches to enhance customer service quality
4.1.2
Manage the delivery of quality service 

4.1.3
Monitor and adjust customer service
	6 hours


CORE COMPETENCIES

(32 hours)
	UNIT OF COMPETENCY
	MODULE TITLE
	LEARNING OUTCOMES
	NOMINAL DURATION

	1. Manage physical assets 
	1.1
Managing physical assets 
	1.1.1 Develop strategies for systematic maintenance, repair and purchase of physical assets
1.1.2 Monitor the condition and performance of physical assets in the workplace
1.1.3 Coordinate financing of physical assets
	10 hours

	2. Manage stocks purchases and inventory
	2.1
Managing stocks purchases and inventory
	2.1.1 Establish and implement an order and supply process

2.1.2 Establish and implement stock control systems

2.1.3 Develop optimum supply arrangements
	5 hours

	3.
Provide for the safety of VIPs
	3.1
Providing for the safety of VIPs
	3.1.1 Identify potential threats to guest safety.

3.1.2 Develop plans and procedures for VIP visit.

3.1.3 Provide all relevant information to staff

3.1.4 Greet and escort
	9 hours

	4.
Provide lost and found facility
	4.1
Providing lost and found facility
	4.1.1 Follow lost and found   procedures.

4.1.2 Complete documentation and store items.

4.1.3 Follow procedures for items claimed
	8 hours


RESOURCES:
· 5 units
Computer with internet connection

· 1 unit
LCD projector

· 2 units
Two-way radio

· 2 units
Mobile phone

· 1 unit
Telephone

· 1 unit
Fax machine

· 1 unit
Digital camera

· 1 unit
Video camera

· 1 unit
Microphone

· 1 unit
Sound system

· 1 unit
Megaphone

· 1 unit
Photocopier

· 5 sets
First aid kit

· 1 set
Telephone directory

· 1 sets
Repair kit (toolbox)





ASSESSMENT METHODS:
· Written test

· Practical test 
· Observation in laboratory
· Oral questioning

COURSE DELIVERY:
· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing
TRAINER’S QUALIFICATIONS

· Must have completed a Trainers Training Methodology Course (TM IV) or its equivalent

· Must have at least 3-5 years job/industry experience

· Must be physically and mentally fit

· Must be a holder of Commercial Cooking NC level IV certificate

· Must be of good moral character

· With pleasing personality

· Must have attended relevant training and seminars

MODULES OF INSTRUCTION

BASIC COMPETENCIES

HOUSEKEEPING NC IV

BASIC COMPETENCY
:
COMMUNICATIONS
UNIT OF COMPETENCY
:
UTILIZE SPECIALIZED COMMUNICATION SKILLS

MODULE TITLE
:
UTILIZING SPECIALIZED COMMUNICATION SKILLS
MODULE DESCRIPTOR
: 
This module covers the knowledge, skills and attitudes required to use specialized communication skills to meet specific needs of internal and external clients, conduct interviews, facilitate group discussion, and contribute to the development of communication strategies.

NOMINAL DURATION
: 
10 hours
QUALIFICATION LEVEL
:
NC IV
SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Apply communication strategies to meet specific needs of internal and external client.

LO2.   Represent the organization in internal and external forums.

LO3.
Facilitate group discussion
LO4.
Conduct interview 
LO1.   APPLY COMMUNICATION STRATEGIES TO MEET SPECIFIC NEEDS OF INTERNAL AND EXTERNAL CLIENT
ASSESSMENT CRITERIA:
1. Specific needs of client and colleagues are identified and met.

2. Different strategies are used to meet communication needs of clients and colleagues.

3. Conflict is addressed in a timely way and in a manner which does not compromise the standing of the organization.
4. Strategies for internal and external dissemination of information are developed, promoted, implemented and reviewed as required

5. Channels of communication are established and reviewed regularly

6. Coaching in effective communication is provided 

7. Work related network and relationship are maintained as necessary

8. Negotiation and conflict resolution strategies are used where required

9. Communication with clients and colleagues is appropriate to individual needs and organizational objectives
CONTENTS:

· Communication process

· Full range of communication

· Active listening

· Feedback

· Interpretation

· Role boundaries setting

· Negotiation 

· Establishing empathy

CONDITIONS:
The students/trainees must be provided with the following:

· Equipment 

· video tapes 

· LCD projector/OHP 

· Personal computers
· Learning materials

· learning element 

· books and manuals

· transparencies

· slides

METHODOLOGIES:

· Discussion 

· Role playing

· Observation 

ASSESSMENT METHODS:

· Written examination

· Direct observation

LO2.
REPRESENT THE ORGANIZATION IN INTERNAL AND EXTERNAL FORUMS.

ASSESSMENT CRITERIA:
1. When participating in internal or external forums, presentation is relevant, appropriately researched and presented in a manner to promote the organization

2. Presentation is clear and sequential and delivered within a predetermined time

3. Utilize appropriate media to enhance presentation

4. Differences in views are respected

5. Written communication is consistent with organizational standards

6. Inquiries are responded in a manner consistent with organizational standard

.

CONTENTS:

· Presentation techniques

· Developing a presentation

· Multi-media utilization in presentation 

CONDITIONS:
The students/trainees must be provided with the following:

· Equipment 

· video tapes 

· LCD projector/OHP 

· Personal computers

· Learning materials

· learning element 

· books and manuals

· transparencies

· slides

METHODOLOGIES:

· Discussion 

· Role playing

· Observation 

ASSESSMENT METHODS:

· Written examination

· Direct observation

LO3.
FACILITATE GROUP DISCUSSION
ASSESSMENT CRITERIA:
1. Mechanisms which enhance effective group interaction is defined and implemented

2. Strategies which encourage all group members to participate are used routinely

3. Objectives and agenda for meetings and discussions are routinely set and followed

4. Relevant information is provided to group to facilitate outcomes

5. Evaluation of group communication strategies is undertaken to promote participation of all parties
6. Specific communication needs of individuals are identified and addressed
CONTENTS:

· Basic Communication skills
· Facilitation Skills
· Group Facilitation
CONDITIONS:
The students/trainees must be provided with the following:

·  Equipment 

· video tapes 

· LCD projector/OHP 

· Personal computers

·  Learning materials

· learning element 

· books and manuals

· transparencies

· slides

METHODOLOGIES:

· Discussion 

· Role playing

· Observation 

ASSESSMENT METHODS:

· Written examination

· Direct observation

LO4.
CONDUCT INTERVIEW
ASSESSMENT CRITERIA:
1. A range of appropriate communication strategies are employed in interview situations

2. Records of interviews are made and maintained in accordance with organizational procedures

3. Effective questioning, listening and nonverbal communication techniques are used to ensure that required message is communicated

CONTENTS:

· Basic Communication skills
· Facilitation Skills
· Interview Skills
CONDITIONS:
The students/trainees must be provided with the following:

·  Equipment 

· video tapes 

· LCD projector/OHP 

· Personal computers

·  Learning materials

· learning element 

· books and manuals

· transparencies

· slides

METHODOLOGIES:

·  Discussion 

· Role playing

· Observation 

ASSESSMENT METHODS:

· Written examination

· Direct observation

BASIC COMPETENCY
:
TEAM WORK


UNIT OF COMPETENCY
:
DEVELOP TEAM AND INDIVIDUALS 
MODULE TITLE
:
DEVELOPING TEAM AND INDIVIDUAL NEEDS
MODULE DESCRIPTOR
: 
This module covers the knowledge, skills and attitudes required to determine individual needs and develop team for a work group.

 NOMINAL DURATION
:
10 hours
QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:


Upon completion of this module the students/trainees will be able to:

LO1.
Determine development needs
LO2.
Foster individual and organizational growth 

LO3.
Monitor and evaluate workplace learning

LO4.
Develop team commitment and cooperation

LO5.
Facilitate accomplishment of organizational goals

LO1.
DETERMINE DEVELOPMENT NEEDS
ASSESSMENT CRITERIA:
1. Learning and development need are systematically identified and implemented in line with organizational requirements.

2. Learning plan to meet individual and group training and development needs is collaboratively developed agreed to and implemented.

3. Individual are encouraged to self evaluate performance and identify areas for improvement.

4. Feedback on performance of team members are collected from relevant service and compared with established team learning process.   

CONTENTS:
· Understanding members who have  diverse work styles, aspirations, cultures and perspective

· Understanding how to facilitate team development and improvement

· Understanding methods and techniques for eliciting and interpreting feedback

CONDITIONS:

The students/trainees must be provided with the following:

· Equipment 

· personal computers

· simulated work area

· Learning materials

· manuals for organizational requirements

· quality assurance and procedures

· work ethics manual

· personality development

· Supplies and materials

· Office supplies, (pen, pencil, paper/bond paper)

METHODOLOGIES:

· Discussion 

· Role playing

· Observation 

ASSESSMENT METHODS:

· Written examination

· Direct observation

LO2.
FOSTER INDIVIDUAL AND ORGANIZATIONAL GROWTH 

ASSESSMENT CRITERIA:
1. Learning and development program goals and objectives are identified to match specific knowledge and skills requirements of competency standards.

2. Learning delivery methods are appropriate to the learning goals, the learning style of participants and availability of equipment and resources.

3. Workplace learning opportunities and coaching and mentoring assistance are provided to facilitate individual and team achievement of competencies.

4. Resources and timelines required for learning activities are identified and approved in accordance with organizational requirements. 

CONTENTS:

· Coaching and mentoring principles

· Knowledge of career paths and competency standards in the industry

· Learning plans to match skills needs

· Involvement in professional networks

· Formal course participation

·  Work experience

· Conference  and seminar attendance

· Problem solving

· Resources and timelines required for learning activities

CONDITIONS:


The students/trainees must be provided with the following:

· Equipment 

· personal computers

· Learning materials

· Coaching and mentoring principles manual

· Learning and development program goals and objectives

· Learning activity methods

· Supplies and materials

· Office supplies, (pen, pencil, paper/bond paper)

METHODOLOGIES:

· Problem solving

· Formal course participation

· On the job coaching/mentoring

· Presentation/demonstration

· Conference and seminar attendance

ASSESSMENT METHODS:

· Direct observation

· Case studies (defense)

· Demonstration

LO3.
MONITOR AND EVALUATE WORKPLACE LEARNING

ASSESSMENT CRITERIA:
1. Feedback from individuals or teams is used to identify and implement improvements in future learning arrangements.

2. Outcomes and performance of individuals/teams are assessed and recorded to determine the effectiveness of developed programs and the extent of additional development support.

3. Modifications to learning plans are negotiated to improve the efficiency and effectiveness of learning.

4. Records and reports of competency are documented and maintained within organizational requirements.

CONTENTS:

· Coaching and mentoring principles

· Methods and techniques for eliciting and interpreting feedback

· Methods for identifying and prioritizing personal development opportunities and options.

· Knowledge of career paths and competency standards in industry
· Understanding methods for identifying and prioritizing personal development opportunities and options

CONDITIONS:

The students/trainees must be provided with the following:

· Equipment 

· personal computers

· simulated work area

· Learning materials

· manuals for organizational  requirements

· quality assurance and procedures

· work ethics manual

· personality development manual

· Supplies and materials

· Office supplies, (pen, pencil, paper/bond paper)

METHODOLOGIES:

· On-the-job  coaching and mentoring

· Problem solving

· Formal course participation

ASSESSMENT METHODS:

· Written examination

· Direct observation

LO4.
DEVELOP TEAM COMMITMENT AND COOPERATION

ASSESSMENT CRITERIA:
1. Open communication processes to obtain and share information is used by team.  

2. Decisions are team made in accordance with its agreed roles and responsibilities.

3. Mutual concern and camaraderie is developed in the team.

CONTENTS:

· Goals, objectives, plans, procedures 

· Coaching and mentoring principles

·  Formal /informal learning programs

· knowledge on how to develop team commitment and cooperation

· personal reflective behavior strategies

· Understanding how to work effectively with team members of different work style, aspirations, culture and perspective.

CONDITIONS:
The students/trainees must be provided with the following:

· Equipment 

· personal computers

· simulated team

· Learning materials

· manuals for organizational  requirements

· quality assurance and procedures

· work ethics manual

· personality development

· Supplies and materials

· Office supplies, (pen, pencil, paper/bond paper)

METHODOLOGIES:

· On- the-job coaching 

· Seminar training (team building)

ASSESSMENT METHODS:

· Direct observation of work activities

· Observation of role playing 

LO5.
FACILITATE ACCOMPLISHMENT OF ORGANIZATIONAL GOALS

ASSESSMENT CRITERIA:
1. Team members actively participated in team activities and communication process.

2. Teams members developed individual and joint responsibility for their actions
3. Collaborative efforts are sustained to obtain organizational goals.   

CONTENTS:

· Understanding how to work effectively with team members who are divers work styles, aspirations, cultures and perspective

· Understanding how to facilitate team development and improvement

· Communication skills including  receiving feedback and reporting, maintaining effecting effective relationship & conflict management

· Quality assurance and/or procedures 

CONDITIONS:

The students/trainees must be provided with the following:

· Equipment 

· personal computers

· simulated work area

· Learning materials

· manuals for organizational  requirements

· quality assurance and procedures

· work ethics manual

· personality development

· Supplies and materials

· Office supplies, (pen, pencil, paper/bond paper)

METHODOLOGIES:

· Discussion 

· Role playing

· On-the- job coaching

· Conference seminars 

ASSESSMENT METHODS:

· Written examination

· Direct observation

· interview

BASIC COMPETENCY
:
PROBLEM SOLVING

UNIT OF COMPETENCY
:
APPLY PROBLEM SOLVING TECHNIQUES IN THE WORKPLACE
MODULE TITLE
:
APPLYING PROBLEM SOLVING TECHNIQUES IN THE WORKPLACE
MODULE DESCRIPTOR
: 
This module cover the knowledge, skills and attitude required to identify all possible options, for to solve workplace problem through analysis.

NOMINAL DURATION
:
10 hours
QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:


Upon completion of this module the students/trainees will be able to:

LO1.
Analyze the problem

LO2.
Identify fundamental cause of the problem
LO3.
Determine possible solution

LO4.
Prepare communication or documentation report
LO5.
Present recommendation to appropriate personnel

LO6.   Implement solution 

LO1.
ANALYZE THE PROBLEM

ASSESSMENT CRITERIA:
1. Issues/concerns are evaluated based on data gathered

2. Possible causes of problem are identified within the area of responsibility as based on experience and the use of problem solving tools/analytical techniques

3. Possible cause statements are developed based on findings 

CONTENTS:

· Problem solving   tools/ analytical techniques

· Area of responsibility

· work responsibility

· problem solution

· preventive maintenance and diagnostic policy

· rules and technical responsibility

· vendor and product service  level support agreement

CONDITIONS:
The students/trainees must be provided with the following:

· Equipment

· OHP 

· Computers

· Instructional materials

· reference books

· sample  of process and other problems

· Learning Guides

METHODOLOGIES:


· Direct observation

· Simulation /role playing

ASSESSMENT METHODS:

· Written

· Practical/performance test 

· Case studies (defense)

LO2.
IDENTIFY FUNDAMENTAL CAUSE OF THE PROBLEM
ASSESSMENT CRITERIA:
1. Issues/concerns are evaluated based on data gathered

2. Possible causes of problem are identified within the area of responsibility as based on experience and the use of problem solving tools/analytical techniques

3. Possible cause statements are developed based on findings 

CONTENTS:

· Problem solving   tools/ analytical techniques

· Area of responsibility

· work responsibility

· problem solution

· preventive maintenance and diagnostic policy

· rules and technical responsibility

· vendor and product service  level support agreement

CONDITIONS:


The students/trainees must be provided with the following:

· Equipment

· OHP 

· Computers

· Instructional materials

· reference books

· sample  of process and other problems

· Learning Guides

METHODOLOGIES:


· Direct observation

· Simulation/role playing

ASSESSMENT METHODS:

· Written

· Practical/performance test 

· Case studies (defense)

LO3.
DETERMINE POSSIBLE SOLUTIONS
ASSESSMENT CRITERIA:
1. All possible options are considered for resolution of the problem in accordance with safety and operating procedures

2. Strengths and weaknesses of possible options are considered
3. Corrective action is determined to resolve the problem and its possible future causes

CONTENTS:

· Identification of fundamental cause of problem

· Application of problem solving tools / analytical techniques

CONDITIONS:


The students/trainees must be provided with the following:

· Equipment

· OHP 

· Computers

· Instructional materials

· reference books

· sample  of process and other problems

· Learning Guides

METHODOLOGIES:


· Direct observation

· Simulation /role playing

ASSESSMENT METHODS:

· Written

· Practical/performance test 

· Case studies (defense)

LO4.
PREPARE COMMUNICATION OR DOCUMENTATION REPORT
ASSESSMENT CRITERIA:
1. Report/communication or documentation are prepared

2. Recommendations are presented to appropriate personnel
3. Recommendations are followed-up, if required
CONTENTS:

· Oral and written  communication

· Receiving and finalization of instructions

· Organizational protocol  

CONDITIONS:


The students/trainees must be provided with the following:

· Equipment

· OHP 

· Computers

· Instructional materials

· reference books

· recommendation report

· Learning Guides

METHODOLOGIES:


· Direct observation

· Simulation /role playing

ASSESSMENT METHODS:

· Written examination

· case study (defense)

LO5.
PRESENT RECOMMENDATION TO APPROPRIATE PERSONNEL
ASSESSMENT CRITERIA:
1. Report/communication or documentation are prepared

2. Recommendations are presented to appropriate personnel
3. Recommendations are followed-up, if required
CONTENTS:

· Oral and written  communication

· Receiving and finalization of instructions

· Organizational protocol  

CONDITIONS:


The students/trainees must be provided with the following:

· Equipment

· OHP 

· Computers

· Instructional materials

· reference books

· recommendation report

· Learning Guides

METHODOLOGIES:


· Direct observation

· Simulation /role playing

ASSESSMENT METHODS:

· Written examination

· case study (defense)

LO6.
IMPLEMENT SOLUTIONS
ASSESSMENT CRITERIA:
1. Measurable objectives are identified

2. Resources needed are identified

3. Timelines are identified in accordance with safety and operating procedures

CONTENTS:

· Setting of objectives

· Statutory and vendor requirements

· Ergonomic & environmental factors

· Identification of  timelines 

CONDITIONS:


The students/trainees must be provided with the following:

· Equipment

· OHP 

· Computers

· Instructional materials

· reference books

· recommendation report

· Learning Guides

METHODOLOGIES:


· Direct observation

· Simulation /role playing

· Distance education 

ASSESSMENT METHODS:

· Written examination

· Case study (defense)

UNIT OF COMPETENCY
:
Collect, analyze and organize information
MODULE TITLE
:
Collecting, analyzing and organizing information
MODULE DESCRIPTOR
:
This module covers the outcomes required to process, analyze, interpret and organize workplace information and other relevant data.

NOMINAL DURATION
:
8 hours

CERTICATE LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module, the trainee/student must be able to:

LO1.
Study information requirements.

LO2.
Process data

LO3.
Analyze, interpret and organize information gathered.

LO4.
Present findings / recommendations.

LO1.
STUDY INFORMATION REQUIREMENTS

ASSESSMENT CRITERIA:
1. Data are collected and collated based on the prescribed method.

2. Relevant data are used as references in accordance with the objectives of the program.
3. Information is compiled according to the required form. 

CONTENTS:

· Data processing, information analysis and interpretation.

· Research Methods: Qualitative, Quantitative, Statistical

· Effective communication

· Report writing

CONDITIONS: 

The students/trainees must be provided with the following:

· Reference Book 

· Handouts/Modules/Printed Materials

· Forms

METHODOLOGIES:

· Lectures

· Discussions

· Demonstrations

ASSESSMENT METHODS:

· Written/oral examination

· Exercises

· Case study (defense)

LO2.
PROCESS DATA

ASSESSMENT CRITERIA:
1. Collected and collated data based on the prescribed method.

2. Relevant data are used as references in accordance with the objectives of the program 

3. Information is compiled according to the required form
CONTENTS:

· Data processing

· Research Method

· Problem Solving

CONDITIONS: 

The students/trainees must be provided with the following:

· PC 

· Reference Book 

· Handouts/Modules/Printed Materials

· Data Processing Software (MS WORD, EXCEL, etc.)

METHODOLOGIES:

· Lectures

· Discussions

· Demonstrations

· Reporting

ASSESSMENT METHODS:

· Written/oral examination

· Observation 

· Practical demonstration

· Case Study (defense)

LO3.
ANALYZE, INTERPRET AND ORGANIZE INFORMATION GATHERED

ASSESSMENT CRITERIA:
1. Data are analyzed using relevant   methodologies 

2. Where applicable, statistical analysis/methods are employed  according to the objectives of the program 

3. Graphs and other visual presentations are prepared to facilitate analysis / interpretation of information
CONTENTS:

· Research and analysis

· Read/interpret data and information

· Problem solving

· Presentation graphics

CONDITIONS: 

The students/trainees must be provided with the following:

· PC 

· Reference Book 

· Handouts/Modules/Printed Materials

· Desktop Publishing Software

METHODOLOGIES:

· Lectures

· Discussions

· Demonstrations

ASSESSMENT METHODS:

· Written/oral examination

· Observation 

· Practical demonstration

· Case study (defense)

LO4.
PRESENT FINDINGS / RECOMMENDATIONS

ASSESSMENT CRITERIA:
1. Present findings / recommendations summarized in user – friendly manner.

2. Gathered relevant inputs to finalize reports.

3. Draft report prepared based on standard format.
4. Submitted / disseminated technical reports to concerned offices.

CONTENTS:

· Technical Report Writing

· Communicating effectively

· Communicating effectively

· Reading / interpreting data and information
· Use of relevant software
· Report writing

CONDITIONS: 

The students/trainees must be provided with the following:

· PC 

· Reference Book 

· Handouts/Modules/Printed Materials

METHODOLOGIES:

· Lectures

· Discussions

· Demonstrations

ASSESSMENT METHODS:

· Written/oral examination

· Observation 

· Practical demonstration

· Case study (defense)

BASIC COMPETENCY
:
PLANNING


UNIT OF COMPETENCY
:
PLAN AND ORGANIZE WORK
MODULE TITLE
:
PLANNING AND ORGANIZING WORK 

MODULE DESCRIPTOR
: 
This module covers knowledge, skills and attitudes required to plan and organize work.

NOMINAL DURATION
:
8 hours

QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Set work objectives.

LO2.
Plan and schedule work activities.

LO3.
Implement and monitor work plans/ activities.
LO4.
Review and evaluate work plans and activities
LO1.
SET WORK OBJECTIVES
ASSESSMENT CRITERIA:
1. Objectives are relevant to work activities in accordance with organizational aims.

2. Objectives are based on accurate, relevant and correct information.

3. Support and commitment of team members are reflected in the objectives  

4.
Realistic and attainable objectives are identified
CONTENTS:

· Organizational policies & procedures

· Planning process

· Communication process

· Organizational aims

· Prioritizing and managing workloads

· SWOT analysis

CONDITIONS:

The students/trainees must be provided with the following:

· Training materials

-
Organizational policies and procedures 

-
Reference materials on organizational planning

-
Pen, paper   

·  Students project

METHODOLOGIES:


· Brainstorming  

· Discussion

· Case studies

· Role playing

· Small group work

ASSESSMENT METHODS:

· Written

· Direct observation

· Interview 

LO2.
PLAN AND SCHEDULE WORK ACTIVITIES
ASSESSMENT CRITERIA: 
ASSESSMENT 
1. Task / work activities are identified and prioritized in accordance with organizational aims.

2. Task/ work activities are scheduled in accordance with organizational aims.

3. Resources for each activity are identified and allocated in accordance with organizational aims.

4. Schedule of work activities are coordinated with relevant staff in accordance with organizational aims.

CONTENTS:

· GANTT chart

· Consultation and negotiation with stakeholders 

· Prioritizing and managing work loads
· Organizations policies, strategic plans, guidelines related to the role of the work unit
CONDITIONS:

The students/trainees must be provided with the following:

· Equipment 

· computers 

· Training materials

      -   GANTT charts

            -   Reference materials on organizational planning

· pen, paper  

·  Students projects

 METHODOLOGIES:


· Brainstorming  

· Discussion

· Case studies

· Role playing

· Small group work

ASSESSMENT METHODS:

· Written

· Direct observation

· Interview 

LO3.
IMPLEMENT AND MONITOR WORK PLANS/ACTIVITIES
ASSESSMENT CRITERIA:
1. Work plans are implemented with set time frame, resources and required standards of the organization

2. Work activities are monitored and reviewed against the set objectives of the organization.
3. Work activities are monitored and compared with set objectives

4. Work performance is monitored

5. Deviations from work activities are reported and recommendations are coordinated with appropriate personnel and in accordance with set standards

6. Reporting requirements are complied with in accordance with recommended format
7. Observe timeliness of report.

8. Files are established and maintained in accordance with standard operating procedures
CONTENTS:

· Developing work plans 

· Implementation and monitoring 

· Reporting

· Setting schedules

· Contingency approach (planning)

· Coordinating schedules

· Motivation and team building

CONDITIONS:
The students/trainees must be provided with the following:

· Equipment 

· computers 

· Training materials

-
work plan schedules

-
monitoring tools and materials

· pen, paper  

· Plant/enterprises  

-   Students projects

METHODOLOGIES:
· Brainstorming  

· Discussion

· Case studies

· Role playing

· Small group work

ASSESSMENT METHODS:
· Written

· Direct observation

· Interview 

LO4.
REVIEW AND EVALUATE WORK PLANS AND ACTIVITIES
ASSESSMENT CRITERIA:
1. Work plans, strategies and implementation are reviewed  based on accurate, relevant and current information

2. Review is based on comprehensive consultation with appropriate personnel on outcomes of work plans and reliable feedback

3. Results of review are provided to concerned parties and formed as the basis for adjustments/simplifications to be made to policies, processes and activities

4. Performance appraisal is conducted in accordance with organization rules and regulations
5. Performance appraisal report is prepared and documented regularly as per organization requirements.

6. Recommendations are prepared and presented to appropriate personnel/authorities

7.  Feedback mechanisms are implemented in line with organization policies

CONTENTS:

· Report writing

· Collecting information/data gathering

· Feedback

· Performance appraisal

CONDITIONS:

The students/trainees must be provided with the following: 

· Computers 

· Training materials

· Performance appraisal format

· Plant/enterprises (simulation)

METHODOLOGIES:
· Brainstorming  

· Discussion

· Case studies

· Role playing

· Small group work

ASSESSMENT METHODS:

· Written
· Direct observation

· interview
UNIT OF COMPETENCY
:
PROMOTE ENVIRONMENTAL PROTECTION
MODULE TITLE
:
Promoting environmental protection
MODULE DESCRIPTOR
:
This module covers the knowledge, skills and attitude required in adhering to environmental protection principles, strategies and guidelines.

NOMINAL DURATION
:
10 hours


CERTICATE LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module, the trainee/student must be able to:

LO1.
Study guidelines for environmental concerns.

LO2.
Implement specific environmental programs.

LO3.
Monitor activities on environmental protection /programs
LO1.
STUDY GUIDELINES FOR ENVIRONMENTAL CONCERNS

ASSESSMENT CRITERIA:
1. Environmental legislation / conventions and local ordinances are identified according to the different environmental aspects / impact 

2. Industrial standard / environmental practices according to the different environmental concerns are described.

CONTENTS:

· Environmental issues and concerns.

· Features of Environmental management strategy

· Sanitary Code

· Environmental Code of Practice

· International Environmental Protocols (Montreal, Kyoto)

CONDITIONS: 

The students/trainees must be provided with the following:

· Workplace / assessment locations

· Legislation, policies, procedures, protocols and local ordinances relating to environmental protection.

· Case studies / scenarios relating to environmental protection (sample)

METHODOLOGIES:

· Discussion – demonstration

· Research and reporting

ASSESSMENT METHODS:

· Written/oral examination

· Interview/third party report

· Portfolio

LO2.
IMPLEMENT SPECIFIC ENVIRONMENTAL PROGRAMS

ASSESSMENT CRITERIA:
1. Programs / activities are identified according to organizations policies and guidelines.

2. Individual roles / responsibilities are determined and performed based on the activities identified.

3. Problems / constraints encountered are resolved in accordance with organizations policies and guidelines.

4. Stakeholders are consulted based on company guidelines.

CONTENTS:

· Community needs and expectations

· Environment – Friendly / environmental advocates

· 5 S of good house keeping

· 3R’s Reduce, Reuse and Recycle.

CONDITIONS: 

The students/trainees must be provided with the following:

· Workplace / assessment location

· Legislation, Policies, Procedures, Protocols and local ordinances relating to environmental protection.

· Case studies / scenarios relating to environmental protection (sample)

METHODOLOGIES:

· Lectures

· Discussions

· Demonstrations

· Reporting

· Role playing

ASSESSMENT:

· Written/oral examination

· Observation 

· Practical demonstration

LO3.
MONITOR WORK ACTIVITIES ON ENVIRONMENTAL PROTECTION PROGRAM
ASSESSMENT CRITERIA:
1. Activities are periodically monitored and evaluated according to the objectives of the environmental program.

2. Feedback from stakeholders are gathered and considered in proposing enhancement to the program based on consultations.

3. Data gathered are analyzed based on evaluation requirements.

4. Recommendations are submitted based on the findings.

5. Management Support system are set / established to sustain and enhance the program.

6. Environmental incidents are monitored and reported to concerned / proper authorities.

CONTENTS:

· Communicating effectively

· Performing research and analysis

· Reading / interpreting data and information

· Problem solving
· Environmental Code of practice

· Features of an environmental management strategy

CONDITIONS: 

The students/trainees must be provided with the following:

· Personal computer 

· Reference books

· Handouts/modules/printed materials

· Statistical package

· Workplace/assessment location

METHODOLOGIES:

· Demonstrations

· Reporting

ASSESSMENT METHODS:

· Written/oral examination

· Observation 

· Interview/third -party reports

MODULES OF INSTRUCTION

COMMON COMPETENCIES

HOUSEKEEPING NC IV
UNIT OF COMPETENCY
:
CONDUCT ASSESSMENT

MODULE TITLE
:
CONDUCTING ASSESSMENT
MODULE DESCRIPTOR
:
This module covers the knowledge, skills, behavior and motivations required to conduct an assessment in accordance with an assessment procedure in a specific context.

NOMINAL DURATION
:
6 hours
QUALIFICATION LEVEL
:
NC IV

PREREQUISITE
:
Certified in all Common Competencies for the Tourism Industry NCIII level

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Identify and explain the context of assessment

LO2.
Plan evidence-gathering opportunities

LO3.
Organize assessment

LO4.
Gather evidence

LO5.
Make the assessment decision

LO6.
Record assessment results

LO7.
Provide feedback to persons being assessed

LO8.
Report on the conduct of the assessment

LO1.
IDENTIFY AND EXPLAIN THE CONTEXT OF ASSESSMENT

ASSESSMENT CRITERIA:
1. The context and purpose of assessment is discussed and confirmed with the person/s being assessed.

2. The relevant performance standards to be used in the assessment are clearly explained to the person being assessed.

3. Assessment procedure is clarified and expectations of both the assessor and candidate are agreed upon.

4. Ethical responsibilities associated with the assessment are explained to the person/s being assessed.

5. Needs of the person being assessed are determined to establish any allowable adjustments in the assessment procedure.

6. Information using language and interactive strategies and techniques are conveyed to communicate effectively with the person/s being assessed.

CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO2.
PLAN EVIDENCE-GATHERING OPPORTUNITIES

ASSESSMENT CRITERIA:
1. Opportunities to gather evidence of competency, which occur as part of workplace or training activities, are identified. 

2. The need to gather additional evidence which may not occur as part of the workplace or training activities is identified.

3. Evidence-gathering activities are planned to provide sufficient, reliable, valid and fair evidence of competency in accordance with the assessment procedure.

CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Evidence-gathering techniques

· Planning skills

· Oral and written communication skills

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Project or work activities that will allow the student to prepare evidence plans 

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO3.
ORGANIZE ASSESSMENT

ASSESSMENT CRITERIA:
1. The resources specified in the assessment procedure are arranged and obtained within a safe and accessible assessment environment.

2. Appropriate personnel are informed of the assessment.

3. Language, strategies and techniques are employed to ensure that spoken interactions and written documents are understood by all persons being assessed and by appropriate personnel.

CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Planning skills

· Oral and written communication skills

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Access to person/s wishing to be assessed, relevant workplace equipment, information and appropriate personnel

· Project or work activities that will allow the student to demonstrate how to organize an assessment activity
METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO4.
GATHER EVIDENCE

ASSESSMENT CRITERIA:
1. Verbal and non-verbal language are adjusted and strategies to promote a supportive assessment environment are employed to gather evidence

2. The evidence specified in the assessment procedure is gathered using the assessment methods and tools.

3. Evidence is gathered in accordance with specified allowable adjustments where applicable.

4. Evidence gathered is documented in accordance with the assessment procedure.

CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Planning skills

· Oral and written communication skills

· Evidence-gathering techniques

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Access to person/s wishing to be assessed, relevant workplace equipment, information and appropriate personnel

· Project or work activities that will allow the student to demonstrate evidence-gathering techniques

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO5.
MAKE THE ASSESSMENT DECISION

ASSESSMENT CRITERIA:
1. Evidence is evaluated in terms of:

· Validity

· Authenticity

· Sufficiency

· Currency

· Consistent achievement of the specified standard

2. Evidence is evaluated according to the dimensions of competency:

· Task skills

· Task management skills

· Contingency management skills

· Job/role environment skill

· Transfer and application of knowledge and skills to new contexts

3. When in doubt, guidance is sought from a more experienced assessor/s.

4. The assessment decision is made in accordance with the CRITERIA: specified in the assessment procedure.

   CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Planning skills

· Decision-making skills

· Oral and written communication skills

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Access to person/s wishing to be assessed, relevant workplace equipment, information and appropriate personnel

· Samples of evidence gathered 

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO6.
RECORD ASSESSMENT RESULTS

ASSESSMENT CRITERIA:
1. The assessment results are recorded accurately in accordance with the specified record keeping requirements.

2. Confidentiality of assessment outcome is maintained and access to the assessment records is provided only to authorized personnel.

  CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Planning skills

· Oral and written communication skills

· Documentation techniques

  CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Access to person/s wishing to be assessed, relevant workplace equipment, information and appropriate personnel

· Sample assessment records and reports

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO7.
PROVIDE FEEDBACK TO PERSONS BEING ASSESSED

ASSESSMENT CRITERIA:
1. Clear and constructive feedback in relation to performance of the person/s being assessed is provided using language and strategies to suit the person/s including provision of guidance on further goals/training opportunities.

2. Opportunities for overcoming any gaps in competency are explored as revealed by the assessment with the person/s being assessed.

3. The person/s being assessed is advised of available reassessment opportunities and/or appeal mechanisms are reviewed where the assessment decision is challenged.

CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Appeal mechanisms

· Oral and written communication skills

· Negotiation and conflict resolution techniques

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Access to person/s wishing to be assessed, relevant workplace equipment, information and appropriate personnel

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

LO 8.  REPORT ON THE CONDUCT OF THE ASSESSMENT

ASSESSMENT CRITERIA:
1. Positive and negative features experienced in conducting the assessment are reported to those responsible for the assessment procedure.

2. Any assessment decision disputed by the person/s being assessed is recorded and reported promptly to those responsible for the assessment procedure.

3. Suggestions for improving any aspect of assessment process are made to appropriate personnel.

CONTENTS:

· Industry or company competency standards and assessment guidelines

· Relevant health, safety and security regulations and procedures

· Policies and procedures of the workplace and/or job role together with any related legislation or regulatory requirements

· Assessment principles

· Assessment methods/tools

· Planning skills

· Oral and written communication skills

· Negotiation and conflict resolution techniques

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Competencies relevant to student’s area of expertise

· Access to relevant competencies, sources of information on assessment methods, assessment tools and assessment procedures

· Access to person/s wishing to be assessed, relevant workplace equipment, information and appropriate personnel

METHODOLOGIES:

· Lecture

· Role-play

· Simulation

· Group discussion

ASSESSMENT METHODS:

· Observation

· Interviews/questioning

UNIT OF COMPETENCY
:
MANAGE WORKPLACE DIVERSITY

MODULE TITLE
:
MANAGING WORKPLACE DIVERSITY
MODULE DESCRIPTOR
:
This module covers the knowledge, skills, behavior and motivations required to provide leadership in a diverse workplace where customers and staff are from a wide range of backgrounds.  It builds on the unit “Work in a socially diverse environment,” and reflects the importance of managing diversity in the hospitality industry.

NOMINAL DURATION       :
6 hours
QUALIFICATION LEVEL    :
NC IV

PREREQUISITE
:
Certified in all Common Competencies for the Tourism Industry NCIII level

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Encourage respect for diversity in the workplace

LO2.
Use diversity as an asset

LO3.
Deal with problems arising from diversity issues

LO1.
ENCOURAGE RESPECT FOR DIVERSITY IN THE WORKPLACE

ASSESSMENT CRITERIA:
1. A role model is provided for others through individual behavior that demonstrates respect for diversity.

2. Work practices are developed and planning is undertaken in a manner which shows respect for workplace diversity.

3. Colleagues are assisted and coached in ways of accepting diversity in relation to both colleagues and guests.

CONTENTS:

· Specific diversity issues which apply to the tourism industry

· Benefits of productive diversity

· Cross-cultural communication skills with specific reference to the roles of leaders and managers including cross-cultural communication for:

· Conflict resolution
· Problem-solving
· Negotiation
· Motivation

· Development of policies, procedures and practices

· Planning skills

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Project or work activities that will allow the student to address typical diversity issues in the workplace

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Interviews/questioning

· Observation

LO2.
USE DIVERSITY AS AN ASSET

ASSESSMENT CRITERIA:
1. The skills of a diverse workforce are recognized and used to enhance company performance.

2. The benefits of productive diversity are promoted to colleagues.

CONTENTS:

· Specific diversity issues which apply to the tourism industry

· Benefits of productive diversity

· Cross-cultural communication skills with specific reference to the roles of leaders and managers including cross-cultural communication for:

a. Conflict resolution

b. Problem-solving

c. Negotiation

d. Motivation

· Development of policies, procedures and practices

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Project or work activities that will allow the student to promote the benefits of diversity

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Interviews/questioning

· Observation

LO3.
DEAL WITH PROBLEMS ARISING FROM DIVERSITY ISSUES

ASSESSMENT CRITERIA:
1. Workplace problems that arise from diversity issues are recognized promptly and action is taken to resolve the situation.

2. Training needs are identified and appropriate action is taken.

3. Coaching and mentoring are used to assist colleagues to successfully work in a diverse environment.

CONTENTS:

· Specific diversity issues which apply to the tourism industry

· Benefits of productive diversity

· Cross-cultural communication skills with specific reference to the roles of leaders and managers including cross-cultural communication for:

a. Conflict resolution

b. Problem-solving

c. Negotiation

d. Motivation

· Development of policies, procedures and practices

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Project or work activities that will allow the student to solve problems arising from diversity issues

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Interviews/questioning

· Observation

UNIT OF COMPETENCY
:
MANAGE FINANCES WITHIN A BUDGET
MODULE TITLE
:
MANAGING FINANCES WITHIN A BUDGET
MODULE DESCRIPTOR
:
This module covers the knowledge, skills and attitudes required to take responsibility for budget management where others may have developed the budget.

NOMINAL DURATION       :
6 hours
QUALIFICATION LEVEL   :
NC IV

PREREQUISITE
:
Certified in all Common Competencies for the Tourism Industry NCIII level

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Allocate budget resources

LO2.
Monitor financial activities against budget

LO3.
Identify and evaluate options for improved budget performance

LO4.
Complete financial reports

LO1.
ALLOCATE BUDGET RESOURCES

ASSESSMENT CRITERIA:
1. Funds are allocated according to agreed priorities.

2. Changes in income and expenditure priorities are discussed with appropriate colleagues prior to implementation.

3. All relevant personnel are consulted and informed in relation to resource decisions.

4. Awareness of the importance of budget control is promoted.

5. Detailed records of resource allocation are maintained in accordance with enterprise control systems.

CONTENTS:

· Budget structure

· Company and legal requirements in relation to disbursement of funds and record-keeping

· Budgeting terminology relevant to a specific industry context

· Financial reporting procedures and cycles relevant to the enterprise or industry sector

· Techniques related to maximizing budget performance relevant to the enterprise or industry sector

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Project or work activities that allow the student to demonstrate how to allocate budget resources

· Use of figures and data that reflect the financial operating conditions of industry

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Questioning

· Observation

LO2.
MONITOR FINANCIAL ACTIVITIES AGAINST BUDGET

ASSESSMENT CRITERIA:
1. Actual income and expenditure are checked against budgets accurately and at regular intervals.

2. Financial commitments are included in all documentation to ensure accurate monitoring.

3. Deviations are identified and reported according to company policy and significance of deviation.

4. Appropriate options for more effective management of deviations are investigated.

5. Appropriate colleagues are advised of budget status in relation to targets within agreed timeframes.

CONTENTS:

· Budget structure

· Company and legal requirements in relation to disbursement of funds and record-keeping

· Budgeting terminology relevant to a specific industry context

· Financial reporting procedures and cycles relevant to the enterprise or industry sector

· Techniques related to maximizing budget performance relevant to the enterprise or industry sector

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts

· Project or work activities that allow the student to monitor financial activities against budget

· Use of figures and data that reflect the financial operating conditions of industry

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:
· Questioning

· Observation

LO3.
IDENTIFY AND EVALUATE OPTIONS FOR IMPROVED BUDGET PERFORMANCE

ASSESSMENT CRITERIA:
1. Existing costs and resources are assessed and areas for improvement are identified.

2. Desired outcomes are discussed with relevant colleagues.

3. Appropriate research is conducted to investigate new approaches.

4. Benefits and disadvantages of new approaches are defined and clearly communicated.

5. Impacts on customer service levels and colleagues are considered when developing new approaches.

6. Recommendations are presented clearly and logically to the appropriate person/department.

CONTENTS:

· Budget structure

· Company and legal requirements in relation to disbursement of funds and record-keeping

· Budgeting terminology relevant to a specific industry context

· Financial reporting procedures and cycles relevant to the enterprise or industry sector

· Techniques related to maximizing budget performance relevant to the enterprise or industry sector

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Project or work activities that allow the student to identify and evaluate options for improved budget performance 

· Use of figures and data that reflect the financial operating conditions of industry

METHODOLOGIES:

· Lecture

· Discussion

· Case Studies

· Problem-solving activities

ASSESSMENT METHODS:

· Questioning

· Observation

LO4.
COMPLETE FINANCIAL REPORTS

ASSESSMENT CRITERIA:
1. All required financial reports are completed accurately and within designated timelines.

2. Clear and concise information are produced to enable informed decision-making.

3. Reports are promptly forwarded to the appropriate person/department.

CONTENTS:

· Budget structure

· Company and legal requirements in relation to disbursement of funds and record-keeping

· Budgeting terminology relevant to a specific industry context

· Financial reporting procedures and cycles relevant to the enterprise or industry sector

· Techniques related to maximizing budget performance relevant to the enterprise or industry sector

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Project or work activities that allow the student to complete financial reports 

· Use of figures and data that reflect the financial operating conditions of industry

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Questioning

· Observation

UNIT OF COMPETENCY
:
MANAGE QUALITY CUSTOMER SERVICE
MODULE TITLE
:
MANAGING QUALITY CUSTOMER SERVICE
MODULE DESCRIPTOR
:
This module covers the knowledge, skills and attitudes required to manage customer service quality in the workplace within a tourism or hospitality context.  It focuses on the need to develop active approaches to service quality issues with some strategic focus.

NOMINAL DURATION      :
6 hours
QUALIFICATION LEVEL
:
NC IV

PREREQUISITE
:
Certified in all Common Competencies for the Tourism Industry NCIII level

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Develop approaches to enhance customer service quality

LO2.
Manage the delivery of quality service

LO3.
Monitor and adjust customer service

LO1.
DEVELOP APPROACHES TO ENHANCE CUSTOMER SERVICE QUALITY

ASSESSMENT CRITERIA:
1. Information on customer needs, expectations and satisfaction levels is obtained using both informal and formal research.

2. Opportunities are provided for both customers and colleagues to provide feedback on products and services.

3. Changes in internal and external environments are reviewed and findings are integrated into planning for quality service.

4. Opportunities are provided for colleagues to participate in the customer service planning process.

5. Standards and plans are developed to address key quality service issues.

CONTENTS:

· Roles and responsibilities of management in ensuring quality service within an 

· Methods of implementing quality assurance in the workplace including:

a. Establishing standards

b. Monitoring

c. Staff involvement and reward

d. Evaluation

· Application of continuous improvement and/or benchmarking in a tourism or hospitality context

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Project or work activities that allow the student to obtain information on customer needs through research

· Project or work activities that allow the student to develop standards and plans to address key customer service issues

· Involvement of a team for which the candidate is leader

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Questioning

· Observation

LO2.
MANAGE THE DELIVERY OF QUALITY SERVICE

ASSESSMENT CRITERIA:
1. Customer service standards and expectations are clearly communicated to colleagues.

2. Access to information on service standards and delivery is provided to colleagues.

3. Coaching is used to assist colleagues to deal with customer service issues and to take responsibility for service outcomes.

4. Customer service in the workplace is monitored to ensure standards are met in accordance with enterprise policies and procedures.

CONTENTS:

· Roles and responsibilities of management in ensuring quality service within an enterprise

· The concept of total quality service and total quality management

· The role of continuous improvement and benchmarking in quality assurance

· Overview of the range of market research techniques used to gain information on customer preferences

· Legislation that impacts on customer service standards and delivery

· Industry schemes that impact on customer service standards and delivery (e.g. accreditation schemes, codes of conduct)

· Application of total quality service and total quality management in a tourism or hospitality context

· Methods of implementing quality assurance in the workplace including:

a. Establishing standards

b. Monitoring

c. Staff involvement and reward

d. Evaluation

· Application of continuous improvement and/or benchmarking in a tourism or hospitality context

CONDITIONS:
The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Project or work activities that allow the student to communicate customer service standards to colleagues

· Project or work activities that allow the student to demonstrate coaching and monitoring in relation to customer service management

· Involvement of a team for which the candidate is leader

METHODOLOGIES:

· Lecture

· Discussion

· Case studies

· Problem-solving activities

ASSESSMENT METHODS:

· Questioning

· Observation

LO3.
MONITOR AND ADJUST CUSTOMER SERVICE

ASSESSMENT CRITERIA:
1. Feedback is sought from customers on an ongoing basis and this is used to improve performance where applicable.

2. Customer service problems are identified and adjustments to standards, systems and procedures are made to ensure continued service quality.

3. New approaches are communicated to all those involved in service delivery within appropriate timeframes.

CONTENTS:

· Roles and responsibilities of management in ensuring quality service within an enterprise

· The concept of total quality service and total quality management

· The role of continuous improvement and benchmarking in quality assurance

· Overview of the range of market research techniques used to gain information on customer preferences

· Legislation that impacts on customer service standards and delivery

· Industry schemes that impact on customer service standards and delivery (e.g. accreditation schemes, codes of conduct)

· Application of total quality service and total quality management in a tourism or hospitality context

· Methods of implementing quality assurance in the workplace including:

a. Establishing standards

b. Monitoring

c. Staff involvement and reward

d. Evaluation

· Application of continuous improvement and/or benchmarking in a tourism or hospitality context

CONDITIONS:
The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Project or work activities that allow the student to demonstrate how to adjust standards, systems and procedures to ensure continued service quality

· Involvement of a team for which the candidate is leader

METHODOLOGIES:
· Lecture

· Discussion

· Case Studies

· Problem-solving activities

ASSESSMENT METHODS:
· Questioning

· Observation

MODULES OF INSTRUCTION

CORE COMPETENCIES

HOUSE KEEPING NC IV
UNIT OF COMPETENCY
:
MANAGE PHYSICAL ASSETS
MODULE TITLE
:
MANAGING PHYSICAL ASSETS
MODULE DESCRIPTION
:
This module covers knowledge, skills, behaviors and motivations required to manage the physical assets within a tourism or hospitality enterprise.  It focuses on the skills needed by mainstream managers to proactively plan for and manage the acquisition and maintenance of physical assets.

.

NOMINAL DURATION
:
10 hours
QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Develop strategies for systematic maintenance, repair and purchase of physical              assets.
LO2.
Monitor the condition and performance of physical assets in the workplace
LO3.
Coordinate financing of physical assets.
LO1.
DEVELOP STRATEGIES FOR SYSTEMATIC MAINTENANCE, REPAIR AND PURCHASE OF PHYSICAL ASSETS
ASSESSMENT CRITERIA:
1.  Strategies for managing physical assets that reflect the company’s overall business and marketing objectives are developed.

2.  Current and potential financial objectives and constraints in developing asset management strategies are evaluated.

3.  Occupational health and safety requirements are integrated into physical asset management.

4.  Accurate and current physical assets register is developed and maintained as part of the asset management strategy.

5.  Maintenance and repair systems, which minimize disruption and loss of revenue and which involve appropriate specialists, are incorporated.
6.  Need for environmental sustainability is integrated into physical asset management practices.
CONTENTS:

· Types of physical assets required within various tourism and hospitality enterprises

· Features and benefits of different financing options for asset acquisition including purchase, lease and hire purchase

· Features of a Types of physical assets required within various tourism and hospitality enterprises

· Features of an asset register

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Sample catering tenders
METHODOLOGIES:
· Lecture/discussion

· Demonstration

· Hands-on

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation
· Oral questioning
LO2.
MONITOR THE CONDITION AND PERFORMANCE OF PHYSICAL ASSETS IN THE WORKPLACE
ASSESSMENT CRITERIA:
1. Systems are established and implemented to ensure that the condition and performance of physical assets are regularly reported and discussed within the organization. 

2. Systems are established and implemented to identify timely replacement of physical assets.

3. Assessment of physical asset performance based o safety, operational efficiency and customer service quality are made

4. Problems are promptly identified and appropriate action is taken.

5. Need for, and access to, specialist assistance is identified when required.

CONTENTS:

· Maintenance requirements for different types of physical assets

· Features of a Types of physical assets required within various tourism and hospitality enterprises

· Maintenance requirements for different types of physical assets

· Features of an asset register

· Environmental standards and requirements in relation to different types of physical asset

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Sample catering tenders

METHODOLOGIES:
· Lecture/discussion

· Demonstration

· Hands-on

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning
LO3.
COORDINATE FINANCING OF PHYSICAL ASSETS
ASSESSMENT CRITERIA:
1.  Strategies for managing physical assets that reflect the company’s overall business and marketing objectives are developed.

2.  Current and potential financial objectives and constraints in developing asset management strategies are evaluated.

3.  Occupational health and safety requirements are integrated into physical asset management.

4.  Accurate and current physical assets register is developed and maintained as part of the asset management strategy.

5.  Maintenance and repair systems, which minimize disruption and loss of revenue and which involve appropriate specialists, are incorporated.

6.  Need for environmental sustainability is integrated into physical asset management practices.
CONTENTS:

· Types of physical assets required within various tourism and hospitality enterprises

· Features and benefits of different financing options for asset acquisition including purchase, lease and hire purchase

· Features of a Types of physical assets required within various tourism and hospitality enterprises

· Features of an asset register

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
· Sample catering tenders

METHODOLOGIES:
· Lecture/discussion

· Demonstration

· Hands-on

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation
· Oral questioning

UNIT OF COMPETENCY
:
MANAGE STOCK PURCHASES AND INVENTORY

MODULE TITTLE
:
MANAGING STOCKS PURCHASE AND INVENTORY
MODULE DESCRIPTOR
:
This module covers the knowledge, skills, behaviors and motivations required to establish stock control and stock purchasing systems within a tourism or hospitality context.  It focuses on the skills required by managers to establish and monitor high quality and cost-effective order and supply arrangements. 

NOMINAL DURATION
:
5 hours
QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Establish and implement an order and supply process.
LO2.
Establish and implement stock control systems.

LO3. 
Develop optimum supply arrangements.
LO1.
ESTABLISH AND IMPLEMENT AN ORDER AND SUPPLY PROCESS
ASSESSMENT CRITERIA:
1. Order and supply process is established and implemented 

2. Economic order quantities are established based on internal information and supplier advice.

3. Required stock levels are determined according to peak seasons, special events and supplier’s lead time.

4. Process is developed to include monitoring of quality during supply and delivery processes
CONTENTS:

· Economic order quantities.
· Supply sources for different types of product.
· Supplier and market knowledge relevant to the given industry context.
· Analyzing competitive supplier tenders

· Developing clear and concise staff procedures for stock control

· Organizing and monitoring procedures and systems

· Calculating economic order quantities

· Developing solutions to a problem in quality of supply when there are limited suppliers in the marketplace
· Using/manipulating computerized order systems

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

LO2.
ESTABLISH AND IMPLEMENT STOCK CONTROL SYSTEMS
ASSESSMENT CRITERIA:
1. Stock control systems are developed and communicated to all appropriate staff in a timely manner 

2. Special control systems are applied to items showing high wastage or loss.

3. Standard methods and measures are calculated using correct data and these are communicated to appropriate staff.

4. Systems are monitored in the workplace and adjustments are made according to feedback and operational experience

5. Training of staff is initiated to minimize stock wastage.

CONTENTS:

· Economic order quantities.
· Supply sources for different types of product.
· Supplier and market knowledge relevant to the given industry context.

· Workplace application of economic order quantities, including :

· Applicability to different items
· Appropriate formula

· Data required to compute the economic order quantity
· Information from suppliers needed to establish economic order quantities

· Developing clear and concise staff procedures for stock control

· Organizing and monitoring procedures and systems

· Calculating economic order quantities

· Using/manipulating computerized order systems

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

 LO3.
DEVELOP OPTIMUM SUPPLY ARRANGEMENTS
ASSESSMENT CRITERIA:
1. Quality of supply is evaluated based on feedback from colleagues and guests 

2. Potential suppliers are sourced and reviewed against company requirements.

3. Suppliers are assessed against specifications considering all relevant factors.

4. Terms of purchase are assessed and negotiated with suppliers to achieve optimum supply arrangements

5. Sources of supply are adjusted in accordance with assessments and accurate records of agreements a
6.  Sources of supply are adjusted in accordance with assessments and accurate records of agreements are made re made.

CONTENTS:

· Economic order quantities.
· Supply sources for different types of product.
· Information required to develop an accurate and complete purchase specification including appropriate terminology.
· Supplier and market knowledge relevant to the given industry context.

· Workplace application of economic order quantities, including :

· Applicability to different items
· Appropriate formula

· Data required to compute the economic order quantity
· Information from suppliers needed to establish economic order quantities

· Analyzing competitive supplier tenders

· Developing clear and concise staff procedures for stock control

· Organizing and monitoring procedures and systems

· Identifying training needs and initiating training in relation to effective stock control

· Calculating economic order quantities

· Developing solutions to a problem in quality of supply when there are limited suppliers in the marketplace

· Using/manipulating computerized order systems

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

UNIT OF COMPETENCY
:
PROVIDE FOR THE SAFETY OF VIPS
MODULE TITLE
:
PROVIDING FOR THE SAFETY OF VIPS
MODULE DESCRIPTOR
:
This module covers the knowledge, skills, behaviors and motivations required to ensure the safety of persons under various assignment conditions. 

NOMINAL DURATION
:
9 hours

QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Identify potential threats to guest safety.
LO2.
Develop plans and procedures for VIP visit.
LO3.
Provide all relevant information to staff
LO4. 
Greet and escort
LO1.
IDENTIFY POTENTIAL THREATS TO GUEST SAFETY
ASSESSMENT CRITERIA:
1. Resource requirements are identified and assessed in coordination with security personnel.

2. Potential threats which may affect the safety of the escorted person are identified and acted upon according to the situation presented and assignment instructions
3. Persons to be escorted are appropriately advised of all factors which may affect their safety.
CONTENTS:

· Assignment procedures regarding the escort of people and security of premises

· Distress alarms and signs an actions to be taken
· Selection, organization and set up of appropriate equipment and resources required for specific assignments

· Observation skills in identifying and assessing likely/potential source of risks

· Planning, organization and management skills for assigned personnel

· Interpersonal and communication skills required to carry out escort assignments

· Use of communication equipment and systems

· Receiving instructions for particular assignments and VIPs

· Developing a security plan for specific assignments and VIPs

· Conveying plans and instructions to security personnel, VIPs and relevant others

· Developing, distributing and explaining time schedules and running sheets

· Assessing premises and devising a tailored security plan

· Coordinating personnel and assigning them to specific locations

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

LO2.
DEVELOP PLANS AND PROCEDURES FOR VIP VISIT
ASSESSMENT CRITERIA:
1. Appropriate action plans and procedures are drawn up to meet the requirements of the visit and particular VIP.

2. Appropriate staff are selected to attend to the VIP and participate in security arrangements according to selection CRITERIA: of establishment 

3. Arrangements are made for required resources for visit 
4. Security checks are arranged to be conducted on relevant persons

5. Special security clearance requisites relevant for the specific visit are obtained once a clearance is established from security check

CONTENTS:

· Assignment procedures regarding the escort of people and security of premises

· Distress alarms and signs an actions to be taken

· Selection, organization and set up of appropriate equipment and resources required for specific assignments

· Observation skills in identifying and assessing likely/potential source of risks

· Planning, organization and management skills for assigned personnel

· Interpersonal and communication skills required to carry out escort assignments

· Use of communication equipment and systems

· Receiving instructions for particular assignments and VIPs

· Developing a security plan for specific assignments and VIPs

· Conveying plans and instructions to security personnel, VIPs and relevant others

· Developing, distributing and explaining time schedules and running sheets

· Assessing premises and devising a tailored security plan

· Coordinating personnel and assigning them to specific locations

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

LO3.
PROVIDE ALL RELEVANT INFORMATION TO STAFF
ASSESSMENT CRITERIA:
1. Relevant information on VIPs visit are communicated to staff, informing them of any out-of-bounds areas.

2. Staffs are informed of details of visit on a “need to know” basis, emphasizing strict.

3. Special ID cards are issued to bodyguards, police or other VIP staff for access to back of house, and staffs are briefed accordingly.

4. Changes to VIP schedule are communicated immediately to appropriate persons.

5. Training for security and relevant staff is conducted at an appropriate time prior to the event.

6. Participation of security and staff involved in all briefings and training is ensured as appropriate.

7. Staffs are given a full briefing immediately prior to the visit.

CONTENTS:

· Assignment procedures regarding the escort of people and security of premises

· Distress alarms and signs an actions to be taken

· Selection, organization and set up of appropriate equipment and resources required for specific assignments

· Observation skills in identifying and assessing likely/potential source of risks

· Planning, organization and management skills for assigned personnel

· Interpersonal and communication skills required to carry out escort assignments

· Use of communication equipment and systems

· Receiving instructions for particular assignments and VIPs

· Developing a security plan for specific assignments and VIPs

· Conveying plans and instructions to security personnel, VIPs and relevant others

· Developing, distributing and explaining time schedules and running sheets

· Assessing premises and devising a tailored security plan

· Coordinating personnel and assigning them to specific locations

CONDITIONS:


The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

LO4. GREET AND ESCORT 
ASSESSMENT CRITERIA:
1. VIP is identified and introduced to appropriate persons.

2. VIP and party are escorted to designated area according to assignment instructions.

3. Safety is monitored at all times using observation skills to identify persons posing a potential threat to client safety or indications of disruptive or potentially disruptive behavior.

4. Last communication check is conducted, verification that all is clear for arrival is made, and clearance for arrival is given to VIP party.

CONTENTS:

· Assignment procedures regarding the escort of people and security of premises

· Distress alarms and signs an actions to be taken

· Selection, organization and set up of appropriate equipment and resources required for specific assignments

· Observation skills in identifying and assessing likely/potential source of risks

· Planning, organization and management skills for assigned personnel

· Interpersonal and communication skills required to carry out escort assignments

· Use of communication equipment and systems

· Receiving instructions for particular assignments and VIPs

· Developing a security plan for specific assignments and VIPs

· Conveying plans and instructions to security personnel, VIPs and relevant others

· Developing, distributing and explaining time schedules and running sheets

· Assessing premises and devising a tailored security plan

· Coordinating personnel and assigning them to specific locations

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation

· Oral questioning

UNIT OF COMPETENCY
:
PROVIDE A LOST AND FOUND FACILITY
MODULE TITLE
:
PROVIDING LOST AND FOUND FACILITY
MODULE DESCRIPTOR
:
This module covers the knowledge, skills, behaviors and motivations required to manage a lost and found facility. 

NOMINAL DURATION 
:
8 hours

QUALIFICATION LEVEL
:
NC IV

SUMMARY OF LEARNING OUTCOMES:

Upon completion of this module the students/trainees will be able to:

LO1.
Follow lost and found procedures 
LO2.
Complete documentation and store items
LO3. 
Follow procedures for items claimed
LO1.
FOLLOW LOST AND FOUND PROCEDURES
ASSESSMENT CRITERIA:
1. Appropriate location for the lost and found facility is established where required.

2. Personnel are informed, or suitable signage is posted, where appropriate, to indicate location of lost and found facility.

3. Location where item is found, and date and time when it is found are determined

4.  Found items are carefully received and checked to ensure they are not dangerous or illegal.
5. Dangerous, illegal or suspicious-looking items are reported to relevant authorities and/or police.

CONTENTS:

· Typical systems and procedures for lost and found facilities

· Legal requirements for dealing with found items and children

· Company policies and procedures for safe dealing with dangerous or suspicious goods

· Approximate value of typical goods/items found

· Identification of illegal or dangerous goods

· Knowledge of locations/areas within a particular establishment or venue
CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation
· Oral questioning  

LO2.
COMPLETE DOCUMENTATION AND STORE ITEMS
ASSESSMENT CRITERIA:
1. Description of items and other relevant details are recorded in the appropriate document or register according to company procedures.

2. Located item is accurately tagged and filed in date order in an appropriate location.

3. Valuable items are securely locked and stored appropriately.

CONTENTS:

· Typical systems and procedures for lost and found facilities

· Legal requirements for dealing with found items and children

· Company policies and procedures for safe dealing with dangerous or suspicious goods

· Approximate value of typical goods/items found

· Identification of illegal or dangerous goods

· Knowledge of locations/areas within a particular establishment or venue

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation
· Oral questioning  

LO3.
FOLLOW PROCEDURES FOR ITEMS CLAIMED


ASSESSMENT CRITERIA:
1. ID of the claimant is checked and ownership of the item is ensured.

2. Acknowledgment of receipt of claimed item is secured from claimant and claimant is asked to sign and indicate date of receipt and/or follow company procedures for receipt of claimed items.

3. Address is obtained and items are forwarded when owner is not able to collect the item personally.

CONTENTS:

· Typical systems and procedures for lost and found facilities

· Legal requirements for dealing with found items and children

· Company policies and procedures for safe dealing with dangerous or suspicious goods

· Approximate value of typical goods/items found

· Identification of illegal or dangerous goods

· Knowledge of locations/areas within a particular establishment or venue

CONDITIONS:

The students/trainees must be provided with the following:

· Writing materials

· References

· Handouts
METHODOLOGIES:

· Lecture/discussion

· Demonstration

· Hands-on

· Video viewing

ASSESSMENT METHODS:

· Written test

· Practical test

· Observation
· Oral questioning  


