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Definition of Key Terms

Assessment: It refers to the process of collecting evidence and making judgments on whether
competency has been attained or whether specific skills and knowledge have been achieved.

Circumstantial knowledge: It refers to detailed knowledge which allows the decision-
making with regard to different circumstances and cross cutting issues.

Competence: It refers to the ability to use knowledge, understanding, practical and thinking
skills to perform effectively to the workplace standards required in employment.

Element: This is a sub-unit (step) which reflects the learning sequence with the aim of
achieving broad learning objectives of a unit.

Standard: It is a set of statements, which implies that an individual meets an expected level
and type of performance if proved true under working conditions.

Unit: It refers to a statement of broad learning objectives which prescribe the requirements of
the standard in form of practical skills, knowledge and appropriate attitudes.
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1.0. Introduction

Front Office Operations is one of the occupations taught in Ordinary Secondary Education
Vocational Stream. The occupation involves activities in a hotel or similar establishments
with administrative responsibilities for guests and potential customers before their arrival, on
their arrival, their departure and after their departure. It involves the duties such as
information services, guest reservations, night auditing, telephone operation, cashiering,
porting, to mention a few.

Learning Front Office Operations is essential as it serves several vital purposes that align with
the country’s socio-economic development, tourism potential, and global competitiveness.
The following are some key reasons for teaching this subject:

Tanzania is well known for its breath-taking landscapes, wildlife, and cultural heritage.
Tourist attractions such as Mount Kilimanjaro, Serengeti National Park, Zanzibar, and
Ngorongoro Crater draw the visitors from around the world. Front Office Operations play a
crucial role in ensuring that tourists gain positive experience as it is often the first point of
contact in hotels and hospitality establishments.

The hospitality industry in Tanzania constitutes a significant source of foreign currency and
employment. By teaching Front Office Operation, the students gain rich skills needed to work
in hotels, resorts, and other hospitality settings. This programme provides them with
opportunities to secure jobs as receptionists, reservation officers, concierge staff, porters or
customer relation professionals, contributing to economic empowerment and poverty
alleviation.

Upon completion of the programme, the students will possess both theoretical and practical
knowledge about front office operations. They will also be capable of maintaining safe,
healthy and secure working environment, exercising customer care, operating switchboards,
performing reservation activities, providing basic food and beverage services, performing
front desk activities, and coordinating guest services. Moreover, they will be capable of
coordinating guest services, preparing and cleaning guest rooms, handling guest relations
activities, performing night auditing, controlling front office budget and costs and requisitions
and supervising all front office operations while adhering to safety regulations. Additionally,
the students will be equipped with the business skills necessary for managing tourism and
hospitality businesses.

The graduate of this occupation may be employed in both government and private sectors
such as ministries or departments such as training institutions, parastatal organisations, and
embassies. The private sector such as hotels, lodges, camps, airline companies, shipping or
cruise companies, tour operating organisations, shops, malls and NGOs.

The Front Office Operations Syllabus is designed to guide the teaching and learning of Front
Office Operations at Ordinary Secondary Education Form I-IV Vocational Stream in the
United Republic of Tanzania. The syllabus interprets the competencies that the student needs
to develop while learning Front Office Operations. It contains valuable information that will
enable the teachers to effectively plan their teaching process and help learners to develop the
intended competencies.

2.0. Main Objectives of Education in Tanzania
The main objectives of education in Tanzania should enable every Tanzanian to:

1



@)
(b)
(©)

(d)

)
(f)

9)

(h)

Develop and improve his or her personality so that he or she values himself or herself
and develops self-confidence;

Respect the culture, traditions, norms and customs, cultural differences, dignity,
human rights, attitudes and inclusive actions;

Advance knowledge and apply science and technology, creativity, critical thinking,
innovation, cooperation, communication and positive attitudes for an individual’s
development and the sustainable development of the nation and world at large;
Understand and protect the national values, including dignity, patriotism, integrity,
unity, transparency, honesty, accountability and national language;

Develop life and work-related skills to increase efficiency in everyday life;

Develop a habit of loving and valuing work to increase productivity and efficiency in
production and service provision;

Identify and consider cross-cutting issues, including the health and well-being of the
society, gender equality as well as the management and sustainable conservation of

the environment and

Develop national and international cooperation, peace and justice per the
Constitution of the United Republic of Tanzania and international conventions.

3.0. General Competencies for Ordinary Secondary Education VVocational Stream
The general competencies for Ordinary Secondary Education Form 1-1V Vocational
Education stream are to:

(@)
(b)
(©)
(d)
(€)
(f)

(@)
(h)

Apply the knowledge, skills and attitudes that the student developed in the primary
school stage to increase his/her understanding of technical skills;

Apply technical skills in designing, inventing and making various things to cope with
life and solve challenges in society;

Appreciate citizenship and national virtues;

Use language skills;

Demonstrate self-confidence in learning in various fields, including science and
technology, technical knowledge and technical skills;

Apply technical knowledge and skills in designing, discovering and making various
things to solve challenges in society, including cross cutting issues;

Appreciate procedures and safety rules in using technical tools correctly and

Apply the technical knowledge and skills acquired to develop oneself with vocational
and technical education and join the workforce.

4.0. General Competences of the Occupation
Upon completion of this occupation, the students are expected to have ability to:

(a)
(b)
(©)
(d)
(€)

Handle accommodation requests;
Maintain effective customer relations;
Maintain hygiene at working place;
Provide general services to guests and
Control revenue and budgets.



5.0. Main and Specific Competences

The main and specific competencies to be developed are presented in Table 1.
Table 1: Main and specific competencies for Form | - IV

Modules (Main Competence) Units (Specific Competencies)

1.0 Maintaining a safe, healthy and secure working | 1.1 Applying personal grooming and hygiene
environment 1.2 Controlling hazards

1.3 Dealing with accidents and fire

1.4 Administering first aid

2.0 Exercising customer care 2.1 Handling customer care
2.2 Handling complaints
2.3 Handling Special Requests

3.0 Operating switchboard 3.1 Making telephone calls
3.2 Receiving telephone calls
3.3 Recording and charging telephone calls

4.0 Performing reservation activities 4.1 Receiving and recording reservations
4.2 Performing reservation and maintenance activities
5.0 Providing basic food and beverage services 5.1 Preparing restaurant for service

5.2 Taking food and beverage orders
5.3 Serving food
5.4 Serving beverages

6.0 Performing front desk activities 6.1 Handling check-in activities

6.2 Handling check-out activities
6.3 Controlling hotel revenue
6.4Computing forex

7.0 Coordinating guest services 7.1 Handling information services
7.2 Handling business centre activities
8.0 Preparing and cleaning guest rooms 8.1 Cleaning guest rooms

8.2 Restocking guest room supplies and amenities
8.3 Updating room status and discrepancy report

9.0 Handling guest-related activities 9.1 Handling guest special requests
9.2 Handling lobby activities
10.0 Performing night auditing 10.1 Handling departmental sales from outlets

10.2 Handling night manager activities
10.3 Producing management report

11.0 Controlling front office budget, costs and 11.1 Controlling front office budget
requisitioning 11.2 Collecting daily revenue data

11.3 Initiating daily requisitioning

12.0 Supervising front office operations 12.1 Planning and organising duties

12.2 Controlling tools and equipment
12.3 Computing occupancy statistics
12.4 Conducting on-job training

6.0. Roles of Teachers, Students and Parents in Teaching and Learning
Good relationships between the teacher, student and parent or guardian are fundamental to ensure

successful learning. This section outlines the roles of each participant in facilitating effective
teaching and learning of Front Office Operations.

6.1. The Teacher
The teacher is expected to:

(@) Help the student to learn and develop the intended competences in Front Office
Operations;

(b) Use teaching and learning approaches that will allow the students with different
needs and abilities to:

(i) Develop the competencies needed in the 21% Century and
3



(i) Actively participate in the teaching and learning process.

(c) Use student-centred instructional strategies that make the student a centre of learning,
thus allowing him/her to think, reflect and search for information from various sources;

(d) Create a friendly teaching and learning environment;

(e) Prepare and improvise teaching and learning resources;

(f) Conduct formative assessment regularly using tools and methods which assess
theory and practice;

(g) Treat all the students according to their learning needs and abilities;

(h) Protect the student from the risky environment when he or she is at school,

(i) Keep track of the student’s daily progress;

(J) Identify individual student’s needs and provide the proper intervention;

(K) Involve the parents/guardians and society at large in the student’s learning process
and

(I) Integrate cross-cutting issues and ICT in the teaching and learning process.

6.2. The student
The student is expected to:
(@ Develop the intended competencies by participating actively in various
learning activities inside and outside the classroom and
(b)  Participate in the search for knowledge from various sources, including
textbooks, reference books and other publications in online libraries.

6.3.  The parent/guardian

The parents/guardian is expected to:

(@ Monitor the child’s academic progress in school,

(b) Provide a child with the needed academic support where possible;

(c) Provide a child with a safe and friendly home environment which is conducive to
learning;

(d) Keep track of the child’s progress in behaviour;

(e) Provide the child with any necessary materials required in the learning process
and

(f) Instil in a child a sense of commitment and positive value towards education and
work.

7.0. Teaching and Learning Methods

The teaching and learning methods are instrumental in developing the student’s competencies.
This syllabus suggests teaching and learning methods for each activity, which include but is
not limited to demonstration, practical/hands-on activities, observations, role play, simulation,
group works, peer teaching/learning, discussions, presentations, field visits, research and
project works. However, the teacher is advised to plan and use other appropriate methods
based on the environment or context. All the teaching and learning methods should be integrated
with the everyday lives of the students. The focus is expected to be on practical application
and developing cognitive, affective, and psychomotor skills through learner-centred methods.



The vocational teachers act as facilitators by incorporating both school-based teaching and
project work supervision.

8.0. Teaching and Learning Resources

The process of teaching and learning requires different resources. In that regard, both the
teacher and students should work together to collect or improvise alternative resources
available in the school and home environment when needed. Both teachers and students are
expected to constantly seek information from various sources to effectively facilitate the
teaching and learning process. The list of approved textbooks and reference books shall be
provided by the TIE.

9.0. Assessment

Assessment aspect is important in teaching and learning Front Office Operations. It is divided
into formative and summative assessments. Formative assessment informs both the teacher
and students on the progress of teaching and learning and making decisions on improving
the teaching and learning process. The teachers are, therefore, expected to apply a wide
range of formative assessment methods which include but not limited to demonstrations,
discussions, presentations, oral questions, experiments, observations, practical
assignments and projects.

Summative assessment, on the other hand, will focus on determining the student’s
learning achievement. The teachers are expected to use a variety of summative
assessments, including Form Two National Assessment, terminal examination, annual
examination, mock examination and project. The scores obtained from these assessments
will be used as Continuous Assessment (CA). Therefore, the continuous assessments shall
contribute 60% and the National Form IV Examination shall contribute 40% as indicated
in Table 2.

9.1 Project Work

Project work is a carefully planned and clearly defined task or problem that a student
undertakes, either alone or in a group, to enhance and apply the skills and knowledge
gained in the classroom, workshop, kitchen, or laboratory. It is based on the principles of
“learning by doing” and “learning by living.” In this context, the implementation of
project work in secondary schools’ vocational streams is essential. The projects in the
vocational streams should be conducted in the core subject (occupation). To ensure its
success, the supervision and assessment of the student’s project work must be consistent
with the established guidelines provided by the National Examinations Council of
Tanzania (NECTA).

Table 2: Contribution of continuous assessment and national examination in the final score

Assessment Category Weight (%) National Examination
Form Two National Assessment (FTNA) 6.0
Form Three terminal examination 5.0
Form Three annual examination 5.0
Form Four mock examination 7.0




Assessment Category Weight (%0) National Examination
Project 7.0 40
Form Two practical 10.0
Form Three practical 10.0
Form Four practical 10.0
Total 60.0

10.0. Number of Periods

The Front Office Operations Syllabus for Ordinary Secondary Education Vocational
Stream Form I-IV provides time estimates for teaching and learning each specific
competence. The estimates consider the complexity of the specific competences and
learning activities. Eight (08) periods of 40 minutes each have been allocated per week,
whereby two (02) periods will be used for theory and 6 periods will be used for practical
sessions which may require double periods covering 40 minutes each. Double periods will
allow sufficient time for hands-on activities.

11.0. Teaching and Learning Contents

The contents of the syllabus are organised into a matrix with seven (07) columns which
indicate main competencies, specific competencies, learning activities, suggested
teaching and learning methods, assessment criteria which are divided into process
assessment, products/service assessment and underpinning knowledge, suggested teaching
and learning resources and number of periods as presented in Table 3 to 6.




Form One

Table 3 Detailed contents for Form One:
Assessment Criteria
. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) b . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
Process Product/Service
Knowledge
Assessment Assessment
Assessment
1.0 Maintaining 1.1 Applying (a) Maintaining Discussion: Guide | The student should | Professional Knowledge The following 90
safe, healthy personal professional the students to be able to: appearance evidence: tools, equipment
and secure grooming and appearance make extended e  Ensure body maintained as per | Detailed and machines are
working hygiene conversation about cleanliness established knowledge of: to be available:
environment maintaining e Apply standards Methods used: o Asetof
professional minimal body The student working/profe
appearance make-ups should be able to ssional
Practical e \Wear explain how to uniforms
demonstration: ornaments as maintain e Washroom
Demonstrate the per professional e Changing
process of specifications appearance room
maintaining e Wash Principles: The e Nail cutters
professional uniforms studentshouldbe | 4  combs
appearance to e  Press abletoexplainthe | §  toothbrushes
serte e s |+ shoebsn
1op ) e Wear oo e  Make-ups kit
Practical work: uniforms o Keeping the
. e Ornaments
Guide the students d body clean
. e Atten - e Razor blades
to practise medical Theories: The lectri
maintaining check-up student should be (e e fic)
professional able to explain: * Sc_|ssors
e  Mirror

appearance while
handling tools and
equipment safely

o Importance of
using
cosmetics

Circumstantial

knowledge:

Detailed

knowledge

about:




Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c P . Activities) Learning 99 Periods per Unit
ompetencies) Methods Resources
Usage of
chemicals and
perfumes
(b) Maintaining Discussion: Guide | The the student Personal grooming | Knowledge The following
personal the students to should be able to: | and hygiene evidence: tools, equipment
grooming make extended the student should | applied conform Detailed and machines are
conversations be able to: to established knowledge of: to be available
about maintaining | ¢  Ensure body | standards Methods used: e Asetof
personal grooming cleanness The student working/profe
Brainstorming: e Apply should be able to ssional
Guide the students minimal body explain how to uniforms
to define, identify, makeup maintain personal | ¢ \Washroom
mention and e \Wear grooming and e Changing
describe the ornaments as hygiene room
meaning of per Principles: The e Nail cutters
personal grooming specifications student should be | 4 combs
Practical activity: | ¢ \Wash able toexplainthe | o Toothbrushes
Organise the uniforms principles e Shoe brush
students in small involved in .
. e  Make-ups kit
groups to perform keeping the body
activities on clean ¢ Ornaments
maintaining Theories: The *  Razor blades
personal grooming students should (electric)
be able to explain | ®  SCISsors
the importance of | ®  Mirror
applying
ornaments
Circumstantial
knowledge:
Detailed
knowledge
about:
Application of
ornament
(c) Maintaining a Discussion: Guide | The student should | Clean and tidy Knowledge The following

8




Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) M Resources
ethods
clean and tidy students to make be able to: working evidence: tools, equipment
working extended e Dustand environment is Detailed and machines are
environment conversations clean maintained as per | knowledge of: to be available:
about maintaining workplace established Methods used: e Asetof
a clean and tidy e Organise the standards The student working/profe
working workplace should be able to ssional
environment e Clean tools, explain how to uniforms
Questions and equipment and maintain a clean e Washroom
answers: store them and tldy Working ° Changing
Give direct environment. room
questions to Theories: The e Grass Scissors
students and studentshouldbe | 4 Hoe
receive answers on able to explain the
maintaining a importance of
clean and tidy proper
working arrangement of
environment working tools
Group work: Circumstantial
Organise the knowledge:
students in groups Detailed
and assign tasks to knowledge
maintain a clean about:
and tidy working Use of electric
environment machines
1.2 Controlling (d) Handling Brainstorming: The student should | Physical hazards Knowledge The following tools | 90
hazards physical Guide the students | be able to: handled as per evidence: and equipment are
hazards to define, identify, | e Identify established Detailed to be available:
mention and causes of standards knowledge of:- e  Computer
describe how to hazards Methods used: e Washing
handle physical . The student machines
hazards e Follow the should beableto |« Operating
Questions and operating explain methods manuals
answers: manual used for e Material safety
Give direct o  Use material controlling data sheets
questions to safety data hazards o Refrigerators

9




Assessment Criteria

. Training
Module Title Unit Title | Suggested Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
students and sheet Principles: The e Calculator
receive answers on | The student should student shouldbe | e«  Cleaning
handling physical | be able to: able to explain the agents
hazards e Practice principles of e  Sanitizers
Group work: hygiene physical hazards | o  Stationery
Organise the e Organise Theories: The e Furniture
students in groups work place studentshouldbe |, personal
and assign them properly able to explain the protective gear
tasks to handle e Ensure the importance of
physical hazards availability of controlling
Role-play: ventilation physical hazards
Guide the students | ¢  \Wear Circumstantial
in small groups to protective knowledge:
simulate real- gears Detailed
world scenarios knowledge
on which a person about:
is handling e Sources of
physical hazards to physical
develop practical hazards
skills e  Effects of
physical
hazards
(b) Handling Brainstorming: The student should | Chemical hazards | Knowledge The following tools
chemical Guide the students | be able to: handled as per evidence: and equipment are
hazards to define, identify, | able to: established Detailed to be available:
mention and e ldentify standards knowledge of: - e Computer
describe how to causes of Methods used: e Washing
handle chemical hazards The student machines
hazards e Follow the should beableto |« Operating
Questions and operating explain methods manuals
answers: manual used in controlling | o  Material safety
Give direct e Label chemical hazards data sheets
questions to chemical Principles: The | {  siorage
students and containers students should be containers
receive answerson | o  Store abletoexplainthe | §  ~ajculator

10




Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
handling chemical chemicals principles of e Cleaning
hazards properly handling chemical agents
Group work: e  Use material hazards e  Sanitizers
Organise the safety data Theories: The e  Stationery
students in groups sheet student shouldbe | 4  Furiture
and assign them e Practice able to explainthe | 4 personal
tasks to handle hygiene importance of protective gear
chemical hazards e Use colour- controlling
coded chemical hazards
containers Circumstantial
e  Sanitize the knowledge:
working area Detailed
and tools knowledge
e Attend about:
medical e Sources of
check-ups chemical
e Organise the hazards
workplace »  Effects of
properly chemical
e Ensure the hazards
availability of
ventilation
o Wear
protective
gears
(c) Handling Brainstorming: The student should | Ergonomic Knowledge The following tools
ergonomic Guide the students | be able to: hazards handled as | evidence: and equipment are
hazards to define, identify, | e Identify per established Detailed to be available:
mention and causes of standards knowledge of: e Electrical
describe how to hazards Methods used: system/equipm
handle ergonomic | ¢  Follow the The student ent
hazards operating should beableto | e Computer
Questions and manual explain methods e Furniture
answers: e Store used in controlling | o Operating
Give direct chemicals ergonomic manuals

11




Assessment Criteria

. Training
Module Title Unit Title | Suggested Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
questions to properly hazards e  Material
students and e Practice Principles: The Safety Data
receive answers on hygiene students should be Sheets
handling e Attend able to explainthe | ¢  Calculator
ergonomic hazards medical principles of e  Stationery
Group work: check-ups handling e Personal
Organise the e Organise the ergonomic protective gear
students in groups work place hazards
and assign them properly Theories: The
tasks to handle e Ensure the student should be
ergonomic hazards availability of able to explain the
ventilation importance of
e Wear controlling
protective ergonomic
gears hazards
Circumstantial
knowledge:
Detailed
knowledge
about:
Sources of
ergonomic
hazards
(d) Handling Brainstorming: The student should | Handling Knowledge The following tools
biological Guide the students | be able to: biological hazards | evidence: and equipment are
hazards to define, identify, o Wear conform to Detailed to be available:
mention and protective | establishment set knowledge of: e Computer
describe how to gears standards Methods used: e  Operating
handle biological e Identify The student manuals
hazards agents of shouldbe ableto | o  Material safety
Questions and biological explain methods data sheets
answers: hazard used in controlling | ¢  Storage
Give direct such as biological hazards containers
questions to bacteria, Principles: The | {  Refrigerators
students and viruses, students should be | , Cleaning

12




Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
receive answers on fungi, and able to explain the agents
handling parasites, principles of e Sanitizers
biological hazards which can handling e  Stationery
Group work: pose risks biological hazards | ¢  Furniture
Organise students Evaluate Theories: The e Personal
in groups and tasks or student should be Protective
assign tasks on processes able to explain the Equipment
handling that may importance of (PPE)
biological hazards involve controlling e Inspection
Practical activity: exposure biological hazards sheets
Organise the Consider Circumstantial
students in small high-risk knowledge:
groups to perform areas Detailed
activities on such as knowledge
handling food about:
biological hazards processin Sources of
g plants, biological hazards
and waste
disposal
sites
Assess
who
should be
exposed,
how
often, and
to what
extent
Assess
the
severity
of
possible
infections
Remove

13




the

hazard
and if
possible
switch to
a safer
alternativ
e.

e Replace
hazardous
agents
with less
harmful
ones

e Install
barriers
or
equipmen
tto
isolate or
contain
hazards

e Develop
and
enforce
policies
and
procedure
S

e Provide
appropriat
e PPE
such as
gloves,
masks,

14



Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
and
goggles,
and
respirator
s for
airborne
pathogens
e Conduct
regular
inspection
sand
audits to
ensure
that
control
measures
are
effective
(e) Handling Brainstorming: The student should | Weather-related Knowledge The following tools
weather- Guide the students | be able to: hazards handed as | evidence: and equipment are
related to define, identify, e Identify per establishments | Detailed to be available:
hazards mention and common | standards knowledge of: e  Computer
describe how to weather Methods used: e Radio
handle weather- hazards The student e TV
related hazards such as should beableto | o Kit for
Questions and floods, explain methods essential
answers: hurricane used in controlling requirements
Give direct S, weather-related e  Hammer
questions to tornadoes hazards e Nails
students and , Principles: The e Woods
receive answers on wildfires, students should be e Boards
handling weather- blizzards able to explain the
: - e Storage
related hazards in your principles of -
Group Work: area handling weather- contzlalners
Organise students e Check related hazards . E'iingerators
[ ]
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
in groups and weather Theories: The Rake
assign them tasks forecasts student should be Stationery
on handling and alerts able to explain the Personal
weather-related from importance of protective
hazards reliable controlling gears
sources weather-related
such as hazards
meteorolo Circumstantial
gical knowledge:
agencies Detailed
or knowledge
weather about:
apps e Sources of
Assemble weather-
a kit with related
essentials hazards
such as o Effects of
water, weather-
non- related
perishable hazards
food, first
aid
supplies,
flashlight
s, and
others
Develop
and
practice
an
evacuatio
n plan,
including
routes
and

16




meeting
points
Secure
outdoor
items
Reinforce
windows,
doors,
and roofs
for severe
storms
Clear
gutters
and
drains to
prevent
flooding
Keep
vehicles
fuelled,
serviced,
and
stocked
with
emergenc
y supplies
Adhere to
evacuatio
n orders
or shelter-
in-place
guidelines
Move
away
from
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

windows
to a safe
location
such as
basement
or interior
room

e  Monitor
weather
updates
and
instructio
ns from
authoritie
S
regularly

o Stay
away
from
flooded
areas,
downed
power
lines, and
unstable
structures

() Handling
mechanical
hazards

Brainstorming:
Guide the students
to define, identify,
mention and
describe how to
handle mechanical
hazards
Questions and
answers:

The student should

be able to:

e ldentify
causes of
hazards

e Follow the
operating
manual

e  Use material

Handling
mechanical
hazards conform to
establishments set
standards

Knowledge
evidence:
Detailed
knowledge of:
Methods used:
The student
should be able to
explain methods
used in controlling

The following tools
and equipment are
to be available:

e Electrical
system/equipm
ent

e Computer

e Washing
machines
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods
Give direct safety data mechanical e  Operating
questions to sheet hazards manuals
students and e Practice Principles: The e Material safety
receive answers on hygiene students should be data sheets
handling e Sanitize the able to explainthe | o  Calculator
mechanical work area and principles of e Cleaning
hazards tools handling agents
Group Work: e Attend mechanical e  Sanitizers
Organise students medical hazards o Stationery
in groups and check-ups Theories: The e Fumiture
assignthemtasks | ¢ QOrganise the student should be | / Personal
on handling workplace able to explain the rotective
mechanical properly importance of P
. gears
hazards e Ensure controlling
availability of mechanical
ventilation hazards .
o Wear Circumstantial
protective knowledge:
gears Detailed
knowledge
about:
Sources of
mechanical
hazards
1.3 Dealing with () Removing Discussion: Guide | The student should | Unattended items Knowledge The following tools | 120
accidents and unattended | students to make be able to: removed as per evidence: and equipment are
fire items extended e ldentify the established Detailed to be available:
conversation about nature of the | standards knowledge of:- e Telephone
removing item Methods used: e Emergency
unattended items e Reportto The student reference
Practical security should be able to information
demonstration: people explain the manual
Demonstrate the immediately procedures e Emergency
process of e Reportto involved in report form
removing police if removing o Speakers/Publi
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) Resources
Methods
unattended items suspicious of unattended items ¢ Address
to students in the explosive Theories: The system
workshop materials student should be | e Luggage

Practical work:
Guide the students

e Record the
incident in the

able to explain the
importance of

e Cleaning tools
and equipment

in removing incident log preventing
unattended items e Get the details accidents
while handling of the guest Circumstantial
tools and e Record the knowledge:
equipment safely item in the Detailed
lost and found knowledge
|og about:
o Call the guest Knowledge of
if contact prevention of
details are bomb threats
available
(b) Preventing Discussion: Guide | The student should | Causes of fallsare | Detailed The following tools
causes of students to make be able to: prevented as per knowledge of:- and equipment are
falls extended e Identify established Methods used: to be available:
conversation about causes of falls | standards The student e Telephone
preventing causes | ¢  Puta warning should be able to e Emergency
of falls sign at the explain the reference
Discussion: causes of falls procedures of information
Guide students t0 | ¢  Remove the preventing causes manual

make extended
conversation about

causes of falls
e  Return work

of falls
Theories: The
student should be

e Emergency
report form

prevention of tools to store ! e  First aid kit
causes of falls e Remove able to explain the Stretcher
Practical work: warning sign, importance of Speakers/Publi
Guide the students allowing preventing causes ¢ Address

in prevention of people to pass of falls . system

causes of falls e Handle causes Circumstantial e Signage
Clowes®™ |+ e ok
equipment safely knowledge and equipment
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
Role-play: about:
Guide students in Prevention of
small groups to accidents
simulate real-
world scenarios
on which a person
is preventing
causes of falls
(c) Preventing Discussion: Guide | The student should | Fire accident Knowledge The following tools
fire students to make be able to: prevented as per evidence: and equipment are
accidents extended e Identify fire established Detailed to be available:
conversations indications standards knowledge of:- e Telephone
about prevention e Identify types Methods used: e Fire
of fire accidents and cause of The student extinguishers
Discussion: fire should be able to e \Water
Guide students to e Choose the explain sprinklers
make extended specific fire- procedures e Smoke
conversation about fighting involved in detectors
prevention of fire equipment preventing fire e Fire alarms
accidents e Use fire- accidents o Exitsigns
Role-play: fightin Principles: The
Guide students in quuitpn?ent student should be | ° Fer]%i;%igcy
small groups to e Inform guests able to explain the information
simulate scenarios about fire principles manual
on which a person accident involved in e Emergency
is preventing fire | , Make people preventing fire report form
accidents inventory accidepts in hotels e Firstaid kit
e Call the fire Theories: The Stretcher
brigade student shoul_d be Speakers/Publi
e Prepare able to explain: F":gd‘: S/Fu
incidental importance of ¢ t mess
report preventing fire Syste
accidents  Signage
Circumstantial | ®  Cleaning tools
knowledge: and equipment
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

Detailed
knowledge
about:
Precautionary
measures in event
of fire

(d) Attending
fire events

Brainstorming:
Guide the students
in defining,
identifying,
mentioning, and
describing the
process of
attending fire
events
Discussion:
Guide students to
make extended
conversation about
attending fire
events

Role-play:

Guide students in
small groups to
simulate scenarios
on which a person
is attending fire
events

The student should

be able to:

e ldentify class
of fire

e Pick the
correct type of
fire

extinguishers
e Use acorrect
fire
extinguisher
ready for
combating fire
e  Pull the pin
e Aim at the fire
e  Sweep the
nozzle side to
side

Fire event attended
as per established
standards

Knowledge
evidence:
Detailed
knowledge of:-
Methods used:
The student
should be able to
explain the
procedures
involved in
attending fire
events
Principles: The
student should be
able to explain the
principles
involved in
e  Selecting
appropriate
fire
extinguishers
e  Extinguishing
fire
Theories: The
student should be
able to explain
e  Causes of
fire
e  Types of fire

The following tools
and equipment are
to be available:

e Telephone

e Fire
extinguishers
o Water
sprinklers
e  Smoke
detectors
e Firealarms
e Exitsigns
e Emergency
reference
information
manual

e Emergency

report form.

First aid kit

Stretcher

Fire blanket

Speakers/Publi

¢ Address

system

e Signage

e Cleaning tools
and equipment
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
extinguishers
Circumstantial
knowledge:
Detailed
knowledge
about:
Precautionary
measures in fire
events
14 (a) Providing Discussion: The student should | First aid to injured | Knowledge The following tools | 120
Administering first aid to Guide students to | be able to: and bleeding evidence: and equipment are
first aid injured and | make extended e Apply direct persons provided Knowledge to be available:
bleeding conversation about pressure on as per standards evidence: e Telephone
person provision of first the cut or Detailed e Emergency
aid to injured and wound with knowledge of: information
bleeding persons clean cloth, Methods used: manual

Questions and
answers:

Give direct
questions to
students and
receive answers on
provision of first
aid to injured and
bleeding persons
Role-play:

Guide students in
small groups to
simulate scenarios
on which a person
is providing first
aid to injured and
bleeding persons

tissue or piece
of gauze until
the bleeding
stops

e Clean gently a
cut or wound
with soap and
warm water

e Protect the
wound by
applying
antibiotic
cream and
covering it
with a sterile
bandage to
reduce risk of
infection

e Call adoctor

The student
should be able to
explain how to
administer first aid
to injured and
bleeding person
Principles: The
student should be
able to explain
principles
involved in
offering first aid
to an injured and
bleeding person
Circumstantial
knowledge:
Detailed
knowledge about:
Safety precautions

e Emergency
report form
First aid kit
Stretcher
Signage
Cleaning tools
and equipment
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
for further in the provision of
treatment first aid to injured
and bleeding
persons
(b) Providing Discussion: The student First aid to an Knowledge The following tools
first aid to Guide students to should be able | unconscious evidenceDetailed | and equipment are
an make extended to: person provided as | knowledge of: to be available:
unconscious | conversation about Open the per standards Methods used: e  Telephone
person provision of first airway The student e Emergency
aid to unconscious Place one should be able to information
persons hand on the explain how to manual
Questions and person’s administer firstaid | «  Emergency
answers: forehead and to unconscious report form
Give direct gently tilt persons e Firstaid kit
questions to his/her head Principles: The e Stretcher
students and back studentshouldbe |  Bag-sheet
receive answers on Check able to explain e Blanket

provision of first
aid to unconscious
persons
Role-play:

Guide students in
small groups to
simulate scenarios
on which a person
is providing first
aid to unconscious
persons

breathing and
where
necessary,
begin CPR
Put a person
in the
recovery
position

Call a doctor
for further
treatment

principles
involved in
offering first aid
to unconscious

person
Circumstantial
knowledge:
Detailed
knowledge
about:

o  Safety
precautio
ns in the
provision
of first
aid to
unconsci
ous
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c P . Activities) Learning 99 Periods per Unit
ompetencies) Methods Resources
persons
(c) Providing Discussion: The student should | First aid to a Knowledge The following tools
firstaid toa | Guide students to | be able to: fainted person evidence: and equipment are
fainted make extended e Putthe provided as per Detailed to be available:
person conversation about person in | standards knowledge of: e First aid
provision of first the shade Methods used: kit
aid to a fainted and safe The student e Stretcher
person environm should be able to e Telephone
Questions and ent explain how to
answers: e Raise the administer first aid
Give direct legs to fainted person
questions to above the Principles: The
students and head student should be
receive answers on e Letthe able explain
provision of first fainted principles
aid to a fainted person sit involved in
person in the offering first aid
Role-play: fresh air to fainted person
Guide students in e Check for Circumstantial
small groups to injuries knowledge:
simulate scenarios e Seek Detailed
on which a person medical knowledge
is providing first advice if about:
aid to a fainted needed Safety precautions
person against the

provision of first
aid to a fainted

person

(d) Providing Discussion: The student should | First aid to an Knowledge The following tools
first aid to Guide students to | be able to electrically evidence: and equipment are
an make extended e Turnthe | shocked person Detailed to be available:
electrically | conversation about power off | provided as per set | knowledge of: e Wooden
shocked provision of first at the standards Methods used: pole
person aid to an main The student e Plastic

electrically switch should be able to soled
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods
shocked person e Remove explain how to shoes
Questions and any administer first aid e Firstaid
answers: cables/po to electrically kit
Give direct wer tools shocked person e Rubber
questions to still in Principles: The mats
students and contact student should be e Emergenc
receive answers on with the able explain y
provision of first casualty principles informatio
aid to an e Protect involved in n manual
electrically himself/h offering first aid e Emergenc
shocked person erself to electrically y report
Role-play: from the shocked person form
Guide students in ground Circumstantial
small groups to with knowledge:
simulate scenarios books, Detailed
on which a person newpaper knowledge
providing first aid s/rubber about:
to an electrically matting Safety precautions
shocked person e Check in the provision of
whether first aid to an
the electrically
casualty shocked person
is
conscious
or not
e Seek for
emergenc
y medical
service
(e) Providing Discussion: The student should | First aid to a burnt | Knowledge The following tools
firstaidtoa | Guide students to | be able to: person provided as | evidence: and equipment are
burnt make extended e Flood the | per standards Detailed to be available:
person conversation about injured knowledge of: e Telephone
providing first aid area with Methods used: e Emergency
to a burnt person cold The student reference
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods
Questions and running should be able to information
answers: water to explain how to manual
Give direct stop administer firstaid | ¢  Emergency
questions to further to burnt person report form
students and burning Principles: The e First aid kit
receive answers on and student should be | ¢  Stretcher
provision of first relieve a able to explain e Bed sheet
aid to a burnt burnt principles e  Blanket
person person of involved in e Signage
Role-play: pain offering first aid e Cleaning tool
. . g tools
Guide students in e Gently to burnt person and equipment
small groups to remove Circumstantial
simulate scenarios any knowledge:
on which a person jewellery, Detailed
is providing first watches, knowledge
aid to a burnt belt or about:
person anything Safety precautions
from in the provision of
injured first aid to burnt
area persons
e Cover
area with
sterile
dressing
or any
non-fluffy
material
e Bandage
the area
very
loosely
(f) Providing Discussion: The student should | First aid to a heart | Knowledge The following tools
firstaid toa | Guide students to | be able to: person provided as | evidence: and equipment are
heart- make extended e Avoid per standards Detailed to be available:
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods
attacked conversation about panic knowledge of: e Telephone
person provision of first Call Methods used: e Emergency

aid to a heart- medical The student information
attacked person assistance should be able to manual
Questions and Sit or lie explain how to e  Emergency
answers: down the administer first aid report form
Give direct patient toapersonwitha | o  First aid kit
questions to and heart attack e  Stretcher
students and loosen the Principles: The e Bed sheet
receive answers on patient’s student should be e  Blanket
provision of first tight cloth able to explain
aid to a heart- while principles
attacked person waiting involved in
Role-play: for the offering first aid
Guide students in ambulanc to a person with a
small groups to e heart attack
simulate scenarios Loosen Circumstantial
on which a person the knowledge:
is providing first patient’s Detailed
aid to a heart- tight knowledge
attacked person cloth, about:

belt, Safety precautions

socks, in the provision of

shoes, first aid to persons

necklaces with heart attack

and

ornament

s

Stay calm

Give

nitro-

glycerine

ifitis

prescribe

d to you
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. Assessment Criteria Training
Module Title Unit Ti Suggested .
. nit Title . - Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
or the
person
that you
are with.
Nitro-
glycerine
helps ease
chest pain
by
opening
up blood
vessels so
that the
heart
normal
rate
(g) Providing Discussion: The student should | First aid to a Knowledge The following tools
firstaid toa | Guide students to | be able to: chocked person evidence: and equipment are
choked make extended e Encourage the | provided as per Detailed to be available:
person conversation about casualty to standards knowledge of: e Telephone
provision of first cough out the Methods used: e Emergency
aid to a choked object The student information
person e  Stand slightly should be able to manual
Questions and to the side explain how to e Emergency
answers: behind the administer first aid report form
Give direct casualty and to a chocked e  First aid kit
guestions to allow him/her person e Stretcher
students and to bend Principles: The
receive answers on slightly student should be
provision of first e Give sharp able to explain the
aid to a choked slaps to principles of

person
Role-play:
Guide students in
small groups to

his/her back
between the
shoulder
blades (check

offering a choked
person first aid
Circumstantial
knowledge:
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

simulate scenarios
on which a person
is providing first
aid to a choked
person

the mouth to
see if the
obstruction is
realised) if the
back slaps fail
Stand
casualty,
make the first
holdwith one
hand and
position the
thumb side
against the
abdomen,
bend him/her
slightly
forward, grasp
first the other
hand, and pull
itsharply
inwards and
upwards for
five (5) times
and check the
mouth
whether the
obstruction is
removed or
not

Repeat step
(2) and (3)
three times

If it does not
work, send the
casualty to

Detailed
knowledge
about:

Safety precautions
in provision of
first aid to choked
persons
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) Resources
Methods
hospital for
further
treatment
(h) Providing Discussion: The student should | First aid to an Knowledge The following tools
first aid to Guide students to | be able to: allergic person evidence: and equipment are
an allergic make extended e Givethe provided as per Detailed to be available:
person conversation about patient total standards knowledge of: e Telephone
provision of first rest Methods used: e Emergency

aid to an allergic
person

Questions and
answers:

Give direct
questions to
students and
receive answers on
provision of first
aid to an allergic
person

Role-play:

Guide students in
small groups to
simulate scenarios
on which a person
is providing first
aid to an allergic
person

e Find out the
type of taken
food as a
possible cause
of allergic
reaction

e Giveany
medication or
treatment and
if possible,
take
precaution
against the
kind of
medication

e Wash the
contact area
thoroughly
with plenty of
clean water in
case the
reaction was
caused by
chemical
exposure

e Takethe
patient to the

The student
should be able to
explain how to
administer first aid
to an allergic
person
Principles: The
student should be
able to explain
principles
involved in
offering first aid
to an allergic
person
Circumstantial
knowledge:
Detailed
knowledge
about:

Safety precautions
against provision
of first aid to
allergic persons

information
manual
e Emergency
report form
e  First aid kit
e  Water bucket
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) Resources
Methods
hospital
2.0 Exercising 2.1 Handling (@) Handling Discussion: The student should | Customer service Knowledge The following tools | 60
customer care customer care customer Guide students to | be able to: handled as per evidence: and equipment are
service make extended e Listen establishment Detailed to be available:
conversation about attentively to | standards knowledge of: e Listof
provision of first customer’s Methods used: hotel
aid to injured and concerns, The student services
bleeding persons questions, or should be able to e Apen
Questions and complaints explain customer e Anote
answers: and allow service. book
Give direct them to fully Principles: The
questions to explain their student should be

students and

issues without

able to explain

receive answers on interrupting principles
provision of first them involved in
aid to injured and e Show handling customer
bleeding persons empathy by services
Role-play: understanding Theories: The
Guide students in and student should be
small groups to acknowledgin able to explain the
simulate scenarios g the importance of
on which a person customer’s proper handling of
is providing first emotions customer services
aid to injured and e Remain calm in the hotel
bleeding persons and Circumstantial
professional knowledge:
e Clarify and Detailed
ask questions knowledge
e Providea about: _
solution Problem—solving
e Apologize skills
where
necessary
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Module Title S Suggested Assessment Criteria Trgmmg
. Unit Title . - Requirements/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning uggeste Periods per Unit
Competencies) M Resources
ethods
e Follow up
corrective
measures
e  Properly
document the
customer’s
inquiry
concerns
(b) Providing Discussion: The student should | An exciting Knowledge The following tools
an exciting | Guide students to | be able to: service to evidence: and equipment are
service to make extended e Demonstrate customer provided | Detailed to be available:
customer conversation about proactive as per standards knowledge of: e Listof
provision of first behaviour Methods used: hotel
aid to injured and e Produce The student services
bleeding persons knowledge should be able to e Apen
Questions and about his/her explain various e A note
answers: services ways of providing book
Give direct e Deliver exciting service to
questions to service time|y customers
students and e Meet and Principles: The
receive answers on exceed student should be
provision of an customer’s able to explain
exciting service to satisfaction principles
customers e  Address involved in
Practical customers by preventing
Practical their names occurrence of
demonstration: and titles complaints
Demonstrate the o Always Theories: The
process of demonstrate student should be
providing an humble able to explain the
exciting service to behaviour importance of
customers to when making customers
students in the delivering satisfied
workshop service Circumstantial
Individual o  Always knowledge:
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Module Title S Suggested Assessment Criteria Trgmmg
. Unit Title . - Requirements/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning uggeste Periods per Unit
Competencies) M Resources
ethods
assignment: appear Detailed
Assign tasks on presentable knowledge
provision of an and well about:
exciting service to groomed e  Problem-
customerstoeach | e  Avoid solving skills
student in the mannerism as e  Customer
class/workshop it annoys care
Activity: guest
Organise the e Avoid
students in small eavesdropping
groups to perform (the act of
activities on listening
provision of an secretly)
exciting serviceto | ¢  Avoid
customer interrupting
customers’
conversations
e Avoid over-
familiarization
with the
customer
e Askfor
customer
satisfaction
(c) Listening to | Discussion: The student should | The customers Knowledge The following tools
customers Guide students to | be able to: needed service evidence: and equipment are
for the make extended e Maintaineye | listened and Detailed to be available:
needed conversation about contact with identified as per knowledge of: o Listof
service listening to the customer set standards Methods used: hotel
customers for the e Avoid The student services
needed service interrupting should be able to e Apen
Questions and the customer explain how to e Anote
answers: e Listentoa listen to customers book
Give direct customer for the needed
questions to without service

34




Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning uggeste Periods per Unit
Competencies) M Resources
ethods
students and judging or Principles: The
receive answers on jumping to a student should be
listening to conclusion able to explain
customers for the e Avoid principles
needed service planning what involved in active
Practical to say next listening
Practical e Avoid Theories: The
demonstration: imposing your student should be
Demonstrate the opinions or able to explain the
process of solution effects of not
listening to e Stay focused listening properly
customersforthe | o Ask questions to customers for
needed service to in case he/she the needed service
students in the needs Circumstantial
class/workshop clarification knowledge:
Individual Detailed
assignment: knowledge
Assign each about:
student the tasks Active listening
on listening to
customers for the
needed service in
the class/workshop
(d) Handling Discussion: The student should | Special services Knowledge The following tools
special Guide students to | be able to: for internal and evidence: and equipment are
services for | make extended e Save meals external customers | Detailed to be available:
internal and | conversation about for internal handled as per set | knowledge of: e Food
external handling special customers standards Methods used: menus
customers services for e Offer The student e Drinks
internal and transport should be able to lists
external customers services for explain various e  Washing
Questions and internal ways of handling machine
answers: customers special services e Drying
Give direct e Provide for internal and machine
questions to laundering of external customers e Listof
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning uggeste Periods per Unit
Competencies) M Resources
ethods
students and uniforms for Principles: The incentive
receive answers on internal student should be packages
handling special customers able to explain e Discount
services for Prepare and principles rates
internal and offer incentive involved in e Foodservi
external customers packages for handling special ce utensils
Practical internal services for e Beverage
Practical customers internal customers service
demonstration: Offer Theories: The utensils
Demonstrate the discounted student should be
process of staff rates for able to
handling special internal differentiate
services for customers special services
internal and Offer offered to internal
external customers employee customers from
to students in the awards for those offered to
class/workshop internal external customers
Individual customers Circumstantial
assignment: Offer loyalty knowledge:
Assign each programs for Detailed
student tasks on external knowledge
handling special customers about:
services for Offer in-room Customer care
internal and check-in for
external customers external
in the customers
clas_s/\_/vorkshop Provide
ACt'V'Fy: special
Orgamse_the deliveries for
students in small external
groups to perform customers
activitieson Give special
hand_llng special discounts for
services for external
internal and customers
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
external customers | o  Offer
incentive
plans for
external
customers
2.2 Handling (@) Recording Brainstorming: The student should | Guest complaints Knowledge The following tools | 60
complaints guest Guide the students | be able to: recorded as per set | evidence: and equipment are
complaints | in defining, e Listento standards Detailed to be available:
identifying, guest knowledge of: e Note book
mentioning, and complaints Methods used: e Pen
describing how to with concern The student e Watch
record guest and empathy should be able to e Telephone
complaints e Isolate the explain various
Practical guest if ways of handling
demonstration: possible guest complaints
Demonstrate the e Stay calm and Principles: The
process of do not student should be
recording guest respond with able to explain
complaints to hostility principles
students in the e Use the involved in
class/workshop guest’s name receiving
Role-play: frequently complaints

Guide students in
small groups to
simulate scenarios
on which a person
is recording guest
complaints

e Take notes

e Tell the guest
what can be
done while
offering him
choices

e Setan
approximate
time for
completion of
corrective
actions

e  Monitor the

Theories: The
student should be
able to explain the
importance of
proper handling of
guest complaints
Circumstantial
knowledge:
Detailed
knowledge
about:
Problem—solving
skills
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

progress of
the corrective

actions
e Follow-up the

guest by

calling

him/her or

asking

him/her

questions on

the problem

(b) Resolving Brainstorming: The student should | Complaints Knowledge The following tools
complaints | Guide the students | be able to: resolved as per set | evidence: and equipment are

in defining, e Actasan | Standards Detailed to be available:
identifying, active knowledge of: e Note book
mentioning, and listener Methods used: e Pen
describing how to e Show The student e Watch
resolve complaints empathy should be able to e Telephone
Practical e Remain explain various
demonstration: calm and ways of resolving
Demonstrate the professio complaints
process of nal Principles: The
resolving e Clarify student should be
complaints to and ask able to explain
students in the questions principles
class/workshop e Provide a involved in
Role-play: solution preventing
Guide students in « Apologiz recurrence of
small groups to e if complaints
simulate scenarios necessary Theories: The

on which a person
is resolving
complaints

e Follow up

student should be
able to explain
importance of
proper resolving
of guest
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
complaints
Circumstantial
knowledge:
Detailed
knowledge
about:
Customer care
(c) Handling Brainstorming: The student should | Complaints Knowledge The following tools
complaints | Guide the students | be able to: through telephone | evidence: and equipment are
through in defining, e Actasan | handled as perset | Detailed to be available:
telephone identifying, active standards knowledge of: ¢ Note book
mentioning, and listener Methods used: e Pen
describing e Show The student e Watch
handling empathy should be able to e Telephone
complaints by explain various o Complaint
through telephone understan ways of handling record
Practical ding and complaints sheet
Practical acknowle through telephone
demonstration: dging the Principles: The
Demonstrate the customer’ student should be
process of S able to explain
handling emotions principles
complaints e Always involved in
through telephone remain receiving
to students in the calm and complaints from
class/workshop professio customers
Practical work: nal Theories: The
Guide the students e  Seek student should be
to practise clarificati able to explain
handling onto importance of
complaints fully handling guest
through the understan complaints
telephone while d the through telephone
handling tools and issue Circumstantial
equipment safely e Provide a knowledge:
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Assessment Criteria

. Training
Module Title S Suggested .
(Main Ui T-:ct.le Elements (Learning | Teaching and REEITEIEnE Number of
Competence) (e 1¢ Activities) Learning STTEESTER Periods per Unit
Competencies) Resources
Methods
solution Detailed
e Apologiz knowledge
eif about:
necessary Telephone
e Follow up etiquette
e Record
the
complaint
(d) Following- | Brainstorming: The student should | Guest satisfaction | Knowledge The following tools
up guest Guide the students | be able to: followed-up as per | evidence: and equipment are
satisfaction | in defining, e Senda set standards Detailed to be available:
identifying, “Thank knowledge of: o Guest
mentioning, and you” Methods used: satisfactio
describing message The student n
following-up guest to a guest should be able to questionn
satisfaction for explain various aires
Practical staying at ways of e Feedback
demonstration: the hotel following-up forms
Demonstrate the e Use guest satisfaction e  Photocopy
process of guestionn Principles: The machine
following-up guest aires student should be e Files
satisfaction to e Makea able to explain
students in the person_to_ principles
class/workshop person involved in
Practical work: feedback following-up
Guide the students by talking guest satisfaction
to practise to guests Theories: The
following-up guest directly student should be
satisfaction while e Analyse able to explain the
handling tools and guest’s importance of
equipment safely feedback following-up

guest satisfaction
in a hotel
Circumstantial
knowledge:
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
Detailed
knowledge
about:
e  Customer
care
2.3 Handling (@) Handling Brainstorming: The student should | Dietary requests Knowledge The following tools | 60
guest special dietary Guide the students | be able to: handled as per set | evidence: and equipment are
requests requests in defining, e Note standards Detailed to be available:
identifying, dietary knowledge of: e Diary
mentioning, and requests Methods used: e Note book
describing how to from The student e Pen
handle dietary guests at should be able to e Telephone
requests avery explain how to e Food
Questions and initial handle dietary labels
answers: stage of requests e Buffet
Give direct service by Principles: The counter
questions to asking student should be e Serving
students and them able to explain utensils
receive answers on about principles e  Food
handling dietary their involved in
. menus
requests preferenc attending the guest
Group Work: es with special
Organise students e Write dietary needs
in groups and down all Theories: The
assign them tasks details of student should be
on dietary requests guests’ able to explain the
dietary importance of
requireme proper and timely
nts handling of
e Communi dietary requests
cate all Circumstantial
dietary knOWlE‘dge:
requireme Detailed
nts to knowledge about:
kitchen, Food menus
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
restaurant
s, bar and
front
office
e Labelall
food
items on
the buffet
counter
using
name tags
(b) Handling Brainstorming: The student should | Babysitting Knowledge The following tools
babysitting | Guide the students | be able to: requests handled evidence: and equipment are
requests in defining, e Note as per set Detailed to be available:
identifying, guest standards knowledge of: e Computer
mentioning, and request Methods used: e Printer
describing how to for baby- The student e Telephone
handle babysitting sitting should be able to e Photocopy
requests e Fillinthe explain how to machine
Quiestions and request handle babysitting e Files
answers: form with requests o Babysittin
Give direct the Principles: The g request
questions to following student should be form
students and details: able to explain e  Pen
receive answers on o Gues principles
handling t’s involved in
babysitting name handling
requests / babysitting
Group Work: paren requests
Organise students t’s Theories: The
in groups and name student should be
assign tasks to o Paren able to explain the
handle babysitting t's importance of
requests. mobi handling
le babysitting
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requests properly
Circumstantial
knowledge:
Detailed
knowledge about:
Order-taking skills
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods
es
o Baby
sitter
’s
name
o Baby
sitter
’s
signa
ture
o Gues
t’s/
paren
t’s
signa
ture
(c) Attending Discussion: The student should | VIP guests Knowledge The following tools
VIP guests | Guide students to | be able to: attended as per set | evidence: and equipment are
make extended e Assign standards Detailed to be available:
conversation about specific knowledge of: e Rooming
attending VIP (front Methods used: list
guests office) The student e Registrati
Practical staff to should be able to on forms
demonstration: handle explain how to e Front desk
Demonstrate the the guests attend VIP guests e Food
process of upon their Principles: The menu
attending VIP arrival student should be Drinks list
guests to students e Allocate able to explain Mini bar
in the best principles
class/workshop rooms involved in
Practical work: suitable attending VIP
Guide the students for guests
to practise guests’ Theories: The
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

attending VIP
guests while
handling tools and
equipment safely

needs/stat
us

e Pre-
register
the guests
as they
await to
sign the
register
book

e Preparea
separate
quick
check-in,
preferably
in the
room

e Prepare
in-room
dining

e Setafull
bar in the
room

o Offer
daily
special
amenities
in the
room
(drinks,
fruit, and
others)

student should be
able to explain the
importance of
proper handling of
VIP guests
Circumstantial
knowledge:
Detailed
knowledge about:
VIP matrix

(d) Handling
disabled
guest

Discussion:
Guide students to
make extended

The student should
be able to:
Provide accessible

Disabled guests
handled as per set
standards

Knowledge
evidence:
Detailed

The following tools
and equipment are
to be available:
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Eler_ngr?ts (Learning Teach!ng and Sugaested Nur_nber of .
Competence) c P . Activities) Learning 99 Periods per Unit
ompetencies) Methods Resources
conversation about | rooms with knowledge of: e Wheel
handling disabled | features such as Methods used: chair
guests roll-in showers, The student e Telephone
Practical grab bars, and should be able to e Roll-in
demonstration: lowered beds for explain how to showers
Demonstrate the guests on handle disabled e Ramps
process of wheelchairs guests e Braille
handling disabled Principles: The signage
guest to students in e Provide student should be and raised
the class/workshop accessible able to explain doorframe
Practical work: amenities principles S
Guide the students such as involved in e Audio
to practise ramps, handling disabled menus
handling disabled elevators, guests o Large-
guests while and Theories: The print
handling tools and accessible student should be materials
equipment safely parking able to explain the e Lowered
spaces for importance of beds
guests on handling disabled . Amplified
wheelchai guests telephones
rs Circumstantial 'ep
e Offer knowledge: e Visual
wheelchai Detailed doorbells
r rentals knowledge about:
to guest Customer care
in need of
wheelchai
r
e Assistthe
guest on
wheel
chair with
luggage
and
transporta
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tion

Train
staff on
how to
assist
guests
with
mobility
disabilitie
S

Provide
accessible
rooms
with
features
such as
braille
signage
and raised
door
frames to
guests
with
visual
impairme
nt
Provide
accessible
amenities
such as
talking
elevators
and audio
menus to
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guests
with
visual
impairme
nt

e Offer
guidance
services
to guests
with
visual
impairme
nt

e Provide
large-
print
materials
visual
impairme
nt

e Train
staff on
how to
interact
with
guests
with
visual
impairme
nt

e Provide
accessible
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rooms

with
features
such as
amplified
telephone
sand
visual
doorbells
to guests
with
hearing
impairme
nt

Provide
accessible
amenities
such as
sign
language
interprete
rs and
captionin
g for
videos to
guests
with
hearing
impairme
nt

Offer
TTY
telephone
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s (special
telecomm
unications
equipmen
t used by
people
who

cannot
use a
regular
telephone
due to
hearing
loss or
speech
impairme
nt) the
guests
with
hearing
impairme
nt

Train
staff on
how to
interact
with
guests
with
hearing
impairme
nts
Provide
accessible
rooms
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with
features
such as
grab bars
and
lowered
beds to

guests
with
balance
disorders

Provide
accessible
amenities
such as
ramps
and
elevators
to guests
with
balance
disorders

Avoid
directing
guests
with
balance
disorders
towards
slippery
surfaces
and
uneven
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
flooring
3.0 Operating 3.1 Making (& Handling Discussion: The student should | Frequently Asked | Knowledge The following 105
switchboard telephone calls Frequently | Guide students to | be able to: Questions (FAQs) | evidence: equipment and
Asked make extended e Inform handled as per Detailed machine are to be
Questions conversation about and establishments knowledge of: available:
(FAQs) handling FAQs update standards Methods used: e  Computer
Practical the The student e Telephone
demonstration: products should be able to e PABX
Demonstrate the and explain how to e Telephone log
process of services handle FAQs book
handling FAQs to offered Principles: The o  Yellow pages
students in the by the student should be | | Telephone
class/workshop organisati able to outline diary
Practical work: on some FAQs in
Guide the students e Establish hotels
to practise a record Theories: The
handling FAQs of all student should be
while handling FAQs and able to explain
tools and get the importance of
equipment safely right proper handling of
response FAQs
for the Circumstantial
same knowledge:
° Adhere to Detailed
organisati knowledge
on policy about:
on Telephone
internal etiquettes
and
external
communi
cation
and
confidenti
ality
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
e Avoid
communi
cating
informati
on that is
not
supposed
to be
communi
cated at
your level
e Protect
the
company’
s image
(b) Handling Brainstorming: The student should | PABX Machine Knowledge The following
PABX Guide the students | be able to: handled as per evidence: equipment and
machine in defining, e Use standards Detailed machines are to be
identifying, PABX knowledge of: available:
mentioning, and machine Methods used: e Computer
describing how to to receive The student e Telephone
handle PABX telephone should be able to e PABX
machine calls explain how to machine
Practical o Use handle PABX o  Telephone log
demonstration: PABX machine book
Demonstrate the machine Principles: The e Yellow pages
process of o student should be | Telephone
handling PABX forward able to explain diary
machine to telephone principles
students in the calls involved in
class/workshop e Use receiving
Practical work: PABX telephone calls
Guide the students machine using PABX
to practise to retrieve machine
handling PABX telephone Theories: The
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

machine while
handling tools and
equipment safely

calls

o Use
PABX
machine
to place
“wake-up
calls” on
the
extension
number

o Use
PABX
machine
to place
“do not
disturb”
on
extension
number

o Use
PABX
machine
to hold
telephone
calls

o Use
PABX
machine
to
forward
telephone
calls

student should be
able to explain the
importance of
proper handling of
PABX machine
Circumstantial
knowledge:
Detailed
knowledge
aboutHandling
switchboard
equipment

(c) Making
local and
internationa

Brainstorming:
Guide the students
in defining,

The student should
be able to:
e Pick the

Local and
international calls
made as per

Knowledge
evidence:
Detailed

The following
equipment and
machines are to be
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. Assessment Criteria Training
Module Title Unit Ti Suggested .
. nit Title . - Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
I calls identifying, telephone establishment’s knowledge of: available;
mentioning, and receiver and standards Methods used: e Computer
describing how to get a clear The student e Telephone
make local and tone by shouldbeableto | e PABX
international calls dialling a explain how to o  Telephone log
Practical programmed make local and book
demonstration: number to get international o Yellow pages
Demonstrate the the telephone telephone calls o Telephone
process of making line out of the Principles: The diary
local and switchboard student should
international calls | ¢  Dial regional explain principles
to students in the code followed involved in
class/workshop by a telephone making local and
Practical work: number for international
Guide the students local calls telephone calls
to practise making | ¢  Dial the Theories: The
local and country code student should
international calls followed by a explain
while handling telephone importance of
tools and number for preparing
equipment safely international conversation
calls before making a
e Ignore number call
the initial Circumstantial
number 0 for knowledge:
mobile Detailed
numbers when knowledge
dialling about:
international Telephone
calls etiquette
(d) Handling Brainstorming: The student should | Emergency calls Knowledge The following
emergency | Guide the students | be able to: handled as per evidence: equipment and
calls in defining, e Pickup establishmen Detailed machines are to be
identifying, the call standards knowledge of: available:
mentioning, and immediat Methods used: e Computer
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
describing how to ely or The student e Telephone
handle emergency within the should beableto | ¢ PABX
calls first few explain how to machine
Practical rings make emergency | o  Telephone log
demonstration: Introduce calls book
Demonstrate the yourself Principles: The e Yellow pages
process of or your student should o Telephone
handling organisati explain principles diary
emergency calls to on involved in o  Emergency
students in the Determin making calls report
class/workshop e the type emergency calls forms
Practical work: of Theories: The
Guide the students incident student should be
to practise and able to explain
handling location differences
emergency calls Ask for between local and
while handling the international calls
tools and caller’s Circumstantial
equipment safely name and knowledge:
contact Detailed
informati knowledge
on about:
Keep the Telephone
caller etiquette
calm by
speaking
clearly
and
reassuring
ly
Repeat
key
details to
confirm
accuracy
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Relay the
informati
on to the
appropriat
e
responder
s (police,
fire
departme
nt,
ambulanc
€)

Stay
connected
until
emergenc
y
personnel
arrive or
the
situation
stabilises
Confirm
that help
is on the
way and
give any
final
instructio
ns

End the
call
respectful
ly

Record
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
all
relevant
details
immediat
ely after
the call
for future
reference
e Check
with
responder
sor
superviso
rs to
confirm
outcomes
(e) Handling Brainstorming: The student should | Wake-up calls Knowledge The following
wake-up Guide the students | be able to: handled as per evidenceDetailed | equipment and
calls in defining, e Receive | establishment knowledge of: machines are to be
identifying, or make standards Methods used: available:
mentioning, and emergenc The student e  Computer
describing how to y calls should be ableto | ¢  Telephone
handle wake-up calmly explain how to e PABX
calls and handle wake-up machine
Practical humbly calls e Telephone log
demonstration: e Pay Theories: The book
Demonstrate the attention student should be | Wake-up call
process of and able to explain the record sheet
handling wake-up record importance of o Wake-up clock
calls to students in details of handling hotel «  Stationery
the class/workshop a call wake-up calls
Practical work: e Report Circumstantial
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) (e . Activities) Learning 99 Periods per Unit
Competencies) M Resources
ethods
Guide the students the knowledge:
to practise incident Detailed
handling wake-up as per knowledge
calls while organisati about:
handling tools and on Telephone
equipment safely standard etiquette
operating
procedure
S
3.2 Receive (a) Receiving Brainstorming: The student should | Internal calls Knowledge The following tools | 105
telephone calls internal Guide the students | be able to: received as per evidence: and machines are
calls in defining, e Offera establishment Detailed to be available:
identifying, salutation | standards knowledge of: e Computer
mentioning, and after Methods used: e PABX
describing how to picking The student machine
receive internal up acall should be able to e Telephone
calls e Introduce explain how to e Log book
Practical his/her receive internal e  Establishment/
demonstration: section/ calls service policy
Demonstrate the departme Principles: The
process of nt student should be
receiving internal e Thank the able to explain
calls to students in caller principles
the class/workshop e Introduce involved in
Practical work: his/her receiving internal
Guide the students name calls
to practise e  Offer for Theories: The
receiving internal the student should
calls while service explain the
handling tools and e Record importance of
equipment safely the avoiding slangs
message and jargons in
e Read telephone_
back the conversations
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

message Circumstantial
for knowledge:
correctnes Detailed
S knowledge
e Thank the about:
caller Telephone
e Close the etiquettes
call
(b) Receiving Brainstorming: The student should | External telephone | Knowledge The following tools
external Guide the students | be able to: calls transferred as | evidence: and machines are
telephone in defining, o  Offer per set standards Detailed to be available:
calls identifying, salutation knowledge of: e Computer
mentioning, and e Introduce Methods used: e PABX
describing how to him/herse The student machine
receive external If by should be ableto | «  Telephone
telephone calls name explain how to e Log book
Practical e Introduce receive external e  Copies of
demonstration: his/her calls establishment/
Demonstrate the organisati Principles: The service policy
process of on student should be
receiving external e  Offer for able to explain
telephone calls to the principles
students in the service involved in
class/workshop e Record receiving external
Practical work: the calls
Guide the students message Theories: The
to practise in detail student should
receiving external e Read explain
telephone calls back the importance of
while handling message avoiding slangs
tools and for and jargons in
equipment safely correctnes telephone
S co_nversations_
e Thank the Circumstantial
caller knowledge:

60




: Assessment Criteria Training
Module Title S Suggested .
. Unit Title . - Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) (e . Activities) Learning 99 Periods per Unit
Competencies) M Resources
ethods
e Close the Detailed
call knowledge
about:
Telephone
etiquettes
(c) Making Brainstorming: The student should | Transferring calls | Knowledge The following tools
transferring | Guide the students | be able to: conform to evidence: and machines are
calls in defining, e Handle an | establishment set Detailed to be available:
identifying, active call | standards knowledge of: e  Computer
mentioning, and online Methods used: e PABX
describing how to e Placea The student machine
transfer calls transfer should be able to e Telephone
Practical button explain how to e Log book
demonstration: e Entera transfer calls e  Copies of
Demonstrate the requested Principles: The establishment/
process of telephone student should be service policy
transferring calls extension able to explain
to students in the number principles
class/workshop e Hang involved in
Practical work: down the transferring calls
Guide the students telephone Theories: The
to practise student should be
transferring calls able to explain the
while handling importance of
tools and proper transferring
equipment safely of calls
Circumstantial
knowledge:
Detailed
knowledge
about: Telephone
etiquette
3.3 Recording (@) Recording Brainstorming: The student should | Telephone calls Knowledge The following tools | 75
and charging telephone Guide the students | be able to record recorded as per evidence: and machines are
telephone calls calls in defining, the following establishment Detailed to be available:
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Eler_ngr?ts (Learning Teach!ng and Sugaested Nur_nber of .
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
identifying, information: standards knowledge of: e Computer
mentioning, and o Name of the Methods used: e PABX
describing how to person The student machine
record telephone requesting should be able to e Telephone
calls the call explain various e Log book

Practical
demonstration:
Demonstrate the
process of
recording
telephone calls to
students in the
class/workshop
Practical work:
Guide the students
to practise
recording
telephone calls
while handling
tools and
equipment safely

o Telephone
number to be
dialled

o Call start
time
Call end time

e Duration of
the call

e Purpose of
the call (for
internal calls
only)

e Name of the
operator who
facilitated the
call

ways of recording
telephone calls
Principles: The
student should be
able to explain
principles
involved in
recording
telephone calls
Theories: The
student should be
able to explain
contents of the
telephone register
book
Circumstantial

e Signature of knowledge:
the telephone Detailed
about:
Computation of
call rates
(b) Charging Brainstorming: The student should | Telephone calls Knowledge The following tools
telephone Guide the students | be able to: charged as per evidence: and machines are
calls in defining, e Fillinthe establishment Detailed to be available:
identifying, following standards knowledge of: e Computer
mentioning, and information: Methods used: e PABX
describinghowto | o Name of the The student machine
charge telephone person should be ableto | «  Telephone
calls requesting explain various e Log book
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) M Resources
ethods
Practical the call ways of charging e Calculator
demonstration: o Telephone telephone calls e Telephone
Demonstrate the number to be Principles: The tariffs
process of dialled student should be | «  Copies of
charging telephone | o Call start able to explain establishment/
calls to students in time principles service policy
the class/workshop | o Call end time involved in
Practical work: o Duration of charging
Guide the students the call telephone calls
to practise o Purpose of Theories: The
charging telephone the call (for student should be
calls while internal calls able to explain
handling tools and only) reasons for
equipment safely o Name of the charging
operator who telephone calls
facilitated the Circumstantial
call knowledge:
o Signature of Detailed
the telephone knowledge
operator About:
e Charge the Computation of
call call rates
e  Give receipt
4.0 Perform 4.1 Receiving (a) Handling Brainstorming: The student should | Computer set Knowledge The following tools | 270
reservation and record computer Guide the students | be able to: handled as per evidence: and equipment are
activities reservation set in defining, e Install standards Detailed to be available:
identifying, antivirus knowledge of: e Computer
mentioning, and software Methods used: e Printer
describing how to e Perform The student e UPS
handle computer regular shouldbeableto | 4  scanner
set software explain e Flash
Practical updates procedures for drives/external
Practical e Run maintaining hard drives
demonstration: computer computer « Digital
Demonstrate the maintena Principles: The PowerPoint
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c (e . Activities) Learning 99 Periods per Unit
ompetencies) M Resources
ethods
process of nce student should be projectors
handling computer e Backup able to explain e Digital camera
set to students in files principles e Tablets/smartp
the class/workshop e Keep involved in hones
Practical work: your scanning virus e Room key
Guide the students keyboard Theories: The card reader
to practise crumb- student shouldbe | o Magnetic card
handling computer free able to explain the reader
sets while handling e Wipe the importance of e Hotel
tools and screen proper handling of operating
equipment safely e Remove computers software
dust from Detailed
vents and knowledge
fans about:
e Usea Using Equipment
surge Operations
protector Manuals
(b) Handling Brainstorming: The student should | Printer is handled | Knowledge The following tools
printer Guide the students | be able to: as per standards evidence: and equipment are
in defining, Handling/operati Detailed to be available:
identifying, ng a printer knowledge of: e  Computer set
mentioning, and e Plugit Methods used: e  Printer
describing how to into a The student e UPS
handle printers computer shouldbe ableto | o Flash
Practical or explain drives/external
demonstration: smartpho procedures for hard drives
Demonstrate the ne. It will handling printer.
process of connect Principles: The
handling printers automatic student should be
to students in the ally. Your able to explain
class/workshop personal principles
Practical work: computer involved in
Guide the students (PC) will scanning and
to handle printer download caring for the
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Assessment Criteria

. Training
Module Title S Suggested .
(Main Ui T-:ct.le Elements (Learning | Teaching and REEITEIEnE Number of
Competence) (e 1¢ Activities) Learning STTEESTER Periods per Unit
Competencies) Methods Resources
while handling the right printer
tools and drivers Theories: The
equipment safely and you student should be
can use it able to explain the
immediat importance of
ely proper handling of
e Load printer
pieces of Detailed
paper into knowledge
a paper about:
tray Using operational
e Select manuals
start
button
e Select
settings
e Insertthe
number
of copies
and press
OK
e Switch it
off
(c) Handling Brainstorming: The student should | Photocopy Knowledge The following tools
photocopy Guide the students | be able to: machine handled evidence: and equipment are
machine in defining, In handling a and cared as per Detailed to be available:
identifying, photocopy set standards knowledge of: e  Photocopy
mentioning, and machine Methods used: machine
describing how to e Turnon The student e Photocopy
handle photocopy the should be able to toner
machine photocopi explain e Photocopy
Practical er procedures for pieces of
demonstration: e Letthe handling paper
Demonstrate the photocopi photo_copy e Electrical
process of er warm- machine extension
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
handling the up Theories: The cable
photocopy e Place student should be e  Photocopy
machine to your able to explain the machine
students in the document importance of cover
class/workshop on the proper handling of
Practical work: photocopi photocopy
Guide the students er machine
to practise e Choose Detailed
handling the knowledge
photocopy number about:
machines while of copies Using operational
handling tools and e Choose manuals
equipment safely the colour
preferenc
es
e Choose
the paper
size
e  Press the
copy
button
In caring for a
photocopy
machine
e Readthe
instructio
n manual
e Clean the
glass
e Remove
dust from
inside too
e Do not
forget
about ink
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

cartridge
head
e Maintain
the paper
rollers
e Usethe
right
paper and
parts
e Clean the
drum
In caring and
maintenance of
printer
o Always
keep the
printer
clean
e Turn off
the
printer
when not
in use
e Do not
overprint
o  Usethe
correct
and
recomme
nded ink
cartridges
e Check
and
replace
ink before
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
it runs out
(d) Receiving Discussion: The student should | Receiving and Knowledge The following tools
and Guide students to | be able to use recording evidence: and equipment are
recording make extended telephone and reservation by Detailed to be available:
reservations | conversation about | receive and record: | telephone conform | knowledge of: e Computer
using receiving and e Guest to establishment Methods used: e Printer
telephone recording name, set standards The student e Photocopy
reservations using preferably should be able to machine
telephone three explain the e  Scanner
Practical names process of e Reservatio
demonstration: and receiving and n diary
Demonstrate the his/her recording e Reservatio
process of title reservations using n chart
receiving and e Contact telephone e  Room
recording details — Principles: The rates sheet
reservations using telephone students should be e Room
telephone to number able to explain L
; el - availabilit
students in the email, principles y chart
class/workshop postal involved in e Pencil
Practical work: address, recording and
Guide the students and receiving o Pen
to practise physical reservations using
receiving and address telephone
recording e Company Theories: The
reservations using ’S student should be
telephone while Jagent’s able to explain the
handling tools and name importance of
equipment safely e Room recording and
type recording .
requested reservations using
e Number telephone
of rooms Circumstantial
requested knowledge:
e Number Detailed
of guests knowledge
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods
per room about:
(single/do Reservations
uble/triple operating software
)
e Arrival
date
e Departure
date
e Arrival
time
e  Methods
of
payment
e Nationalit
y
e Room
rate
agreed
e Special
requests
if any
(e) Receiving Discussion: The student should | Reservations by Knowledge The following tools
and Guide students to be able to: email and hotel evidence: and equipment are
recording make extended e Receive websites received Detailed to be available:
reservations | conversation about emails and recorded as knowledge of: e Computer
by email receiving and from per establishments | Methods used: e Printer
and hotel recording guests standards The student e Internet
websites reservations by requestin should be able to service
email and hotel g rooms explain how to e  Establishment
websites with their receive and record website
Practical desired reservations by e Telephone
demonstration: dates, email and hotel
Demonstrate the room websites «  Photocopy
process of type, and Principles: The machine
receiving and any student should be
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. Assessment Criteria Training
Module Title N Suggested .
. Unit Title . - Requirements/
(Main o Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) Resources
Methods
recording special able to explain e  Scanner
reservations by requests principles e Reservation
email and hotel e Confirm involved in form
websites to the receiving and e Files
students in the booking recording o Filetray
class/workshop with the reservations by
Practical work: guest email and hotel
Guide the students e Send the websites
to practise guest Theories: The
receiving and confirmat student should be
recording ion with able to explain
reservations by details importance of
email and hotel about the receiving and
websites while booking recording

handling tools and
equipment safely

reservations by
email and hotel
websites
Circumstantial
knowledge:
Detailed
knowledge
about:
Reservations
operating software

() Receiving
and
recording
reservations
using
Global
Distribution
System
(GDS) and
Central
Reservation

Discussion:
Guide students to
make extended
conversation about
receiving and
recording
reservations using
GDS and CRS
Practical
demonstration:
Demonstrate the

The student should
be able to:

e Loginto
GDS
account

e Check for
new
reservatio
ns made

e Update
the PMS

Reservations by
GDS (Global
Distribution
System) and CRS
(Central
Reservation
System) received
and recorded as
per set standards

Knowledge
evidence:
Detailed
knowledge of:
Methods used:
The student
should be able to
explain how to
receive and record
reservations using
GDS and CRS

The following tools
and equipment are
to be available:

o Computer

e  Printer

e Internet
service

e Establishment
website

e  Telephone

e  Printer
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main e Elements (Learning | Teaching and Number of
(Specific o - Suggested . .
Competence) . Activities) Learning Periods per Unit
Competencies) Resources
Methods
System process of (hotel Principles: The e Photocopy
(CRS) receiving and software) student should be machine
recording able to explain e Scanner
reservations using principles e Reservation
GDS and CRS to involved in form
students in the receiving and e Files
class/workshop recording o Filetray
Field trips and reservations using
industrial tour: GDS and CRS

Lead the students
to visita
hotel/establishmen
t in order to learn
about receiving

Theories: The
student should
explain
importance of
receiving and

and recording recording
reservations using reservations using
GDS and CRS by GDS and CRS
observing the Circumstantial
operations and knowledge:
interacting with Detailed
professionals knowledge
Practical work: about:
Guide the students e Global
to practise Distributi
receiving and on
recording Systems (
reservations using GDS)
GDS and CRS e Central
while handling Reservati
tools and on
equipment safely System
(CRS)
(9) Receiving Discussion: The student should | Block/allotment Knowledge The following tools
and Guide students to be able to: booking received evidence: and equipment are
recording make extended e  Access and recorded as Detailed to be available:
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) c P . Activities) Learning 99 Periods per Unit
ompetencies) Methods Resources
block/allot | conversation about the group | per standards knowledge of: e Computer
ment receiving and profile to Methods used: e Printer
bookings recording create the The student e Internet
block/allotment allotment should be able to service
bookings block explain how to o Telephone
Practical Set receive and record | 4  Pprinter
demonstration: allotment block allotment «  Photocopy
Demonstrate the block bookings machine
process of name and Principles: The e Scanner
receiving and status student should be e Reservation
recording Set able to explain the form
block/allotment allotment principles .
bookings to block involved in *  Room tariffs
students in the rates and receiving and * Files
class/workshop availabilit recording block » Filetray
Field Trips and y allotment
industrial tour: Add bookings
Lead students to allotment Theories: The
visit a block students should be
hotel/establishmen dates able to explain

t to learn about
receiving and
recording
block/allotment
bookings by
observing the
operations and
interacting with
professionals
Practical work:
Guide the students
to practise
receiving and
recording
block/allotment

importance of
block allotment
bookings to hotels
Circumstantial
knowledge:
Detailed
knowledge
about:
Reservation
system
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

bookings while
handling tools and
equipment safely

(h) Receiving Discussion: The student should | Group reservations | Knowledge The following tools
and Guide students to be able to: received and evidence: and equipment are
recording make extended e  Gather recorded as per Detailed to be available:
group conversation about basic standards knowledge of: e Computer
reservations | receiving and details Methods used: e Printer

recording group (date, The student e Internet
reservations group should be able to service
Practical size, explain how to e Establishment
demonstration: purpose) receive and record website
Demonstrate the e Confirm group reservations | Telephone
process of specific Principles: The e  Printer
receiving and needs student should be «  Photocopy
recording group (rooms, able to explain machine
reservations to food principles

: g : . e  Scanner
students in the facilities) involved in e Reservation
class/workshop e Clarify receiving and form
Field trips and pricing, recording group Fil
industrial tour: payment, reservations e res
Lead students to and Theories: The * Filetray
visit a cancellati student should be
hotel/establishmen on able to explain
t to learn about policies importance of
receiving and e Securea recording group
recording group deposit or reservations
reservations by confirmat Circumstantial
observing the ion knowledge:
operations and e Reconfir Detailed
interacting with m details knowledge
professionals and final about:
Practical work: headcount Reservations
Guide the students e Coordinat operating software
to practise e logistics

73




Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) Methods Resources
receiving and with
recording group internal
reservations while teams
handling tools and
equipment safely
(i) Receiving Discussion: The student should | Reservations Knowledge The following tools
and Guide students to be able to record: received and evidence: and equipment are
recording make extended e Guest recorded in Detailed to be available:
reservations | conversation about name, manually as per set | knowledge of: e  Computer
manually receiving and preferably | standards Methods used: e Printer
recording three The student e Internet
reservations names should be able to service
manually and explain how e Telephone
Practical his/her receive and record | 4  printer
demonstration: title reservations «  Photocopy
Demonstrate the e Contact manually machine
process of details — Principles: The e Scanner
receiving and telephone student should be e Reservation
recording number, able to explain formm
reservations email, principles .
manually to postal involved in ¢ (Ij?_eservatlon
students in the address receiving and lary .
class/workshop and recording * Reservation
Practical work: physical reservations chart
Guide the students address manually * Room rates
to practise e Company Theories: The Sheet
receiving and s student should be | ¢ Room
recording Jagent’s able to explain availability
reservations name importance of chartl
manually while e Room receiving and  Pencil and
handling tools and type recording eraser
equipment safely requested reservations e Pen
e Number manually e Box files
of rooms Circumstantial e Folders
requested knowledge:
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Assessment Criteria

. Trainin
Module Title Unit Title | Suggested Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning uggeste Periods per Unit
Competencies) M Resources
ethods
e Number Detailed
of guests knowledge
per room about:
(Single/ Reservations
double/ operating software
triple etc.)
e Arrival
date
e Departure
date
e Arrival
time
e Methods
of
payment
e Room
rate
agreed
e Special
requests
if any
(i) Receiving Discussion: The student should | Reservations Knowledge The following tools
and Guide students to be able to enter the | received and evidence: and equipment are
recording make extended following details recorded in Detailed to be available:
reservations | conversation about | into the automated | automation system | knowledge of: e Computer
in an receiving and system: as per set Methods used: e  Printer
automated recording e Guest’s standards The student e Internet
system reservations in an name should be able to service
automated system preferably explain how to e Telephone
Practical three receive and record | 4 Pprinter
demonstration: names reservations in o  Property
Demonstrate the and automated system Management
process of his/her Principles: The System (PMS)
receiving and title student should be | | Photocopy
recording e Contact able to explain
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (e 1¢ Activities) Learning ugges Periods per Unit
Competencies) M Resources
ethods

reservations in an details — principles involve machine
automated system telephone in receiving and e  Scanner
to students in the number, recording e Pencil and
class/workshop email, reservations in eraser
Practical work: postal automated system | ¢  Pen
Guide the students address, Theories: The e Box files
to practise physical student should e Folders
receiving and address explain
recording Company importance of
reservations in an ’s/agent’s recording
automated system name reservations using
while handling Room automated process
tools and type Circumstantial
equipment safely requested knowledge:

Number Detailed

of rooms knowledge

requested about:

Number Reservations

of guests operating software

per room

(single/do

uble/triple

and

others)

Arrival

date

Departure

date

Arrival

time

Methods

of

payment

Room

rate
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main e Elements (Learning | Teaching and Number of
(Specific A . Suggested : .
Competence) . Activities) Learning Periods per Unit
Competencies) Methods Resources
agreed
e  Special
requests
if any
4.2 Performing (@ Confirming | Discussion: The student should | Reservations Knowledge The following tools | 150
reservation reservations | Guide students to be able to: confirmed as per evidence: and equipment are
maintenance make extended In confirming establishments Detailed to be available:
activities conversation about | individual standards knowledge of: e  Computer
confirming reservations Methods used: e Printer
reservations e Picka The student e Internet
Practical correct should be able to service
demonstration: reservatio explain how to e Telephone
Demonstrate the nto pe conflrm_ e  Printer
process of confirmed reservations «  Photocopy
confirming e Reconfir Principles: The machine
reservations m all student should be e Scanner
to students in the details on able to explain e Reservation
class/workshop reservatio principles form
Practical work: n sheet involved in .
Guide the students e Confirm confirming * (Ij?_eservatlon
to practise and reservations ary
confirming generate Theories: The * Reservation
reservations while confirmat student should be chart
handling tools and ion able to explain e Room
equipment safely number reasons for %g'r![ab'“ty
. sending :
gf)?:ﬁfnem confirmation letter | ¢  Pencil and
s from to guests eraser
tentative Circumstantial Pen
files to knowledge: Box files
confirmed Detailed o Folders
files knowledge
e Update about: _
room Reservations
availabilit operating
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y chart software.
In confirming
groups and
blocks/allotment
reservations

e Picka
correct
reservatio
n to be
confirmed

e Go
through
the
contract

e Reconfir
m all
details on
the
contract

e Confirm
if the
contract
is signed
and
generate a
confirmat
ion
number

e Move
document
s from
tentative
files to
confirmed
files
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Assessment Criteria

. Training
Module_TltIe Unit Title . Suggegted Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
e Update
room
availabilit
y chart
(b) Amending Discussion: Guide | The student should | Reservations Knowledge The following tools
reservations | students to make be able to: amended as per evidence: and equipment are
extended e Confirm establishment Detailed to be available:
conversation about receipt of | standards knowledge of: e  Computer
amending reservatio Methods used: e Printer
reservations n The student e Internet
Practical amendme should be able to service
demonstration: nt from a explain how to e Telephone
Demonstrate the correct amend e Photocopy
process of booker or reservations machine
amending genuine Principles: The e  Scanner
reservations to source on student should be | | Reservation
students in the behalf of able to explain amendment
class/workshop the principles form
Practical work: booker involved in e Reservation
Guide the students e Group amending diary
to practise and block reservations .
amending booking Theories: The ¢ Rr:aservatlon
reservations while amendme student should be chart
handling tools and ntin able to explain ¢ Roqm -
equipment safely writing reasons for axallablllty
e Takeand sending chart
record all confirmation e Penciland
amendme letters to guests eraser
nts Circumstantial Pen
correctly knowledge: Box files
to avoid Detailed e Folders
overbooki knowledge
ng about:
e  Updated Reservations
reservatio operating software
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (Sld ¢ Activities) Learning uggeste Periods per Unit
Competencies) Methods Resources
n
availabilit
y chart
correctly
(c) Cancelling Discussion: The student should | Reservations nowledge The following tools
reservations | Guide students to be able to: cancelled as per evidence: and equipment are
make extended e Check the | establishment Detailed to be available:
conversation about Reservati | standards knowledge of: e Computer
cancelling on Methods used: e Printer
reservations Details: The student e Internet
Erac':!ca: Note key sho?lq bhe ablte to service
dgr?"ncolrfsa}cration' details gzﬁc?alln e »  Telephone
Demonstrate th.e like the reservations ® Photocopy
; machine
process of reservatio Principles: The |, scanmer
cancelling n number, student should e Reservation
reservations date, and explain principles cancellation
to students in the cancellati involved in form
class/workshop on policy. cancelling «  Reservation
Practical work: ) reservations diar
Guide the students * Review Theories: The y
to practise the student should * Reservation
cancelling Cancellati explain reasons chart
reservations while on Policy: for sending ¢ Roqm -
handling tools and Look for cancellation letters availability
equipment safely refund to guests chart
eligibility Circumstantial * Pencil and
knowledge: graser
’ . Detailed en
cancellati knowledge Box files
on . about: e Folders
deadlines, Reservations
and operating software
potential
fees.
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Loginto
the
account
used to
make the
reservatio
n and
locate
Your
Reservati
on

Find the
reservatio
n you
wish to
cancel.

Confirm
your
intent to
cancel
and
review
any
charges
or
refunds.

Cancel
the
reservatio
n
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Assessment Criteria

. Trainin
Module_TltIe Unit Title . Suggegted Requiremegnts/
(Main ifi Elements (Learning | Teaching and S ted Number of
Competence) (Sld ¢ Activities) Learning ugges Periods per Unit
Competencies) Methods Resources
e Savethe
Cancellati
on details
e Contact
and
inform
the
customer
about the
cancellati
on
(d) Filing Discussion: The student should | Reservations felt Knowledge The following tools
reservations | Guide students to be able to: as per evidence: and equipment are
make extended e Collect establishments Detailed to be available:
conversation about worked- | standards knowledge of: e  Computer
filing reservations. out Methods used: e Printer
Practical (complete The student e Internet
demonstration: d) should be able to service
Demonstrate the reservatio explainhow to file | ¢ Telephone
process _of filing n forms res_erv_atlons e Photocopy
reservatlt_)ns to and sort Principles: The machine
students in the them . student shoul_d be |, Scanner
class/workshop according able to explain «  Filing cabinet
Practical work: to status principles -
a ' P e Box files
Guide the students e Dateor involved in filing e Folders
to practise filing stamp the reservations
reservations while complete Theories: The * Separators
handling tools and d student should be | ®  Staplers
equipment safely reservatio able to explain e Paper clips
n forms reasons for filing | ® Stamp pads
according reservations e Stamps
ly alphabetically
e Staple Circumstantial
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Module Title
(Main
Competence)

Unit Title
(Specific
Competencies)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Training
Requirements/
Suggested
Resources

Number of
Periods per Unit

reservatio
n
document
S

e Punch the
reservatio
n forms
ready for
filing

e File
reservatio
n
document
s that
need to be
filed in
box files

e Putor
insert
files in
the filing
cabinet
according
to filing
procedure

date/mont
hlyear,
etc.

knowledge:
Detailed
knowledge
about:
Reservations
operating software

(e) Dealing
with no-
show
bookings

Discussion:

Guide students to
make extended
conversation about
dealing with no-
show bookings

The student should
be able to:

e Givea
grace
period
based on

No-show booking
dealt with as per
establishments
standards

Knowledge
evidence:
Detailed
knowledge of:
Methods used:
The student

The following tools
and equipment are
to be available:

e Computer

e  Printer

e Internet
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Assessment Criteria

. Training
Module Title Unit Title | Suggested Requirements/
(Main (Specific Elements (Learning | Teaching and Sugaested Number of
Competence) P . Activities) Learning 99 Periods per Unit
Competencies) Methods Resources
Practical the should be able to service
demonstration: establish explain how to e Telephone
Demonstrate the ment deal with no-show | ¢  Photocopy
process of dealing policy bookings machine
with no-show Attempt Principles: The e  Scanner
bookings to to reach student should be | o Property
students in the the able to explain operating
class/workshop customer principles system
Practical work: via phone involved in e Reservation
Guide the students or email handling no-show diary
to practise dealing to bookings e Reservation
with no-show confirm if Theories: The chart
bookings while they are student shouldbe | = o0
handling tools and delayed able to explain availability
equipment safely or unable importance of chart
to attend controlling no- .
Record show bookings in ° Efans?rl and
the hotels P
booking Circumstantial | * "
as a no- knowledge: * Box files
show in Detailed o Folders
the knowledge e Files
System if about: [ File tray
there is Reservations
no operating software
response
or update
is
received
Charge
any
applicable
no-show
fees or
retain
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deposits
per
establish

ment
cancellati
on policy
Update
availabilit
yto
accommo
date
walk-ins
or last-
minute
bookings
Send a
polite
message
that
acknowle
dges the
missed
booking
Provide
details of
any
charges
and, if
applicable
, offer
options to
reschedul
e booking
Keep a
log of no-
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shows for

tracking
purposes

86



87



Form Two

Table 4: Detailed Contents for Form Two
Module - Assessment Criteria Training Numbe
Title Unit Title — ;
(Main (Specific EIements Suggested Underpinning Knowledge Requirements/ r<_)f
Competenc | Competence ,(AIE(:?\:H:QS% Le-a[rer?iiz;rl]\g/]ljtﬂ(cj) ds Process Product/Service ;‘éggﬁ?éig Psege(s)rd
€) S) Assessment Assessment Unit
1.0 11 (@) Arrangin | Discussion: The student Tables, sideboards | Knowledge evidence: The following 53
Providing Preparing g tables, | Guide students to should be able and buffet tables Detailed knowledge of: utensils, tools
basic food restaurant sideboard | make extended to: arranged for Methods used: and equipment
and for service sand conversation about | ¢  Check services conform The student should be able to are to be
beverage buffet arranging tables, restaurant to establishment explain different methods of: available:
services tables sideboards and furniture for | standards o Arranging tables ¢ Restaurant
buffet tables cleanliness e Arranging sideboards tables
Practical and safety o Arranging buffet tables e Restaurant
demonstration: e Check Principles: The student should chairs
Demonstrate reservation be able to explain procedures « Side tables
process of list or involved in e Crockeries
a_rranging tables, consult the ¢ Arranging tables e Cutlery
sideboards and supervisor e Arranging sideboards e Linen
buffet tables to for special * Arranging buffet tables o Glassware
students in a table and Theories: The student should
restaurant seating explain the importance of
Practical work: arrangement e Arranging tables
gup;?:ctt?:estudents ; . ¢ e Arranging sideboards
arranging tables * ch"”SpeC e Arranging buffet tables
sideboards and ' restaurant Circgmstantial knowledge.:
buffet tables area and Detailed knowledge about:
table o Standards of safety and
settings for hygiene in food service
d areas
cleanliness

o Standard operating procedures
on restaurant set up
e Space maximization through
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Module

v A Assessment Criteria Training Numbe
(Main (Specific EIements Sughgested . Underpinning Knowledge Reqmremer(]jts/ r (_)fd
Competenc | Competence ,&IE(:?VT[:QS) Le-e[?r?i%g;rll\g/]l;rt:o ds Process Product/Service ;2233?225 Pser'é)r
e) S) Assessment Assessment U?ﬂ i
table arrangements
(b) Setting Discussion: The student Tables for Knowledge evidence: The following
up tables | Guide students to should be able continental Detailed knowledge of: utensils, tools
for make extended to: breakfast set for Methods used: The student and equipment
continent | conversation about services conform should be able to explain are to be
al setting up tables for | e  Select to establishment different methods of available:
breakfast | continental necessary standards e Lying table cover e Table
breakfast utensils and e Folding napkin linen
Practical materials for e Table mats
demonstration: laying tables Principles: The student should e Crockery
Demonstrate the e Lay over be able to explain procedures e Cutleries
process of Setting tables involved in ° Glassware
up tables for e Place e Polishing crockeries and o  Ashtrays
g?g;;g;zﬁ!) decorations cutlery e Napkins
StLdents in & and * Arranging crockery and e Condimen
promqtlonal cutleries on a table t containers
restaurant materials on e Laying table cloth e FElower
Practical work: the table Theories: The student should be | yase
Guide the students able to explain the importance of
to practise setting laying table cover as per menu °  Cruetset
up tables for e Table
continental Circumstantial knowledge: number
breakfast Detailed knowledge about:
e Standards of safety and
hygiene in food service areas
o Standard operating procedures
on laying table covers
(c) Setting Brainstorming: The student Tables for table Knowledge evidence: The following
up the Guide the students | should be able d'héte menu Detailed knowledge of: utensils, tools
table for | in defining, to: service set Methods used: The student and equipment
table identifying, conform to should be able to explain are to be
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d'héte mentioning, and e Select establishment different methods of available:
menu describing setting necessary standards e Lying table cover for e Table
up the table for utensils and different table d'hdte menu linen
table d'h6te menu materials for e Folding napkin e Table
Practical laying tables mats.
demonstration: e Layover Principles: The student should e Crockery
Demonstrate the tables be able to explain procedures e Cutleries
process of setting e Place involved in e Glassware
up tables for table decorations e Polishing crockeries and o  Ashtrays
d’hote menu to and cutlery e Napkins
students in a promotional e Arranging crockery and e Condimen
restaurant materials on cutleries on a table t containers
Practical activity: the table e Laying table cloth e Flower
Organise the Theories: The student should be | yase
;trli)ﬁ)nst?c;npz?;g::n able to explain the importance of | o cpuet set
activities on setting laying table cover as per menu Table number
up the table for Circumstantial knowledge:
table d'hote menu Detailed knowledge about:
¢ Standards of safety and
hygiene in food service areas
o Standard operating procedures
on laying table covers
(d) Setting Brainstorming: The student Tables for table Knowledge evidence: The following
up tables | Guide the students | should be able d'héte menu Detailed knowledge of: utensils, tools
forala in defining, to: services set Methods used: The student and equipment
carte identifying, o Select conform to should be able to explain are to be
menu mentioning, and necessary establishment different methods of available:
describing setting utensils and | standards e Lying table cover for e Table
up tables for a la materials for different table d'hdte menu linen
carte menu. laying tables e Folding napkin e Table mats
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Practical Lay over Principles: The student should e Crockery
demonstration: tables be able to explain procedures e Cutleries
Demonstrate the Place involved in e Glassware
process of setting decorations e  Polishing crockeries and e Ashtrays
up tables for table a and cutlery e Napkins
la carte menu to promotional e Arranging crockery and e Condimen
students in a materials on cutleries on a table t containers
restaurant the table e Laying table cloth e Flower
Practical work: Theories: The student should be | /3¢
Guide the stud_ents able to explain the importance of | o cryet set
to practise setting e Laying table e Table
up tables for a la cover for a la number

carte menu

carte menu

e  Adjusting covers
as per food items
ordered

Circumstantial knowledge:

Detailed knowledge about:

o Standards of safety and
hygiene in food service
areas

. Standard operating
procedures on laying table
COvers
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2.2 Taking (@) Taking Discussion: The student Food orders taken | Knowledge evidence: The following 180
food and food Guide students to should be able conform to Detailed knowledge of: utensils, tools
beverage orders make extended to: establishment Methods used: The student and equipment
orders conversation about standards should be able to explain are to be
taking food orders | e  Welcome a different methods of taking food | available:
Practical guest orders e Food
demonstration: e Escort Principles: The student should menu
Demonstrate the him/her to be able to explain procedures e Order
process of taking table involved in book/captain
food orders to e Sitguest e Receiving guests order book
students in a down e  Sitting down guests e Pen
restaurant e Give e Taking food orders
Role-play: Guide him/her food Theories: The student should be
students in small menu able to explain the importance of
groups to simulate | 4 Take food taking food orders
real-world ) order Circumstantial knowledge:
scenarios on which Detailed knowledge about:
a person is taking o Standards of safety and
food orders to hygiene in food service
develop practical areas
skills . Standard operating
Procedures on taking food
orders
. Upselling of food
(b) Taking Brainstorming: The student Beverage orders Detailed knowledge of: The following
beverage | Guide the students | should be able taken conform to Methods used: The student utensils, tools
orders in defining, to: establishment should be able to explain and equipment
identifying, standards different methods of taking are to be
mentioning, and e Welcomea beverage orders available:
describing taking guest Principles: The student should e Drinks list
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beverage orders e Escort be able to explain procedures e  Wine list
Practical him/her to involved in e Order
demonstration: table e Receiving guests book/captain
Demonstrate the e Sitguest e  Sitting down guests order book
process of taking down e Taking beverage orders e Pen
beverage_orders to | e Give Theories: The student should be
students in a him/her able to explain the importance of
restaurant drinks list e Taking beverage
Role-play: Guide e Give orders
students in _small him/her Circumstantial
groups to simulate wine list knowledge:
real-world _ e Take Detailed knowledge about:
scenarios on which beverage e Standards of safety and
a person is taking order hygiene in food service
beverage orde_rs to e Take wine areas
develop practical order e  Standard operating
skills procedures on taking
beverage orders
o Upselling of beverage
(c) Taking Brainstorming: The student Breakfast orders Knowledge evidence: The following
breakfast | Guide the students | should be able taken conformto | Detailed knowledge of: utensils, tools
orders in defining, to: establishment Methods used: The student and equipment
identifying, standards should be able to explain are to be
mentioning, and o Welcome a different methods of taking available:
describing taking guest breakfast orders e Breakfast
breakfast orders e Escort Principles: The student should Menu
Practical him/her to be able to explain procedures e Hot
demonstration: table involved in beverage list
Demonstrate the e Sitguest e Receiving guests e Order
process of taking down e Sitting down guests book/captain
breakfastordersto | 4  Gjve e Taking breakfast orders order book
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students in a him/her Theories: The student should be e Pen
restaurant breakfast able to explain the importance of
Role-play: Guide menu taking breakfast orders
students in small o Take Circumstantial knowledge:
groups to simulate breakfast Detailed knowledge about:
real-world order . Standards of safety and
scenarios on which hygiene in food service
a person is taking areas
breakfast orders to . Standard operating
develop practical procedures on taking
skills breakfast orders
o Upselling of
food
(d) Taking Discussion: The student Function and Knowledge evidence: The following
function | Guide students to should be able banqueting orders | Detailed knowledge of: utensils, tools
and make extended to: taken conforms to | Methods used: The student and equipment
banquetin | conversation about establishment should be able to explain are to be
gorders | taking functionand | ¢ Receive standards different methods of taking available:
banqueting orders client order function and banqueting orders e Conferenc
Practical e Determine Principles: The student should e package price
demonstration: client needs be able to explain procedures list
Demonstrate the e Discuss involved in taking function and e Food
process of taking menu banqueting orders Menu
function and options Theories: The student should be e Hot
banqueting orders able to explain the importance of |  peverage list
to students in a taking function and banqueting e Diary
restaurant orders Circumstantial e Pen

Role-play: Guide
students in small
groups to simulate
real-world
scenarios on which

knowledge:

Detailed knowledge about:

e Techniques in business
negotiation

e  Standard operating
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a person is taking procedures on function and
function and banqueting orders
banqueting orders e  Upselling of function and
to develop practical banqueting spaces
skills
1.3 Serving (e) Serving Brainstorming: The student Breakfast served Knowledge evidence: The following 150
food breakfast | Guide the students | should be able conforms to Detailed knowledge of: utensils, tools

in defining, to: establishment Method used: The student and equipment
identifying, standards should be able to explain how to | are to be
mentioning, and e Serve serve breakfast available:
describing serving breakfast Principles: The student should e  Crocker
breakfast according to be able to explain procedures ies
Practical the order involved in e Service
demonstration: taken e  Serving breakfast by trays
Show the process guéridon service e Service
of serving breakfast e Serving breakfast by French gears
to students in a service
restaurant. e  Serving breakfast by silver
Role-play: Guide service
students in small e Serving breakfast by platter
groups to simulate service
real—w_orld _ Theories: The student should be
scenarios on which able to explain importance of
aperson Is serving each type of service
breakfastto Circumstantial knowledge:
develop practical Detailed knowledge about:
skills o Breakfast menu knowledge

e Hazard Analysis Critical

Control Point (HACCP)
(f) Servinga | Discussion: The student A la carte menu Knowledge evidence: The following

la carte

Guide students to

should be able

is served to

Detailed knowledge of:

utensils, tools
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menu make extended to: conform to Method used: The student and equipment
conversation about established should be able to explain how to | are to be
serving a la carte e Serve food standards serve a la carte menu available:
menu according to e Crocker
Practical the order Principles: The student should ies
demonstration: taken from a be able to explain the procedures e Service
Demonstrate the la carte involved in serving food ordered trays
process of serving a menu from an a la carte menu e Service
la carte menu to Theories: The student should be gears
students in a able to explain the importance of
restaurant this type of service
Role-play: Guide Circumstantial knowledge:
students in small Detailed knowledge about:
groups to simulate e  Menu knowledge
real-world e Hazard Analysis Critical
scenarios on which Control Point (HACCP)
a person is serving
a la carte menu to
develop practical
skills
(g) Serving Brainstorming: The student Table d’hote menu | Knowledge evidence: The following
table Guide the students | should be able served conforms Detailed knowledge of: utensils, tools
d’héte in defining, to: to establishment Method used: The student and equipment
menu identifying, Serve food standards should be able to explain how to | should be
mentioning, and according to serve food available:
describing serving | table d’hote Principles: The student should e Crocker
table d’hote menu menu be able to explain procedures ies
Practical involved in serving table d’hote e Service
demonstration: menu trays
Demonstrate the Theories: The student should be e Service
process of serving able to explain importance of gears
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table d’hote menu this type of service
to students in a Circumstantial knowledge:
restaurant Detailed knowledge about:
Role-play: Guide e  Menu knowledge
students in small e Hazard Analysis Critical
groups to simulate Control Point (HACCP
real-world
scenarios on which
a person is serving
table d’hdte menu
to develop practical
skills
1.4 Serving (&) Serving Discussion: The student Hot beverages Knowledge evidence: The following 120
beverages hot Guide students to should be able served conforms Detailed knowledge of: utensils, tools
beverage | make extended to: to establishment Method used: The student and equipment
S conversation about standards should be able to explain how to | are to be
serving hot e Serve hot serve hot beverages available:
beverages beverage Principles: The student should e Crocker
Practical according to be able to explain procedures ies
demonstration: the order involved in serving different e Beverag
Demonstrate the taken from types of hot beverages e trays
process of serving beverage list Theories: The student should be
hot beverages to able to explain importance of
students in a serving beverages
restaurant Circumstantial knowledge:
Practical work: Detailed knowledge about:
Guide the students e Hot beverage knowledge
to serve hot e Hazard Analysis Critical
beverages Control Point (HACCP)
(b) Serving Brainstorming: The student Hot drinks served | Knowledge evidence: The following
soft Guide the students | should be able conforms to Detailed knowledge of: utensils, tools
drinks in defining, to: establishment Method used: The student and equipment
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identifying, standards should be able to explain how to | are to be
mentioning, and e  Serve soft serve soft drinks available:
describing serving drinks Principles: The student should e Glassw
soft drinks according to be able to explain procedures are
Practical the order involved in serving different e Beverag
demonstration: taken from types of soft drinks e trays
Demonstrate the beverage list Theories: The student should be
process of serving able to explain importance of
soft drinks to serving soft drinks
students in a Circumstantial knowledge:
restaurant Detailed knowledge about:
Practical work: e  Soft drinks knowledge
Guide the students e Hazard Analysis Critical
to serve soft drinks Control Point (HACCP)
(c) Serving Brainstorming: The student Beers is served to | Knowledge evidence: The following
beer Guide the students | should be able conform to Detailed knowledge of: utensils, tools
in defining, to: establishment Method used: The student and equipment
identifying, standards should be able to explain how to | should be
mentioning, and e  Serve beer serve beer available:
describing serving according to Principles: The student should e Glassw
beer the order be able to explain procedures are
Practical taken from involved in serving different e Beverag
demonstration: beverage list types of beers e trays

Demonstrate the
process of serving
beer to students in
a restaurant
Practical work:
Guide the students
to serve beer

Theories: The student should be

able to explain importance of

serving beer

Circumstantial knowledge:

Detailed knowledge about:

e  Beer knowledge

e Hazard Analysis Critical
Control Point (HACCP)
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(d) Serving Brainstorming: The student Still wines served | Knowledge evidence: The following

still Guide the students | should be able conforms to Deailed knowledge of: utensils, tools

wines in defining, to: establishment Method used: The student and equipment
identifying, standards should be able to explain how to | are to be
mentioning, and e  Serve still serve still wines available:
describing serving wines Principles: The student should e Glassw
still wines according to be able to explain the procedures are

the order involved in serving different e Beverag
Practical taken from types of still wines e trays
demonstration: wine list Theories: The student should be
Demonstrate the able to explain the importance of
process of serving serving still wines
still wines to Circumstantial knowledge:
students in a Detailed knowledge about:
restaurant e  Still wine knowledge
Practical work: e Hazard Analysis Critical
Guide the students Control Point (HACCP)
to serve still wine
(e) Serving Brainstorming: The student Sparkling wines Knowledge evidence: The following

sparkling | Guide the students | should be able served conforms Detailed knowledge of: utensils, tools

wines in defining, to: to establishment Method used: The student and equipment
identifying, e Serve standards should be able to explain how to | are to be
mentioning, and sparkling serve sparkling wines available:
describing serving wines Principles: The student should e Glassw
sparkling wines according to be able to explain the procedures are
Practical the order involved in sparkling wines e Beverag
demonstration: taken from a Theories: The student should be e trays
Demonstrate the wine list able to explain the importance of

process of serving
sparkling wines to
students in a
restaurant

serving sparkling wines
Circumstantial knowledge:
Detailed knowledge about:

e Sparkling wine knowledge
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Practical work: e Hazard Analysis Critical
Guide the students Control Point (HACCP)
to serve sparkling
wines
(f) Serving Discussion: The student Spirits served Knowledge evidence: The following
spirits Guide students to should be able conform to Detailed knowledge of: utensils, tools
make extended to: establishment Method used: The student and equipment
conversations about standards should be able to explain how to | are to be
serving spirits e Serve spirits serve spirits available:
Practical according to Principles: The student should e Glassw
demonstration: the order be able to explain the procedures are
Demonstrate the taken from involved in serving different e Beverag
process of serving the beverage types of spirits e trays
spirits to students list Theories: The student should be
in a restaurant able to explain the importance of
Practical work: serving spirits
Guide the students Circumstantial knowledge:
to serve spirits Detailed knowledge about:
e  Spirits knowledge
e Hazard Analysis Critical
Control Point (HACCP)
2. 2.1 Handling (@) Checking | Brainstorming: The student Individual guests Knowledge evidence: The following 210
Performing | check-in in Guide the students | should be able checked in Detailed knowledge of: utensils, tools
front desk activities individua | in defining, to: service conforms Methods used: and equipment
activities | guests identifying, to establishment The students should be able to are to be
mentioning, and e Receiveand | standards explain how to perform available:
describing greet individual guest check-in e Computer
checking in individual activities e Printer
individual guests guests Principles: The students should | «  Photocopy
Practical warmly be able to explain the principles machine
demonstration: e Identify involved in e Registration
Demonstrate the individual e Registering individual
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process of checking guest needs guests form
in individual guests | ¢  Register e  Opening individual guest e Magnetic
to students individual account card reader
Role-play: Guide guests Theories: The students should e  Guest door
students in small e Receive be able to explain types of guest card reader
groups to simulate payments registrations e Calculator
real-world e Provide Circumstantial knowledge: e Keyorkey
scenarios on which hotel Detailed knowledge about: card
a person is information Room sales techniques e UPS
checking in to guests e Scanner
individual gueststo | ¢  Escort e Pen
glii\ﬁslop practical individual o Registration
gUEStS to cards
rooms e Arrival list
e Guest
account
e Folio tray
e Internet
service
e Hotel
operating
software
(b) Checking | Brainstorming: The student Group guests Knowledge evidence: The following

-in of Guide the students | should be able checked in service | Detailed knowledge of: utensils, tools

group in defining, to: conforms to Methods used: and equipment

guests identifying, establishment The student should be able to are to be
mentioning, and e Receiveand | standards explain how to perform group available:
describing greet group guests check-in activities e  Computer
checking-in of guests Principles: The student should e Printer
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group guests warmly be able to explain principles e Photocopy
Practical e Identify involved in machine
demonstration: group guests e Registering group guests e Registration
Demonstrate the needs e Opening group guest form
process of e Register account e Magnetic
checking-in of guests Theories: The student should be card reader
group guests to e Provide able to explain types of group e Guest door
students group guests guest registrations card reader
Role-play: Guide hotel Circumstantial knowledge: e Calculator
students in small information Detailed knowledge about: e Key or key
groups to simulate | o Escort group Room sales techniques card
real-world guests to ° UPS
scenarios on which rooms e Scanner
a person is
checking in the * Pen .
group guests to * Rooming
develop practical list
skills * Guest
account
e Folio tray
e Internet
service
e Hotel
operating
software
(c) Registeri | Brainstorming: The student Customers Knowledge evidence: The following

ng Guide the students | should be able registered in Detailed knowledge of: utensils, tools
customer | in defining, to: foreign book Methods used: and equipment
sin identifying, conform to The student should be able to are to be
foreigner | mentioning, and e Identify establishment explain how to register available:
book describing foreign standards customers in foreigner book e Computer
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registering guests Principles: The student should e Registration
customers in the e Retrieve be able to explain principles form
foreigner book foreign involved in e Pen
Practical guests e Registering guests e Internet
demonstration: details e  Opening guest account service
Demonstrate the required by Theories: The student shouldbe | ¢  Hotel
pro.cess.of the law able to explain importance of operating
reglsterlng- e Record registering guests in foreigner software
customers in foreign book
foreigner book to guests Circumstantial knowledge:
students details in the Detailed knowledge about:
Activity: foreigner Legal aspects of maintaining
Organise the book data for foreigners’ residing in a
students in small hotel
groups to perform
activities on
registering
customers in
foreigner book
(d) Opening | Brainstorming: The student Guest accounts Knowledge evidence: The following

guest Guide the students | should be able opened and Detailed knowledge of: utensils, tools

accounts | in defining, to: deposits posted Methods used: and equipment

and identifying, conform to The student should explain how | are to be

posting mentioning, and e Receive established to open guest accounts and post | available:

deposits | describing opening payments standards deposits e Computer
guestaccountsand | e  Open guest Principles: The student should | e  Registration
posting deposits accounts explain the principles involved form
Practical e Post in. e Pen
demonstration: deposits and e  Opening guest account e Internet
Demonstrate the produce e Posting deposits service
process of opening receipt Theories: Students should e Hotel
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guest accounts and explain the types of guest operating
posting deposits to accounts software
students Circumstantial knowledge:
Activity: Detailed knowledge about:
Organise students Basic bookkeeping knowledge
in small groups to on double entry
perform activities
on Opening guest
accounts and
posting deposits
(e) Updating | Brainstorming: The student System updated in | Knowledge evidence: The following

systems Guide the students | should be able the computer Detailed knowledge of: utensils, tools

in the in defining, to: conforms to Methods used: and equipment

computer | identifying, e Confirm that | establishment The student should be able to are to be
mentioning, and all details standards explain how to update systems available:
describing updating have been in the computer e Computer
systems in the filled in on Principles: The student should e Registration
computer the be able to explain principles form
Practical registration involved inupdating systems in e Pen
demonstration: card/form the computer e Internet
Demonstrate the e Update the Theories: The student should be service
process of updating system using able to explain the importance of | ,  Hotel
systems in the a computer updating systems in the operating
computer to e Saveall computer software
students updates Circumstantial knowledge:
Activity: Detailed knowledge about:

Organise the
students in small
groups to perform
activities on
updating systems in
the computer

Database maintenance
knowledge
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(F) Scheduli | Discussion: The student Appointment Knowledge evidence: The following
ng, Guide students to should be able calendars Detailed knowledge of: utensils, tools
maintaini | make extended to: maintenance and Methods used: and equipment
ng and conversations about updates conforms | The student should be able to are to be
updating | scheduling, e Perform to establishment explain how to schedule, available:
appointm | maintaining and daily review | standards maintain and update e Computer
ent updating of appointment calendar e Diary
calendar | appointment appointment Principles: The student should e Pen
calendar calendar be able to explain principles e Internet
Practical e Update involved in service
demonstration: appointment e Scheduling appointments e Hotel
Demonstrate the calendar e Maintaining appointment operating
process of regularly calendar software
scheduling, e Setand e Updating appointment
maintaining and adjust calendar
updating reminders of Theories: The student should be

appointment
calendar to students
Activity:
Organise the
students in small
groups to perform
activities on
scheduling,
maintaining and
updating
appointment
calendar

appointment
S

e  Prioritize
flexibility of
appointment
S

e  Schedule
appointment
s fairly to
avoid
overloading
the
appointment
schedule

e Communicat

able to explain the importance of
scheduling, maintaining and
updating appointment calendar
Circumstantial knowledge:
Detailed knowledge about:

e Time management

e  Self-organisation
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e changes as
they happen
2.2 Handling (@) Producin | Discussion: The student Guest check-out Knowledge evidence: The following 210
check-out g and Guide students to should be able performed Detailed knowledge of: utensils, tools
activities presentin | make extended to: conforms to Methods used: and equipment
g invoice | conversations about | ¢  Receive establishment The student should be able to are to be
producing and check-out standards explain how to produce and available:
presenting the requests present invoices e  Computer
invoice e Help guests Principles: The student should e  Printer
Practical with luggage be able to explain the principles | ¢  Hotel
demonstration: e Balance involved in operating
Demonstrate the guest’s e  Producing invoices software
process of handling accounts e  Presenting invoices
check-out activities | ¢  present Theories: The student should be
to students guest’s able to explain types of guest
Role-play: Guide account for invoices
students in small settlement Circumstantial knowledge:
groups to simulate Detailed knowledge about:
real-world e Basic accounting
scenarios on which transactions tallying
a person is
checkingout to
develop practical
skills
(b) Collectin | Discussion: The student Hotel bill Knowledge evidence: The following
g Guide students to should be able settlement Detailed knowledge of: utensils, tools
payment | make extended to: performed Methods used: and equipment
and conversation about | ¢  Collect conforms to The student should be able to are to be
issuing collecting payment payment and | establishment explain how to attend various available:
receipt and issuing receipt produce standards modes of payments e Computer
Practical receipt Principles: The student should | e  Printer
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Module

e P Assessment Criteria Trfaining Numbe
(Main | (Specific - ements N Underpinning Knowledge | - Reguirements/ | of
Competenc | Competence ’&C(:?Vrp[:gg) Lea?r?i%g;rll\g/]l;rt:o ds Process Product/Service RgggS?éZs se;r)le(:)r
e) S) Assessment Assessment Unit
demonstration: e Effect be able to explain principles e Hotel
Demonstrat the banking involved in operating
process of e Wish guest e Receiving payments software
collecting payment safe journey e Issuing receipts e Receipt
and issuing receipt Theories: The student should be book/Electr
activity to students able to explain different modes onic Fiscal
Role-play: Guide of payments Device
students in small Circumstantial knowledge: (EFD)
groups to simulate Detailed knowledge about:
real-world Legal aspect of issuing legal
scenarios_ on which receipts knowledge
a person is
collecting payment
and issuing receipt
activity to develop
practical skills
(c) Updating | Discussion: The student Rooms status Knowledge evidence: The following

room Guide students to should be able updates performed | Detailed knowledge of: utensils, tools
status make extended to: conforms to Methods used: and equipment
conversation about | e  Identify establishment The student should be able to are to be
updating room different standards explain how to update room available:
status types of status e Computer
Practical room status Principles: The student should e Hotel
demonstration: e Change be able to explain principles operating
Demonstrate the room status involved in updating room status software
process of updating Theories: The students should
room status to be able to explain different types
students of room status
Circumstantial knowledge:
Detailed knowledge about:
Rooms inventory control
(d) Creating | Brainstorming: The student Guest history Knowledge evidence: The following
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Module

J L Assessment Criteria Training Numbe
il P Elements Suggested inni Requirements/ r of
([0 (e (Learning Teaching and n Underpinning Knowledge Suggested Period

Competenc. | Competence | Activities) | Learning Methods Process ProductiService Resources | s per
e) S) Assessment Assessment Unit
guest Guide the students | should be able created conforms | Detailed knowledge of: utensils, tools
history in defining, to: to established Methods used: and equipment
identifying, e Retrieve standards The student should be able to are to be
mentioning, and guest explain how to create a guest available:
describing the personal history e Computer
creation of guest information Principles: The students should | ¢  Hotel
history e Retrieve be able to explain the principles operating
Practical guest involved in creating guest software
demonstration: preferences history
Demonstrate the e Retrieve Theories: The student should
process of creating guest be able to explain the
guest history to statistical importance of creating guest
students information history
Practical activity: | o  Track guest Circumstantial knowledge:
Organise the transactions Detailed knowledge about:
students in small e Monitor Database maintenance
groups to create guest knowledge
guest history feedback
e Retrieve
guest loyalty
and
membership
information
e Update
guest history
2.3 (a) Posting Discussion: The student Guest charges Knowledge evidence: The following 150
Controlling guest Guide students to should be able posted into the Detailed knowledge of:- utensils, tools
hotel charges make extended to: guest room Methods used: and equipment
revenue into guest | conversations about | ¢  Receive account conform The student should be able to are to be
room posting guest dockets to establishment explain how to control hotel available:
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Module

S N— Assessment Criteria Trfaining Numbe
(Main (Specific EIements Sughgested . Underpinning Knowledge Reqmremer(;ts/ r (_)fd
Competenc | Competence ,&IE(:?VT[:QS) Le-e[?r?i%g;rll\g/]l;rt:o ds Process Product/Service ;2233?225 Pserlé)r
e) S) Assessment Assessment U% "
account charges into guest from outlet | standards revenue e Telephone
room account cashiers Principles: The student should e Computer
Practical o  Verify guest be able to explain principles e Calculator
demonstration: details on involved in e Outlet
Demonstrate the dockets posting charges from dockets dockets
process of posting against into guest room account e Hotel
guest charges into guest details Theories: The student should be operating
guest room account at the front able to explain the importance of software
to students desk outlet dockets and confirm guest | ,  |hiernet
Practical work: e Post room rates service
Guide the students precisely Circumstantial knowledge:
to post guest outlet Detailed knowledge about:
charges into guest charges in Basic audit knowledge attained
room account while respective from tallying dockets and room
handling tools and guest room rates before posting guest
equipment safely account charges into guest room account
File the dockets
in their
respective pit
files
(b) Posting Discussion: The student Departmental cash | Knowledge evidence: The following
departme | Guide students to should be able and credit posted Detailed knowledge of:- utensils, tools
ntal cash | make extended to: conform to Methods used: and equipment
and conversation about | ¢  Receive establishment The student should explain how | are to be
credits posting cash and standards to post departmental cash and available:
departmental cash credit credits e Computer
and credits reports from Principles: The student should | e  Calculator
Practical sales outlets explain the principles involved | «  OQutlet
demonstration: e Tally hard in. dockets
Demonstrate the cash and e Receiving departmental e Hotel
process of posting credits with cash and credits operating
departmental cash the outlet e Posting departmental cash
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Module

s N Assessment Criteria Trfaining Numbe
(Main (Specific EIements Sughgested . Underpinning Knowledge Reqmremer(;ts/ r (_)fd
Competenc | Competence ,&IE(:?VT[:QS) Le-e[?r?i%g;rll\g/]l;rt:o ds Process Product/Service 22233?225 Pse”gr
e) s) Assessment Assessment U%i ¢
and credits to report and credits Software
students e Post e Converting foreign e internet
Practical work: precisely currencies service
Guide the students outlet cash Theories: The student should
to post and credit in understand the importance of
departmental cash respective tallying transactions before
and credits while outlet posting departmental cash and
handling tools and accounts credits
equipment safely e Establish
discrepancie Circumstantial knowledge:
s, ifany Detailed knowledge about:
e Filethe e Basic guest accounting
report to be e FOREX convention
used by the
night auditor
and cash to
be dropped
at the end of
shift
(c) Producin | Discussion: The student Discrepancy Knowledge evidence: The following
g Guide students to should be able report produced Detailed knowledge of:- utensils, tools
discrepan | make extended to: conforms to Methods used: and equipment
cy report | conversation about | be able to: establishment The student should be able to are to be
producing e Identify | standards explain how to produce available:
discrepancy report types of discrepancy report e Computer
Practical room Principles: The students should | e  Housekeepi
demonstration: statuses be able to explain principles ng rooms
Demonstrate the o Prepare involved in status report
process of discrepa e  Producing discrepancy e Hotel
producing ncy report operating
discrepancy report report e Resolving room software

to students.

discrepancy report
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Module

} - Assessment Criteria Training Numbe
Title Unit Title — ]
) - Elements Suggested Underpinning Knowledge Requirements/ r of
(Main (Specific (Learnin Teaching and PIRES ° Suggested Period
Competenc | Competence Activitiesg) Learnin I\g/llethods PO PIEG e Regs]gurces S per
e) s) g Assessment Assessment U%it
Practical work: e Resolve Theories: The student should be | ¢ Internet
Guide the students room able to explain importance of service
to produce discrepa resolving room discrepancy
discrepancy reports ncies

while handling
tools and
equipment safely

Circumstantial knowledge:
Detailed knowledge about:
Basic auditing knowledge
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24 (d) Calculati | Discussion: The student Calculation of Knowledge evidence: The following 53
Computing ng local Guide students to should be able local currency Detailed knowledge of: utensils, tools
forex currency | make extended to: performed Methods used: and equipment
conversations about conforms to The student should be able to are to be
the process of e Receive establishment explain how to calculate local available:
calculating local local standards currency e Calculator
currency currencies Principles: The student should e Counterfeit
Individual e Check the be able to explain the principles machine
assignment: validity of involved in in calculating local
Assign each local currency
student in the currencies Theories: The student should be
class/workshop able to explain the importance of
tasks on calculation verifying validity of currencies
local currency before accepting them
Circumstantial knowledge:
Detailed knowledge about:
Guest accounting
(e) Calculati | Brainstorming: The student Foreign currency Detailed knowledge of: The following
ng Guide the students | should be able calculations Methods used: utensils, tools
foreign in defining, to: performed The student should be able to and equipment
currency | identifying, e Receive conforms to explain how to compute foreign | are to be
mentioning, and foreign establishment currency available:
describing how to currencies standards Principles: The student should e  Computer
calculate foreign e Check the be able to explain principles e Calculator
currency validity of involved in computing foreign e Counterfeit
Individual foreign currency value machine
assignment: currencies Theories: The student should be | 4 Foreign
Assign each e Effect able to explain importance of Currency
student in the foreign verifying validity of currencies Exchange
class/workshop currencies before accepting them Rate list
tasks on calculation conventions Circumstantial knowledge: e Internet
of foreign currency Detailed knowledge about: service
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e  Guest accounting
FOREX convention

(a) Calculati | Brainstorming: The student Exchange rate Knowledge evidence: The following
ng Guide the students | should be able calculated Detailed knowledge of: utensils, tools
exchange | in defining, to: conforms to Methods used: and equipment
rate identifying, e Receive establishment The student should be able to are to be

mentioning, and foreign standards explain how to compute foreign | available:
describing how to currencies currency e Computer
calculate exchange | ¢  Check the Principles: The student should e Calculator
rates validity of be able to explain the principles | ¢  Counterfeit
Individual currencies involved in machine
assignment: e Effect e Computing exchange rate e Foreign
Assign each foreign value Currency
student in the currencies e Sourcing for forex rates Exchange
class/workshop conventions Theories: Students should be Rate list
tasks on calculation | o  produce able to explain the importance of | ¢  |nternet
of exchange rate receipts verifying validity of currencies service
e Produce before accepting them
FOREX Circumstantial knowledge:
summary Detailed knowledge about:
report e  Guest accounting
e FOREX convention
3. 3.1 Handling (a) Providing | Discussion: The student Information on Knowledge evidence: The following 90
Coordinatin | information informati | Guide students to should be able excursion Detailed knowledge of: utensils, tools
g guest services onon make extended to: activities provided | Methods used: and equipment
services excursion | conversations about conforms to The student should be able to are to be
activities | provision of e Provide establishment explain how to handle available:
information on information | standards information services e Hotel
excursion activities on Principles: The student should brochures
Role-play: Guide excursions explain principles involved in e Telephone
students in small e Provide providing information on e Tourist
groups to simulate information attractions and events destination
real-world on attraction Theories: The student should be information

113




scenarios on which
a person is
providing
information on
excursion activities
to develop practical
skills

Field trips and
industrial tour:
Lead students to
visit a
hotel/company to
exchange
experience on the
provision of
information on
excursion activities

sites

e Provide
information
on events

able to explain importance of
proper handling of information
to guests

Circumstantial knowledge:
Detailed knowledge about
Policies involved in the
provision of information

e Travel
information
brochures

e Theatre
information

(b) Providing
informati
onon
travel
requirem
ents

Discussion:

Guide students to
make extended
conversations about
providing
information on
travel requirements
Role-play: Guide
students in small
groups to simulate
real-world
scenarios on which
a person is
providing
information on
travel requirements

The student
should be able
to:

e Provide
information
on travels
and tours

Information on
travel
requirements
provided conforms
to establishment
standards

Knowledge evidence:

Detailed knowledge of:
Methods used:

The student should be able to
explain how to provide
information on travel
requirements

Principles: The student should
be able to explain the principles
involved in providing
information on travel
requirements

Theories: The student should be
able to explain the importance of
providing proper travel
information to guests

The following
utensils, tools
and equipment

are to be

available:

e Hotel
brochures

e Telephone

e Tourist
destination
information

e Travel
information
brochures
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to develop practical
skills

Circumstantial knowledge:
Detailed knowledge about
Policies involved in the
provision of travel information

(c) Handling | Discussion: The student Airport/surface/fer | Knowledge evidence: The following
airport/su | Guide students to should be able ry transfers Detailed knowledge of: utensils, tools
rface/ferr | make extended to: handled to Methods used: and equipment
y conversations about | e  Receive conform to The student should be able to should be
transfers | handling airport established explain how to handle available:

airport/surface/ferr transfer standards airport/surface/ferry transfer e Telephone
y transfers requests services e Flight
Role-play: Guide e Receive Principles: The student should schedules
students in small ferry be able to explain the principles | o Ferry
groups to simulate transfer involved in handling schedules
real-world requests airport/surface/ferry transfers e Train/buse
scenarios on which | ¢  Receive and Theories: The student should be schedules
a person is effect able to explain the importance of | Travel
handling bus/taxi proper handling of information
airport/surface/ferr transport airport/surface/ferry transfer brochures
y transfers requests services
to develop practical | ¢  Effect the Circumstantial knowledge:
skills transfer Detailed knowledge about
Field trips and requests Policies involved in provision of
industrial tours: airport/surface/ferry transfers
Lead students to services
visit airports/ferry
stations/train
stations in order to
observe operations
and logistics in
handling transfers

3.2 Handling (a) Providing | Discussion: The student Internet services Knowledge evidence: The following 90

business internet Guide students to should be able for guests Detailed knowledge of: utensils, tools
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centre services make extended to: provided to Methods used: and equipment
activities for guests | conversations about | ¢  Receive conform to The student should be able to are to be
provision of internet established explain how to provide internet | available:
internet services for service standards service to guests e Computer
guests requests Principles: The student should e Internet
Practical from guest be able to explain the principles cables
demonstration: e  Access involved in providing internet e Internet
Demonstrate the internet services to guests connectivity
process of documents Theories: The students should
providing internet for guest be able to explain the
services for guests importance of providing internet
to students services to guests
Circumstantial knowledge:
Detailed knowledge about:
e  Privacy related to guests’
information handling
e Internet
(b) Handling | Brainstorming: The student | Secretarial Knowledge evidence: The following
secretaria | Guide the students should be designing handled | Detailed knowledge of: utensils, tools
| in defining, able to: conforms to Methods used: and equipment
designing | identifying, e Download established The student should be able to are to be
mentioning, and documents standards explain how to provide available:
describing handling for guest secretarial designing servicesto | ¢  Computer
secretarial e  Print guests e  Printer
designing documents Principles: The student should e telephone
Practical e Design be able to explain the principles | o  photocopy
demonstration: documents involved in providing secretarial machine
Demonstrate the for guest designing services to guests e  Scanner
process of handling | ¢  Laminate Theories: The student should be | , Laminating
secretarial documents able to explain the importance of machine
designing to for guest prov_ldlng secretarial designing | Binding
stud_er_1ts e Bind se_rvnces to gu_ests machine
Individual documents Circumstantial knowledge: e Internet
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assignment:

for guest

Detailed knowledge about:

services

Assign studentsthe | o Scan e  Privacy related to guest e  Stationery
tasks on handling documents information handling
secretarial for guest e Secretarial designing
designing
(c) Writing Discussion: The student Guest’s Knowledge evidence: The following
the Guide students to should be able documents wrote Detailed knowledge of: utensils, tools
guest’s make extended to: conform to Methods used: and equipment
document | conversations about establishment The student should be able to are to be
S writing the guest’s | e Type guest’s | standards explain how to write guests’ available:
documents document documents Principles: The e Computer
Practical e Printthe student should explain the e Printer
demonstration: guest’s principles involved in writing e Telephone
Demonstrate the document guests’ documents e  Photocopy

process of handling
secretarial
designing to
students

Practical work:
Guide the students
to write the guest’s
documents while
handling tools and
equipment safely

Theories: The students should
explain the importance of
writing the guests’
documentsCircumstantial
knowledge:

Detailed knowledge about:
Privacy related to guests’
information handling

machine
e  Scanner
e Laminating
machine
e Binding
machine
e Internet
services

e  Stationery

117




Table 5: Detailed Contents for Form Three

Form Three

Module Title - Suggested Assessment Criteria » _ Number
. Unit Title . . Training Requirements/ of
(Main (Specific Elements (Learning Teaching and : Underpinning Suggested Resources Periods
Competence) Competences) Activities) Learning Process Assessment | roduct/Service P
Methods Assessment ge per
Unit
1. Preparing | 1.1 Cleaning (&) Preparing a Discussion: The student should be | Guest room Detailed The following tools and 270
and cleaning | guest room guest room Guide students | able to: prepared for knowledge of: | equipment are to be
guest rooms for cleaning to make e Enter the cleaning as per Method used: available:
extended guest room set standards The student e Room cleaning
conversations e Ventilate the should be able check list
about cleaning room to explain how e Pen
guest room e  Check for to prepare a e  Hamper
Practical maintenance guest room for o

demonstration:
Demonstrate the
process of
cleaning guest
room to
students in the
workshop
Practical
work:

Guide the
students in

requirements

e  Check for
pests

e Organise
supplies

cleaning
Principles: The
student should
be able to
explain the
principles of
checking for
pests and
maintenance
requirements
Theories: The

Housekeeping
trolley




Module Title
(Main
Competence)

Unit Title
(Specific
Competences)

Elements (Learning
Activities)

Suggested
Teaching and
Learning
Methods

Assessment Criteria

Process Assessment

Product/Service
Assessment

Underpinning
Knowledge

Training Requirements/
Suggested Resources

Number
of
Periods
per
Unit

cleaning guest

student should

room through be able to
the telephone explain
while handling importance of
tools and organising
equipment supplies
safely Circumstantial
knowledge:
Detailed
knowledge
about:
Arranging
housekeeping
trolley
(b) Cleaning the | Discussion: The student should be | The bathroom Knowledge The following tools and
bathroom Guide students | able to: cleaned conforms | evidence: equipment are to be
to make e Switch on lights | to establishment's | Detailed available:
extended to make the set standards knowledge of: | ¢  Housekeeping trolley

conversations
about cleaning
the bathroom
Brainstorming:
Guide the
students in
defining,
identifying,
mentioning, and
describing how

bathroom visible
Remove used
items like dirty
towels and mats
Flash the WC
using the toilet
cleanser and
leave it for a
while

Method used:
The student
should be able
to explain
different
methods used
to clean the
bathroom
Principles: The
student should

Hamper
Cleaning tools
Cleaning materials
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Assessment Criteria

Number

Module.TltIe Unit Title . Suggested Training Requirements/ of
(Main (Specific Elements (Learning Teaching and ; Underpinning Suggested Resources Periods
Competence) Competences) Activities) Learning Process Assessment | roduct/Service oot
Methods Assessment ge per
Unit
to clean the e  Dust the water be able to
bathroom tap explain
Practical e Clean the vanity principles
demonstration: area, including involved in

Demonstrate the
process of
cleaning the
bathroom to
students in the
workshop
Practical
work:

Guide the
students in
cleaning the
bathroom while
handling tools
and equipment
safely

the sink and
mirror

e Scrub and dry the
shower wall,
clean the soap
dish out of
moisture and dust
the shower head

e Clean the water
closet

removing used
items like dirty
towels and mats
Theories: The
student should
be able to
explain
different types
of surfaces and
cleaning
methods
Circumstantial
knowledge:
Detailed
knowledge:
about:

Using
housekeeping
trolley




Assessment Criteria

Module-TltIe Unit Title Elements Suggested o Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and S el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
(c) Cleaning Brainstorming: The student should be able Furniture and Detailed The following tools and
furniture Guide the students | to: fixtures cleaned | knowledge of: equipment are to be
and in defining, e Select tools and as per Method used: available:
fixtures identifying, materials establishment set | The student should e  Furniture
mentioning, and e Disinfect the high-touch | standards be able to clean e Fixture
describing how to areas furniture and e Upholstery
clean furnitureand | ¢  Clean wooden furniture fixtures
fixtures e Handle upholstery Principles: The
Practical e Clean leather furniture student should be
demonstration: able to explain
Demonstrate the principles involved
process of cleaning in cleaning furniture
furniture and and fixtures
fixtures to students Theories: The
in the workshop student should be
Practical work: able to explain the
Guide the students differences between
in cleaning cleaning furniture
furniture and and cleaning
fixtures while fixtures.
handling tools and Circumstantial
equipment safely knowledge:
Detailed
knowledge: about:
Furniture cleaning
agents
(d) Makin | Lecture: The student should be able The bed made as | Detailed knowledge | The following tools and
g the | Deliver knowledge | to: per set standards | of: equipment are to be
bed about making the e Inspect the mattress for Method used: The available:
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
bed to students in any stains, tears, or student should be e  Mattress
class other damage able to explain e Bed linen
Brainstorming: e Leave the bed on air different methods
Guide the students | e«  Turn or rotate the used to make bed
in defining, mattress Principles: The
identifying, e Spread under blanket or student should be
mentioning, and mattress protector over able to explain the
describing how to the centre of the principles of turning
make the bed mattress and smoothen and rotating the
Practical it out mattress
demonstration: e Spread the first sheet on Theories: The
Demonstrate the the bed accordingly student should be
process of making | Spread the top/second able to explain the
the bed to students sheet reaching the top importance of proper
in the workshop edge of the mattress, the bed making in hotels
Practical work: wrong side up with the Circumstantial
Guide the students middle fold along the knowledge:
in handling centre of the bed Detailed knowledge
complaints through | | Spread the blanket on about:
the te!ephone while top of the sheet and Bed making skills
handling tools and cover it with a third
equipment safely sheet if necessary
e Fluff and insert pillow
(s) into its/their case(s)
and place them on the
bed
e  Push the bed back into
its position
(e) Clea | Discussion: The student should be able Guest room Knowledge The following tools and
ning | Guide students to to: cleaned as per evidence: equipment are to be
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Assessment Criteria

Module Titl i - . Number
odu e. ¢ Unit Title Elements Suggested o Training Requirements/ umbe
(Main o . . Underpinning of
ST (Specific (Learning Teaching and Services el Suggested Resources Periods
iviti i Process Assessment
Competences) Activities) Learning Methods AGEEEETTE S U
guest | make extended e Place Cleaners trolley on | set standards Detailed knowledge | available:
room | conversation about either side of the guest of: e  Cleaner trolley
cleaning guest room Method used: The e Check list
room e Enter in the room (un student should be e Bed linen
Questions and occupied) able to explain e Guest room
answers: e Puton lights, inspect the different methods supplies
Give direct room, establish missing used to clean guest e Cleaning supplies
questions to or damaged items room
students and e Strip off the beddings Principles: The
receive answers on and bathroom linen student should be
maint[aining cl_ean e Clean the bathroom ab_le t_o explain th(:}
and.tldy working o Dust/wipe furniture, principles of making
environment fixtures and fittings the bed
(F;ractlcal N e Make the bed Thgorlesr; Ti;g X
Demonstrattlc;;:. e  Restock bathroom and stbul etnt s olu_ €
rzr:;sr;so:‘acfea: in guest room supplies ?ea:or?se;(fpcignin
P 91, Clean the guest room g
guest room to . bathroom before
. according to type
students in the guestroom
e  Update room status . .
workshop Circumstantial
Practical work: | *  Close the door knowledge:
Guide the students | ®  Clean tools, equipment Detailed knowledge
in cleaning guest and n_mchmes after about:
room while cleaning operation Personal protective
handling tools and equipment (PPE)
equipment safely
1.2 Restocking | (a) Lecture: The student should be able Guest supplies Knowledge The following tools and 90
guest room Replenishing | Deliver knowledge | to: and amenities evidence: equipment are to be
supplies and guest supplies | about replenishing | e«  Gather supplies by replenished Detailed knowledge | available:
amenities and amenities | guest supplies and collecting all necessary conform to the of: e Room keys
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Module Title - Assessment Criteria » . Number
. Unit Title Elements Suggested — Training Requirements/
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and o A Services el Suggested Resources Periods
Competences) Activities) Learning Methods rocess Assessment AR sz Ui
amenities items such as fresh establishment set | Method used: The e  Trash bins
Brainstorming: towels, toiletries, and standards student should be e Guest supplies
Guide the students amenities to restock the able to explain the e Housekeeping
in defining, room procedures involved trolley
identifying, e  Enter the room by in replenishing guest
mentioning, and knocking and supplies and
describing the announcing yourself amenities
meaning of guest e Clear out used items Principles: The
supplies and e Remove used supplies student should be
amenities and dispose of the trash able to explain the
Practical properly: Empty any principle of
demonstration: trash bins in the room replenishing guest
Demonstrate the e Restock basic supplies, supplies and
process of (toiletries, towels, toilet amenities
replenishing guest paper, coffee/tea Theories: The
supplies and supplies, and stationery) student should be
amenities to e Check and restock other able to explain the
students in the amenities (bed linens, importance of
workshop minibar, safety items) making final checks
Practical work: o Make the tidy and clean of the room after
Guide the students | Make final checks, replenishing guest
in replenishing inspect the room and supplies and
guest supplies and verify supplies amenities
amenities while Circumstantial
. e Update room status
handling tools and report knowledge:
equipment safely Detailed knowledge
about:
Safety precautions
when replenishing
guest supplies and
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit

| amenities

(b) Inspecting | Discussion: The student should be able Lost and found Knowledge The following tools and
and Guide students to to: items and evidence: equipment are to be
reporting make extended e Receive found items damages Detailed knowledge | available:
lost and conversation about | e Inspect the items in the inspected and of: e |tem
found inspecting and presence of the security | reported as per Method used: The e Lostitem log
items and reporting lost and personnel set standards student should be book
damages found items and e Document the items able to explain e Lost and found

damages
Practical
demonstration:
Demonstrate the
process of
inspecting and
reporting lost and
found items and
damages to
students in the
workshop

Group Work:
Organise students
in groups and
assign them tasks
on inspecting and
reporting lost and
found items and
damages

Report and notify the
owner

Secure and store the
item

procedures involved
in re-stocking guest
supplies and
amenities
Principles: The
student should be
able to explain the
principle of
inspecting and
reporting lost and
found items and
damages

Theories: The
student should be
able to explain the
importance of
inspecting lost items
in the presence of
security personnel
Circumstantial
knowledge:
Detailed knowledge

report format
e Storage facility
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods

Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
about:Safety
precautions to be
taken in inspecting
lost items
(c) Rest | Discussion: The student should be able Fresh guest Knowledge The following tools and
oring | Guide students to to: supplies and evidence: equipment are to be
fresh | make extended e Inspect and identify the | amenities Detailed knowledge | available:
guest | conversations replacement requirement | restored conform | of: e  Guest supplies
suppl | about restoring of the room to establishment | Method used: The e Guest amenities
ies fresh guest e Collect amenities and set standards student should be e Housekeeping
and supplies and supplies to be able to explain the trolley
amen | amenities replenished procedures involved e  Amenities
ities | Practical e Replenish supplies and in restoring fresh checklist
demonstration: amenities guest supplies and o  Supplies checklist

Demonstrate the
process of
restoring fresh
guest supplies and
amenities to
students in the
workshop

Group Work:
Organise students
in groups and
assign them tasks
on restoring fresh
guest supplies and
amenities

e Replace empty or used
bottles of water with
fresh ones

e Replace linens and
bedding

e  Check and replenish
miscellaneous supplies

e Make the final
inspection

amenities
Principles: The
student should be
able to explain the
principle of restoring
fresh guest supplies
and amenities
Theories: The
student should be
able to explain the
differences between
supplies and
amenities
Circumstantial
knowledge:
Detailed knowledge
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and o A Services el Suggested Resources Periods

Competences) Activities) Learning Methods rocess Assessment PRI Sor U
about:
Guest supplies and
amenities
1.3 Updating (@ Com | Discussion: The student should be able Current and Knowledge The following tools and 60
room status and parin | Guide students to to: previous status evidence: equipment are to be
discrepancy g the | make extended e  Print out room status of the room Detailed knowledge | available:
reports curre | conversations e Inspect cleaned compared as per | of: e Computer
nt about comparing guestrooms establishment set | Method used: The e printer
and the current and e Report ready cleaned standards student should be e Telephone
previ | previous status of rooms by phone or able to explain e RooOm status
ous the room through computer system different ways of forms/sheet
statu | Practical e Prepare room comparing the e In house list
sof | demonstration: discrepancy report currentand previous | o Room discrepancy
the Demonstrate the e Report and follow up on status of the room report forms
room | process of Principles: The

comparing the
current and
previous status of
the room to
students in the
workshop

Group Work:
Organise students
in groups and
assign them tasks
on comparing the
current and
previous status of
the room

maintenance of faults

student should be
able to explain
principles of
comparing the
current and previous
status of the room
Theories: The
student should be
able to to compare
the current and
previous status of
the room
Circumstantial
knowledge:
Detailed knowledge
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods

Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
about:
Report preparation
(b) Repor | Discussion: The student should be able Room Knowledge The following tools and
ting Guide students to to: discrepancy evidence: equipment are to be
room | make extended e  Obtain the most status reported Detailed knowledge | available:
discre | conversationsaswa recent room status as per set of: e Computer
pancy | about reporting report from the standards Method used: The e Printer
status | room discrepancy property student should be e Photocopy
status management able to explain machine
Practical system (PMS) different ways of e Scanner
demonstration: e Collect the updated reporting room status o Property
Demonstrate the housekeeping status to front desk. Management

process of
reporting room
discrepancy status
to students in the
workshop

Group Work:
Organise students
in groups and
assign them tasks
on reporting room
discrepancy status

report

e  Compare the front

office’s room status
with
housekeeping’s
status (e.g., clean,
dirty, inspected)

e Look for

inconsistencies
such as room
cleanliness status

o  Verify guest check-
in and check-out
details in the PMS

e Inspect rooms with
discrepancies to
confirm their actual
status

Principles: The
student should be
able to explain the
principles of
reporting room status
to front desk.
Theories: The
student should be
able to explain
importance of
sharing updated
room status with
front desk
Circumstantial
knowledge:
Detailed knowledge
about:

Report preparation

System (PMS)
e  Telephone

128




Module Title
(Main
Competence)

Unit Title
(Specific
Competences)

Elements
(Learning
Activities)

Suggested
Teaching and
Learning Methods

Assessment Criteria

Process Assessment

Services
Assessment

Underpinning
Knowledge

Training Requirements/
Suggested Resources

Number
of
Periods
per Unit

e Collaborate with
housekeeping and
front desk staff to
determine the cause
of discrepancies

e  Adjust the room
status in the PMS
and housekeeping
system to reflect the
correct status

e Add notes about
any unusual
occurrences

e  Share the report
with relevant teams,
including front
office,
housekeeping, and
management team

(c) Upda
ting
room
statu
S

Discussion:

Guide students to
make extended
conversation about
updating room
status
Brainstorming:
Guide the students
in defining,
identifying,
mentioning, and

The student should be able

to:

Inspect the room for
cleanliness, maintenance
issues, and if it is ready
for the next guest or
occupant

Review previous notes
and look at any notes or
logs from the last time
when the room was

Updated room
status conforms
to establishment
set standards

Knowledge
evidence:

Detailed knowledge
of:

Method used: The
student should be
able to explain how
to update room
status

Principles: The
student should be

The following tools and
equipment are tobe
available:

e  Checklists

e Inspection forms
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
describing the updated able to explain the
process of Notify housekeeping principles of
updating room team if the room status is reporting room
status updated to “Need status to the front
Practical Cleaning” desk
demonstration: Theories: The
Demonstrate the student should be
process of able to explain the
updating room importance of
status to students sharing updated
in the workshop room status with the
Practical work: front desk
Guide the students Circumstantial
in updating room knowledge:
status while Detailed knowledge
handling tools and about:
equipment safely Room statuses
2. Handling 2.1 Handling (@) Handl | Discussion: The student should be able VIP and related | Knowledge The following tools and 180
guest relations guests special ing Guide students to to: amenities evidence: equipment are to be
activities requests VIP make extended e  Assign specific handled as per Detailed knowledge | available:
and conversation about (front office) staff set standards of: e Telephone
relate | handling VIP and to handle the guests Methods used: The e Computer
d related amenities when upon arrival student should be e Special request
ameni | Field trips and e Allocate best rooms able to explain how forms
ties industrial tours: suitable to guests’ to handle VIP and e Log book
Lead students to needs/status related amenities e Laundry forms
visita e  Pre-register the requests e VIP matrix form
hotel/establishment guests waiting for Principles: The e  Food menu
to Iearn about their signatures or student shoul_d be e Beverage menu
handling VIP and e Prepare a separate able to explain e VIP matrix
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
related amenities quick check-in importance of pre-
by observing the preferably in registering VIP guest
operations and theroom prior arrival
interacting with Prepare in-room Theories: The
professionals dining student should be
Group Work: Set a full bar in the able to explain the
Organise students room importance of
in groups and Offer daily special assigning specific
assign them tasks amenities in the (front office) staff to
on handling VIP room (drinks, fruits, handle the VIP
and related etc.) guests upon arrival
amenities Circumstantial
knowledge:
Detailed knowledge
about:
VIP matrix
(b) Hand | Discussion: The student should be able Healthy-related Knowledge The following tools and
ling Guide students to to: issues handled as | evidence: equipment are to be
healt | make extended Administer first aid | per set standards | Detailed knowledge | available:
h- conversation about if required of: e  First aid kit
relate | handling health- Respect the guest’s Methods used: The e Telephone
d related issues privacy and student should be e Transportation
issue | Field trips and minimize able to explain how e Food menu
S industrial tours: disruptions to handle health-
Lead students to Call local related issues

visit a
hotel/establishmen
t to learn about
handling health-
related issues by

emergency services
immediately if the
condition becomes
severe

Organise for an in-

Principles: The
student should be
able to explain
principles involved
in attending the
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
observing the house or on-call guest with special
operations and doctor if the hotel needs
interacting with provides this service Theories: The
professionals Provide information student should be
Role-play: or arrange able to explain the
Guide students in transportation to the importance of
small groups to nearest clinic or offering room
simulate scenarios hospital service to a guest
on which a person Ensure provision of with health-related
is handling health- meals suitable to the problems
related issues guest’s dietary Circumstantial
restrictions knowledge:
Offer room service Detailed knowledge
or other amenities to about:
minimize Special menus
movements
Assist with
transportation if the
guest needs to visit a
medical facility
(c) Hand | Discussion: The student should be able Butler services Knowledge The following tools and
ling Guide students to to: handled as per evidence: equipment are to be
butle | make extended Manage budgets and | establishments Detailed knowledge | available:
r conversation about household expenses | set standards of: e Activity schedule
servi | handling butler Oversee Methods used: The forms
ces | services maintenance and student should be o Telephone
Field trips and repairs able to explain how e Computer
industrial tours: Organise schedules to handle butler e Printer
Lead students to and appointments services. e Photocopy
visita Coordinate events or Principles: The machine
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
hotel/establishmen special occasions student should be
t to learn about e Pack and unpack for able to explain
handling butler travel principles involved
services by e Greet and host in coordinating
observing the guests events or special
operations and e Manage dining occasions
interacting with services and formal Theories: The
professionals settings student should be
Role-play: e Provide concierge- able to explain the
Guide students in style assistance importance of
small groups to e Ensure security and handling butler
simulate scenarios discretion services
on which a person Circumstantial
is handling butler knowledge:
services Detailed knowledge
about:
Event planning
(d) Handl | Brainstorming: The student should be able Dietary requests | Knowledge The following tools and
ing Guide the students | to: handled as per evidence: equipment are to be
dietar | in defining, set standards Detailed knowledge | available:
y identifying, o Identify dietary of: e Food menu
reques | mentioning, and requests from Methods used: The e Special diet
ts describing guests at a very student should be request form
handling dietary initial stage of able to explain how e Pen
requests service by asking to handle dietary e Telephone
Questions and them requests e Buffet counter
answers: e  Write down all Principles: The e Food containers
Give direct details of guests’ student should be e Food labels
questions to dietary able to explain
students and requirements principles involved
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
receive answers on e Communicate all in identifying dietary
handling dietary dietary requests from guests
requests requirements to Theories: The
Individual kitchen, restaurants, student should be
assignment: bar and front office able to explain the
Assign each e Label all food items importance of
student in the on the buffet handling dietary
class/workshop counter using name requests
tasks on handling tags Circumstantial
dietary requests knowledge:
Detailed knowledge
about:
Special menus
(e) Handl | Brainstorming: The student should be able Babysitting Knowledge The following tools and
ing Guide the students | to: requests handled | evidence: equipment are to be
babysi | in defining, e ldentify guest as per set Detailed knowledge | available:
tting identifying, request for baby- standards of: e Babysitting
reques | mentioning, and sitting Methods used: The request form
ts describing how to e Fill in the request student should be e Pen
handle babysitting form with the able to explain how e Pencil

requests
Questions and
answers:

Give direct
questions to
students and
receive answers on
handling
babysitting
requests

following details:
Guest’s/
parent’s name
Parents mobile
number

Room number
Child’s/baby’s
name

Baby’s age
Service start

(0]

to handle babysitting
requests

Principles: The
student should be
able to explain
principles involved
in filling the
babysitting request
form

Theories: The
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
Role-play: time student should be
Guide students in o Service end able to explain the
small groups to time importance of proper
simulate scenarios o Meal time handling of
on which a person Medication babysitting requests
is handling o Special Circumstantial
babysitting instruction knowledge:
requests Rate per hour Detailed knowledge
Total charges about:
Baby-sitter’s Children’s games
name
o Baby-sitter’s
signature
o Guest’s/
Parent’s
signature
() Handl | Brainstorming: The student should be able Guests with Knowledge The following tools and
ing Guide the students | to: special needs evidence: equipment are to be
guests | in defining, Identify type of handled as per Detailed knowledge | available:
with identifying, special need establishedment | of: e Log sheet
specia | mentioning, and Record the need s set standards Methods used: The e Pen
I describing how to Address the need if student should be e Telephone
needs | handle guests with within your able to explain how e List of hotel
special needs capability to handle guest with services
Questions and Communicate the special requests e Listof hotel
answers: special need to Principles: The amenities
Give direct student should be

questions to
students and
receive answers on

respective areas
Make follow-up of
provision of the
guest need

able to explain
principles involved
in attending to guest
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and o A Services el Suggested Resources Periods
Competences) Activities) Learning Methods rocess Assessment AR sz Ui
handling guests prepared report with special needs
with special needs Theories: The
Individual student should be
assignment: able to explain the
Assign each importance of
student in the identifying guest
class/workshop with special needs
tasks on handling during check-in
guests with special Circumstantial
needs knowledge:
Detailed knowledge
about:
Disabled guest
facilities
2.2 Handling (a) Handl | Discussion: The student should be able Lobby area Knowledge The following tools and 120
lobby activities ing Guide students to to: safety and evidence: equipment are to be
lobby | make extended e Identify potential security issues Detailed knowledge | available:
area conversation about safety and security | handled as per of: e Telephone
safety | handling lobby risks such as theft set standards Methods used: e Radio calls
and area safety and in the lobby The student should e  Stationery
securi | security issues e Evaluate high-risk be able to explain e Computer
ty Practical areas like reception how to handle lobby e  Printer
issues | demonstration: desks and entrances area safety issues

Demonstrate the
process of handling
lobby area safety
and security issues
to students in the
workshop
Activity:

e Use key card

systems or staff-
managed access
points to restrict
unauthorized entry

e ldentify suspicious

behaviour

Principles: The
student should be
able to explain the
principles involved
in maintaining safety
in the lobby area
Theories: The
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
Organise the Respond effectively student should be
students in small to emergencies able to explain the
groups to perform Display safety tips importance of
activities on for guests controlling lobby
handling lobby Provide safety activities
area safety and information to Circumstantial
security issues guests at check-in knowledge:
Establish Detailed knowledge
relationships with about
local police, fire Hotel security
departments, and operations
emergency services
(b) Provi | Discussion: The student should be able Public relations- | Knowledge The following tools and
ding | Guide students to to: related issues to | evidence: equipment are to be
publi | make extended Greet guests warmly | guests conform Detailed knowledge | available:
c conversation about and assure them to establishments | of: e Computer
relati | provision of public them that they are set standards Methods used: e Printer
ons- | relations-related there to help The student should e Photocopy
relate | issues to guests Let the guests be able to explain machine
d Practical express their how to provide e  Scanner
issue | demonstration: concern fully public relations- e Internet services
sto Demonstrate the Show empathy and related issues to o Telephone
guest | process of validate their guests
S providing public Principles: The

relations-related
issues to guests in
the workshop
Activity:
Organise the
students in small

feelings or concerns
Create press
releases, social
media posts or blog
articles if needed.
Identify and connect
with relevant

student should be
able to explain
principles involved
in handling public
relations activities in
the lobby
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods

Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
groups to perform journalists and Theories: The
activities on media outlets student should be
provision of public e  Use platforms like able to explain the
relations-related Face Book, X, importance of public
issues to guests Instagram, or others relations to guests
to share news and and hotel
updates with guests Circumstantial
e Coordinate press knowledge:
conferences Detailed knowledge
e Run public relations about:
campaigns Customer care
e  Stay connected with
the guest
3.0 Performing 3.1 Handling () Postin | Discussion: The student should be able Dockets from all | Knowledge The following tools and 90
night auditing departmental g Guide students to to: sales outlets evidence: equipment are to be
sales from docke | make extended e Receive dockets from posted as per Detailed knowledge | available:
outlets ts conversations sales outlets and post establishment of: e Computer
from about posting the same into respective | set standards Methods used: e Printer
all dockets from all accounts The student should e Calculator
sales sales outlets e Post dockets from sales be able to explain e Photocopy machine
outlet | Questions and outlets into respective how to post dockets e  Guest accounts/folio
s answers: departmental accounts from all sales outlets | o k4o tray
Give .direct e Collect cash Principles: The e Hotel operating
questions to transactions student shoul_d be software
studgnts and of posted sales ab.le t.o explaln «  Daily sales
receive answerson | o  produce sales principles involved Summaries

posting dockets
from all sales
outlets
Practical

discrepancy report

in checking
correctness of posted
entries from sales
outlets

e  Stationery
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
demonstration: Theories: The
Demonstrate the student should be
process of posting able to explain
dockets from all importance of
sales outlets to producing sales
students in the discrepancy reports
classroom/worksho Circumstantial
p knowledge:
Practical work: Detailed knowledge
Guide the students about:
in posting dockets Guest accounting
from all sales procedures
outlets while
handling tools and
equipment safely
(b) Check | Discussion: The student should be able Correctness of Knowledge The following tools and
ing Guide students to to: the summary evidence: equipment are to be
the make extended e Produce sales summary | checked as per Detailed knowledge | available:
correc | conversation about | ¢  Balance accounts set standards of: e Computer
tness | checking the e Check correctness of the Methods used: e Printer
of the | correctness of the summary The student should e Calculator
summ | summary be able to explain e  Photocopy machine
ary Questions and how to check the e Guest accounts/folio
answers: correctness of the e Folio tray
Give .direct sur?nm.ary e Hotel operating
questions to Principles: The software

students and
receive answers on
checking the
correctness of the

student should be
able to explain
principles involved
in checking the

Daily sales summaries
Stationery
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
summary correctness of posted
Practical entries from sales
demonstration: outlets
Demonstrate the Circumstantial
process of knowledge:
checking the Detailed knowledge
correctness of the about:
summary to Guest accounting
students in the procedures
classroom/worksho
p
Group Work:
Organise students
in groups and
assign them tasks
on checking the
correctness of the
summary
(c) Produ | Discussion: The student should be able A discrepancy Knowledge The following tools and
cing Guide students to to: report conforms | evidence: equipment are to be
discre | make extended e  Produce sales summary | to establishment | Detailed knowledge | available:
pancy | conversation about | ¢ Balance accounts set standards of: e Computer
report | producing e Check the correctness of Methods used: e Printer
S discrepancy reports posted sales The student should e Calculator

Questions and
Answers:

Give direct
questions to
students and
receive answers on

Produce discrepancy

report

be able to explain
how to produce
discrepancy reports.
Principles: The
student should be
able to explain

Photocopy machine
Guest accounts/folio
Folio tray

Hotel operating
software

Daily sales summaries

140




Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
maintaining and principles involved e  Stationery
producing in checking e Discrepancy report
discrepancy reports correctness of posted form
Practical sales
demonstration: Theories: The
Demonstrate the student should be
process of able to explain
producing importance of
discrepancy reports discrepancy report to
to students in the a hotel
classroom/worksho Circumstantial
p knowledge:
Group Work: Detailed knowledge
Organise students about:
in groups and Guest accounting
assign them tasks procedures
on producing
discrepancy reports
3.2 Handling (@) Super | Discussion: The student should be able Night shift Knowledge The following tools and 180
night manager vising | Guide students to to: staffing evidence: equipment are to be
activities night | make extended e  Check rosters from all supervised as Detailed knowledge | available:
shift conversation about departments per of: e Duty roster
staffin | supervision of e Record absentees establishment Methods used: e Telephone
g night shift staffing | ¢  Check staff health set standards The student should e Radio call
Questions and conditions be able to explain e Log book report
answers: e Make spot check on how to supervise form
Give direct night shift staffing

questions to
students and
receive answers on

staff discipline

Check security posts
Produce night shift log
book report

Principles: The
student should be
able to explain
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
supervision of principles involved
night shift staffing in checking staff
Practical discipline
demonstration: Theories: The
Demonstrate the student should be
process of able to explain the
supervising night importance of
shift staffing to checking night staff
students in the health
workshop Circumstantial
Group Work: knowledge:
Organise students Detailed knowledge
in groups and about:
assign them tasks Hotel security
on supervising procedures
night shift staffing
(b) Mana | Discussion: The student should be able Night shift Detailed knowledge | The following tools and
ging Guide students to to: safety and of: equipment are to be
night | make extended e  Check rosters from all security Methods used: available:
shift conversation about departments managed as per | The student should e Computer
safety | managing night e Record absentees set standards be able to explain e Printer
and | shift safety and e  Check staff healthy how to manage night | «  Photocopy machine
securi | security conditions shift safety and e Night alarm systems
ty Practical e Make spot check on security e Internal radio call

demonstration:
Demonstrate the
process of
managing night
shift safety and
security to students

staff discipline
Check security posts

Check accuracy of guest

registrations

Principles: The
student should be
able to explain
principles involved
in checking security
posts

Internet service
Night shift safety and
security summary
sheet

Stationery
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
in the Theories: The
classroom/worksho student should be
p able to explain the
Individual importance of
assignment: making spot checks
Assign each on staff discipline
student in the Circumstantial
class/workshop knowledge:
tasks on managing Detailed knowledge
night shift safety about:
and security Hotel security
procedures
(c) Mana | Discussion: The student should be able Night shift Knowledge The following tools and
ging Guide students to to: transport evidence: equipment are to be
night | make extended requirements Detailed knowledge | available:
shift conversation about | e  Arrange for late shift managed as per | of: e Computer
transp | managing night outgoing staff set standards Methods used: e Printer
ort shift transport transportation The student should e  Photocopy machine
requir | requirements e Arrange for late shift be able to explain e Night alarm systems
ement | Questions and incoming staff how to manage night | 4  |nternal radio call
S answers: transportation shift transport e Internet service
Give direct . requirements

questions to
students and
receive answers on
managing night
shift transport
requirements
Practical

Check car safety

Principles: The
student should be
able to explain
principles involved
in arranging for late
shift outgoing and
incoming staff

Stationery

Night shift staff
inventory list

Night shift transport
summary sheet
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
demonstration: transportation
Demonstrate the Theories: The
process of student should be
managing night able to explain
shift transport importance of
requirements to checking car safety
students in the Circumstantial
workshop/worksho knowledge:
p Detailed knowledge
Group Work: about:
Organise students Hotel security
in groups and procedures
assign them tasks
to manage night
shift transport
requirements
(d) Produ | Discussion: The student should be able A produced Knowledge The following tools and
cing Guide students to to: night shift log evidence: equipment are to be
night | make extended e Prepare a night shift book report Detailed knowledge | available:
shift conversation about safety and security conforms to the | of: e Computer
log producing night summary establishment Methods used: e Printer
book | shift log book e Compile night shift set standards The student should e Photocopy machine
report | report transport details be able to explain e Internet service
Questions and summary how to produce night | , Reporting log book
answers: e Compile the two shift log book report | Stationery
Ask direct summaries PrinCiples: The
questions to e Produce night shift log student should be
students and book report able to explain
receive answers on principles involved
producing night in preparing a night
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and o A Services el Suggested Resources Periods
Competences) Activities) Learning Methods rocess Assessment AR sz Ui
shift log book shift safety and
report security summary
Practical Theories: The
demonstration: student should be
Demonstrat the able to explain
process of importance of night
producing night shift log book report
shift log book to hotel
report to students Circumstantial
in the knowledge:
classroom/worksho Detailed knowledge
p about:
Practical work: Hotel report formats
Guide the students
in producing night
shift log book
report
3.3 Producing (@) Producin | Brainstorming: The student should be able A produced Knowledge The following tools and 90
management g arrival, | Guide the students | to: night shift log evidence: equipment are to be
report departure | in defining, e Trace arrival details book report Detailed knowledge | available:
, and identifying, e Trace departure details | conforms to the | of: e Computer
stay-on mentioning, and e  Prepare arrival and establishment Methods used: e  Printer
reports describing how to departure summary set standards The student should e calculator
produce arrival, e Calculate occupancy be able to explain e Photocopy machine
departure and stay- statistics methods used in e Arrival details form
on reports producing arrival, o Departure details form
Questions and departure and stay- «  Inventory details form
answers: on reports form
Give direct Principles: The © Revenue report_ .
. e Occupancy statistic
questions to student should be
summary form
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
students and able to explain e  Stationery
receive answers on principles involved
producing arrival, in tracing arrival and
departure and stay- departure details
on report Theories: The
Practical student should be
demonstration: able to explain the
Demonstrato the importance of
process of arrival, departure and
producing arrival, stay-on reports
departure and stay- Circumstantial
on reports to knowledge:
students in the Detailed knowledge
workshop about
Practical work: Property report
Guide the students format policy
in cleaning guest
room while
handling tools and
equipment safely
(b) Prod | Brainstorming: The student should be able A produced Detailed knowledge | The following tools and
ucing | Guide the students | to: inventory reports | of: equipment are to be
inven | in defining, conforms to the Methods used: available:
tory | identifying, ¢ Record tools and establishment set | The student should e Computer
repor | mentioning, and equipment standards be able to explain e Printer
ts describing howto | ¢  Record materials used methods used in e calculator

produce inventory
reports
Questions and

Compile the recorded
tools, equipment and
materials used

producing inventory
reports
Principles: The

Photocopy machine
Inventory details form
Stationery
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
answers: e Produce inventory report student should be
Ask direct able to explain
questions to principles involved
students and in recording tools,
receive answers on equipment and
producing materials
inventory reports Theories: The
Practical student should be
demonstration: able to explain
Demonstrate the contents of an
process of inventory report
producing Circumstantial
inventory reports knowledge:
to students in the Detailed knowledge
workshop about:
Practical work: Hotel tools and
Guide the students equipment
in producing
inventory reports
(c) Produ | Brainstorming: The student should be able A produced Knowledge The following tools and
cing Guide the students | to: revenue report evidence: equipment are to be
reven | in defining, e Record sales from conforms to the | Detailed knowledge | available:
ue identifying, restaurant establishment of: e Computer
report | mentioning, and e Record sales from bar set standards Methods used: e Printer
S describing how to e Record room sales The student should e Calculator

produce revenue
reports
Discussion:
Guide students to
make extended

e Record conference sales

e Record sales from all
other sales outlets

e Compile sales from all
the sales points and

be able to explain
methods used in
producing revenue
reports
Principles: The

Photocopy machine
Revenue report form
Stationery
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Assessment Criteria

Module.TltIe Unit Title Elements Suggested — Training Requirements/ Number
(Main o . . Underpinning of
ST (Specific (Le.ar-n-mg Tea.chlng and Services el Suggested Resources Periods
Competences) Activities) Learning Methods Process Assessment Assessment oer Unit
conversation about produce revenue report student should be
producing revenue able to explain the
reports principles involved
Practical in recording
demonstration: restaurant and room
Demonstrate the sales
process of Theories: The
producing revenue student should be
reports to students able to explain the
in the workshop importance of
Practical work: revenue reports to a
Guide the students hotel
to produce revenue Circumstantial
reports knowledge:
Detailed knowledge
about:
Hotel accounting
systems
(d) Produ | Discussion: The student should be able A produced Knowledge The following tools and
cing Guide students to to: statistics report | evidence: equipment are to be
statisti | make extended e Record daily number of | conforms to the | Detailed knowledge | available:
cs conversations rooms sold establishment of: e Computer
report | about producing e Record daily number of | set standards Methods used: e  Printer
statistics report bed The student should e Calculator

Practical
demonstration:
Demonstrate the
process of
producing statistics
reports to students

Record room sales per
each type of room
Calculate the percentage
of room occupancy
Calculate the percentage
of bed occupancy

be able to explain
methods used in
producing statistics
report

Principles: The
student should be

Photocopy machine
Room sales summary
Occupancy statistics
summary form
Stationery
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Assessment Criteria

Module Titl i - . Number
odu e. ¢ Unit Title Elements Suggested — Training Requirements/ umbe
(Main o . . Underpinning of
ST (Specific (Learning Teaching and Services el Suggested Resources Periods

iviti i Process Assessment
Competences) Activities) Learning Methods AGEEEETTE S U

in the e Calculate the average able to explain the

classroom/worksho room rate principles involved

p e Calculate room revenue in calculating room

Practical work: e Calculate yield occupancy

to produce a statistics report student should be

statistics report able to explain the

importance of
calculating yield
Circumstantial
knowledge:
Detailed knowledge
about:

Computation of hotel
statistics
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Table 6: Detailed Contents for Form Four

Form Four

. Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Product/ Underpinning Knowledge - od Period
Competencies) (Specific Activities) and Learning Process : uggeste eriods
Competences) Methods AT Service Resources per
Assessment Unit
1.0 11 (a) Identifying Brainstorming: The student Front office Knowledge evidence: The following 180
Controlling Controlling front office Guide the students to | should be able | operating Detailed knowledge of: utensils, tools and
front office front office operating costs | define and identify to: costs Method used: The equipment are to be
budget, costs budget front office operating | ¢  Collect identified student should be ableto | available:
and costs and conform to explain procedures e Computer with
requisitions Practical record establishment | involved in identifying operating
demonstration: front standards front office operating software
Demonstrate the office costs e Daily material
process of identifying material Principles: The student requisitioning
front office operating costs should be able to explain forms
costs to students in e Record the principles of e Telephone
the labour collecting and recording | ¢  Printer
classroom/workshop costs operating costs o Stationery
Practical work: e Record Theories: The student
Guide the students to Overhead should be able to explain
identify front office costs e Material costs
operating costs e Labour costs
e Overhead costs
Circumstantial
knowledge:
Detailed knowledge
about:
e Costing calculations
e Budgeting process
(b) Monitoring Discussion: The student Front Office | Knowledge evidence: The following tools
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. Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Underpinning Knowledge :
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process Seretlen
Competences) Methods P GEEEETE Resources per
Assessment Unit
front office Guide students to should be able | operating Detailed knowledge of: and equipment are
operating costs | make extended to: costs Method used: The to be available:
conversations about e Collect monitored student should be ableto | ¢  Computer with
monitoring front and conform to explain procedures operating
office operating costs record establishmen | involved in controlling software
Practical Practical daily standards front operating costs e Daily
demonstration: sales Principles: The student consumables
Demonstrate the summary should be able to explain inventory sheet
process of monitoring | ¢  Collect the principles of e Telephone
front office operating and e Collecting and e  Printer
costs to students record recording sales e  Stationery
Practical work: front e Collecting and
Guide the students to office recording operating
monitor front office requisitio costs
operating costs while n details Theories: The student
handling tools and should be able to explain
equipment safely e Material costs
e Labour costs
e Overhead costs
Circumstantial
knowledge:
Detailed knowledge
about:
e Costing calculations
e Budgeting process
(c) Monitoring Discussion: The student Front Office | Knowledge evidence: The following tools

front fffice

Guide students to

should be able

sales budget

Detailed knowledge of:

and equipment are
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. Assessment Criteria Training Number
LUl T Unit Title Suggested Teaching P Requirements/ of
(Main e Elements (Learning . Underpinning Knowledge -
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) LY Service
Competences) Methods P GEEEETE Resources per
Assessment Unit

sales budget make extended to: summary Method used: The to be available:

summary conversation about e Compare | monitored student should be ableto | ¢  Computer with
monitoring front operation | conformsto | explain procedures operating
office sales budget costs establishment | involved in controlling software
summary with cost | standards front office budget e Daily revenue
Practical Practical budget Principles: The student files
demonstration: e Compare should be able to explain | o Telephone
Demonstrate the daily the principles of e  Printer
process of monitoring sales with e Collecting and e Stationery
front office sales sales recording sales
budget summary to budget e Collecting and
students e Make recording operating
Brainstorming: adjustme costs
Guide the students to nts Theories: The student
define and identify e Prepare should be able to explain
various ways of budget e Material costs
monitoring the front forecast e Labour costs
office sales budget report e Overhead costs

summary

Case Studies:

Guide students to
study multiple cases
from open sources on
monitoring front
office sales budget to
expose themselves to
industry best
practices

Circumstantial
knowledge:

Detailed knowledge
about:

e Costing calculations
e Budgeting process
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. Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Underpinning Knowledge :
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process :
Competences) Methods CEEETE: Service Resources per
Assessment Unit
1.2 Collecting (@) Checking the Brainstorming: The student Correctness Knowledge evidence: The following tools | 150
daily revenue correctness of Guide the students in | should be able | of daily sales | Detailed knowledge of: and equipment are
data daily sales defining, identifying, | to: checked Method used: The to be available:
summaries mentioning, and e Access conformsto | student should beableto | ¢  Computer with
describing how to room establishment | explain how to collect operating
check the correctness sales standards revenue data software
of daily sales summarie Principles: The student e  Printer
summaries S should be able to explain | ¢  Restaurant sales
Practical e Access the principles involved in summary
demonstration: restaurant e Collecting data e Barsales
Demonstrate the sales e Compiling summary
process of checking summarie discrepancy report e Laundry sales
the correctness of S Theories: The student summary
daily sales summaries | o Verify should be able to explain | ¢  Business centre
to students sales the importance of sales summary
Pre_lctical work: summarie collecting daily revenue e Room service
Guide the students to S data sales summary
checlf the correctness | ¢  Reconcile Circumstantial e Pool bar sales
of daily §ales _ sales knowledge: summary
e | et Dealed krowlthe | panqet e
equipment safel ) e A nti hi summary
quip y sgles ccounting ethics «  Other operated
discrepan outlets sales
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Module Title - _ Assessment Criteria Trfaining Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng Underpinning Knowledge Requirements/ qf
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process S
Competences) Methods P GEEEETE Resources per
Assessment Unit
cy report summary
(b) Producing daily | Brainstorming: The student Daily shift Knowledge evidence: The following tools
shift revenue Guide the students in | should be able | revenue data | Detailed knowledge of: and equipment are
data defining, identifying, | to: produced Method used: The to be available:
mentioning, and e Access conforms to student should be ableto | ¢  Computer with
describing how to room establishment | explain how to collect operating
produce daily shift sales standards revenue data software
revenue data summarie Principles: The student e Printer
Practical S should be able to explain | ¢  Restaurant sales
demonstration: e Access the principles involved in summary
Demonstrate the restaurant e Collecting data e Barsales
process of producing sales e Compiling summary
daily shift revenue summarie discrepancy report e Laundry sales
data for students s Theories: The student summary
Activity: o Verify should be able to explain | ¢  Business centre
Organise the students sales the importance of sales summary
in small groups to summarie collecting daily revenue | o Room service
produce daily shift s data sales summary
revenue data e Reconcile Circumstantial e Pool bar sales
sales knowledge: summary
details Detailed knowledge e Banquet sales
e Produce about summary
discrepan Accounting ethics
cy report
(c) Computing Brainstorming: The student Discrepancy | Knowledge evidence: The following tools

discrepancy

Guide the students in

should be able

report

Detailed knowledge of:

and equipment are
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. Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Underpinning Knowledge :
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process S
Competences) Methods P GEEEETE Resources per
Assessment Unit
report defining, identifying, | to: computed Method used: The to be available:
mentioning, and e  Access conformsto | student should be ableto | ¢  Computer with
describing how to room establishment | explain how to collect operating
compute discrepancy sales standards revenue data software
report summarie Principles: The student e Printer
Practical S should be able to explain | ¢  Restaurant sales
demonstration: e Access the principles involved in summary
Demonstrate the restaurant e Collecting data e Barsales
process of computing sales e Compiling summary
discrepancy report to summarie discrepancy report o Laundry sales
students s Theories: The student summary
Activity: e Verify should be able to explain | ¢  Business centre
Organise the students sales the importance of sales summary
in small groups to summarie collecting daily revenue e Room service
compute discrepancy s data sales summary
report e Reconcile Circumstantial e Pool bar sales
sales knowledge: summary
details Detailed knowledge e Banquet sales
e Produce about: summary
discrepan Accounting ethics
cy report
Initiating (@) Conducting Discussion: The student Physical Knowledge evidence: The following tools | 45
daily physical count | Guide students to should be able | count of Detailed knowledge of: and equipment are
requisitions of available make extended to: available Method used: The to be available:
stock level conversations about | e«  Conduct | stock level student should be ableto | ¢  Computer with
conducting physical daily conducted explain procedures of operating
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main e Elements (Learning . Underpinning Knowledge -
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) LY Service
Competences) Methods P GEEEETE Resources per
Assessment Unit
count of available physical | conformsto | controlling daily software
stock level countof | establishment | requisition e  Budget control
Practical stock standards Principles: The student forms
demonstration: levels should be able to explain | «  Requisition
Demonstrate the e Verify the principles involved in books
process of conducting business e  Monitoring e Printer
physical count of volume expenditures e  Forecast reports
available stock level forecast e  Verifying business e Stationery
to students e Prepare volume forecast
Activity: list of Theories: The student
Organise the students items to should be able to explain
in small groups to be e Stock taking
perform activities on ordered e Budget control
conducting physical e Fill measures
count of available budget Circumstantial
stock level requisitio knowledge:
n forms Detailed knowledge
e Seek about:
authorizat o  Market prices of
ion items
signature
(b) Matching Discussion: The student Requisitions | Knowledge evidence: The following tools
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Underpinning Knowledge :
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) LY Service
Competences) Methods P GEEEETE Resources per
Assessment Unit
requisitions in Guide students to should be able | in line with Detailed knowledge of: and equipment are
line with make extended to: business Method used: The to be available:
business conversation about e Conduct | forecasts student should be ableto | ¢  Computer with
forecasts matching requisitions daily matched explain procedures of operating
in line with business physical | conformsto | controlling daily software
forecasts count of | establishment | requisition e Budget control
Practical stock standards Principles: The student forms
demonstration: levels should be able to explain | «  Requisition
Demonstrate the e Verify the principles involved in books
process of matching business e Monitoring e Printer
requisitions in line volume expenditures e  Forecast reports
with business forecast e Verifying business e Stationery
forecasts to students e Prepare volume forecast
Activity: list of Theories: The student
Organise the students items to should be able to explain
in small groups to be e  Stocktaking
perform activities on ordered e  Budget control
matching requisitions | ¢  Fil measures
in line with business budget Circumstantial
forecasts requisitio knowledge:
n forms Detailed knowledge
e Seek about:
authorizat Market prices of items
ion
signature
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teachin Requirements/ of
(Main o Elements (Learning 99 . g Product/ Underpinning Knowledge q -
. (Specific o and Learning p roauc Suggested Periods
Competencies) Activities) rocess S
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
(c) Requesting Discussion: The student Daily Knowledge evidence: The following tools
daily Guide students to should be able | requisitions Detailed knowledge of: and equipment are
requisitions make extended to: requested Method used: The to be available:

conversation about
requesting daily
requisitions
Practical
demonstration:
Show the process of
requesting daily
requisition

Activity:

Organise the students
in small groups to
perform activities on
requesting daily
requisition

e Conduct
daily
physical
count of
stock
levels

o Verify
business
volume
forecast

e Prepare
list of
items to
be
ordered

e Fillin
budget
requisitio
n forms

e Seek
authorizat

conforms to
establishment
standards

student should be able to

explain procedures of

controlling daily

requisition

Principles: The student

should be able to explain

the principles involved in

e  Monitoring
expenditures

e  Verifying business
volume forecast

Theories: The student

should be able to explain

e  Stock taking

e Budget control
measures

Circumstantial

knowledge:

Detailed knowledge

about

Market prices of items

e  Computer with
operating
software

e Budget control
forms

e Requisition
books

e  Printer

e  Forecast reports

e Stationery
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teachin Requirements/ of
(Main o Elements (Learning 99 . g Product/ Underpinning Knowledge q -
. (Specific o and Learning p roauc Suggested Periods
Competencies) Activities) rocess S
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
ion
signature
2.0 2.1 Planning (@) Planning Brainstorming: The student Annual leave | Knowledge evidence: The following tools | 150
Supervising and annual leave Guide the students in | should be able | planned Detailed knowledge of: and equipment are
front office organising defining, identifying, | to: conforms to Method used: The to be available:
operations duties mentioning, and e Plan establishment | student should be ableto | ¢  Computer
describing planning annual standards explain procedures of e Printer
annual leave leaves planning and organising e Duty roster
Practical e Distribute duties e  Staff register
demonstration: annual Principles: The student book
Demonstrate the leave should be able to explain | Stationery
process of planning schedule the principles involved in

annual leave to
students.

Group Work:
Organise students in
groups and assign
them tasks on planing
annual leave

e Planning annual
leave

e Allocating duties to
staff

Theories: The student

should be able to explain

e Duty roster

e Leave schedule

Circumstantial

knowledge:

Detailed knowledge

about:

Human resources aspects
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Module Title Assessment Criteria Training Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng Underpinning Knowledge Requirements/ qf
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process S
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
(b) Planning duty Brainstorming: The student Duty roster Knowledge evidence: The following tools

roster

Guide the students in
defining, identifying,

should be able

to:

planned
conforms to

Detailed knowledge of:
Method used: The

and equipment are
to be available:

mentioning, and e Planduty | establishment | student should be ableto | ¢  Computer
describing planning roster standards explain procedures of e Printer
duty roster e Distribute planning and organising | «  Duty roster
Practical duty duties e  Staff register
demonstration: roster Principles: The student book
Demonstrate the should be able to explain | Stationery
process of planning the principles involved in
duty roster to students e Planning annual
Individual leave
assignment: e Allocating duties to
Assign the students staff
tasks on planning Theories: The student
duty roster should be able to explain

e Duty roster

e Leave schedule

Circumstantial

knowledge:

Detailed knowledge

about:

Human resources aspects

(c) Allocating Discussion: The Daily duties | Knowledge evidence: The following tools
daily duties Guide students to student allocated Detailed knowledge of: and equipment are

make extended should be | conforms to Method used: The to be available:
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Module Title - _ Assessment Criteria Training Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng oroduct Underpinning Knowledge Requirements/ qf
Competencies) (Specific Activities) and Learning Process ; stggested Periods
Competences) Methods Service Resources per
Assessment
Assessment Unit
conversation about able to: establishment | student should be ableto | ¢  Computer with
allocation of daily e Allocate | standards explain procedures of operating
duties duties to planning and organising software
Practical staff duties e  Printer
demonstration: Principles: The student e Duty roster
Demonstrate the should be able to explain | 4 [ eave
process of allocating the principles involved in schedules
daily duties to e Job valuation o Staff register
students e Allocating duties to book
Practical activity: staff e  Stationery
Organise the students Theories: The student
in small groups to should be able to explain
perform activities on e  Staff appraisal
allocating daily duties Circumstantial
knowledge:
Detailed knowledge
about:
Human resources aspects
(d) Preparing shift | Discussion: The student Shift reports | Knowledge evidence: The following tools
reports Guide students to should be able | prepared Detailed knowledge of: and equipment are

make extended
conversation about
preparation of shift
reports

Practical
demonstration:
Demonstrate the

to:

e Prepare
shift
reports

conforms to
establishment
standards

Method used: The
student should be able to
explain procedures of
planning and organising
duties

Principles: The student
should be able to explain

to be available:

Computer
Printer

Duty roster
Leave
schedules
Staff register
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. Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Underpinning Knowledge :
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process :
Competences) Methods CEEETE: Service Resources per
Assessment Unit
process of preparing the principles involved in book
shift reports to e Planning annual e  Stationery
students leave
Practical work: e Allocating duties to
Guide the students to staff
prepare shift reports Theories: The student
while handling tools should be able to explain
and equipment safely e Duty roster
e Leave schedule
e Staff appraisal
Circumstantial
knowledge:
Detailed knowledge
about:
Human resources aspects
2.2 Control (@) Ordering and Discussion: The student Tools and Knowledge evidence: The following 120
tools and recording tools | Guide students to should be able | equipment Detailed knowledge of: utensils and
equipment and equipment | make extended to: ordered and Method used: The equipment are to be
conversationabout e Design recorded student should be able to | available:
ordering and tools conform to explain e Computer
recording tools and storage establishment | procedures involved in e Printer
equipment system standards e Maintaining e Telephone
Practical e Keep tools and e Photocopier
demonstration: record of equipment
Demonstrate the tools and ledger
process of ordering equipmen e Maintain tools and

and recording tools

t

equipment inventory
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning ) Product/ Underpinning Knowledge :
TR T (Specific S and Learning Process : Suggested Periods
Competences) Methods Service Resources per
Assessment
Assessment Unit
and equipment to e Record Principles: The student
students tools and should be able to explain
Practical work: equipmen the principles involved in
Guide the students in t issued e  Ordering tools and
ordering and e Record equipment
recording tools and damaged e Discarding damaged
equipment while tools and tools
handling tools and equipmen Theories: The student
equipment safely t should be able to explain
e Record e  Properties of tools
cost of and equipment
tools and Circumstantial
equipmen knowledge:
t Detailed knowledge
e Seek about:
authorizat e  Safety precautions
ion to while controlling
discard tools and equipment
damaged e  Waste disposal of
tools and damaged tools
equipmen
t
e Order
new tools
and
equipmen

t
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Module Title Assessment Criteria Training Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng Underpinning Knowledge Requirements/ qf
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process S
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
(b) Conducting Discussion: The student Stock taking | Knowledge evidence: The following tools

stock taking

Guide students to
make extended
conversation about
conducting stock
taking

Practical
demonstration:
Demonstrate the
process of conducting
stock taking to
students

Group Work:
Organise students in
groups and assign
them tasks on
conducting stock
taking

should be able

to:

e  Access
list of
tools and
equipmen
t
procured
and
received
in the
store

e Accessa
list of
tools and
equipmen
t issued
to users

e Conduct
physical
counting
of tools
and
equipmen
t

conducted
conforms to
establishment
standards

Detailed knowledge of:
Method used: The
student should be able to
explain procedures

involved in
e Maintaining
tools and
equipment
ledger

e Conducting stock
taking
e Maintaining tools
and equipment
inventory
Principles: The student
should be able to explain
the principles involved in
conducting stock taking
Theories: The student
should be able to explain
e  Properties of tools
and equipment
e Importance of stock
taking
Circumstantial

and equipment are
to be available:

e Computer

e  Printer

e Telephone

e Photocopier
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main e Elements (Learning ) Underpinning Knowledge ;
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) Process S
Competences) Methods P GEEEETE Resources per
Assessment Unit
e Establish knowledge:
status of Detailed knowledge
each tool about:
and e Inventory
equipmen management
t e  Waste disposal of
e Attach damaged tools
depreciati
on cost of
each tool
and
equipmen
t
e Establish
tools and
equipmen
tto be
disposed
(c) Producing Discussion: The student Reports on Knowledge evidence: The following tools
report on tools | Guide students to should be able | tools and Detailed knowledge of: and equipment are
and equipment | make extended to: equipment Method used: The to be available:
conversation about e Produce | produced student should be ableto | ¢  Computer
producing report on discrepan | conformsto | explain procedures e Printer
tools and equipment cy report | establishment | involved in e Telephone
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" Assessment Criteria Training Number
LUl T Unit Title Suggested Teachin Requirements/ of
(Main o Elements (Learning g9 aching Product/ Underpinning Knowledge q :
. (Specific o and Learning p roauc Suggested Periods
Competencies) Activities) rocess Sord]
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
Practical Produce | standards e Maintaining e Photocopier
demonstration: final tools and
Demonstrate the stock equipment
process of producing taking ledger
report on tools and report e Conducting stock

equipment to students
Practical work:
Guide the students to
produce report on
tools and equipment
while handling tools
and equipment safely

taking
e Maintaining tools
and equipment
inventory
Principles: The student
should be able to explain
the principles involved in
e Producing
discrepancy report
e Producing final stock
taking report
Theories: The student

should be able to explain:

e Importance of stock
taking

Circumstantial

knowledge:

Detailed knowledge

about:

e Inventory
management

e  Waste disposal of
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. Assessment Criteria Training Number
Module Title Unit Title Suggested Teaching — Requirements/ of
(Main o Elements (Learning . Product/ Underpinning Knowledge -
Competencies) (Specific i) and Learning Process : Suggested Periods
Competences) Methods CEEETE: Service Resources per
Assessment Unit
damaged tools
2.3 (@) Calculating Brainstorming: The student Daily room Knowledge evidence: The following, tools | 135
Computing daily room Guide the students in | should be able | occupancy Detailed knowledge of: and equipment are
occupancy occupancy defining, identifying, | to: calculated Methods used: The to be available:
statistics mentioning, and e Collect conformsto | student should be ableto | e  Computer with
describing how to necessary | establishment | explain methods used in front office
calculate daily room data on standards calculating occupancies software
occupancy number Principles: The student e Booking dairy
Practical of rooms should be able to explain | ¢ Room sales
demonstration: soldina principles of report
Demonstrate the particular e Collecting figures e Rooming list
process of calculating day e Computing e Hotel tariffs
daily room occupancy | ¢  Collect occupancy e Calculator
to stuQents N data on (room/bed) e Tabular ledger
Practl.cal activity: rooms e Computing yield e Stationery
Organise the students with Theories: The student
in small groups and single should be able to explain
assign them tasks on occupanc e Data collection
calculating daily y e Formulas applicable
room occupancy e Collect Circumstantial
data on knowledge:
rooms Detailed knowledge
with about:
double Hotel revenue
occupanc management
y
e Collect
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Module Title
(Main
Competencies)

Unit Title
(Specific
Competences)

Elements (Learning
Activities)

Suggested Teaching
and Learning
Methods

Assessment Criteria

Process
Assessment

Product/
Service
Assessment

Underpinning Knowledge

Training
Requirements/
Suggested
Resources

Number
of
Periods
per
Unit

data on
rooms
which are
out of
order

e Collect
data on
rooms
which are
out of
service

e  Establish
total
number
of rooms

e Compute
daily
room
occupanc

y

(b) Calculating
average room
rate

Brainstorming:
Guide the students in
defining, identifying,
mentioning, and
describing how to
calculate average
room rate

The student
should be able
to:

e Collect
data on
room
rates,

Average
room rate
calculated
conforms to
establishment
standards

Knowledge evidence:
Detailed knowledge of:
Methods used: The
student should be able to
explain methods used in
calculating occupancies
Principles: The student

The following tools
and equipment are
to be available:

Computer with
front office
software
Booking dairy
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Module Title - _ Assessment Criteria Training Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng Underpinning Knowledge Requirements/ qf
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) LY Service
Competences) Methods P GEEEETE Resources per
Assessment Unit
Practical special should be able to explain | ¢ Room sales
demonstration: rates and principles of report
Demonstrate the types of e Collecting figures e Rooming list
process of calculating discounts e Computing yield e Hotel tariffs
average roomrateto | e  Collect e Computing average e Calculator
students data on room rate (ARR / e Tabular ledger
Practical activity: actual ADR) e Stationery
Organise the students room e  Computing revenue
in small groups and sales per available room
assign them taskson | ¢«  Compute (RevPar)
calculating average average Theories: The student
room rate room rate should be able to explain
e Data collection
e Formulas applicable
Circumstantial
knowledge:
Detailed knowledge
about:
e Computing figures
e Yield management
(c) Calculating Brainstorming: The student Yield reports | Knowledge evidence: The following tools

yield reports

Guide the students in
defining, identifying,
mentioning, and
describing how to
calculate yield reports

should be able

to:

e Collect
necessary
data on

calculated
conforms to
establishment
standards

Detailed knowledge of:
Methods used: The
student should be able to
explain methods used in
calculating occupancies

and equipment are
to be available:

Computer with
front office
software
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Vodule Titl » _ Assessment Criteria Training Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng Underpinning Knowledge Requirements/ qf
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) LY Service
Competences) Methods Assessment Resources et
Assessment Unit
Practical number Principles: The student Booking dairy
demonstration: of rooms should be able to explain Room sales
Demonstrate the soldon a principles of report
process of calculating particular e Collecting figures Rooming list
yield reports to day e Computing Hotel tariffs
students Collect occupancy Calculator
Practical activity: data on (room/bed) Tabular ledger
Organise the students room e Computing yield Stationery
in small groups and rates, e Computing average
assign them tasks on special room rate
calculating yield rates and (ARR/ADR)
reports types of e Computing revenue
discounts per available room
Collect (RevPar)
data on Theories: The student
actual should be able to explain
room e Data collection
sales e Formulas applicable
Compute Circumstantial
potential knowledge:
room Detailed knowledge
sales about:
Compute Hotel revenue
daily management
room
occupanc
y
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" Assessment Criteria Training Number
Module Title Unit Title Suggested Teachin Requirements/ of
(Main o Elements (Learning 99 . g Product/ Underpinning Knowledge q -
. (Specific o and Learning p roauc Suggested Periods
Competencies) Activities) rocess S
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
e Compute
average
room rate
e Compute
yield
2.4 Conduct (a) Assessing Brainstorming: The student Training Knowledge evidence: The following tools | 300
on job training needs Guide the students in | should be able | needs Detailed knowledge of: and equipment are
training defining, identifying, | to: assessed Method used: The to be available:

mentioning, and
describing how to
assess training needs
Practical
demonstration:
Demonstrate the
process of assessing
training needs to
students

Group Work:
Organise students in
groups and assign
them tasks to assess
training needs

e  Assess
training
needs

conforms to
establishment
standards

student should be able to
explain procedures
involved in conducting on
job training
Principles: The student
should be able to explain
the principles involved in
e  Preparing training
needs assessment
e  Preparing training
programme
Theories: The student
should be able to explain
importance of job training
Circumstantial
knowledge:
Detailed knowledge
about:
Appraisal aspects

o Staff
performance
appraisal
reports

e  Guest service
feedback
reports

e Personal
employees files

e  Guest services
satisfaction
index report
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Module Title Assessment Criteria Training Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng oroduct Underpinning Knowledge Requirements/ qf
. (Specific o and Learning p roauc Suggested Periods
Competencies) Activities) rocess S
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
(b) Preparing Brainstorming: The student Training Knowledge evidence: The following tools
training Guide the students in | should be able | programme Detailed knowledge of: and equipment are
programme defining, identifying, | to: prepared Method used: The to be available:

mentioning, and e Prepare conformsto | student should be ableto | ¢  Training needs
describing how to training establishment | explain procedures assessment
prepare training program | standards involved in conducting on report
programme me job training
Practical Principles: The student
demonstration: should be able to explain
Demonstrate the the principles involved in
process of preparing e  Preparing needs
training programme assessment
to students e  Preparing training
Individual programme
assignment: Theories: The student
Assign individual should be able to explain
student tasks on the importance of job
preparing training training
programme Circumstantial
knowledge:
Detailed knowledge
about:
Staff career development
(c) Conductingon | Brainstorming: The student On job Knowledge evidence: The following tools
job training Guide the students in | should be able | training Detailed knowledge of: and equipment are
defining, identifying, | to: conducted Method used: The to be available:

mentioning, and

e Conduct

conforms to

student should be able to

e  Computer with
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Module Title - _ Assessment Criteria Trfaining Number
(Main Unit T.|t_Ie ElRmeTEleaning Suggested Tegchlng Underpinning Knowledge Requirements/ qf
. (Specific o and Learning Product/ Suggested Periods
Competencies) Activities) LY Service
Competences) Methods P GEEEETE Resources per
Assessment Unit
describing how to on job establishment | explain procedures operating
conduct on job training standards involved in conducting on software
training job training e  Stationary
Practical Principles: The student e Printer
demonstration: should be able to explain | o  Telephone
Demonstrate the the principles involved in | o ppotocopy
process of conducting e  Preparing training machine
on job training to needs assessment e Training
students e  Preparing training materials on
Individual programme subject matter
assignment: Theories: The student
Assign individual should be able to explain
students tasks on importance of on job
conducting on job training
training Circumstantial
knowledge:
Detailed knowledge
about:
Staff career development
(d) Assessing staff | Discussion: The student Staff Knowledge evidence: The following tools
performance Guide students to should be able | performance | Detailed knowledge of: and equipment are
and discipline make extended to: and Method used: The to be available:
conversation about e Assess discipline student should be ableto | e  Staff job
assessing staff staff assessed explain procedures description
performance and performa | conformsto | involved in conductingon | ¢  Daily staff
discipline nce. establishment | job training performance
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" Assessment Criteria Training Number
LUl T Unit Title Suggested Teachin Requirements/ of
(Main o Elements (Learning g9 aching Product/ Underpinning Knowledge q :
. (Specific o and Learning p roauc Suggested Periods
Competencies) Activities) rocess Ny
Competences) Methods CEEETE: ervice Resources per
Assessment Unit
Practical standards Principles: The student report
demonstration: should be able to explain Guest services
Demonstrate the the principles involved in feedback
process of assessing e  Preparing need reports
staff performance and assessment Employee
discipline to students e Preparing training personal files
Case studies: programme

Guide students to
study multiple cases
on assessing staff
performance and
discipline from open
sources to expose
themselves to
industry best
practices

Theories: The student
should be able to explain
importance of on job
training

Circumstantial
knowledge:

Detailed knowledge
about:

Staff career development
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