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INTRODUCTION

The Grenada National Training Agency (GNTA) as empowered by the GCTVET Act of 2009 is
the agency mandated to co-ordinate, facilitate and enable the development and growth of

Technical and Vocational Education and Training in Grenada, Carriacou and Petite Martinique.

The Agency through modes of training intervention intends to help in ensuring that there exists a
supply of trained and skilled workers to service labour market needs and thereby contribute to
higher levels of productivity in the Grenadian economy. The organisation by way of policy
seeks to have developed and approved occupational standards derived from industry
specifications and to guide the training, assessment and certification within the Grenada TVET
System.

The Grenada Council for Technical Vocational Education and Training (GCTVET) created by an
ACT of parliament in 2009 is empowered to approve standards for the award certification
leading to Caribbean Vocational Qualification (CVQ’s) and National Vocational Qualification
(NVQ’s).

The GNTA has established industry lead groups responsible for vetting standards as well as

specifying and recommending standards to be approved.

ABOUT THIS STANDARD

This is a National Vocational Qualification (NVQ) that has been approved for training and
certification in Grenada.

This standard was adapted and approved by the Grenada Council for Technical Vocational
Education and Training (GCTVET) on 22"August, 2013.
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QUALIFICATION OVERVIEW

The NVQ Level 2 in Hospitality and Coastline Services for Tour Guiding and Cruises is for
individuals whose role in the hospitality sector requires well developed behavioural
competencies but whose scope for independent decision making and for bringing about change is
limited. Each unit of study is accompanied by a “Hands on” completion project. Persons who

attain this qualification will operate under supervision.

They are likely to be in roles where they are required to:

e control response to emergencies in a small vessel
e monitor and control vessel operation

e manovure a small vessel in the reef coastal areas
e take charge of survival craft and rescue boats

e organise and manage on board/shore-based entertainment excursions and events

Normally persons working at Level 2 should be able to competently carry out simple and
complex routine work activities and to collaborate with others. The qualification covers
competencies by providing services in Hospitality and Coastline Services for Tour Guiding and
Cruises Level 2 as indicated in the competency standard for that sector

Relevant occupations include:

e Crew members/managers

e Hospitality service personnel
o Caterers

e Food & Beverage Server

To achieve this qualifications all core units must be achieved plus a minimum of three Level 1
electives and one elective from Level 2. The nominal training hours are a guide for planning the
delivery of training programmes.

Please note that certification can be gained through formal training or on the job experience by

scheduling assessments with the Grenada National Training Agency (GNTA) certified assessors.
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MAMS0002 GNVQ Level 2 — Hospitality and Coastline Services for Tour Guiding and Cruises
Unit Unit Title Core/Elective
THHCOROO011A Work with colleagues and Customers Core
THHCOR0021B Follow health, safety and security procedures Core
THHCORO031A Develop and update hospitality industry knowledge Core
THHCOROO041A Follow workplace hygiene procedures Core
THHCORO071A Deal with emergency situations Core
THHHOK1171A Clean toilets and washrooms Core
BSBCOR0171A Deliver Quality customer service Core
BSBCORO0591A Apply basic communication skills Core
THHGHS0172A Provide first aid Core
THHHOKO901A Respond to guest related complaints and requests Core
MAMSV0002 Control response to emergencies in a small vessel Core
MAMSV00012 Manovure a small vessel in the reef costal area Core
MAMSV00032 Maintain the vessel’s hull, fittings and equipment Core
MAMSV00092 Organise and manage on board/shore-based Core

entertainment excursions and events
MAMSV0O0082 Carryout manual splicing operations Core
MAMSVO0072 Create, maintain and enhance productive working Core
relationship on board ship

MAMSV00062 Monitor and control vessel operation Core
MAMSVO0052 Take charge of survival craft and rescue boats Core
MAMSV00022 Plan and direct vessel operation Core
MAMSVO0042 Maintain the sea worthiness of the vessel Core
THHCFPO382A Implement food safety procedures Core
THHCOROO061A Operate in a culturally diverse work environment Core
THHWPOO0223A Monitor Work Operations Core
THHFABO151A Prepare and serve non-alcoholic Beverages Elective
BSBSBMO012A Craft personal entrepreneurial strategy Elective
BSSREO0142A Maintain stock control Elective
ITCORO011A Carry out data entry and retrieval procedures Elective
THHGADO163A Plan and Establish Systems and Procedures Elective

To achieve this qualification all mandatory competency standards plus a minimum of one (1) level one
elective and two level two must be achieved.

Nominal training hours (institutional delivery) include total hours of mandatory competencies and

elective selected.

Industry Sector- THH- Tourism and Hospitality

(hospitality) IT — Information Technology

MSV- Marine (small vessel)
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THHCORO0011A Work with colleagues and customers
THHCORO011A: Work with colleagues and customers
Competency Descriptor: This unit deals with the interpersonal, communication and customer

service skills required by all people working in the tourism and
hospitality industries.

Competency Field:  Hospitality

ELEMENT OF COMPETENCY

1. Communicate in the workplace

2. Provide assistance to internal
and external customers

PERFORMANCE CRITERIA

1.1

1.2

1.3

14

15

1.6

21

2.2

2.3

2.4

2.5

2.6

2.7

2.8

Communications with customers and colleagues are
conducted in an open, professional and friendly manner.

Appropriate language and tone is used.
Effect of personal body language is considered.
Sensitivity to cultural and social differences is shown.

Active listening and questioning are used to ensure
effective two-way communication.

Potential and existing conflicts are identified and solutions
sought with assistance from colleagues where required.

Trust, support and respect is shown to team members in
day to day work activities.

Cultural differences within the team are accommodated.
Work team goals are jointly identified.

Individual tasks are identified, prioritised and completed
within designated time frames.

Assistance is sought from other team members when
required.

Assistance is offered to colleagues to ensure designated
work goals are met.

Feedback and information from other team members is
acknowledged.

Changes to individual responsibilities are re-negotiated to
meet reviewed work goals
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THHCORO0011A Work with colleagues and customers

RANGE STATEMENTS
This unit applies to all tourism and hospitality sectors.

Depending upon the organisation and the Customers with specific needs may include:
specific situation customers may include but

are not limited to: those with disability

«  special cultural needs

+members of other tourism and hospitality + unaccompanied children
industry sectors +  parents with young children
internal individuals or groups + single women
local residents
visitors
media

+ workmates/colleagues
EVIDENCE GUIDE

Competency is to be demonstrated by effectively applying interpersonal, communication and
customer service skills in accordance with the performance criteria and the range listed within the range
of variables statement.

(1) Critical Aspects and Evidence

evidence should include a demonstrated ability to communicate effectively with customers
and colleagues (including these with special needs) within the range of situations required for
the relevant job role

evidence of competency should relate to different communication and customer service
contexts and may need to be collected over a period of time

the focus of this unit will vary depending upon the cultural context of the workplace.
Assessment should take account of the variances and special requirements that apply in
particular situations

(2) Pre-requisite Relationship of Units

This is a core unit that underpins effective performance in all other units. It is recommended that
this unit is assessed/trained in conjunction with other operational and service units.

3) Underpinning Knowledge and Skills

Knowledge Skills
Knowledge of: The ability to apply:

« needs and expectations of different . listening skill
customers as appropriate to industry sector +questioning techniques

non verbal communication skills
understanding of teamwork principles
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THHCORO0011A Work with colleagues and customers

(4)

()

(6)

Resource Implications

The following resources should be made available:

« fully equipped hospitality and tourism environment (simulated or actual enterprise)

Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team. Competencies in this
unit may be determined concurrently. Assessment must be in accordance with the performance
criteria.

Context of Assessment

This unit may be assessed on or off the job. Assessment should include practical demonstration
either in the workplace or through a simulation. This should be supported by a range of methods
to assess underpinning knowledge.

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.
+  Carries out established |+ Manages process +  Establishes principles and
processes +  Selects the criteria for procedures
Makes judgement of the evaluation process +  Evaluates and reshapes
quality using given process
criteria +  Establishes criteria for
evaluation
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level -
Solve problems Level -
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHCOR0021B Follow health, safety and security procedures
THHCORO0021B: Follow health, safety and security procedures
Competency Descriptor: This unit deals with the skills and knowledge required to follow

health, safety and security procedures. This unit applies to all
individuals working in the tourism and hospitality industries. It
also covers basic first aid

Competency Field:  Hospitality

ELEMENT OF COMPETENCY

1. Follow workplace procedures on
health, safety and security

2. Deal with emergency situations

3. Maintain safe personal
presentation standards

4. Provide feedback on health, safety
and security

PERFORMANCE CRITERIA

11

1.2

1.3

2.1

2.2

2.3

2.4

2.5

3.1

4.1

4.2

Health, safety and security procedures are correctly followed
in accordance with enterprise policy and relevant regulations
and insurance requirements.

Breaches of health, safety and security procedures are
identified and promptly reported.

Any suspicious behaviour, packages or occurrences are
promptly reported to the designated person.

Emergency and potential emergency situations are promptly
recognised and required action is determined and taken with
scope of individual responsibility.

Emergency procedures are correctly followed in accordance
with enterprise procedures.

Basic first aid is performed following recommended
procedures.

Assistance is promptly sought from colleagues and/or other
authorities where appropriate.

Details of emergency situations are accurately reported in
accordance with enterprise policy.

Personal presentation takes account of the workplace
environment and health and safety issues.

Issues requiring attention are promptly identified.

Issues are raised with the designated person in accordance
with enterprise and legislative requirements.




orenaday,

.Qb

onal Try

GNT.

&
4°uaﬁv oo

THHCORO0021B

Follow health, safety and security procedures

RANGE STATEMENTS

This unit applies to all tourism and hospitality sectors.

Health, safety and security procedures may
include but are not limited to procedures for:

emergency, fire and accident

hazard identification and control

use of personal protective clothing and
equipment

safe sitting, lifting and handling

security of documents, cash, equipment,
people

key control systems

Basic first aid is applied to:

Workplace environment and health and safety

cuts

simple burns (water, steam, fire)
bruises

choking

sprains

issues include but are not limited to:

appropriate personal grooming and hygiene

appropriate clothing and footwear

EVIDENCE GUIDE

Competency is to be demonstrated by applying health, safety and security procedures in
accordance with the performance criteria and the range listed within the
range of variables statement.

@)

(2)

Critical Aspects and Evidence

Emergency situations may include but are not
limited to:

bomb threats
deranged customers
accidents

robbery

fire

armed hold up
floods

earthquakes

First aid applications include:

bandages

cold pack

Heimlich maneuver
removing/lifting injured persons

Evidence should include a demonstrated understanding of the importance of working in
accordance with health, safety and security procedures, and of the potential implications of

disregarding those procedures

Pre-requisite Relationship of Units

This is a core unit that underpins effective performance in all other units. It is recommended that
this unit is assessed/trained in conjunction with other operational and service units.
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THHCOR0021B Follow health, safety and security procedures

(3)

(4)

()

(6)

Underpinning Knowledge and Skills

Knowledge Skills

Knowledge of: The ability to:

« industry/sector insurance and liability + follow health, safety and security
requirements in relation to individual procedures in tourism and hospitality

« staff responsibilities workplaces
relevant occupational health and safety + identify major causes of workplace
regulations in relation to obligations of accidents relevant to the work
employers and employees environment
common health, safety and activity + identify and appropriately deal with
procedures in tourism and hospitality security risks in the work
workplaces environment

major causes of workplace accidents
relevant to the work environment

+  Basic first aid applied to cuts, simple
burns (fire, water, steam); bruises,
choking, sprains
Resource Implications
The following resources should be made available:
' hospitality environment (simulated or actual enterprise)

Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently.

Assessment must be in accordance with the performance criteria.

Context of Assessment

This unit may be assessed on or off-the-job. Assessment should include practical demonstration
either in the workplace or through a simulation. This should be supported by a range of methods
to assess underpinning knowledge.
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THHCORO0021B

Follow health, safety and security procedures

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1. Level 2. Level 3.
+  Carries out established |+ Manages process + Establishes principles and
processes Selects the criteria for procedures

+ Makes judgement of
quality using given
criteria

the evaluation process '

Evaluates and reshapes process
Establishes criteria for evaluation

Collect, analyse and organise information | Level 1

Communicate ideas and information Level 1

Plan and organise activities

Level 1

Work with others and in team

Level 1

Use mathematical ideas and techniques Level 1

Solve problems

Level 1

Use technology

Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHCORO0031A Develop and update hospitality industry knowledge
THHCORO0031A: Develop and update hospitality industry knowledge
Competency Descriptor: This unit deals with the skills, knowledge and attitudes required to access,

increase/update and share knowledge of the hospitality industry, including
different industry sectors and relevant information on heritage and cultural
practices. This knowledge underpins effective performance in all sectors.
Competency Field: Hospitality
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Update hospitality industry
knowledge

2. Seek and share information on
the hospitality industry

RANGE STATEMENTS

11

12

21

2.2

2.3

2.4

Informal and/or formal research is used to update general
knowledge of the hospitality industry.

Specific information on sector of work is accessed and
updated.

Sources of information on the hospitality industry are
correctly identified and accessed.

Information to assist effective work performance within the
industry is obtained.

Information is shared with customers and colleagues as
appropriate, and incorporated into day to day working
activities.

Industry information is correctly applied to day to day work
activities.

This unit applies to all tourism and hospitality sectors.

Information sources may include but are not limited

to:

media
reference books
libraries

unions

maps

resource person
industry associations

industry journals

internet

personal observation and experience

Page 1 of 3
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THHCORO0031A

Develop and update hospitality industry knowledge

EVIDENCE GUIDE

Competency is to be demonstrated by accessing, increasing, updating and sharing knowledge of the
Hospitality Industry in accordance with the performance criteria and the range listed within the Range of
Variables Statement.

1)

(@)

(3)

Critical Aspects of Evidence

the specific focus of this unit will depend upon the industry sector

evidence should include a demonstrated broad knowledge of the hospitality industry plus a
more detailed knowledge of the issues that relate to

a specific sector or workplace
local heritage and cultural practices

expectations of tourists as conditioned by their cultural habits

Pre-requisite Relationship of Units

THHGADO101A Source and Present Information

Underpinning Knowledge and Skills

Knowledge

Knowledge of:

Different sectors of the hospitality  industry

and their interrelationships including a

general knowledge of the role and function

of but not limited to the following:

+ food and beverage

+ front office

+ food production

+ housekeeping
clubs
entertainment

+overview of quality assurance in the

hospitality industry and the role of
individual staff members

industry information sources

local heritage

local cultural practices

general expectations of various

categories of tourist as influenced by

their own cultural backgrounds and
peculiarities

the role of trade unions and employer

groups in the industry

Skills
The ability to:

« apply questioning techniques to obtain
information

« sort and summarise information
share information with colleagues
relate information on local heritage

apply and explain various cultural
practices as relevant to area of work

+  relate to tourists from various cultures
locate places on a world map
give directions using a local map

Page 2 of 3
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THHCORO0031A

Develop and update hospitality industry knowledge

(4 Resource Implications

The following resources should be made available:

a hospitality environment (simulated or actual enterprise)

(5) Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently.

Assessment must be in accordance with the performance criteria.

(6) Context of Assessment

This unit may be assessed on or off-the-job. Assessment should include practical demonstration
either in the workplace or through a simulation. This should be supported by a range of methods
to assess underpinning knowledge

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1. Level 2. Level 3.

Carries out established Manages process Establishes principles and
processes + Selects the criteria for procedures
Makes judgement of the evaluation process +  Evaluates and reshapes process
quality using given Establishes criteria for
criteria evaluation

Collect, analyse and organise information Level 1

Communicate ideas and information Level 1

Plan and organise activities Level 1

Work with others and in team Level 1

Use mathematical ideas and techniques Level -

Solve problems Level -

Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.

Page 3 of 3
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THHCORO0041A Follow workplace hygiene procedure
THHCORO041A: Follow workplace hygiene procedure
Competency Descriptor: This unit deals with the skills and knowledge required to follow the key

hygiene procedures, which apply in many sectors of the hospitality industry.
It is particularly relevant to the Kitchen, Housekeeping, Food & Beverage
and some Tour Operations.

Competency Field:  Hospitality

ELEMENT OF COMPETENCY

1. Follow hygiene procedures

2. Identify and prevent hygiene
risks

RANGE STATEMENTS

This unit applies to various hospitality sectors.

Hygiene procedures may be related to:

food

*  beverage

+ linen
handling of garbage
cleaning procedures

*  personal activities on-the-job

EVIDENCE GUIDE

PERFORMANCE CRITERIA

11

12

2.1

2.2

2.3

Workplace hygiene procedures are strictly followed in
accordance with enterprise standards.

Handling and storage of all items is completed in
accordance with enterprise standards and proper hygiene
practices.

Potential hygiene risks are promptly identified and dealt with
appropriately.

Action is taken to minimise or remove risks identified within
the scope of individual responsibility.

Hygiene risks beyond the control of individual staff members
are promptly reported to the appropriate person for follow

up.

Competency is to be demonstrated by the ability to effectively follow workplace hygiene
procedures in accordance with the performance criteria and the range listed within the range of

variables statement.
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THHCORO0041A Follow workplace hygiene procedure

1)

(@)

(3)

(4)

()

(6)

Critical Aspects and Evidence

Look for:

+understanding of the importance of following hygiene procedures and of the potential
implications of
disregarding those procedures

+ knowledge of practical workplace examples

+ability to follow established procedures

Pre-requisite Relationship of Units

« NIl

Underpinning Knowledge and Skills

Knowledge Skill

Knowledge of: The ability to:

«  factors which contribute to hygiene . follow hygiene procedures
problems + identify and prevent hygiene risks

+ general hazards in the handling of food,
including major causes of food poisoning

overview of relevant regulations in
relation to food hygiene

« typical hygiene control procedures in the
hospitality industry

Resource Implications

The following resources should be made available:

food and beverage service environment (simulated or actual enterprise)
Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently.
Assessment must be in accordance with the performance criteria.
Context of Assessment

This unit may be assessed on or off-the-job. Assessment should include a range of methods to
assess underpinning knowledge.
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THHCORO041A

Follow workplace hygiene procedure

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competenc

Level 1. Level 2. Level 3.

Carries out established + Manages process Establishes principles and
processes «  Selects the criteria for procedures

+ Makes judgement of the evaluation process Evaluates and reshapes process
quality using given Establishes criteria for
criteria evaluation

Collect, analyse and organise information Level 1

Communicate ideas and information Level 1

Plan and organise activities Level 1

Work with others and in team Level -

Use mathematical ideas and techniques Level -

Solve problems Level -

Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHCORO0071A

Deal with emergency situations

THHCORO071A: Deal with emergency situations

Competency Descriptor:

This unit deals with the skills and knowledge required to deal

with emergency situations that may occur or affect guests and
workers in a hospitality environment.

Competency Field: Hospitality

ELEMENT OF COMPETENCY

1. Carry out emergency procedures
in the event of a fire

2. Deal with the discovery of
suspicious items\packages

3. Carry out emergency procedures
in the event of accidents

4. Carry out emergency procedures
in the event of a hurricane

PERFORMANCE CRITERIA

11

12

13

14

15

21

2.2

3.1

3.2

3.3

3.4

3.5

4.1

4.2

Fire fighting equipment is used in accordance with property
procedures.

Appropriate emergency procedures are effectively applied.

Instructions for evacuation are correctly followed in a calm,
orderly manner.

Unexpected situations are dealt with in accordance with given
guidelines.

Information passed on to other personnel is accurate and in an
appropriate format.

Suspicious items and packages are identified and promptly
reported to the appropriate personnel.

Correct safety and security procedures are followed in a calm
and orderly manner.

Emergency procedures applied are in accordance with given
instructions.

Appropriate action is taken to ensure safety of injured and
uninjured persons in accordance with given guidelines.

Comfort and reassurance is given to injured persons.

Personal emergency and accidents are reported in an
appropriate manner and to the appropriate personnel.

Accidents are identified and action taken immediately.

Appropriate steps are taken to protect life and property in the
event of an impending hurricane.

All relevant safety precautions are adhered to.

Page 1 of 5
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THHCORO0071A

Deal with emergency situations

4.3

4.4

4.5

4.6

5. Carry out emergency procedures 5.1

in the event of a earthquake

5.2

5.3

54

55

5.6

5.7

RANGE STATEMENTS

Damages to life and property are identified and all relevant
documents accurately prepared and dispatched to the
appropriate personnel.

Correct evacuation procedures are followed in a calm,
orderly manner, in accordance with property procedures.

Unexpected situations are reported and handled in
accordance with property procedures.

Communication is established with other staff and sources
of assistance.

Unsafe areas are identified and persons evacuated
immediately.

All relevant safety precautions are adhered to.
Damages are identified and all relevant documents
accurately prepared and dispatched to the appropriate

personnel.

Correct evacuation procedures are followed in a calm,
orderly manner in accordance with property procedures.

Unexpected situations are reported and handled in
accordance with property procedures.

Communication is established with other staff and sources
of assistance.

Guests are reassured in an appropriate manner.

This unit may apply to various staff in tourism and hospitality sectors:

Types of fire to include:

+fires involving combustible materials (wood,
paper, cloth)

+fires involving flammable liquids (gasoline,
kerosene, thinner, grease);
fires involving electrical equipment

Fire extinguishing equipment and supplies to
include:

extinguishers (A, B & C)
sand, water
+ "Wet Blanket

Page 2 of 5
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THHCORO0071A

Deal with emergency situations

Emergency Procedure to include:

eliminating cause of fire
+use of fire extinguishers
+alerting appropriate personnel
+ reassuring guests

Emergencies that must be reported include:

+ heart attack

+drug overdose

+ fainting

+ diarrhoea
vomiting

+ food poisoning

Potential hazards resulting from earthquake to
include:

+  objects that may fall

+  cracks in walls and floors

+ exposed electrical wires

+ wetfloors

+ broken sewer mains

+damages to life and property to include death,
persons with broken limbs, damaged equipment,
damaged building

Safety precautions to include:

guidelines from the Office of Disaster
Preparedness and Emergency Management
(ODPEM)

property's emergency plan

EVIDENCE GUIDE

Suspicious items or packages include:

bags, packages and parcels which have been
left unattended for no apparent reason
« unusual deliveries

Accidents involving injury to guests, staff and
visitors, which require basic first aid include:

burns

choking,
« cuts

falls

Appropriate action to include:

eliminating cause of accidents where
possible
rendering first aid

« alerting relevant department or personnel

Competency is to be demonstrated by the ability to monitor staff performance in accordance with the
performance criteria and the range listed within the range of variables statement.

(1) Critical Aspects of Evidence

Look for:

ability to deal with emergency situations mentioned in the Range Statement, as displayed in

simulated scenarios

Page 3 of 5
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THHCORO0071A Deal with emergency situations

(2) Pre-requisite Relationship of Units
Nil

) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:

types of fire and the requisite fighting
equipment

proper use of fire fighting equipment
safety precautions and procedures in
evacuating a building in which there is
fire

emergency procedures in the event of
fire

cues in identifying suspicious items or
packages

how to deal with emergencies such as
heart attack, drug overdose, fainting,
diarrhea, vomiting, food poisoning
other emergencies that may occur
following an earthquake
post-earthquake safety precautions
precautionary measures in preparing for
an impending hurricane

the National Disaster Management
Agency (NADMA) and its roles and
functions

(4) Resource Implications

use fire fighting equipment

carry out emergency procedures in the
event of a fire

identify suspicious items and packages
deal with the discovery of suspicious
items\packages

carry out emergency procedures in the
event of accidents

carry out emergency procedures in the
event of a hurricane

carry out emergency procedures in the event
of an earthquake

The following resources should be made available:

actual or simulated work environment

(5) Method of Assessment
Competency shall be assessed in a simulated environment depicting the range of instances

covered in this unit and may include case study, oral question and answer, written multiple-choice
assessment.
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(6) Context of Assessment

This unit may be assessed on or off the job. Assessment should include practical demonstration
either in the workplace or through a simulation. Simulated activities must closely reflect the type
of emergencies that may occur in a hospitality environment and may need to take place over a
period of time.

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1. Level 2. Level 3.
Carries out established + Manages process +  Establishes principles and
processes +  Selects the criteria for the procedures
+ Makes judgement of evaluation process +  Evaluates and reshapes
quality using given criteria process
Establishes criteria for
evaluation
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHHOK1171A: Clean toilets and washrooms
Competency Descriptor: This unit deals with the skills and knowledge required to clean toilets
and washrooms using manual equipment only.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Prepare for cleaning activities 1.1

1.2

13

1.4

2. Clean fixtures and fittings 2.1

2.2

2.3

2.4

2.5

2.6

2.7

3. Replenish bathroom and 3.1
washroom consumables

3.2

3.3

Toilets and washrooms are entered following established
housekeeping procedures.

Toilet and washroom is adequately ventilated during
cleaning operations.

Precautionary provisions for the protection of self and
others are observed at all times.

Cleaning agents and equipment selected are appropriate
for the surface and dirt being removed.

Selection of cleaning agents is appropriate for intended
purpose.

Cleaning agent is mixed and applied according to
manufacturer’s instructions.

Fixtures and fittings are cleaned in an order that is least
likely to spread contaminants.

Waste outlets and overflows are free from dirt and debris
following cleaning activities.

Fixtures and fittings are clean and free of smears.

Faults and problems are promptly reported to the
appropriate person.

Relevant records/reports are correctly completed.

Holders are checked to ensure that the correct amounts of
consumables are in place.

Waste items are correctly secured and placed for disposal.

Correct amount and type of consumables are in place.
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3.4  Consumables are arranged consistent with property
standards.
3.5 Reports are correctly prepared and posted as instructed.
RANGE STATEMENTS

The range statement indicates the context for demonstrating competence. This statement is a guide and,
unless otherwise indicated, items may or may not apply as required by the work context.

Bathroom and restroom fixtures and fittings may Problem situations may include:
include:
« leaks and water damage

urinals . safety risks

water closets + damaged areas

mirror +  cracked or broken windows
+ bidets + damaged frames
+ bath tubs

lavatory basins
water closet
+ faucets
+  clothes closets
+ glassware
tissue holders
towel holders
knobs and handles rails (polished/painted
wood and metal)

Supplies include, but are not limited to: Cleaning process to include:

¢+ soap + eliminating dirt and grime
tissue ©  sanitizing

+ towel « disinfecting

+ lotion «  polishing

+ shampoo

Debris may include:

sharp objects

sand leaves and twigs
+ glass, bottles
+ garbage
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THHHOK1171A: Clean toilets and washrooms

EVIDENCE GUIDE

Competency is to be demonstrated by safely and efficiently use relevant equipment and cleaning agents
in accordance with the performance criteria and the range listed within the range of variables statement.

(2) Critical Aspects of Evidence
Evidence should include a demonstrated understanding of the importance of cleaning staff to the

overall quality of service provided by the enterprise and a demonstrated ability to safely and
efficiently use relevant equipment and cleaning agents

(2) Pre-requisite Relationship of Units

Nil

3) Underpinning Knowledge and Skills

Knowledge Skill

Knowledge of: The ability to:

« health and safety precautions relating to ' selept and set up/prepare cleaning
cleaning operations equipment and supplies

+ safe handling of common cleaning + clean floors
equipment and chemicals used in + clean furniture and furnishings
tourism/hospitality establishments * clean doors,

+ safe handling and treatment of common + clean windows,
hazards encountered in areas to be + clean walls
cleaned including: + clean ceilings
blood, needles and syringes, used +maintain and store cleaning
condoms, sharp objects, human waste, equipment and chemical

surgical dressings, broken glass,
skewers, fat and oil, hot pans, knives,
bones, crustacean shells,

«  enterprise security procedures

+ safe bending and lifting practices

«  cleaning precautions, procedures and
techniques relating to surfaces such as
glass, painted/polished wood, steel,
iron, plastic, rubber, brass, silver,
aluminium, fabric, leather, concrete
(paved, painted)

4) Resource Implications

The following resources should be made available:

+ requisite equipment, supplies and environment where cleaning competence can be
demonstrated
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(5) Method of Assessment

Assessment should include practical demonstration either in the workplace or through a
simulation.

Simulated activities must closely reflect the workplace. A range of methods to assess
underpinning knowledge should support this.

Assessment must be in accordance with the performance criteria.

(6) Context of Assessment

This unit must be assessed through practical demonstration on-the-job or in a simulated
workplace environment where the total cleaning process can be demonstrated.

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.
Carries out established | + Manages process +  Establishes principles and procedures
processes + Selects the criteria for «  Evaluates and reshapes process
+ Makes judgement of the evaluation process «  Establishes criteria for evaluation
quality using given
criteria
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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BSBCORO0171A: Deliver quality customer service
Competency Descriptor: This unit covers the skills and knowledge required to identify

customer needs and provide a service to customers within a
prescribed framework.

Competency Field: Business Administration Services
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA
1. Identify customer needs 1.1  Appropriate interpersonal skills are employed to ensure

that customers’ needs are accurately identified.

1.2  Customers’ needs are assessed for urgency so that
priorities for service delivery can be identified.

1.3  Customers are provided with information about available
options for meeting their needs and assisted to identify
their preferred option.

1.4  Personal limitations in addressing customer needs are
identified and where appropriate, assistance is sought
from designated person.

2. Deliver quality service to 2.1  Prompt customer service is provided to meet identified
customers needs in accordance with organisational requirements.

2.2 Appropriate rapport is established with customers to
enable high-quality service delivery.

2.3 Customers’ complaints are handled sensitively and
courteously in accordance with organisational
requirements.

2.4 Opportunities to enhance the quality of service and
products are identified and taken whenever possible.

The Range Statement provides advice to interpret the scope and context of this unit of competency,
allowing for differences between enterprises and workplaces. It relates to the unit as a whole and
facilitates holistic assessment. The following variables may be present for this particular unit:

Legislation, codes and national standards relevant to the workplace which may include:

relevant legislation from all
government agencies that affect business operation, especially in regard to
Occupational Health and Safety and environmental issues, equal opportunity, industrial relations and
anti-discrimination
+ relevant industry codes of practice
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BSBCORO0171A Deliver quality customer service

Interpersonal skills may include:

+using appropriate body language
+summarising and paraphrasing to check understanding of customer’s message
+  providing an opportunity for the customer to confirm his/her request
+ seeking feedback from the customer to confirm understanding of needs
+questioning to clarify and confirm the customer’s needs

listening actively to what the customer is communicating

Customers may be: Customer needs may relate to:
+ from other agencies + advice or general information

internal (members of the organization) + specific information
+ individual members of the public + further information

+making an appointment
Service and products are: +complaints
- o +  purchasing the organisation’s products and
specific to the organization services

+ returning organisation’s products

Designated individuals and groups are:

those with sufficient knowledge and the level of
responsibility to meet customer needs

The Evidence Guide identifies the critical aspects, underpinning knowledge and skills to be demonstrated
to confirm competency for this unit. This is an integral part of the assessment of competency and should

be read in conjunction with the Range Statement.
(D) Critical Aspects of Evidence

Accurately identifies customer needs through the use of appropriate interpersonal skills.

Treats customers in a courteous and professional manner through all stages of service
procedure.

+ Applies organisational policies and procedures for responding to customer needs.

(2) Pre-requisite Relationship of Units

BSBCORO0011A Prepare for work
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BSBCORO0171A Deliver quality customer service

3)

(4)

()

(6)

Underpinning Knowledge and Skills

Knowledge Skills

Knowledge of: The ability to:
relevant legislation from all government + access and use workplace information
agencies that affect business + select and use technology
operation, especially in regard to +utilise skills to identify customer needs
Occupational Health and Safety and + deal with customer enquiries or complaints
environmental issues, equal (problem solving skills)
opportunity, industrial relations and . relate to people from a range of social,
anti-discrimination cultural and ethnic backgrounds and
the organisation’s business structure, physical and mental abilities

products and services
strategies for excellent customer
service
+ the organisation’s policies and
procedures for customer service
including handling customer complaints
+ customer feedback mechanisms and
their special needs

Resource Implications

The learner and trainer should have access to appropriate documentation and resources normally
used in the workplace.

Method of Assessment

Competency should be assessed while work is being done under direct supervision with regular
checks, but may take the form of some autonomy when working as part of a team, in order to
achieve outcomes within time.

Context of Assessment

Competency is demonstrated by performance of all stated criteria, including paying particular
attention to the critical aspects and the knowledge and skills elaborated in the Evidence Guide,

and within the scope as defined by the Range Statement.

Assessment must take account of the endorsed assessment guidelines in the Business
Competency Standards.

Assessment of performance requirements in this unit should be undertaken in an actual
workplace or simulated environment.

Assessment should reinforce the integration of the critical employability and the Business

Services Common Competencies for the particular NVQ-J Level. Refer to the Critical
Employability Skills Levels at the end of this unit.
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BSBCORO0171A Deliver quality customer service

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1 Level 2 Level 3
+ Carries out established « Manages processes + Establishes principles and
processes +  Selects the criteria for the procedures
Makes judgement of evaluation process +  Evaluates and reshapes
quality using given process
criteria +  Establishes criteria for
evaluation
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 2
Work with others and in team Level 1
Use mathematical ideas and techniques Level 2
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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BSBCORO0591A: Apply basic communication skills

Competency Descriptor:

This unit covers the development of communication skills in the
workplace. It entails the activities of gathering, conveying and
receiving information, together with completing assigned written
information under direct supervision.

Competency Field: Business Administration Services

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Identify workplace
communication procedures

2. Draft written information

1.1  Workplace communication requirements are identified
with assistance from appropriate persons.

1.2 Appropriate lines of communication with supervisors
and colleagues are identified.

1.3  Advice is sought on the communication
method/equipment, which is most appropriate for the
task.

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

1.5 Instructions or enquiries are answered or followed
promptly and appropriately.

1.6 Appropriate non-verbal behaviour is used at all times.

1.7  Constructive feedback is encouraged, acknowledged and
acted upon.

2.1 Relevant procedures and formats are identified.

2.2 Assigned written information is drafted and

presented clearly and concisely for approval within
designated timelines.

2.3 Written information meets required standards of
style, format and detail.

2.4  Assistance and/or feedback is sought to aid
communication skills development.
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Apply basic communication skills

The Range Statement provides advice to interpret the scope and context of this unit of competency,
allowing for differences between enterprises and workplaces. It relates to the unit as a whole and facilitates
holistic assessment. The following variables may be present for this particular unit:

Legislation, codes and national standards relevant to
the workplace which may include:

+  relevant legislation from all government
which affect business operation, especially in
regard to Occupational Health and Safety and
environmental issues, equal opportunity,
industrial relations, anti-discrimination

+  relevant industry codes of practice

Lines of communication may be:

formal and informal means
verbal (non-verbal)

Organisational requirements may be included in:

quality assurance and/or procedures manual
goals, objectives, plans, systems and processes,
business and performance plans

legal and organisation policy/guidelines and
requirements

access and equity principles and practices
ethical standards

Occupational Health and Safety policies,
procedures and programs

quality standards for continuous improvement
processes

Standards may include:

+ standards set by work group
organisational policies

EvIDENCE GUIDE

Organisational procedures may relate to:

workplace procedures related to specific tasks
following instructions

answering telephone calls

requests from colleagues

use of voice mail

use of internet and e-mail

informal discussions

Appropriate persons may include:

supervisors, mentors or trainers
colleagues
other staff members

Communication method/equipment may include:

computer network systems

personal computer equipment including
hardware, software and communication
packages

telephones

facsimile machines

keyboard equipment including mouse

Written information may include but is not limited to:

handwritten and printed materials

electronic mail

facsimiles

general correspondence or standard/form letters
and memos

telephone messages or general messages

The Evidence Guide identifies the critical aspects, underpinning knowledge and skills to be demonstrated to
confirm competence for this unit. This is an integral part of the assessment of competence and should be

read in conjunction with the Range Statement.
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BSBCORO0591A Apply basic communication skills

Critical Aspects of Evidence

Seeks advice on most appropriate workplace communication methods and establishes lines
of communication.

Oral and written communication is clear, concise, correct and completed within

designated timelines.

Instructions are followed promptly and appropriately.

Advice and feedback are actively sought, acknowledged and acted upon.

Pre-requisite Relationship of Units

+ BSBCORO0O011A  Prepare for work

Underpinning Knowledge and Skills

Knowledge Skills

Knowledge of: The ability to:
relevant legislation from all levels of + identify work requirements
government which affect business + compose written business correspondence
operation, especially in regard to and inter-office communications
Occupational Health and Safety and © process basic, relevant workplace
environmental issues, equal opportunity, documentation
industrial relations, anti-discrimination «complete business forms

identify lines of communication, request
advice, effectively question, follow
instructions, receive feedback and convey
messages clearly and concisely

to solve routine problems related to the
workplace under direct supervision

use business equipment relate to people
from a range of social, cultural and ethnic
backgrounds and physical and mental
abilities

organisational policies, plans and
procedures

Resource Implications

The learner and trainer should have access to appropriate documentation and resources
normally used in the workplace

Method of Assessment

Competency will be assessed while work is being done under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competency in this unit may be determined concurrently, based upon integrated project
work. Assessment may be by intermittent checking at the various stages of the job

application in
accordance with the performance criteria.

Context of Assessment

Competency will be assessed in the workplace or simulated workplace environment in
accordance with work practices and safety procedures.

Competency is demonstrated by performance of all stated criteria, including paying particular
attention to the critical aspects and the knowledge and skills elaborated in the Evidence Guide,
and within the scope as defined by the Range Statement.

Page 3 of 4




BSBCORO0591A

Apply basic communication skills

Assessment must take account of the endorsed assessment guidelines in the Business Competency

Standards.

Assessment should reinforce the integration of the Critical Employability Skills and the Business
Competency Standards for the particular NVQ-J level. Refer to the Critical Employability levels at

the end of this unit.

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency

that underpin effective workplace practices.

Levels of Competency

Level 1 Level 2 Level 3
+  Carries out established + Manages process Establishes principles and
processes +  Selects the criteria for the procedures

+ Makes judgement of
quality using given criteria

evaluation process

Evaluates and reshapes
process

Establishes criteria for
evaluation

Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHGHSO0172A: Provide first aid
Competency Descriptor: This unit deals with the skills and knowledge required to provide first aid.
It complies with standards, practices and procedures of St John
Ambulance Association and equivalent first aid bodies.
Competency Field: Hospitality
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Assess and respond to
emergency first aid situations

2. Provide appropriate treatment

3. Monitor the situation

4. Prepare an incident report

RANGE STATEMENTS

11

12

13

2.1

2.2

3.1

3.2

4.1

4.2

Emergency situations are quickly and correctly
recognised.

The situation is assessed and a decision promptly made
regarding action required.

Assistance from emergency
services/colleagues/customers is organised where
appropriate.

Patient’s physical condition is assessed from visible vital
signs.

First Aid is provided to stabilise the patient’s physical and
mental condition in accordance with organisation policy on
provision of first aid and recognised first aid procedures.

Back up services appropriate to the situation are identified
and notified.

Information on the victim’s condition is accurately and
clearly conveyed to emergency services personnel.

Emergency situations are documented according to
company procedures.

Reports provided are clear, accurate and timely.

This unit applies to all tourism and hospitality sectors.

First aid treatment is that defined in Common
Law as emergency assistance provided to a second party in the absence of medical or paramedical care.
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Provide first aid

Factors which affect the provision of first aid are:

legal issues that affect the provision of first aid
in different industry sectors:

+  the type of site where the injury occurs
+ the nature of the injury and its cause

availability of first aid equipment, medications
and kits or other suitable alternative aids

+ proximity and availability of trained paramedical
and medical assistance

+the patient’s cardio-vascular condition as
indicated by body temperature, pulse rate and
breathing rates

chemical contamination

EVIDENCE GUIDE

Injuries may include:

+ cardio-vascular failure
wounds and infections
+ bone and joint injuries
eye injuries
burns
external bleeding
*unconsciousness
+ effects of heat or cold temperatures
pre-existing illness
bites

Competency is to be demonstrated by the ability to provide first aid in accordance with the performance
criteria and the range listed within the range of variables statement.

(2) Critical Aspects and Evidence

Look for:

ability to correctly apply a range of first aid techniques for all situations described in the

Range of Variables
(2) Pre-requisite Relationship of Units
This unit should be assessed alone

3) Underpinning Knowledge and Skills

to demonstrate competence, attendance at and successful completion of an accredited

first Aid course is required

4) Resource Implications

The following resources should be made available:

hospitality environment (simulated or actual enterprise)

Page 2 of 3




al T,
09“ S %

GNT

9,

orenaday,
Touspy 6

THHGHS0172A Provide first aid

(5) Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team. Competencies in this
unit may be determined concurrently. Assessment must be in accordance with the performance
criteria.

(6) Context of Assessment

This unit will generally be assessed off-the-job

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.
Carries out established | + Manages process +  Establishes principles and
processes + Selects the criteria for procedures
+ Makes judgement of the evaluation process +  Evaluates and reshapes process
quality using given +  Establishes criteria for evaluation
criteria
Collect, analyse and organise information Level 2
Communicate ideas and information Level 2
Plan and organise activities Level 2
Work with others and in team Level 2
Use mathematical ideas and techniques Level 1
Solve problems Level 2
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHHOKAO0901A: Respond to guest related complaints and requests
Competency Descriptor: This unit deals with the skills and knowledge required to provide

a range of general housekeeping services to guests.

Competency Field:  Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Handle housekeeping requests 1.1

12

1.3

14

15

1.6

1.7

1.8

2. Advise guests on room and 2.1
housekeeping equipment

2.2

2.3

3. Deal with guest complaints 3.1

3.2

3.3

Requests are handled in a polite and friendly manner in
accordance with enterprise customer service standards
and security procedures.

Guest is acknowledged by use of name wherever
possible.

Details of the request are confirmed and noted.

Where request has arisen from breakdown in room
servicing, an apology is made.

Timelines for meeting the request are agreed with the
guest

Requested items are promptly located and delivered
within agreed timeframe.

Items for pick up are collected within the agreed
timeframe.

Equipment is set up for guest when appropriate.

Guests are courteously advised on correct usage of
equipment.

Malfunctions are promptly reported in accordance with
enterprise procedures and where possible alternative
arrangements are made to meet guest needs.

Where appropriate a collection time is agreed.

Dissatisfied guests are acknowledged immediately and are
attended to without delay.

Guests are dealt with in a polite and helpful manner at all
times.

Nature of complaint is correctly identified.
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THHHOKO0901A

Respond to guest related complaints and requests

4.

5.

Deal with guest related incidents

Handle room change

3.4

3.5

3.6

3.7

3.8

3.9

4.1

4.2

4.3

4.4

4.5

5.1

5.2

5.3

5.4

55

Guests are assured that complaint will receive immediate
attention.

Complaints, which can be resolved within the individual's
authority, are dealt with promptly.

Complaints, which cannot be resolved within the individual's
authority, are promptly referred to the appropriate person.

Complaint is reported and handled in accordance with
property procedures.

Nature and seriousness of complaint is correctly assessed
and appropriate response determined.

Relevant information is accurately recorded in a suitable
format and made available to the appropriate personnel.

Nature of incident is quickly identified and action taken is in
accordance with given guidelines.

Guests are dealt with in a polite and helpful manner at all
times.

Guests are assured that incidents will receive immediate
attention.

Incidents are dealt with in accordance with given
instructions.

Incidents are reported to the appropriate personnel and in a
manner consistent with.

Instructions for room change are accurately carried out.

Room change is appropriately carried out with minimum
inconvenience and to guests’ satisfaction.

Unexpected situations are reported and handled in
accordance with property procedures.

Guests are dealt with in a polite and helpful manner at all
times.

Guests’ effects are transferred without damage.
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RANGE STATEMENTS
Guests to include: Guests'’ care to include:
in house guests +  safety of guests’ rooms and public areas
new arrivals + attending to special request
adults and children « ensuring that room and public area amenities are
departing guests in place
+ day guests
Incidents to include: Guidelines relate to:
+  breakage « instructions from supervisor
lost property +  property procedure
injury
insect bites
Dealing with complaints to include: Guest complaints to include those relating to:
+ Contacting maintenance department + condition of rooms and public areas
Reporting to supervisor « lack of supplies
+ Correcting faults relating to amenities in public : other departments

areas and bedrooms, where possible

Room change activities to include: Room change takes place:
+ transfer of guests' property « in guests’ presence
+  preparing for room change + in guests’ absence

EVIDENCE GUIDE

Competency is to be demonstrated by effectively offering courteous and friendly service to guests in
accordance with the performance criteria and the range listed within the range of variables statement.

(1) Critical Aspects and Evidence

Evidence should include a demonstrated knowledge of a range of housekeeping
services/equipment and the demonstrated ability to offer courteous and friendly service to
guests.

(2) Pre-requisite Relationship of Units

' Nil
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THHHOKO0901A Respond to guest related complaints and requests

(3)

(4)

()

(6)

Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:
knowledge of typical housekeeping + handle housekeeping requests
services and procedures + advise guests on room and
security and safety procedures as they housekeeping equipment
apply to housekeeping services +deal with guest complaints
. procedures in dealing with new arrivals + record relevant information accurately
+ procedures for dealing with departing + deal with guest related incidents
guests + handle room change

«  safety of guests’ rooms
general guidelines for handling breakage
by guests, lost of guest’s property, injury
to guests
room change procedures and activities

«  procedures for effectively dealing with
guest complaints
some common problems faced by guests
factors to be considered when recording
complaints

« active listening
«how to demonstrate empathy

Resource Implications

The following resources should be made available:

+housekeeping facility

Method of Assessment

Assessment should include practical demonstration either in the workplace or through a
simulation.

Simulated activities must closely reflect the workplace and may need to take place over a period
of time to allow the candidate to address the ongoing implementation and monitoring aspects of
this unit. A range of methods to assess underpinning knowledge should support this.

Assessment must be in accordance with the performance criteria.

Context of Assessment

This unit may be assessed on or off-the-job.
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CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.
Carries out established |+ Manages process +  Establishes principles and
processes +  Selects the criteria for procedures
+ Makes judgement of the evaluation process | + Evaluates and reshapes
quality using given process
criteria +  Establishes criteria for
evaluation
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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MAMSVO0002

Competency Descriptor

Competency Field

Unit Title
Control response to emergencies in a small vessel

This unit deals with the skills and knowledge required in
an emergency, which can be expected at sea and includes
fire, distress, medical, groundings and collisions, heavy
weather, loss of propulsion or steering, towing and
pollution. Persons who have the responsibly of planning
and organizing the crew of a small vessel need to prepare
them for emergency situation.

Marine Management and safety standards

Elements

Performance Criteria

1. Plan procedures
in the event of an
emergency

1.1 Determine realistic strategies and plan to deal with the
emergence based on experience and the information
available.

1.2 Plan activities and tasks to maximize safety and minimize
loss.

1.3 Allocate the duties to individuals based on known
competence and strengths.

1.4 Optimize the use of personnel and equipment for
emergence tasks and activities.

1.5 Take action at all times to minimize risk to personnel.

2. Respond to
emergencies on
board ship

2.1 Take action in an emergency in accordance with the
vessel’s procedures.

2.2 Take action appropriate to the overall requirements of the
incident with regard to priority, sequence and timing.

2.3 Communicate information to the emergency services
promptly and accurately.

2.4 Maximize safety of self and personnel with respect to
clothing, equipment and movement within a hazardous
area.

2.5 Give effective and appropriate treatment for injuries in
accordance with recognized first aid practices and
international guidelines.




onal T,

GNT

\Q,}‘

2
%
’op
«Q
2
Q@

orenaday

2.6 Prepare and launch survival craft correctly.

2.7 Use survival techniques which maximize the safety of self
and others

3. Maintain
emergency
operations to
maximize safety

3.1 Deploy resources with optimum effect to maximize safety
of personnel and vessel during the emergency.

3.2 Monitor emergency operations and take action to
maximize safety.

3.3 Implement effective external communications, which
meet statutory requirement.

3.4 Make effective external communications, which meet
statutory requirements.

3.5 Keep records and make reports that are completely
accurate and meet all statutory requirements.

Range Statement

The range statement provides advice to be undertaken in any emergency situation. All work

and work practices are undertaken to regulatory and standard requirements involving the
use of various and tools to manage the situation.

Management techniques may include but not limited to:

W

Alternative routing arrangement

Diversionary procedure ( traffic in immediate incident area)
Introduction to emergency speed restriction.

Actions to be taken in crisis situation e.g. man overboard

Range could include various types of operations e.g. dealing with fire drills, Abandon ship
drills, survival craft and rescue boats

Evidence Guide

Competency is to be demonstrated by the ability to effectively control response to
emergencies on a small vessel providing the necessary instructions and taking the necessary
precautions to ensure that passengers’ safety is maintained
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Critical aspects of evidence
Evidence should include a demonstrated ability to
e Responses to a shipboard emergency
¢ Control of an emergency muster and the launching of a safety craft or rescue
boat
e Control of a firefighting situation
e Dealing with a man overboard situation
e Dealing with a problem involving injury or illness on board

Underpinning knowledge and skills

Knowledge
Knowledge of:

e Principles

e Precautions for the protection and safety of personnel in emergency situations
e Fire prevention

e C(lasses and chemistry of fire

e Fire-fighting systems

e Survival craft and rescue boat equipment including radio life-saving appliances
e Survival at sea techniques

Skills

The ability to:

Maintain a traffic image throughout the emergency situation

Organize fire drills

Indicate or demonstrate what actions to be taken in the event of fires including fires
to oil systems

Organize abandon ship drills

Identify hazards and the level of actual and possible risk to health and safety

Resource implications

The following resources should be made available:

4)

All tools, equipment, materials and documentation required
All relevant workplace procedures
Any relevant codes, standards, manuals and reference materials

Method of assessment

The candidates will be required to:

Answer questions put by the assessor

Perform real- work activities on board vessel to demonstrate competence

Prove that they can take charge of any emergency by providing evidence that all the
performance criteria are consistently met
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MAMSV0001

Competency Descriptor

Unit Title
Maneuver a small vessel in the Reef Coastal Area

This unit deals with the competences required to
maneuver the vessel in different situations including
exceptional circumstances. It includes planning,
ensuring adequate resources and maintaining vessel
safety.

Competency Field Marine Management and safety standards
Element Performance Criteria
1. Maneuver the vessel under 1.1 Plan and conduct the approval to keep the

normal conditions

vessel in safe waters.

1.2 Ensure adequate resources are available prior
to and during operations.

1.3 Monitor the maneuver from the bridge.
1.4 Communicate clearly and concisely.

1.5 Use the vessels’ maneuvering characteristics to
the best advantage during operations.

1.6 Maneuver the vessel safely in shallow and
restricted waters under prevailing conditions.

1.7 Operate engines, auxiliary machinery and
equipment correctly and safely.

2. Maneuver the vessel in
exceptional conditions

2.1 Identify the actions required to meet the
exceptional circumstances.

2.2 Plan and conduct maneuvers to maximize the
safety of the vessel and crew.

2.3 Ensure adequate resources are available for
maneuvering the vessel in exceptional

circumstances.

2.4 Communicate clearly and concisely.
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2.5 Use the vessel’s maneuver characteristics to
the best advantage during operations.

2.6 Maneuver the vessel safely in shallow and
restricted waters under prevailing conditions.

2.7 Operate engines, auxiliary machinery and
equipment correctly and safely.

Range Statement

The range provides the different situations under which the tasks can be undertaken. All
work and work related practices are undertaken to regulatory and standard requirements
involving the use of various tools to manage the situation. Maneuvering techniques may
include but not limited to berthing, unberthing and anchoring the vessel, control in
exceptional waters such as heavy weather; fire, flooding, beaching, loss of rudder and loss of
propeller.

Evidence Guide

Competency is to be demonstrated by the ability to effectively demonstrate how to maneuver
a ship under different conditions near a coastal area.

Underpinning knowledge and skills
Knowledge of
Operations

Factors affecting safe maneuvering and handling operation of small vessel power plants and
auxiliaries

Regulations and guidelines

Procedures for anchoring and mooring
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Competency Descriptors

Competency Field

Unit Title

Maintain the vessel’s hull, fittings and equipment.

This unit deals with the skills and knowledge required
for shipboard to plan and organize the maintenance of
the vessel’s hull, fittings and equipment over a period of
time and to compile records and reports concerning
maintenance.

Marine Management and safety standards

Element

Performance Criteria

1. Plan maintenance
requirements

1.1 Determine maintenance requirements for hull, fittings
and equipment.

1.2 Produce a plan covering the maintenance requirements
with suitable budget priorities time sales and contingency
actions.

1.3 Organize the requirements for personnel, materials and
equipment to carry out the plan.

1.4 Consult effectively with other personnel affected by the
plan on the vessel and elsewhere.

1.5 Ensure that the maintenance plan is consistent with
planned vessel operations.

2. Implement the
maintenance plan

2.1 Provide clear and accurate briefing to personnel.

2.2 Ensure that equipment and materials are available for the
maintenance tasks.

2.3 Ensure that procedures and practices used by
maintenance personnel comply with safety and anti-
pollution roles.

2.4 Ensure that the maintenance is carried without
disruptions to vessel operations and in suitable weather
conditions.
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2.5 Ensure that the maintenance plan is consistent with
planned vessel operations.

3. Compile maintenance 3.1 Measure the effectiveness of maintenance against the plan
records and reports objectives.

3.2 Compile clear reports of outcomes following maintenance.

3.3 Make effective recommendations for improvements in
future maintenance tasks.

Range Statement
Work is undertaken under supervision or as part of a team. Work undertaken in a field or
workshop environment. All work and work practices undertaken to regulatory and standard

requirements.

This unit covers the maintenance and handling of the vessel’s hull, fittings and equipment.

Evidence guide

The evidence guide identifies the critical aspects, knowledge and skills to be demonstrated
to confirm competency for the unit.

1. Critical aspects of evidence

e Compliance with occupational health and safety regulations applicable to workplace
regulations

e Demonstrate the ability to maintain the vessel’s watertight integrity, confirming the
vessels

e Stability and maintaining appropriate records.

e Demonstrate the ability to take action to meet unexpected occurrences/heavy
weather warnings and for adverse changes in the vessel’s condition
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Underpinning Knowledge and skills

Knowledge

Knowledge of

1. Operations

Procedures for maintaining watertight integrity

Fundamental actions to be taken in the event of partial loss of intact
buoyancy

Actions to be taken to confirm the seaworthiness of a vessel

2. Stability and seaworthiness

The principal structural members of a vessel and the proper names for the Working
knowledge and application of stability, trim and stress tables diagrams and stress
calculating equipment

Bilge and ballast systems

The precautions to be taken to prevent pollution of the marine environment
Anti-pollution procedures and all associated equipment

3. Regulations and guidelines

Published advice and requirements relating to seaworthiness and information
available on Vessel’s plan

Imo intact stability criteria

Correct use of vessel’s hydrostatic, stress, and stability information

Code of safe working practices

Statutory and company policies relating to seaworthiness

The application of MARPOL to various operations
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MAMSV00091

Competency Descriptor

Competency Field

Unit Title

Organize and manage on board/shore-based
entertainment, excursions and events

This unit deals with the skills and knowledge required to
provide opportunities for passengers to take part in
planned activities. These may be on board or shore-
based excursions.

Maintain hospitality management

Element

Performance Criteria

1. Demonstrate a clear
understanding of
different customers
and their real and
perceived needs

1.1 Evaluate the potential for events and excursions taking
account of existing requirements, resources and
available personnel.

1.2 Take personal responsibility for organizing such
events.

2. Identify and work
with people and
organizations that can
provide support to
your work.

2.1 List the organizations that you are most likely to
interact with given your area of operation.

2.2 List some of the activities that your organization is
involved in

2.3 Demonstrate how these activities are done using
simulation.

3. Develop a plan for
events and excursions

3.1 Ensure that the plan is clear and well defined.

3.2 Ensure that the plan falls into the operation policy of
the organization.

3.3 Liaise with other relevant departments and partners to
ensure their agreement to the plan.

Range Statement

Work undertaken under supervision or as part of a team. Work undertaken in field or
workshop environment. All work and work practices undertaken to regulatory and standard

requirements.

This unit covers basic organizational skills necessary to manage and organize a board/shore-
based entertainment, excursions and events.
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Preparation of budget for events and excursions.

Sourcing information regarding destination and their potential for share excursion.
Gauging passage interest

Debriefing of staff

How to evaluate events to impact future planning.

UGl W IN -

Evidence Guide

Competency is demonstrated by effectively reorganizing and managing on board/shore-
based entertainment, excursion and events in accordance with the range listed in the range
of variables.

1. Critical Aspects of Evidence

This unit will be assessed independently or with other units addressing the safety quality.
Assessors must be satisfied that the candidate can competently and consistently perform all
elements of the unit as specified by the criteria.
During the assessment, the individual will:

1. Demonstrate safe working practice at all times.
Demonstrate the ability to select and use appropriate planning schemes at all times.
Demonstrate the ability to prepare a budget for events.
Demonstrate the ability at effective marketing and sales methods.
Take up responsibility for the quality of their work.
Prepare all tasks in accordance with standard procedures.
Communicate information about tasks being undertaken to ensure a safe and efficient
working environment.
8 Perform all related tasks to specification.

NOoO Ul W

2. Underpinning knowledge and skills

Knowledge
Knowledge of:

e Safety and work procedures

e Standards of quality

e How to gauge passenger interest in events and excursion

e Existing companies programmes and activities

¢ Organizational polices guidelines and information

e Legal and regulatory guidelines relevant to: the event/excursion; the likely
participants

Skills
The ability to:
e Work safely to instructions
e Select and use appropriate methods
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3. Method of Assessment
The candidate will be required to:
e Answer questions put by the assessor.

e Identify supervisor/colleagues who can be approach for the collection of
competency evidence where appropriate.

e Present evidence of credit for any off-job training related to this unit.
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Competency Descriptor

Competency Field

Unit Title
Carry out manual splicing operations

This unit covers the competencies necessary to produce
splices in wire and fiber ropes manually in accordance
with approved procedures. You will be required to
produce a range of different splices in wire and fiber
ropes in accordance with specifications or instructions

Marine Hospitality Management

Element of Competency

Performance Criteria

1. Prepare for splicing]
activities

1.1 Obtain specification for the splice including type of splice,
size of eye (if applicable) safe working Load (SWL) required,
number OF tucks.

1.2 Obtain and check the necessary equipment (including cork-
holding device if applicable.)

1.3 Obtain the wire or fiber rope as specified.

1.4 Cut the wire or fiber rope to required length.

2. Prepare wire and
fiber rope for
splicing

2.1 Whip the rope at the extent to which it is to be unlaced.
2.2 Un-lay and whip the ends of un-laid strands.
2.3 Whip the rope in way of the first tuck (wire rope, eye splice).

2.4 Secure wire rope in the work-holding device (where
applicable).

2.5 For eye splice, (where applicable) whip the thimble in place.

3. Carry out two of
the following

splices in wire rope

3.1 Conduct eye splice.
3.2 Conduct short splice.
3.3 Conduct long splice.

3.4 Conduct other specific splice.

4. Carry out three of

in fiber rope

the following splice

4.1 Do eye splice in multi-plait fiber rope.
4.2 Do short or butt splice in multi-plait fiber rope.

4.3 Do eye splice in fiber rope.
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4.4 Do a back splice in fiber rope.

5. Check the
completed splice
against
specification

5.1 Check number and type of tucks.

5.2 Identify the sequence in which strands has been spliced.
5.3 Identify the tightness of the splice.

5.4 Check for deformation and kinks.

5.5 Check for dimensions including size of eye.

5.6 Check to ensure that thimbles are secure in eye (where
applicable).

5.7 Check to ensure that safe working load (SWL) is adequate for
the intended purpose.

6. Complete splice by
one of the
following methods

6.1 Check for whipping.

6.2 .Check to ensure tapering, parceling and serving

Range Statement

Work undertaken independently or with minimum supervision or as part of a team
environment. Work undertaken in field or workshop environment. All work and work
practices undertaken to regulatory and standard requirements.

Evidence Guide

Competency is to be demonstrated by effectively carrying out manual splicing operations in
accordance with the range listed in the range of variables statement relevant to work orient.

1. Critical aspect of evidence

This unit has to be assessed properly: in conduct assessment.

During the Assessment, the individual will:

¢ Demonstrate safe working practices at all times.

e Demonstrate the ability to select the required equipment and materials and check
that they are in a safe and suitable condition.

¢ Follow instruction and any relevant specifications to produce the splice.

e Produce the required splice using appropriate methods and techniques.

e Ensure that the appropriate authorities before use test all the ropes that have been



splice.

e (Check to ensure that the finished splice meets the requirements and make any
necessary adjustments.

2. Underpinning knowledge and skill
Knowledge
Knowledge of:
e Applying manual splicing procedures.
¢ Understanding of the properties of wire and fiber rope.

e Safety and work procedures.

Skill
The ability to:
e Work safely to instruction.

e Select and use appropriate tools.

e Correcting faults and ensuring that the completed splice is to the required
specification.

e Handle materials.
e Setup rope in a suitable work-holding device.
3. Method of assessment
The candidate will be required to:
e Answer all questions posed by the assessor.
e Present evidence of credit for any off-job training related to this unit.

e Identify supervisors/colleagues who can be approached for the collection of
competency evidence where appropriate.
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MAMSVO00071

Competency Descriptor:

Competency Field

Unit Title

Create, maintain and enhance productive
working relationships on-board ship.

This unit deals with the skills and knowledge to
be a team leader so that work activities are
conducted in a manner that ensures effective
working relationships with supervisors, team
members and colleagues. Also to minimize the
potential for interpersonal conflict and dealing
with such conflicts when they arise.

Element

Performance Criteria

1. Create and enhance productive
relationships with colleagues and
team members

1.1 Consult with colleagues and team members
about proposed activities at appropriate times
and in a manner, which encourages open, frank
discussion.

1.2 Keep colleagues and team members informed
about plans and activities.

1.3 Treat colleagues and team members in a manner,
which shows respect for individuals.

1.4 Allocate work to make the best use of the team’s
resources and the abilities of its members.

1.5 Clearly define the responsibilities of the team
and its individual members and the limits of
their authority.

1.6 Promptly identify poor performance, inform
those concerned and agree the action to be
taken.

2. Enhance productive working
relationships with one’s
immediate superior

2.1 Provide timely and accurate reports to superior
on activities, progress, results and achievements.

2.2 Make clear and realistic proposals for action to
achieve objective.
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2.3 Make constructive efforts to resolve
disagreements.

3. Identify and minimize
interpersonal conflict

3.1 Inform team members of the standards of work
and behavior expected in a manner and at a level
and pace to the individual concerned.

3.2 Provide appropriate opportunities for team
members to discuss problems, which affect their
work.

3.3 Take action promptly to resolve conflict between
team members.

3.4 Inform relevant people about conflicts.

3.5 Resolve conflicts in ways that minimize

disruption to work and discord between team
members.

3.6 Make accurate records of conflicts and their
outcomes, which comply with statutory and
organizational requirements.

Range Statement

Work undertaken under supervision or as part of a team. Work undertaken in field or
workshop environment. All work and work practices undertaken to regulatory and standard
requirements. Persons must show that they can work individually or as part of a team and
prove that they can create, maintain and enhance productive working relationships under

varying conditions.

Evidence Guide

Competency is to be demonstrated by effectively demonstrating the skill and aptitude to deal
with various situations that would ensure a productive working relationship on board a ship.

1. Critical aspects of evidence

During the assessment the individual will:-

e Prove that they can create ,maintain and enhance productive working relationship
e indicate appropriate method in keeping records
o deal effectively with conflicts and disputes



onal Try

GNT

\Q,}‘

2
%
’op
«Q
2
Q@

orenaday

2. Underpinning knowledge and skills

Knowledge

Knowledge of:

1.  Principles
¢ Personnel management organization and training on board a ship
e Strategies and styles of working which encourage effective working relationship
e Types of conflict which may occur and actions to take
e Importance of identifying poor performance
e Importance of maintaining accurate records
e Importance of confidentiality
e How to identify and manage stress in an individual

2. Regulations and guidelines
e maritime convention

e recommendations and national legislation regarding organization and management
of crew

e organization and legal requirements for recording

Skills

The ability to:

Manage persons effectively on board a ship apply the appropriate strategy based on the
situation identify conflicts and take appropriate measures to deal with them supervise
persons who take records to ensure that they are done properly.

3. Method of assessment

Assessment will be done through real work activities undertaken by the candidate aboard
optional vessels. Both parties have agreed on alternative methods of assessment or the
gathering of evidence from other units as agreed upon. Candidates must also satisfy the
assessor that the knowledge and understanding have been gained by answering have been
gained by answering questions or through other verifiable means.
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MAMSV00062

Competency Descriptor

Unit Title

Monitor and control vessel operation

This unit deals with the skills required to
supervise the operation of vessels including the
handling, securing and care of cargo or other
specialist operations for which the vessel
designed. It provides for the development of
specialist skills and knowledge associated with
the main purpose of the vessel.

Competency Field Marine vessel operations
Element of Performance Criteria
competency

1. Change over a deck
watch

1.1 Take over and hand over operational watch in accordance
with established procedures.

1.2 Ensure the exchange of information is complete and
relevant to the circumstances of the operation.

1.3 Ensure that operations are proceeding in accordance with
established practice and safety requirements.

1.4 Record irregularities, defects or damage to equipment or
materials associated with the operation and report as
necessary.

1.5 Ensure that personnel within the operations’ team take
over and hand over the watch in accordance with
established procedures.

2. Monitor and control
operations according to
plan

2.1 Ensure operations are carried out in accordance with the
plan.

2.2 Confirm that operations are carried out in accordance
with established practice, safety and MARPOL
requirements.

2.3 Organize and control the team to carry out the operations
effectively.

2.4 Ensure that equipment is operated correctly.
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2.5 Ensure that procedures for emergencies and contingencies
are established and ready for operation when required.

2.6 Ensure that dangerous, harmful or hazardous substances
are correctly handled in accordance with regulations and
codes of safe working practices.

2.7 Record operations in accordance with legislative and
organizational requirements.

2.8 Report progress on operations in accordance with
organizational requirements.

2.9 Ensure that equipment is correctly shutdown and the
vessel is secure on completion of operation.

Range Statement

Work undertaken under supervision or as part of a team environment. All work and work
practices undertaken to regulatory and standard requirements.

This unit involves managerial process involving organizational procedures and systems as
well as planning methods and techniques.

Evidence Guide

Competency to be demonstrated by effectively showing that candidates can monitor and
control vessel operations under real work activities.

1. Critical Aspects and Evidence

This unit will be assessed independently. Assessors must be satisfied that the candidate can
competently and consistently perform all elements in the unit as satisfied by the criteria.

2. Underpinning knowledge and skills

Knowledge

Knowledge of:
e Structural members of a vessel and the proper names of various parts
¢ The fundamentals of water tight integrity
e Application of stability, trim and stress tables
e Occupational health and safety on- board a vessel

e The precautions to be taken to prevent pollution of the marine environment
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Application of the code of safe working practices of seamen

Skills

The ability to:

To work safely to instructions
Select and use appropriate tools
Handle materials

Apply quality assurance

Prepare resources for vessel operations

During the assessment, the individuals will:

Demonstrate safe working practices at all times

Demonstrate the ability to select and use appropriate tools and equipment
Demonstrate the ability to monitor and control vessel operations

Communicate information about tasks being undertaken to ensure a safe and
efficient working environment

Take responsibility for the quality of work
Perform all tasks in accordance with standards procedures

Perform all related task to specification
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Competency Descriptor

Competency Field

Unit Title

Take charge of survival craft and rescue boats

This unit deals with the skills and knowledge
required to take charge of survival craft and
rescue boats. It includes preparing for the launch,
launching, maneuvering the craft, operating the
engine and receiving the craft. It also covers
managing the situation after abandonment of the
vessel and dealing with survivors and injured
persons.

Marine management and safety standards

Element of competency

Performance Criteria

1. Take charge of the launch and
recovery of craft

1.1 Direct the presentation, boarding and
launching of craft, within equipment
limitations, to meet operational
requirements.

1.2 Ensure the craft cleans the vessel safely.
1.3 Ensure propulsion is available.

1.4 Supervise the disembarkation of
personnel.

1.5 Take initial action on leaving the vessel to
minimize the threat to survival.

1.6 Direct the recovering of the craft within
equipment limitations, to meet
operational requirements.

2. Control craft operations

2.1 Undertake survival management
appropriate to prevailing circumstances
and conditions.

2.2 Maintain propulsion and maneuver the
craft correctly in a seaman like manner.

2.3 Direct those aboard to meet the purpose
of the operation.
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2.4 Give and acknowledge communication
clearly and concisely.

2.5 Use communication and signaling
operations appropriate to prevailing
circumstances and conditions.

2.6 Respond promptly to unforeseen
circumstances and contingencies.

2.7 Identify accurately and promptly the
problems cause, nature and extent of
injuries or condition.

2.8 Minimize any threat to craft by the
priority and

Range statement

The range statement provides advice to interpret the scope and context of this unit of
competency allowing differences between enterprises and workplaces.

Candidates must prove that they can take charge of survival craft and rescue boats during
and after launch, to operate the engine, manage survivors and craft after abandoning ship,
use locating devices and apply first aid to survivors.

Evidence Guide

The evidence guide identifies the critical aspects, knowledge and skills to be demonstrated
to confirm competency in this unit and the ability to apply quality standards to work in
accordance with the performance criteria and the range of variables listed within the range
statement.

1. Critical aspects of evidence
Assessment must confirm appropriate knowledge and skills.

e Interpret relevant work instructions, standards and specification appropriate to
assessee’s work.

e Check and measure relevant quality parameters

e Interpret the results of quality checks in terms of specification and work standards

e Take charge of survival craft and rescue boats to misters, drills, exercises, and

operations which must include launching and recovery
e Marshalling and man overboard recovery using rescue boats
e Maintain accurate records



\Q,}‘

orenaday

GNT

2.

onal T,

2

2
%
’op
«Q
2
Q@

Underpinning knowledge and skills

Knowledge

Knowledge of:

Skills

Relevant quality standards policies and procedures

Construction and outfit of survival craft and rescue boats and individual items of
equipment

Particular characteristics and facilities of survival craft and rescue boats

Use various types of device used for launching survival craft and rescue boats

Deal with the effects of hypothermia and its prevention ,use of protective covers and
garments

Including immersion suits and thermal protective aids

Radio life-saving appliances carried in survival craft

Pyrotechnic distress signals

The value of drills and other training

The ability to:

3.

Apply different methods of launching survival craft into a rough sea

Apply different methods of recovering survival craft

Determine what action to be taken after leaving the vessel

Apply the methods of launching and recovering rescue boats in a rough sea

Apply correct methods of starting and operating a survival craft engine and its
accessories together with the use of the fire extinguisher provided

Handle a survival craft in rough weather

Use of painter sea anchor and all other equipment

Take action to maximize detectability and location of survival craft

Use of rescue boats and motor life boats for marshalling lifeboats and rescue of
survivors and persons in the sea

Beaching survival craft

Use first aid kit and other resuscitation techniques

Manage injured persons including control of bleeding and shock

Method of assessment

Competency is demonstrated by performance of all stated criteria according to the range of
variables applicable to the workplace- e.g.- proving that they can take charge of a survival
craft and rescue boats during and after launch, operating the engine, managing survivors.

Evidence must normally be the result of real work activities undertaken on board operational

vessel

s. Candidates may also be asked to prepare reports or statements about their

participation in drills or exercises on board a ship or craft.
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Unit No.

MAMSV00021

Competency Descriptor

Competency Field

Unit Title

Plan and direct vessel operations

This unit deals with the skills and knowledge
required to plan and direct vessel operations
including the handling, securing and care of cargo.
It also provides for the development of specialist
skills and knowledge associated with the main
purpose of the vessel.

Marine vessel operations

Element of Competency

Performance Criteria

1. Plan vessel operations

1.1 Receive and work to instructions for the vessel.

1.2 Prepare a plan for operations in accordance with
established procedures and legislative requirements.

1.3 Prepare a plan for dealing with known contingences
hazards or special requirements and meet safety
requirements.

1.4 Specify the most appropriate strategies, work
methods and activities for the vessel operation.

1.5 Define the work sequence in accordance with the
plan.

1.6 Fully brief the team leaders of the plan.

1.7 Record plan for reference to comply with statutory
and organizational requirements.

2. Direct vessel operations

2.1 Confirm that operations are carried out in accordance
with the plan.

2.2 Negotiate with external agencies to ensure that the
operations proceed safely and to schedule.
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2.3 Confirm that procedures for environmental
protection, emergencies and contingencies are
established and ready for operations if required.

2.4 Report progress on operations in accordance with
organizational requirements.

2.5 Confirm that the vessel is secure on completion of
operations.

2.6 Confirm that records of operations are kept in
accordance with legislative and organizational

requirements.

3. Monitor and control 3.1 Ensure that procedures for monitory operations and
compliance with legislative maintenance comply with legislative requirements to
requirements and ensure safety and life at sea and protection of the
measures marine environment.

3.2 Identify fully and promptly potential non-compliance
and initiate appropriate action.

3.3 Ensure continued validity and survey items and

equipment by meeting requirements for renewal and
extension of certificates.

Range Statement

Work undertaken under supervision or as part of team environment. All work and work
practices undertaken to regulatory and standard requirements.

This unit covers planning and directing vessel operations.

Evidence Guide

Competency is to be demonstrated by effectively planning and directing vessel operations in
accordance with the range listed in the range of variables relevant to work orientation.

1. Critical Aspects of Evidence

Addressing the safety, quality, communication and materials handling.

During the assessment, the individual will:
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¢ Demonstrate process planning and techniques
[ ]

Demonstrate how to plan vessel operations including storage of various equipment
[ ]

Demonstrate how to use deck equipment in different vessels and operations.

2. Underpinning knowledge and skills
Knowledge

Knowledge of:

Safety and work procedures standards of quality
([ ]

Method and aids to prevent pollution of the marine environment
Skills

The ability to:

Work safety to instructions
([ ]

Select and use appropriate tools and equipment
([ ]

Handle materials

Apply quality assurance

3. Method of Assessment

The candidate will be required to:

Answer questions put by the assessor
[ ]

Identify supervisors/colleagues who can be approached for the collection of
competency evidence where appropriate

Present evidence of credit for any off-job training related to this unit.
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Unit No.

MAMSV00041

Competency Descriptor

Competency Field

Unit Title

Maintain the seaworthiness of the vessel

This unit deals with the skills and knowledge
required in maintaining the vessel in a sea worthy
condition for all stages of a voyage to be
undertaken. It deals with watertight integrity,
stability and stress being correct for weather and
voyage conditions.

Marine Management and Safety Standards

Element of Competency

Performance Criteria

1. Maintain the watertight
integrity of the vessel

1.1 Ensure the procedures for watertight integrity of
the vessel are carried at all times in accordance
with the vessel sea worthiness plan, code of safe
working practices and legal requirements.

1.2 Instigate actions to ensure and maintain the
watertight integrity of the ship in accordance
with accepted practice.

1.3 Instruct the crew to ensure water tight integrity
is fully met.

1.4 Confirm the watertight integrity of the vessel at
all times.

1.5 Maintain accurate records relating to watertight
integrity.

1.6 Confirm that operations are carried out with
established practice.

2. Maintain the vessel’s stress
and stability

2.1 Contribute to ensuring the vessel’s weight
distribution maintains stability and stress
conditions within safe limits at all times and
complies with the IMO intact stability criteria
under all conditions and loading.

2.2 Carry out checks on the vessel’s stability
condition at the required frequency.
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2.3 Confirm that stability calculations are
appropriate to the proposed nature of the voyage
or operation and meet the required stress
stability criteria.

2.4 Confirm that operations are carried out in
accordance with established practices, safety and
MARR1 practices.

Range Statement

The Range statement provides details of the scope of the elements and performance criteria in
the practice of this standard including knowledge and situational requirements. The range
statement also provides a focus for assessment and relates to the unit as a whole. It also
indicates the various situations for which a vessel can be deemed seaworthy for all states of a
voyage and weather conditions.

Evidence Guide

Competency is to be demonstrated by the ability to perform various tasks under a variety of
prevailing conditions.

1. Critical aspects of evidence

e Assessment must confirm appropriate knowledge and skills to-

e Maintaining the vessels watertight integrity confirming the vessel’s stability and

e Maintaining appropriate proper records

e Taking action to meet unexpected occurrences/heavy weather warnings and for
adverse changes in the vessel’s condition

e Apply workplace health and safety policies in operations

2. Underpinning Knowledge and Skills

Knowledge

Knowledge of:

e Procedures for maintaining watertight integrity

e Fundamentals actions to be taken in the of partial loss of intact buoyancy

e Actions to be taken to confirm seaworthiness of a vessel

e The principal structural members of a vessel and the proper names for the various
parts

e Fundamentals of watertight integrity

e Working knowledge and application of stability trim and stress tables

e Bilge and ballast systems

e The precautions to be taken to prevent pollution of the marine environment
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e IMO intact stability criteria

Correct use of vessel’s hydrostatic, stress and stability information code and safe
working practices

Statutory and Company policies and procedures relating to seaworthiness
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THHCFP0382A Implement food safety procedures
THHCFP0382A: Implement food safety procedures
Competency Descriptor: This unit refers to the implementation of Food Safety Procedures, using

the HACCP method (Hazard Analysis Critical Control Points), as a food
safety regime.

Competency Field: Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Identify food safety hazards and

Risks 1.1 All biological, physical and chemical hazards are
correctly identified.

2. Identify critical control points in

the food production system,

using the HACCP system 2.1 Control points in the food production system are
correctly identified.

3. Implement the enterprise

HACCP plan 3.1 Food is prepared to the enterprise food safety
specifications based on the HACCP system.

3.2 The process flow chart is followed.
3.3 Appropriate records are maintained.
34 Critical control points are monitored.
3.5 Corrective actions are taken.

3.6 Internal and external auditing and validation are
undertaken in accordance with HACCP system.

RANGE STATEMENTS

This unit applies to all catering operations where food and related services are provided.

Biological, physical and chemical hazards Control points in the food production system
include but not limited to: include but not limited to:

bacteria, moulds and yeast
broken glass or metal
additives

chemicals and natural poisons

purchasing, delivery & storage
preparation and cooking
cooling & storage

holding or display
rethermalisation

service
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Food and related services include the following
establishments/operations:

» educational institutions

« cafeterias/canteens/cafes/gourmet food
shops/restaurants/hotels

» fast food outlets

» health establishment

» corrective services

» residential catering

* in-flight catering

* transport catering

e events catering

e private catering

EVIDENCE GUIDE

Competency is to be demonstrated by effectively implementing food safety procedures in accordance
with the performance criteria and the range listed within the range of variables statement.

(1) Critical Aspects and Evidence

e evidence should include a demonstrated ability to efficiently implement food safety
procedures

e evidence should also include a detailed understanding of the different nature and handling
requirements of each type

(2) Pre-requisite Relationship of Units
It is recommended that this unit be assessed either in conjunction with or after the following units:
» THHCFP0231A Present food

« THHGADO0141A Receive and store stock
e THHCFPO0251A Clean and maintain premises
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THHCFP0O382A

Implement food safety procedures

®3)

(4)

©)

(6)

Underpinning Knowledge and Skills

Knowledge
Knowledge of:

HACCP principles and methods of food
production

hygiene and food safety regulations
local regulations pertaining to food
production and packaging

‘at risk’ client groups
microbiological hazards

process flow planning

HACCP recording requirements
according to regulatory standards
standard operating procedures

Resource Implications

The following resources should be made available:

food preparation and presentation areas

Method of Assessment

Skill

The ability to:

identify biological, physical and chemical
hazards

identify and monitor critical control
points

in the food production system

take corrective actions

implement HACCP plan

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently.

Assessment must be in accordance with the performance criteria.

Context of Assessment

This unit may be assessed on or off the job. The assessment should include comprehensive
theory tests or questioning, case studies and/or projects in order to assess underpinning

knowledge.
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CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1 Level 2 Level 3
« Carries out established « Manages process « Establishes principles and procedures
processes « Selects the criteria for the | « Evaluates and reshapes process
» Makes judgement of evaluation process * Establishes criteria for evaluation
quality using given
criteria
Collect, analyse and organise information Level 1
Communicate ideas and information Level 2
Plan and organise activities Level 2
Work with others and in team Level 2
Use mathematical ideas and technigues Level 1
Solve problems Level 1
Use technology Level -

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHCORO061A

Operate in a culturally diverse work environment

THHCORO0061A:

Competency Descriptor:

Competency Field:

Operate in a culturally diverse work environment

This unit deals with the cultural awareness that is required by all people
working in the tourism and hospitality industries. It includes the cultural
awareness required for serving customers and working with colleagues
from diverse backgrounds.

Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Communicate with customers
and colleagues from diverse
backgrounds

2. Deal with cross cultural
Misunderstandings

1.1 Customers and colleagues from all cultural groups are
valued and treated with respect and sensitivity.

1.2 Verbal and non-verbal communication takes account of
cultural differences.

13 Where language barriers exist, efforts are made to
communicate through use of gestures or simple words in
the other person’s language.

1.4 Assistance from colleagues, reference books or outside
organisations is obtained when required.
2.1 Issues, which may cause conflict or misunderstanding in

the workplace, are identified.

2.2 Difficulties are addressed with the appropriate people
and assistance is sought from team leaders.

2.3 When difficulties or misunderstandings occur, possible
cultural differences are considered.

2.4 Efforts are made to resolve the misunderstanding, taking
account of cultural differences.

25 Issues and problems are referred to the appropriate
team leader/supervisor for follow up.
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THHCORO061A

Operate in a culturally diverse work environment

RANGE STATEMENTS

This unit applies to all tourism and hospitality sectors

Possible cultural differences may include but
are not limited to:

* language spoken

« forms of address

* levels of formality/informality
* non-verbal behaviour
» work ethics

* personal grooming

« family obligations

* recognised holidays
* customs

* special needs

* product preferences

Attempts to overcome language barriers may
include:

* meeting customers

« saying farewell to customers

* giving simple directions/ instructions

« answering simple enquiries

« preparing for, serving and assisting customers
« describing goods and services

EVIDENCE GUIDE

Cultural differences may include but are not
limited
to those of the following nature:

* race
* language

* special needs

« disabilities

« family structure
 gender

* age

* religious practices

Outside organisations may include, but are not
limited to:

* interpretative services

« diplomatic services

« local cultural organisations

e appropriate government agencies

Competency is to be demonstrated by communicating effectively with customers and colleagues in
accordance with the performance criteria and the range listed within the range of variables statement.

(1) Critical Aspects of Evidence

« evidence should include a demonstrated knowledge of what it means to be ‘culturally aware’
and a demonstrated ability to communicate effectively with customers and colleagues from a
broad range of backgrounds as required for the relevant job role

» evidence of competency should relate to different communication and customer service
contexts and may need to be collected over a period of time

« the focus of this unit will vary depending upon the cultural context of the workplace and the

cultural background of the individual

« assessment should take account of the cultural variances and requirements that apply in

particular situations



onal Try

GNT

\Q,}‘

2
%
’op
«Q
2
Q@

orenaday

THHCORO0061A Operate in a culturally diverse work environment

(2) Pre-requisite Relationship of Units
This is a core unit that underpins effective performance in all other units. It is recommended that
this unit is assessed in conjunction with other operational and service units.

This unit also has a very strong link with THHCORO011A Work with Colleagues and Customers
and repetition in training should be avoided.

(3) Underpinning Knowledge and Skills

Knowledge Skills
Knowledge of: The ability to:
« apply basic knowledge of the various
* principles that underpin cultural cultures of visitors from different
awareness nationalities and or ethnic groups, in
« the different cultural groups in the your daily interaction with the tourists
Jamaican/Caribbean society * recognize the various international

tourist groups
(4) Resource Implications
The following resources should be made available:

« a simulated or actual hospitality environment

(5) Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently.

Assessment must be in accordance with the performance criteria.

(6) Context of Assessment

This unit may be assessed on or off-the-job. Assessment should include practical demonstration
either in the workplace or through a simulation. This should be supported by a range of methods
to assess underpinning knowledge.
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THHCORO0061A Operate in a culturally diverse work environment

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1 Level 2 Level 3
* Carries out established * Manages process » Establishes principles and procedures
processes « Selects the criteria for the | « Evaluates and reshapes process
» Makes judgement of evaluation process « Establishes criteria for evaluation
quality using given
criteria
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and technigues Level -
Solve problems Level 1
Use technology Level -

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHWPOO0223A Monitor work operations
THHWPOO0223A: Monitor work operations
Competency Descriptor: This unit deals with the skills and knowledge required to oversee and

monitor the quality of work operations. Team leaders, supervisors or
managers may carry out this unit.

Competency Field:  Hospitality

ELEMENT OF COMPETENCY

1. Monitor and improve workplace
operations

2. Plan and organise workflow

3. Maintain workplace records

PERFORMANCE CRITERIA

11

1.2

1.3

1.4

15

2.1

2.2

2.3

2.4

2.5

2.6

3.1

3.2

Efficiency and service levels are monitored on an
ongoing basis.

Operations in the workplace support overall enterprise
goals and quality assurance initiatives.

Quality problems and issues are promptly identified and
adjustments are made accordingly.

Procedures and systems are changed in consultation
with colleagues to improve efficiency and effectiveness.

Colleagues are consulted about ways to improve
efficiency and service levels.

Current workload of colleagues is accurately assessed.

Work is scheduled in a manner that enhances efficiency
and customer service quality.

Work is delegated to appropriate people in accordance
with principles of delegation.

Workflow is assessed against agreed objectives and
timelines.

Colleagues are assisted in prioritisation of workload.

Input is provided to appropriate management regarding
staffing needs.

Workplace records are accurately completed and
submitted within required timeframes.

Where appropriate completion of records is delegated
and monitored prior to submission.
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THHWPOO0223A Monitor work operations
4.  Solve problems and make 4.1  Workplace problems are promptly identified and considered
decisions from an operational and customer service perspective.

4.2 Short-term action is initiated to resolve the immediate
problem where appropriate.

4.3 Problems are analysed for any long-term impact and
potential solutions are assessed and actioned in
consultation with relevant colleagues.

4.4  Where a team member raises problem, the team is
encouraged to participate in solving the problem.

4.5 Follow up action is taken to monitor the effectiveness of
solutions in the workplace.

RANGE STATEMENTS
This unit applies to all catering operations where food and related services are provided.

Control systems may be computerised or manual.

Problems may include but are not limited to: Workplace records may include but is not limited
to:

o difficult customer service situations

¢ equipment breakdown/technical failure o staff records

¢ delays and time difficulties o regular performance reports

EVIDENCE GUIDE

Competency is to be demonstrated by efficiently monitor work operations in accordance with the
performance criteria and the range listed within the range of variables statement.

(2) Critical Aspects and Evidence

o ability to effectively monitor and respond to a range of common operational and service
issues in the workplace

o understanding of the role of staff involved in workplace monitoring

o knowledge of quality assurance, principles of workflow planning, delegation and problem

solving

(2) Pre-requisite Relationship of Units

e Nil
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THHWPOO0223A Monitor work operations

3)

(4)

(5)

(6)

Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:

the roles and responsibilities of those
involved in monitoring work operations
organisational skills and teamwork
overview of leadership and
management responsibilities
principles of work planning

typical work organisation methods
appropriate to the industry sector
quality assurance principles

monitor efficiency and service levels
identify and adjust quality problems
and issues

schedule work

plan and organise workflow
delegate work

assess workflow

maintain workplace records

solve problems and make decisions

¢ time management

o principles of delegation

o problem solving and decision making
processes

o industrial and/or legislative issues
which affect short term work
organisation as appropriate to industry
sector

Resource Implications

The following resources should be made available:

o Food preparation and service establishment (simulated or actual enterprise)

Method of Assessment

Assessment should include practical demonstration either in the workplace or through a
simulation. Portfolios of evidence relating to workplace experience may be appropriate.
Simulated activities must closely reflect the workplace and may need to take place over a period
of time to allow the candidate to address the ongoing implementation and monitoring aspects of
this unit. A range of methods to assess underpinning knowledge should support this.

Context of Assessment

This unit may be assessed on or off-the-job.
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THHWPO0223A

Monitor work operations

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1. Level 2. Level 3.

o Carries out established |+ Manages process Establishes principles and
processes ¢ Selects the criteria for procedures

o Makes judgement of the evaluation process Evaluates and reshapes
quality using given process
criteria Establishes criteria for

evaluation

Collect, analyse and organise information | Level 3

Communicate ideas and information Level 3

Plan and organise activities Level 3

Work with others and in team Level 3

Use mathematical ideas and techniques Level 1

Solve problems Level 3

Use technology Level 2

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHFABO151A

Prepare and serve non-alcoholic beverages

THHFABO151A:

Competency Descriptor:

Prepare and serve non-alcoholic beverages

This unit deals with the skills and knowledge required to prepare and

serve a range of teas, coffees and other non-alcoholic beverages.

Competency Field:

ELEMENT OF COMPETENCY

1. Prepare and serve a range of teas
and coffees

2. Prepare and serve cold
beverages

3. Use, clean and maintain
equipment and machinery for non-
alcoholic drinks

Hospitality

PERFORMANCE CRITERIA

1.1

1.2

13

1.4

15

2.1

2.2

2.3

2.4

3.1

The name and style of coffee or tea requested is identified
in response to customer request or agreed with customer
prior to serving.

Correct ingredients and equipment are selected and used
in accordance with manufacturer's specifications and
enterprise practices.

Beverages are correctly prepared in accordance with
customer requests and required timeframe.

Strength, taste, temperature and appearance are
considered.

Beverages are attractively presented in appropriate
crockery or glassware in accordance with enterprise
standards.

Ingredients are correctly selected.

Machinery and equipment is correctly selected and used in
accordance with manufacturer's specifications.

Beverages are correctly prepared in accordance with
standard recipes, customer requests and required time

frame.

Beverages are served and garnished attractively in
appropriate container.

Machinery and equipment are safely used in accordance

with manufacturer's specifications and hygiene/safety
requirements.

Page 1 of 4
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THHFABO151A Prepare and serve non-alcoholic beverages

3.2  Machinery and equipment are regularly cleaned and
maintained in accordance with manufacturer's
specifications and enterprise cleaning and maintenance
schedules.

3.3  Problems are promptly identified and reported to the
appropriate person.

RANGE STATEMENTS
This unit applies to the serving of coffee, tea and other non-alcoholic beverages.
Coffee methods may include but are not limited to: Cold beverages may include but are not
] limited to:
« filter
iced + shakes
espresso + flavoured milks
+hot/iced chocolate
+ juices
Teas may include but are not limited to: + cordials and syrups
. waters
tradl'FlonaI soft drinks
+  specialty.

+non-alcoholic cocktails

EVIDENCE GUIDE

Competency is to be demonstrated by effectively prepare and serve non-alcoholic beverages in
accordance with the performance criteria and the range listed within the range of variables statement.

(1) Critical Aspects and Evidence

+ evidence should include demonstrated ability to prepare and serve a range of coffees, teas
and non-alcoholic beverages with enterprise acceptable timeframes.
the extent and nature of the range will vary according to the needs of the workplace.
knowledge of drinks products, hygiene requirements and equipment usage must be
demonstrated
(2) Pre-requisite Relationship of Units
This unit should be assessed with or after the following unit:

THHCORO0041A Follow workplace hygiene procedures.

Page 2 of 4
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THHFABO151A Prepare and serve non-alcoholic beverages

3) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:

+ origins and characteristics of a range of Prepare and serve non-alcoholic beverages which
different types of coffees and teas include but are not limited to:
the processes involved in the production
and preparation of teas and coffees + coffee
variety of non-alcoholic beverages ©  teas

+ procedures in preparing a range of + shakes
natural juices «flavored milk

+  characteristics of, and ingredients used « hot/iced chocolate
in non-alcoholic beverages commonly « juices
available in the Grenadian market + syrups

« soft drinks

non-alcoholic cocktails
(4) Resource Implications
The following resources should be made available:
food service facility (simulated or actual enterprise)

Equipment may include but is not limited to:

espresso machines

+ grinders
percolators/urns
drip filter systems
tea pots

(5) Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently.
Assessment must be in accordance with the performance criteria.
(6) Context of Assessment
This unit must be assessed on-the-job or in a simulated environment, where beverage

preparation equipment is provided. This should be supported by a range of methods to assess
underpinning knowledge

Page 3 of 4
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THHFABO151A Prepare and serve non-alcoholic beverages

CRITICALEMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.
Carries out established + Manages process +  Establishes principles and
processes +  Selects the criteria for procedures
Makes judgement of the evaluation process +  Evaluates and reshapes process
quality using given + Establishes criteria for evaluation
criteria
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.

Page 4 of 4
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BSBSBMO012A Craft personal entrepreneurial strategy
BSBSBMO0012A: Craft personal entrepreneurial strategy
Competency Descriptor: This unit deals with the skills and knowledge required to craft an

entrepreneurial strategy that fits with the attitudes, behaviours,
management competencies and experience necessary for entrepreneurs to
meet the requirements and demands of a specific opportunity.

Competency Field:  Small Business Operations

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Demonstrate knowledge of the 1.1
nature of entrepreneurship
1.2

1.3

1.4

15
2. ldentify and assess 2.1
entrepreneurial characteristics

2.2

2.3

2.4

Concepts associated with entrepreneurship are clearly
defined.

Factors which influence entrepreneurship in and outside of
Grenada are correctly identified and explained.

The importance of entrepreneurship to economic
development and employment is explained clearly.

The findings of research conducted on entrepreneurial
ventures and successes in the Caribbean region are clearly
presented in an appropriate format.

Differences between wage employment and entrepreneurial
ventures are correctly stated.

Relevant research is carried out and required entrepreneurial
characteristics identified.

Entrepreneurial characteristics identified are assessed and
ranked.

An understanding of the process and discipline that enable
an individual to evaluate and shape choices and to initiate
effective action is correctly demonstrated.

Factors that will help an entrepreneur to manage the risk and
uncertainties of the future, while maintaining a future
orientated frame of mind, are identified.
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BSBSBMO0012A

Craft personal entrepreneurial strategy

3. Develop self-assessment
profile

4.  Craft an entrepreneurial
strategy

3.1

3.2

3.3

4.1

4.2

4.3

4.4

4.5

4.6

4.7

4.8

4.9

Self-assessment tools/methods to identify personal
entrepreneurial potential are identified and properly used.

The ability to apply creativity, problem-solving techniques and
principles to solve business related problems are
demonstrated.

Feedback from others for the purpose of becoming aware of
blind spots and for reinforcing or changing existing
perceptions of strengths/ weaknesses is appropriately
obtained.

A profile of the past that includes accomplishments and
preferences in terms of life and work styles, coupled with a
look into the future and an identification of what one would
like to do is developed.

Commitment, determination and perseverance; orientation
towards goals; taking initiative and accepting personal
responsibility; recognizing management competencies and
identifying areas for development are determined.

Written guidelines to obtain feedback that is solicited, honest,
straightforward, and helpful but not all positive or negative are
developed to facilitate reviews.

Framework and process for setting goals which demand time,
self-discipline, commitment, dedication and practice are
developed.

Goals established are specific and concrete, measurable,
relate to time, realistic and attainable.

Priorities, including identifying conflicts and trade-offs and
how these may be resolved are established.

Potential problems, obstacles and risks in meeting goals are
identified.

Specified action steps that are to be performed in order to
accomplish goals are identified.

The method by which results will be measured is indicated.
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BSBSBMO012A Craft personal entrepreneurial strategy

4.10 Milestones for reviewing progress and tying these to specific
dates on a calendar are established.

4.11 Sources of help to obtain resources are identified.

4.12 Evidence of the ability to review process and periodically
revise goals is demonstrated.

RANGE STATEMENT

At this stage of the entrepreneurial process the entrepreneur must be able to conduct a self-assessment
profile, examine the frame work for self assessment, develop a personal entrepreneurial strategy, identify
data to be collected in the self-assessment process and learn about receiving feedback and setting goals.

Concepts associated to include: Influencing factors to include:

¢« orisk + market conditions
entrepreneurship + markets — demand/supply
macro-screening + global trends
micro-screening + level of economic activities
competition + funding
wage employment +economic stability

social stability
+ resources availability




.QO

orenaday,

onal T,

GNT.

%,

&
4°uaﬁv oo

BSBSBMO0012A

Craft personal entrepreneurial strategy

The entrepreneur must be able to:

understand the extreme complexity in predicting or
aligning him/herself to specific careers in an
environment of constant change

determine the kind of entrepreneur he or she wants to
become based on attitudes, behaviours,
competencies, experience and how these fit with the
requirements and demands for a specific opportunity
evaluate thoroughly his or her attraction to
entrepreneurship

effectively develop personal plan

utilize available information that will enhance his or her
ability to achieve success

EVIDENCE GUIDE

The entrepreneur may encounter setbacks if
the planning process is not effectively
pursued.

Pitfalls may include:

proceeding without effective planning
which may result in commitment to
uncertainty

commitment to a premature path with
the desirability of flexibility can lead to
disaster

personal plans fail for the same reasons
as business plans including frustration if
the plan appears not to be working
immediately and the challenges of
changing behaviour from an activity-
oriented routine to one that is goal
oriented

developing plans that fail to anticipate
obstacles, and those that lack progress
milestones and reviews

Competency is to be demonstrated when the entrepreneur is able to undertake a personal
entrepreneurial assessment exercise to determine if he or she possesses the necessary credentials to be
a successful entrepreneur. This stage of the entrepreneurial process is critical since experience has
shown that the founder is one of the deciding forces if the venture is to succeed and prosper.

1)

(2)

Critical Aspects of Evidence

The entrepreneur will be assessed by his/her action in developing an orchestrated plan in order to

effectively pursue the business concept.

Pre-requisite Relationship of Units

Nil
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BSBSBMO012A Craft personal entrepreneurial strategy

3) Underpinning Knowledge and Skills

Knowledge Skills
Knowledge of: The ability to:

personal entrepreneurial profile systems

effective management systems:
marketing, operations/productions,
finance, administration, law

how to measure feedback

the method of developing a personal
plan

and a business plan

determine barriers to entrepreneurship
minimize exposure to risk

exploit any available resource pool

tailor reward systems to meet a particular
situation

effectively plan and execute activities

use computer technology to undertake
assessments

+ understanding the difference between
entrepreneurial culture and
management culture

4) Resource Implications
The following resources should be made available:
Personal computer with access to the internet and appropriate software that will enable one to
conduct the necessary analysis using the internet

(5) Method of Assessment
A useful method of assessment is to determine if the venture can stand up to the test of critical
evaluation.

(6) Context of Assessment

This stage of the entrepreneurial process is assessed when comparisons are made between
actual outcomes and plans/projections.
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Craft personal entrepreneurial strategy

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency

Level 1 Level 2 Level 3
Carries out established Manages process Establishes principles and
processes Selects the criteria for procedures

+ Makes judgement of
quality using given

the evaluation process

Evaluates and reshapes process
Establishes criteria for evaluation

criteria
Collect, analyse and organise information Level 1
Communicate ideas and information Level 1
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level 1

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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BSSREO0142A Maintain stock control
BSSREOQ142A: Maintain stock control
Competency Descriptor: This unit requires a level of competency involving the responsibility

for ensuring that staff receive and dispatch goods and count stock, and
for monitoring and maintaining stock records.

Competency Field: Retail Operations
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA
1. Monitor receipt and dispatch of 1.1  Responsibility for receipt and dispatch of goods
goods delegated to appropriate staff.
1.2  Store procedures implemented in regard to receipt,
dispatch and secure storage of goods.
1.3  Staff functions observed to ensure store procedures are
followed and documentation is completed correctly.
1.4  Variations to quantity and quality of delivered goods
acted upon according to store policy.
1.5 Safe handling and storage of goods supervised in line
with store policy.
2. Maintain stock records 2.1  Stock levels monitored and maintained at required
levels.
2.2 Stock reorder cycles maintained, monitored and
adjusted as required.
2.3  Team members informed of their individual
responsibilities in regard to recording of stock.
2.4  Stock storage and movement records maintained in line
with store policy.
2.5 Stock discrepancies recorded and procedures followed
according to store policy.
2.6  Stock performance monitored and fast/slow-selling items

identified and reported according to store policy.

Page 1 of 5
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BSSREO0142A Maintain stock control
3. Co-ordinate stocktaking/cyclical 3.1 Policies and procedures in regard to stocktaking and
count cyclical counts interpreted and explained to team
members.
3.2  Staff rostered according to allocated budget and time
constraints.
3.3  Stocktaking tasks allocated to individual team members.
3.4  Team members provided with clear directions for the
performance of each task.
3.5 Team members allocated to ensure effective use of staff
resources to complete task.
3.6 Accurate reports on stock take data, including
discrepancies, produced for management.
4, Identify Stock Losses 4.1  Losses accurately identified, recorded and assessed
against potential loss forecast on a regular basis.
4.2  Avoidable losses identified and reasons established.
4.3  Possible solutions recommended and implemented.

The following variables may be present:
+  store policies and procedures in regard to

stock control.

«  store stock control system.
«  range of responsibilities/job description.

+  size, type and location of store.

store merchandise and product range.
seasonal and supplier availability.

handling techniques may vary according to
stock characteristics and industry codes of
practice.

budget and time constraints.

type of equipment used.

stock recording systems may be manual or
electronic.

stock transfers may involve inter and intra
store/department.

procedures for investigating discrepancies.
levels of staffing, e.g. staff shortages.
varying levels of staff training.

routine or busy trading conditions.
full-time, part-time or casual staff.

Page 2 of 5
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Maintain stock control

Competency is to be demonstrated by the ability to perform stock control procedures in accordance with
the performance criteria and the range listed within the range of variables statement.

1)

@)

®3)

Critical Aspects of Evidence

It is essential that competence be observed in the following aspects:
consistently implementing and monitoring store policy/procedures regarding receipt,

dispatch and secure storage of goods

regular monitoring of staff implementation of store procedures and documentation in regard

to receipt, dispatch and secure storage of goods

monitoring stock levels, storage, movement and reorder cycles on a regular basis
organising and co-ordinating stock take, according to store policy and procedures.

Pre-requisite Relationship of Units

BSSREOO0131A
Underpinning Knowledge and Skills

Knowledge
Knowledge of:

stock control
+  store merchandising system:
- bar codes
- labels
- price tags
store stock recording system
stock replenishment/reorder
procedures
+ inter and intra store/department
transfers
reporting of stock
discrepancies/damage
+ identifying and recording stock losses
+ identifying and recording
discrepancies
receipt and dispatch of goods
including inspection for quality and
guantity.
+  store stocktaking systems

Perform stock control procedures

use of electronic recording equipment
where relevant

giving feedback

coaching

performance analysis
questioning/listening/observation
group presentation

team motivation

negotiation

time management

verbal and non-verbal communication
team leadership

Page 3 of 5
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BSSREO0142A Maintain stock control

Skills
The ability to:

ensure store procedures are followed
monitor receipt and dispatch of goods
monitor and maintain stock levels
monitor and maintain stock reorder cycles
monitor stock reorder cycles
record stock discrepancies

+ monitor stock performance

+ co-ordinate stocktaking/cyclical count

+ ldentify stock losses

4) Resource Implications

Resources must reflect the particular simulated or actual work environment. The resources
should relate specifically to store policies, procedures and range of stock and equipment.
Resources may include.

Relevant documentation, such as:

+  store policy and procedures for receipt and dispatch of goods
+  store procedures for stock take

(5) Method of Assessment

The candidate should gather evidence attesting to the achievement of competence to the
standard required for each element and unit of competency.

Evidence is best gathered using the products, processes and procedures of the individual
workplace context as the means by which the candidate achieves retail industry competencies.

In order to ensure consistency of performance, evidence should be collected over a set period of
time which is sufficient to include dealing with an appropriate range and variety of retail situations.
Assessment activities may also include written or verbal short answer testing, multiple choice
testing, practical exercises, role plays, research/project work or observation of practical
demonstration.

(6) Context of Assessment

Elements of competency contain both theoretical and practical components. The theoretical
components may be assessed off the job. The practical components should be assessed in a
work environment.

Page 4 of 5
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Maintain stock control

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency

that underpin effective workplace practices.

Levels of Competency

Level 1 Level 2 Level 3
Carries out established | +  Manages process Establishes principles and procedures
processes + Selects the criteria for «  Evaluates and reshapes process
+ Makes judgement of the evaluation process «  Establishes criteria for evaluation
quality using given
criteria
Collect, analyse and organise information | Level 2
Communicate ideas and information Level 2
Plan and organise activities Level 2
Work with others and in team Level 2
Use mathematical ideas and techniques | Level 2
Solve problems Level 2
Use technology Level 2

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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ITICOR0011A Carry out data entry and retrieval procedures
ITICORO011A: Carry out data entry and retrieval procedures
Competency Descriptor: This unit deals with the skills and knowledge required to operate

computer to enter, manipulate and retrieve data and to access
information and communicate via the Internet.

Competency Field:  Information Technology and Communications - Operations

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Initiate computer system 1.1

1.2

1.3
1.4
1.5
2. Enter data 2.1

2.2

2.3

2.4

2.5

2.6

2.7

2.8

2.9

Equipment and work environment are correctly checked for
readiness to perform scheduled tasks.

The hardware components of the computer and their
functions are correctly identified.

Equipment is powered up correctly.

Access codes are correctly applied.

Appropriate software is selected or loaded from the menu.
Types of data for entry correctly identified and collected.

Input devices selected and used are appropriate for the
intended operations.

Manipulative procedures of Input device conform to
established practices.

Keyboard/mouse is operated within the designated speed
and accuracy requirements.

Computer files are correctly located or new files are created,
named and saved.

Data is accurately entered in the appropriate files using
specified procedure and format.

Data entered is validated in accordance with specified
procedures.

Anomalous results are corrected or reported in accordance
with specified procedures.

Back-up made in accordance with operating procedures.
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ITICORO011A

Carry out data entry and retrieval procedures

3.

4.

5.

6.

Retrieve data

Amend data

Use document layout and
data format facilities

Monitor the operation of
equipment

3.1

3.2

3.3

3.4

3.5

3.6

3.7

4.1

4.2

4.3

4.4

51

5.2

5.3

54

5.5

6.1

6.2

6.3

The identity and source of information is established.
Authority to access data is obtained where required.
Files and data are correctly located and accessed.
Integrity and confidentiality of data are maintained.

The relevant reports or information retrieved using approved
procedure.

Formats to retrieved report or information conform to that
required.

Copy of the data is printed where required.
Source of data/information for amendment is established.
Data to be amended is correctly located within the file.

The correct data/Information is entered, changed or deleted
using appropriate input device and approved procedures.

The Integrity of data is maintained.

Requirements for document are verified where necessary.

The given format and layout are appropriately applied.

Facilities to achieve the desired format and layout are
correctly identified, accessed and used.

Data manipulating facilities are used correctly.
Format reflects accuracy and completeness.

The system is monitored to ensure correct operation of
tasks.

Routine system messages are promptly and correctly dealt
with.

Non-routine messages are promptly referred in accordance
with operating requirements.
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6.4 Error conditions within level of authority are dealt with
promptly, and uncorrected errors are promptly reported.

6.5 Output devices and materials are monitored for quality.

7. Access and transmit 7.1 Access to the Internet is gained in accordance with the
information via the Internet provider’'s operating procedures.

7.2 Evidence of the ability to negotiate web sites to locate and
access specified information and other services is efficiently
demonstrated.

7.3 E-Mail is sent and retrieved competently.

8. Close down computer system 8.1

8.2

8.3

8.4
9. Maintain computer 9.1

equipment

9.2

9.3
RANGE STATEMENT

The correct shut down sequence is followed.

Problem with shutting down computer is reported promptly.
All safety and protective procedures are observed.

The system integrity and security are preserved.

Cleaning materials and/or solutions used meet specified
recommendation.

The equipment is cleaned as directed.

Wear and faults identified are promptly reported to the
appropriate personnel.

This unit applies to activities associated with essential operations linked to using and maintaining basic

computer equipment.
Equipment:

install supplied computer
install supplied peripherals

Work environment:

equipment
furniture
cabling

power supply
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ITICORO011A

Carry out data entry and retrieval procedures

Input devices:

keyboard
mouse
scanner
microphone
camera

Software systems to include for:

word processing
spread sheet
internet access

Files save on:
network

magnetic media
personal PC

EvIDENCE GUIDE

Data:
textual

numerical
graphical

File operations:
Naming, updating, archiving, traversing field and
records in database, use of search, sort, print
Maintenance:

cleaning: enclosures, screen, input devices,

output devices
checking cables, etc

Competency is to be demonstrated by the ability to accurately carry out basic data entry and retrieval
operations on a computer system in accordance with the performance criteria and the range listed within

the range of variables statement.

1) Critical Aspects and Evidence

It is essential that competence be observed in the following aspects:

Initiate the use on the equipment.

Use document layout and data format facilities.

Locate and access data.
Use file operations.
Manipulate input devices.
Key-in and format reports.
Access to the internet.
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ITICOR0011A Carry out data entry and retrieval procedures

2 Pre-requisite Relationship of Units
The pre-requisite for this unit is:
Nil
(3) Underpinning Knowledge and Skills

Knowledge Skills
knowledge of: The ability to:

safety for working with and around identify computer hardware

computers manipulate data input devices
computer hardware and software access data

systems use file operations

procedure for initiating and closing down
computer

the operation of the data entry
management system

methods of locating files
organisation’s standards applicable to
accessing files

files operations and their applications
file operation in database setting
creating, locating and saving files
using input devices

using data checking devices
formatting functions of software
layout function of software

graphic productions and manipulation
regard for accuracy and security of
information

functions on the internet

key-in and format reports and letters
retrieve data

amend data

print data

save data

search and receive data from the
internet

send and receive E-Mail

4 Resource Implications
Files saved on network, magnetic media, personal Computer

Input devices: Keyboard, mouse, other selection devices
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Carry out data entry and retrieval procedures

5) Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team.

Competencies in this unit may be determined concurrently. Assessment must be in accordance

with the performance criteria.

6) Context of Assessment

This unit may be assessed on or off the job. Assessment should include practical demonstration
either in the workplace or through a simulation. A range of methods to assess underpinning

knowledge should support this

CRITICAL EMPLOYABILITYSKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency

that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.
Carries out established Manages process Establishes principles and
processes Selects the criteria for procedures
Makes judgement of the evaluation process Evaluates and reshapes
quality using given process
criteria Establishes criteria for
evaluation
Collect, analyse and organise information Level 1
Communicate ideas and information Level -
Plan and organise activities Level 1
Work with others and in team Level 1
Use mathematical ideas and techniques Level 1
Solve problems Level 1
Use technology Level -

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHGADO163A Plan and establish systems and procedures
THHGADO163A: Plan and establish systems and procedures
Competency Descriptor: This unit deals with the skills and knowledge required to develop and
implement new ways of doing things in the workplace. While it involves
elements of planning, the focus of this planning is on short term
operational strategies to achieve workplace goals.
Competency Field: Hospitality
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA
1.  Plan systems and procedures 1.1  System and procedural requirements are identified and
clarified through workplace monitoring and ongoing
consultations with colleagues and customers.

1.2 Problem areas are identified and prompt action is taken.

1.3  Possible responses are identified and developed in
consultation with colleagues.

14 Responses take account of immediate operational needs
and enterprise goals.

1.5 Human and financial resources issues are taken into
consideration.

2. Establish systems and 2.1  Advance notice of new systems and procedures is
procedures provided to colleagues.

2.2 Systems and procedures are introduced to the workplace
in a manner which causes minimum disruption to
customers and colleagues.

2.3  Training and support is provided as required.

3. Review systems and procedures 3.1

3.2

3.3

Efficiency and effectiveness of systems is monitored in the
workplace.

Suggestions for improvements are sought from colleagues
at all levels.

Adjustments are promptly made.
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THHGADOQ163A Plan and establish systems and procedures
RANGE STATEMENTS
Systems and procedures may include but are not System may be:
limited to:

¢+ manual procedures
¢+ customer service procedures + automated procedures
¢ bar or restaurant procedures
¢ kitchen systems
+ housekeeping systems
+ office administration systems
¢ reservations procedures

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to plan and establish systems and procedures in
accordance with the performance criteria and the range listed within the range of variables statement.

Q) Critical Aspects of Evidence

+ ability to develop and implement system/procedures within a specific tourism and hospitality
context

+  knowledge of the process to be applied for successful development and implementation

¢+ knowledge of the issues that may arise in the development and implementation of systems
and procedures

2 Pre-requisite Relationship of Units

¢+ THHWPOO022A Monitor work operations
¢+  THHTRAO183A Prepare for training
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THHGADQ163A Plan and establish systems and procedures

(3)

(4)

(%)

(6)

Underpinning Knowledge and Skills

Knowledge Skill

Knowledge of: The ability to:

¢+ basic principles of planning ¢ identify and cIar_ify system and

+ in depth knowledge of the area in which procedural requirements
systems/procedures are to be introduced *  identify problem areas

¢ relevant labour relations regulations in * identify and develop possible
relation to work requirements and responses
agreements ¢ plan systems and procedures

¢+ introduce systems and procedures
to the workplace

¢ provide training and support

+ monitor efficiency and
effectiveness of systems

¢ seek suggestions for improvements
to the system

Resource Implications

The following resources should be made available:

¢ hospitality environment (simulated or actual enterprise)

Method of Assessment

Competency shall be assessed while work is undertaken under direct supervision with regular
checks, but may include some autonomy when working as part of a team. Competencies in this
unit may be determined concurrently. Assessment must be in accordance with the performance
criteria.

Context of Assessment

This unit may be assessed on or off-the-job. Assessment should include practical demonstration
either in the workplace or through a simulation. Portfolios of evidence relating to workplace
experience may be appropriate. Simulated activities must closely reflect the workplace and may
need to take place over a period of time to allow the candidate to address the ongoing
implementation and monitoring aspects of this unit. This should be supported by a range of
methods to assess underpinning knowledge.
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THHGADQ163A Plan and establish systems and procedures

CRITICAL EMPLOYABILITY SKILLS

Three levels of performance denote level of competency required to perform a task. These levels do not
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency
that underpin effective workplace practices.

Levels of Competency
Level 1. Level 2. Level 3.

+ Carries out established + Manages process + Establishes principles and
processes + Selects the criteria for procedures

+ Makes judgement of the evaluation process + Evaluates and reshapes process
quality using given + Establishes criteria for
criteria evaluation

Collect, analyse and organise information Level 3

Communicate ideas and information Level 3

Plan and organise activities Level 3

Work with others and in team Level 3

Use mathematical ideas and techniques Level 1

Solve problems Level 2

Use technology Level 2

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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