NVQ Occupational Standard in
Housekeeping-Room Attendant
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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 Regional Occupational Standard that has been approved for training and certification in
CARICOM territories.

This standard was adapted and approved by the Grenada Council for Technical Vocational
Education and Training (GCTVET) on 25" February, 2010.

There are some minor modifications made to accommodate the local context; however the

overall content of the document is unchanged.
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QUALIFICATION OVERVIEW

The NVQ Level 1 in Housekeeping — Room Attendant 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:
e To work with colleagues and customers
e To adhere to health, safety and security procedures
e To develop and update hospitality industry knowledge
e To receive and store stock
e To respond to guest related complaints and requests
e To clean floors, walls, furniture and furnishings

e To prepare guest room

Normally persons working at Level 1 should be able to competently carry out simple and routine
work activities and to collaborate with others through groups and teams. The qualification covers
competencies by providing services in Housekeeping (Room attendant) Level 1 such as being
able to understand and carry out components of housekeeping, tourism and hospitality, business
services, general health services, general administration and information technology while
working in a safe and hygienic manner.

Relevant occupations include:
e Room attendant
e Housekeeper
e (Guest services assistant

The holders of this qualification will demonstrate a range of personal presentations and
demonstrations of team work skills and literacy skills. 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.
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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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Packaging of Competency Standards for National Qualification

THH10809 NVQ level | in Housekeeping (Room Attendant)

Unit Number Unit Title Core/Elective | Hours
CRICOMO011A Apply language and communication skills Core 15
THHCOROO011A Work with colleagues and customers Core 20
THHCORO0021B Follow health, safety and security procedures Core 20
THHCORO0O031A Develop and update hospitality industry knowledge Core 10
THHCORO0041A Follow workplace hygiene procedures Core 15
THHCOROO051A Communicate on the telephone Core 15
THHCOROO061A Operate in a culturally diverse work environment Core 10
THHCORO0O071A Deal with emergency situations Core 20
THHCORO101A Develop and update job knowledge Core 10
THHGADO141A Receive and store stock Core 15
THHGHS0172B Provide basic first aid Core 24
THHHOKO0901A Respond to guest related complaints and requests Core 20
THHHOKO0911A Clean floors, walls, furniture and furnishings Core 50
THHHOKO0921A Prepare guest rooms Core 40
THHHOK1151A Prepare offices Core 30
THHHOK1171A Clean toilets and washrooms Core 15
THHHOK1211A Clean public areas Core 15
THHHOK1142A Repair and recycle linen Core 45
THHGADO101A Source and present information Elective 5
THHHOKO0931A Provide laundry service Elective 30
THHHOKO0951A Launder items Elective 20
THHHOK1251A Collect and deliver guests’ laundry and room linen Elective 15
THHHOK1181A Carry out stain removal Elective 25
THHHOK1241A Provide care for minors Elective 30
ITICORO011A Carry out data entry and retrieval procedures Elective 40
THHGCS0222A Promote products and services to customers Elective 45
THHHOK1192A Control and distribute linen and other housekeeping Elective 40

supplies
BSBSBMO0O0Q12A Craft personal entrepreneurial strategy Elective 50

To obtain this qualification, all core competencies plus a minimum of three electives from level one and
one elective from level two must be achieved.

Nominal Training Hours (Institutional Delivery) include total hours of Core and Elective competencies

selected.

Legend to Unit Code

Example: THHHOK1171A

Industry

Sector

Sub-sector

THH HOK 1171 A

Version Control

National Qualification Level

Competency Number

Key: COR —Core; HOK — Housekeeping; GHS — General Health Service; GAD — General Administration;
SBM — Small Business Management; BSB — Business Services (Business); ITI- Information
Technology (Information); THH — Tourism & Hospitality (Hospitality)

Qualification Plan for the Hospitality Stream of the Tourism and Hospitality Industry - THHO9

Standards & Planning Unit, GNTA

Page 1 of 1




orenada &

oval Tr,

GNT

"9,

s .

S8
4°uaﬁv oo

CRICOMOO011A:

Competency Descriptor:

Competency Field:

ELEMENT OF COMPETENCY

1

2.

Apply grammar and usage

CRICOMO011A

Apply language and communications skills

Apply language and communication skills

This unit provides skills and knowledge required to apply the rules
of spoken and written English to enhance the development of
language and communication skills necessary to communicate
effectively in a wide range of contexts.

Language and Communication

11

1.2

1.3

1.4

1.5

1.6

1.7

1.8

1.9

1.10

111

1.12

Apply the rules for mechanics, 2.1

vocabulary and spelling

2.2

PERFORMANCE CRITERIA

The different parts of speech are correctly identified.
The different tenses are identified and appropriately used.
Knowledge of the different types of nouns is demonstrated.

The correct forms of verbs are identified and appropriately
used.

Different kinds of phrases are identified.
Knowledge of the types of sentences is demonstrated.

Sentences are constructed showing correct use of agreement
between subject and verb.

Sentences are constructed showing agreement between
pronouns and the antecedents.

Sentences are constructed using different subordinates
clauses.

Sentences are constructed using verbs in their active and
passive voice.

Knowledge of the correct use of other parts of speech is
demonstrated.

Sentences faults are identified and corrected.

Knowledge of rules governing the use of capitalization,
punctuation and abbreviation is demonstrated.

Punctuation marks are used correctly in written exercises.

Page 1 of 7
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CRICOMO011A

Develop writing skills

Develop oral and visual
communication skills

2.3

2.4

2.5

2.6

3.1

3.2

3.3

3.4

3.5

3.6

3.7

3.8

3.9

4.1

4.2

4.3

4.4

4.5

4.6

Apply language and communications skills

Abbreviations are identified and used as related to skill area.
Capitalization used correctly in written sentences.
The spelling rules are identified and applied.

Word meanings are interpreted through context clues and
industry standards.

Essential characteristics of a paragraph are identified.
Paragraph from given information are developed.

Identification and expansion of main points in a written
document.

Development of summary skills.

Types of written communication such as letters, memoranda
and reports are identified.

Reports, letters and memoranda are coherently written using
appropriate sentence construction techniques, mechanics,
vocabulary/terminology and, where required industry jargon.

Job-related forms are completed to the required standards.
Written activities are completed within specified time.
References are acknowledged as required.

The purposes of oral and visual communication are correctly
stated.

Methods of non-verbal communication are identified and used
where appropriate.

Appropriate tools and devices are used to communicate
effectively in the oral mode.

Subject matter is identified and orally or visually
communicated.

Develop and apply listening skills to aid effective
communication in the workplace.

Apply effective interpersonal communication skills in the work
environment.

Page 2 of 7
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CRICOMOO011A Apply language and communications skills
5.  Use information system 5.1 The functions of a library are identified.
5.2 Manual/electronic data bases of catalogues are correctly
used.
5.3 A variety of media is used to access information.
RANGE STATEMENT

The Range Statement explains the scope and context of the unit of competency allowing for differences
between workplaces. The scope of variables chosen for training and assessment requirements will
depend on the particular work situation,

The following variables may be present:

Grammar and usage may include: Mechanics, vocabulary and spelling may include:

parts of speech

parts of a sentence

types and functions of sentences (e.g. simple
and compound)

phrases and their functions

subordinate clauses (adverbial adjectival,
noun)

rules for subject-verb agreement (focus on
indefinite pronoun as subject; collective noun
as subject)

pronouns and their antecedents

verbs: action, linking, regular, irregular
tenses: present, past, future, present perfect,
past perfect, future perfect

adjectives and adverbs

sentence faults: fragments and run-on

Communication skills may include:

effective listening skills (eliciting feedback,
developing objectivity, learning to empathize
kinds of communication barriers

clear logical reasoning

identification and evaluation of propaganda
techniques

formal report/speech

purposes/goal for written, visual and oral
communication

rules governing the use of capitalization,
punctuation and abbreviation

punctuation marks: end marks, commas, semi-
colon and colon, quotation marks, dashes and
parentheses, hyphen, apostrophes
Abbreviations: symbols, measurements, time,
number

spelling words and interpretation of their
meanings through context clues and word
analysis, prefixes, suffixes, root (focus on
words used in skill area)

Writing skills may include:

methods of paragraph development —
chronological, order of importance, spatial
order, comparison or contrast

paragraphs with — topic sentences and
supporting sentences, unity and coherence,
linking expressions and connectives,
sentence length and structure

different types of reports and letters — styles
and format

Page 3 of 7
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CRICOMOO011A Apply language and communications skills
methods of non-verbal communication filling out of job-related forms
oral/written instructions writing of resume
use of telephone, fax machine, advertisement preparation of notices

use of statistics and graphical presentation
differentiating between facts and opinions

Other parts of speech may include: A report:
adjectives is used to denote any required written
adverbs communication that goes beyond a simple
preposition recording of facts (such as completion of a shift
conjunction production schedule) to include level of

analysis and/or research

may be of a technical nature and it should be
based on the writer having technical
knowledge. Conclusions and/or
recommendations, where required, are based
on research or analysis of data

includes graphs, charts, tables, etc. as
required.

analysis and conclusions should be consistent
with the level of skill and knowledge of the
employee working at that level.

Interpersonal communication skills include: Information systems include:

goal setting functions of Iibrary_an_d dqcumentation cgntre
use of catalogues in libraries/documentation
centres to locate books

use of dictionaries and encyclopaedias

use of technical handbooks, manuals,
directories and maps

use of newspapers and periodicals

effective communication practice
good customer service
oral and written presentation techniques

Visual communication skills may include:

body language
- gestures
- facial expressions
sign language
signs
graphs, charts and so on

Page 4 of 7
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CRICOMOO011A Apply language and communications skills

EvVIDENCE GUIDE

Competency is to be demonstrated by the effective use of communication skills in accordance with the
range listed in the range of variables statement, relevant to the work orientation.

1) Critical Aspects of Evidence
This unit could be assessed in conjunction with any other units applicable to the individual's work.
During assessment the individual will:
demonstrate the ability to apply language
demonstrate the ability to apply communication skills
demonstrate effective writing style
demonstrate the ability to identify and expand main points
communicate information about processes, events or tasks being undertaken to ensure a
safe and efficient working environment
use appropriate communication techniques, practices and processes
follow accepted workplace procedures

2 Pre-requisite Relationship of Units

Nil

?3) Underpinning Knowledge and Skills

Knowledge Skills

Knowledge of: The ability to:
the eight parts of speech communicate concepts in writing
grammar and usage identify main points
types of sentences expand main points
parts of sentences apply language and communication skills
types of paragraphs (orally and in writing) in the workplace
rules of mechanics, vocabulary and
spelling
writing styles (technical or non-
technical)

communication skills
information systems

reports including graphs, charts,
tables

Page 5 of 7
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CRICOMOO011A Apply language and communications skills

Resource Implications

The candidate will be provided with:

all tools, equipment, materials and documentation required

any relevant workplace procedures

any relevant codes, standards, manuals and reference materials
Method of Assessment
The candidate will be required to:

answer questions put by the assessor

communicate in the work environment (oral assessment)

present evidence of credit for any off-job training related to this unit

Assessor must be satisfied that the candidate can competently and consistently perform all
elements of the unit as specified by the criteria, including required knowledge.

All tasks involved must be completed within reasonable timeframes relating to typical workplace
activities.

Context of Assessment

This unit may be assessed on the job, off the job, or a combination of both.

The competencies covered by this unit would be demonstrated by an individual working alone or
as part of a team. The assessment environment should not disadvantage the candidate.

Page 6 of 7
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CRICOMO011A

CRITICAL EMPLOYABILITYSKI

Apply language and communications skills

LLS

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 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 7 of 7
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THHCORO0011A

Work with colleagues and customers

THHCORO011A:

Competency Descriptor:

Work with colleagues and customers

This unit deals with the interpersonal, communication and customer
service skills required by all people working in the tourism and
hospitality industry.

Competency Field: Hospitality

ELEMENT OF COMPETENCY

1. Communicate in the workplace 1.1
1.2
1.3
1.4
1.5
1.6

2. Provide assistance to internal 2.1

and external customers

2.2

2.3

2.4

2.5

2.6

2.7

2.8

PERFORMANCE CRITERIA

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

Appropriate language and tone are 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 are 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 are
acknowledged.

Changes to individual responsibilities are re-negotiated to
meet reviewed work goals.

Page 1 of 3




oval Tr,

GNT

A

orenaday,
¢
4°llaﬁv oo

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
«  those with 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 of 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 skills
customers as appropriate to industry/ + questioning techniques
sector +non verbal communication skills

 understanding of teamwork principles

Page 2 of 3
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THHCORO0011A Work with colleagues and customers

(4)

(5)

(6)

Resource Implications

A simulated or actual hospitality environment should be made available.

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.

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 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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THHCOR00021B Follow health, safety and security procedures
THHCORO0021B: Follow health, safety security procedures
Competency Descriptor: This unit deals with the skills, knowledge and attitudes required
to follow health, safety and security procedures. This unit applies
to all individuals working in the tourism and hospitality
industries. It does not cover hygiene or first aid which is found in
separate units.
Competency Field: Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Follow workplace procedures on 1.1  Health, safety and security procedures are correctly
health, safety and security followed, in accordance with enterprise policy and
relevant regulations and insurance requirements.

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

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

2. Deal with emergency situations 2.1 Emergency and potential emergency situations are
promptly recognised and required action is determined
and taken within scope of individual responsibility.

2.2 Emergency procedures are correctly followed in
accordance with enterprise policies and practices.

2.3  Basic first aid is performed in accordance with
recommended procedures.

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

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

3. Maintain safe personal 3.1 Personal presentation takes account of the workplace
presentation standards environment and health and safety issues.
4. Provide feedback on health, 4.1  Issues requiring attention are promptly identified.

safety and security

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

Page 1 of 4
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THHCOR00021B Follow health, safety and security procedures

RANGE STATEMENTS

This unit applies to all tourism and hospitality sectors.

Health, safety and security procedures may include Emergency situations may include but are not

but are not limited to procedures for: limited to:
emergency, fire and accident + bomb threats
hazard identification and control +deranged customers
use of personal protective clothing and + accidents
equipment + robbery
safe sitting, « fire
lifting and handling +armed hold up
security of documents, + floods

+ cash, equipment, people + earthquakes

+ key control systems

Basic first aid is applied to: First aid applications include:

¢ cuts + bandages

+ simple burns (water, steam, fire: + cold pack

+ bruises + Heimlich manoeuvre

+ choking +removing/lifting injured persons
+  sprains +mouth-to-mouth resuscitation

Workplace environment and health and safety
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.

() Critical Aspects of Evidence
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.

Page 2 of 4
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THHCOR00021B Follow health, safety and security procedures

(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.

(3) 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
(4) Resource Implications

The following resources should be made available:

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.

Page 3 of 4
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THHCOR00021B 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 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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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

EVIDENCE GUIDE

Develop and update hospitality industry knowledge

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

Underpinning Knowledge and Skills

Knowledge
Knowledge of:

Different sectors of the hospitality

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

industry
and their interrelationships including a
general knowledge of the role and function

Source and Present Information

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
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THHCORO0031A Develop and update hospitality industry knowledge

Resource Implications

The following resources should be made available:

a 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

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.
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THHCORO0041A

Follow workplace hygiene procedures

THHCORO041A: Follow workplace hygiene procedures

Competency Descriptor:

This unit deals with the skills, knowledge and attitudes required to follow the
key hygiene procedures which apply in many sectors of the hospitality
industry. It is particularly relevant to these areas: Kitchen, Housekeeping,
Food & Beverage and some Tour Operations.

Competency Field: Hospitality
ELEMENT OF COMPETENCY
1. Follow hygiene procedures 1.1
1.2
2. Identify and prevent hygiene 2.1
risks
2.2
2.3
RANGE STATEMENTS

This unit applies to various hospitality sectors.

Hygiene procedures may be related to:

food
beverage
linen

PERFORMANCE CRITERIA

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.

handling of garbage
cleaning procedures
personal activities on-the-job
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THHCORO0041A Follow workplace hygiene procedures

EVIDENCE GUIDE

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.

(1) Critical Aspects of 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

(2) Pre-requisite Relationship of Units
Nil

3) 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
+ relevant regulations in relation to food
hygiene
+typical hygiene control procedures in the
hospitality industry
4) Resource Implications

The following resources should be made available:

+food and beverage service 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.
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THHCORO0041A Follow workplace hygiene procedures

(6) Context of Assessment
This unit may be assessed on or off-the-job. Assessment should include 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.
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THHCORO0051A

Communicate on the telephone

THHCORO051A:

Competency Descriptor:

Competency Field:

ELEMENT OF COMPETENCY

Communicate on the telephone

This unit deals with the skills, knowledge and attitudes required to
effectively communicate on the phone. It is an essential skill for
large numbers of people working in all sectors of the tourism and

hospitality industries.

Hospitality

1. Respond to incoming telephone 1.1

calls

2. Make telephone calls

1.2

1.3

1.4

15

1.6

1.7

1.8

2.1

2.2

2.3

2.4

2.5

PERFORMANCE CRITERIA

Calls are answered promptly, clearly and politely in
accordance with enterprise standards.

Friendly assistance is offered to the caller and the purpose
of the call is accurately established.

Details are repeated to caller to confirm understanding.

Callers’ enquiries are responded to or transferred promptly
to the appropriate location/person.

Requests are accurately recorded and passed to the
appropriate department/person for follow up.

Where appropriate, opportunities are taken to promote
enterprise products and services.

Messages are accurately relayed to the nominated person
within designated timelines.

Threatening or suspicious phone calls are promptly
reported to the appropriate person in accordance with
enterprise procedures.

Correct telephone numbers are obtained.

Purpose of the call is clearly established prior to calling.
Equipment is used correctly to establish contact.
Relevant information, for example, personal and/or
company names and reason for calling, is clearly

communicated.

Telephone manner is polite and courteous at all times.
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THHCORO0051A Communicate on the telephone

RANGE STATEMENTS

This unit applies to all hospitality and tourism sectors:

Telephone communication may take place in a
range of different contexts including but not limited

to: ,

on site
+ office + on mobile phone
* reception area + with customers
+ontour + with colleagues

EVIDENCE GUIDE

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

(2) Critical Aspects of Evidence

Look for:

+ ability to effectively operate telephone equipment

ability to provide courteous and friendly telephone service
+  clarity in oral communication

(2) Pre-requisite Relationship of Units

Nil

3) Underpinning Knowledge and Skills

Knowledge Skill

Knowledge of: The ability to:
specific telephone system operation +respond to incoming telephone calls
enterprise products and services +make telephone calls

oral communication skills
+ basic written skills for taking
messages
(4) Resource Implications

The following resources should be made available:

service environment (simulated or actual enterprise)
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Communicate on the telephone

(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
quality using given

the evaluation process '

Evaluates and reshapes process
Establishes criteria for

criteria evaluation
Collect, analyse and organise information Level 1
Communicate ideas and information Level 2
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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THHCORO061A

Operate in a culturally diverse work environment

THHCOROO061A:

Competency Descriptor:

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.

Competency Field: Hospitality
ELEMENT OF COMPETENCY
1. Communicate with customers 1.1
and colleagues from diverse
backgrounds
1.2
1.3
14
2. Deal with cross cultural 2.1
misunderstandings
2.2
2.3
2.4
25

PERFORMANCE CRITERIA

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

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

Where language barriers exist, efforts are made to
communicate through use of gestures or simple words in the

other person’s language.

Assistance from colleagues, reference books or outside
organisations is obtained when required.

Issues, which may cause conflict or misunderstanding in the
workplace, are identified.

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

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

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

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
«  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.

(2) 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
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THHCORO061A 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.

) Underpinning Knowledge and Skills

Knowledge Skills

Knowledge of: The ability to:

+ principles that underpin cultural +apply basic knowledge of the various
awareness cultures of visitors from different
the different cultural groups in the nationalities and or ethnic groups, in
Jamaican/Caribbean society your daily interaction with the tourists

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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Operate in a culturally diverse work environment

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

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 1
Use technology Level -

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills.
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THHCOROO071A

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.
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THHCOROO071A

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

Deal with emergency situations

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
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THHCOROO071A

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

Deal with emergency situations

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
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GNT 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

Deal with emergency situations

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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THHCORO0101A

THHCORO101A:

Competency Descriptor:

Develop and update job knowledge

Develop and update job knowledge

This unit deals with the skills, knowledge and attitudes required to access,
increase/update and share knowledge of the job, including roles and
functions. This knowledge underpins effective performance in all sectors.

Competency Field:  Tourism and Hospitality

ELEMENT OF COMPETENCY

1 Update occupational knowledge 1.1
1.2
1.3
14
2. Share information on the job 2.1
industry.
2.2
2.3
3. Develop and demonstrate 3.1

understanding of job roles and

functions.

3.2

3.3

3.4

PERFORMANCE CRITERIA

Identify careers in the occupation.

Develop and update knowledge of current trends in the
occupation.

Understand the characteristics of a professional employee.

Update knowledge of employment and training opportunities
available in the occupation.

Understand key industry jargons.
Use key industry jargons to communicate information to
colleagues and customers.

Select and use appropriate techniques to share information
with colleagues and customers.

Access information on job roles and functions, for example,
organisational structures, job descriptions and specifications,
special skill requirements.

Understand the inter-relationships of departments within the
organisation.

Demonstrate knowledge of trade and professional ethics of
the job.

Operate within the established policies and procedures of
the job.
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THHCORO0101A Develop and update job knowledge

RANGE STATEMENTS

This unit may apply to all tourism and hospitality sectors.

Job knowledge may be updated by: Technical jargons may include words and phrases
used in:
conducting research in books and on the
Internet industries/sectors
on-the-job observations departments

reading trade journals

Appropriate techniques to share information may Information on job roles and function may be
include: obtained from:

oral communication industry personnel

visual aids such as pamphlets, fliers trade journals

relevant presentation software, e.g. powerpoint hospitality texts

presentations

Policies and procedures of job may be found in:

policies and procedures manuals
best practices

EVIDENCE GUIDE

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

1) Critical Aspects of Evidence

This unit of competence can apply to any hospitality and tourism sector workplace and
circumstance. Evidence of the following is critical:

knowledge of industry/trade jargons and standard operating procedures
ability to demonstrate knowledge of trade and professional ethics on the job
ability to select and use appropriate techniques to share information

ability to source and share accurate and current information
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2 Pre-requisite Relationship of Units
Nil

?3) Underpinning Knowledge and Skills

Knowledge Skill

Knowledge of: The ability to:
careers in the occupation trends operate within establish policies and
in the occupation characteristics procedures
of the professional employee use appropriate techniques to share
employment and training opportunities information
available access information
industry/trade jargons share information
job roles and functions effectively use relevant communication
organisational charts skills
interrelationships between departments demonstrate trade and professional
trade and professional ethics ethics

4 Resource Implications

This unit requires the use of resources, which are commonly used to assist in the development of
job knowledge. This includes such things as experienced industry personnel, trade journals,
policies and procedures manuals and so on.

5) Method of Assessment
This unit can be assessed on or off the job. Methods must include assessment of job knowledge
as well as assessment of skills. The assessment method to be used can be one or more of the

following:

direct observation

review of visual aids

written and oral questioning
third party/workplace reports

(6) Context of Assessment

This unit can be assessed on or off the job or in a simulated work environment.

Page 3 of 4




1 T,
ol Try .
5

GNT

.Q,’.

orenaday,
Touapy 6

THHCORO0101A Develop and update job 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 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 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 1
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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THHGADO0141A Receive and store stock
THHGADO141A: Receive and store stock
Competency Descriptor: This unit deals with the knowledge to receive and store stock in a

range of tourism and hospitality enterprises. It focuses on the
general stock handling procedures required in many different
contexts.

Competency Field: Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Take delivery of stock 1.1 Incoming stock is accurately checked against orders and
delivery documentation in accordance with enterprise
procedures.

1.2 Variations are accurately defined, recorded and

communicated to the appropriate person.

1.3 Items are inspected for specifications to include damage,
quality, use by dates, breakages or discrepancies and
records are made in accordance with enterprise policy.

2. Store stock 2.1 All stock is promptly and safely transported to the storage
area without damage.

2.2 Stock is stored in the appropriate area.

2.3 Stock levels are accurately recorded in accordance with
enterprise procedures.

2.4 Stock is labelled in accordance with enterprise procedures.
3. Rotate and maintain stock 3.1 Stock is rotated in accordance with enterprise policy.
3.2 Stock is moved in accordance with safety and hygiene

requirements.

3.2 Quality of stock is checked and reported.

3.3 Excess stock is placed in storage or disposed in
accordance with enterprise and/or government

requirements, and any problems are promptly identified and
reported.
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THHGADO0141A Receive and store stock

RANGE STATEMENTS

This unit applies to all establishments where food is prepared and served

Stock may include but is not limited to: This unit may refer to stock received from both
internal and external suppliers.
food
beverage Stock control systems may be:
equipment
. stationery + manual
. brochures «  computerised

+vouchers and tickets

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to correctly receive and store stock 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 ability to efficiently and safely receive and store
stock in the appropriate industry context. For those individuals working in an environment
dealing with the storage of food and beverage

evidence must also include a demonstrated understanding of the health and hygiene issues
to be considered

(2) Pre-requisite Relationship of Units

THHCORO0041A Follow workplace hygiene procedures

3) Underpinning Knowledge and Skills

Knowledge Skill

Knowledge of: The ability to:
safe lifting and handling procedures +  follow establishment’s procedures in
basic stock knowledge receiving and storing stock

+ Occupational Health and Safety + record information accurately

+ hygiene +  transport items safely
logical and time efficient work flow +  store items to allow for first in first
principles of stock control out

common examples of stock control
documentation and systems
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(4)

()

(6)

Resource Implications

+record keeping instruments, stocks, Actual or simulated work environment

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 must be assessed through practical demonstration on-the-job or in a simulated work
Place environment where stock receiving and storage can be demonstrated.

This should be supported by assessment of 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 evaluation
criteria
Collect, analyse and organise information Level 1
Communicate ideas and information Level 2
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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Provide basic first aid
THHGHS0172B:

Provide basic 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 1.1  Emergency situations are quickly and correctly
emergency situations recognised.
1.2  The situation is assessed and a decision promptly made
regarding action required.
1.3  Assistance from emergency services/colleagues/
customers is organised where appropriate.
2. Provide appropriate treatment 2.1  Patient’s physical condition is assessed from visible vital
signs.

2.2  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.

3. Monitor the situation 3.1

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

3.2 Information on the victim’s condition is accurately and
clearly conveyed to emergency services personnel.
4. Prepare an incident report 4.1  Emergency situations are documented according to
company procedures.
4.2

Reports provided are clear, accurate and timely.
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RANGE STATEMENTS

This unit applies to all tourism and hospitality sectors.

Provide basic first aid

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.

First aid applications include:

+ bandages

+ cold pack

+ Heimlich maneuver
removing/lifting injured persons
mouth-to-mouth resuscitation

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

Emergency situations may include but are not
limited to:

accidents (in water or on land)
fire
floods

+ earthquakes

EVIDENCE GUIDE

Basic first aid is applied to:

cuts

simple burns (water, steam, fire:
bruises

choking

sprains

Factors which affect the provision of first aid are:

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

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 of Evidence

Demonstration of competence should include candidate’s attendance at and successful

completion of an accredited First Aid course.

+ability to demonstrate competence,

Page 2 of 4




al T,
o002 Tra,

GNT

9,

orenaday
4"‘lla5\1 [

THHGHS0172B Provide basic first aid

(2) Pre-requisite Relationship of Units

Nil

3) Underpinning Knowledge and Skills

Knowledge
Knowledge of: Skills

any legal issues that affect the provision The ability to:
of first aid in different industry sectors . apply CPR
CPR techniques

Standards of local first aid body, e.g. St
Johns

First Aid measures to be applied in
specific emergencies

correctly apply a range of first aid techniques
for all situations described in the Range of
Variables, e.g. mouth-to-mouth resuscitation

(4) Resource Implications

The following resources should be made available:

+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 will generally be assessed off-the-job
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CRITICALEMPLOYABILITY SKILLS

Provide basic first aid

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

Makes judgement of
quality using given

the evaluation process

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

+  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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THHHOKO901A: Respond to guest related complaints and requests
Competency Descriptor: This unit deals with the skills, knowledge and attitudes required
to provide a range of general housekeeping services to guests.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Handle housekeeping requests 1.1

1.2

13

1.4

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 courteous 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 on 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 on.

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

Guests are dealt with in a polite and helpful manner at all
times, using appropriate communication skills and body
language.

Nature of complaint is correctly identified.

Page 1 of 5




9,

orenaday

GNT

4.

5.

al T,
o002 Tra,

2

4"‘lla5\1 [

THHHOKO0901A

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

53

5.4

55

Respond to guest related complaints and requests

Guests are assured that complaints 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 relevant 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 relevant person.

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, using appropriate communication skills and body
language.

Guests are assured that incidents will receive immediate
attention.

Incidents are dealt with in accordance with given
instructions.

Incidents are reported to the relevant person and in a
manner consistent with property/organizational procedures.

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, using appropriate communication skills and body
language.

Guests’ effects are transferred without damage.
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THHHOKO0901A

RANGE STATEMENTS

Respond to guest related complaints and requests

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.

Guests to include:

+ in-house guests

© new arrivals

+adults and children

+ departing guests
day guests

Guests’ care to include:

+ safety of guests’ rooms and public areas

attending to special request
+ ensuring that room and public area amenities
are in place

Dealing with complaints to include:

+ Contacting maintenance department

Reporting to supervisor
Correcting faults relating to amenities in public
areas and bedrooms, where possible

Incidents to include:

breakage
+lost property

injury

insect bites

EVIDENCE GUIDE

Guidelines relate to:

« instructions from supervisor
property procedures

Guest complaints to include those relating to:

condition of rooms and public areas

lack of supplies
other departments

Room change takes place:

in guests’ presence
in guests’ absence

Room change activities to include:

« transfer of guests' property:
«  preparing for room change

Competency is to be demonstrated by effectively offering courteous service to guests, 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 a range of housekeeping services/
equipment and the demonstrated ability to offer courteous service to guests.

(2) Pre-requisite Relationship of Units

« NIl
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THHHOKO0901A Respond to guest related complaints and requests

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 housekeeping
security and safety procedures as they 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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THHHOKO0901A Respond to guest related complaints and requests

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 + Manages process +  Establishes principles and
established 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.
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THHHOKAO0911A: Clean floors, walls, furniture and furnishings
Competency Descriptor: This unit deals with the skills and knowledge required to carry out
general cleaning duties within a range of tourism and hospitality
enterprises.

Competency Field: Housekeeping

ELEMENT OF COMPETENCY  PERFORMANCE CRITERIA

1. Select and set up/prepare
cleaning equipment and
supplies

2. Clean floors

3. Clean furniture and furnishings

11

12

13

1.4

2.1

2.2

2.3

2.4

2.5

2.6

3.1

3.2

Equipment selected is appropriate to type of cleaning to be
undertaken.

All equipment is checked to be in clean and safe working
condition prior to use.
Suitable cleaning agents and chemicals are selected and

prepared in accordance with manufacturers and relevant
health and safety requirements.

Where necessary, protective clothing is selected and used.

Area to be cleaned is prepared and cleared of obstacles.

Where appropriate, work area is barricaded or appropriate
signage placed to reduce risk to colleagues and customers.

Correct chemicals are selected for specific areas and
applied in accordance with safety procedures.

Equipment is correctly used.
Garbage and excess chemicals are disposed of in
accordance with hygiene, safety and environmental

legislation requirements.

Floors and floor coverings are clean, dry and appropriately
finished.

Advice is sought, where required, in determining colour
fastness of item to be cleaned.

Cleaning agent selected and applied is in accordance with
given instructions.
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THHHOKO0911A

Clean doors, windows, walls and
ceilings

Maintain and store cleaning
equipment and chemical

3.3

3.4

3.5

3.6

3.7

3.8

3.9

3.10

4.1

4.2

4.3

4.4

51

5.2

53

5.4

55

Clean floors, walls, furniture and furnishings

Appropriate safety measures are applied in dealing with
situations that may contribute to accidents.

Items removed are replaced in correct locations.

Surfaces are not damaged during cleaning process.
Furniture is polished and buffed to high lustre.

Drawers are clean, relined and restocked where applicable.
Surfaces are free of dust, dirt and tarnish.

Repairs are noted and reported promptly to the appropriate
personnel.

Drapes/curtains are made free of creases, wrinkles and
damages, and can be freely opened and closed.

Doors, walls, ceilings and windows are free of dirt, dust,
smears and stains.

Gloss finished surfaces are of high lustre.

Doors and window fixtures are clean, polished and free of
scratch marks and tarnish.

Light fixtures are clean and workable.

Equipment is cleaned after use in accordance with
manufacturer’s instructions.

Routine maintenance is carried out in accordance with
enterprise procedures.

Faults are correctly identified and reported in accordance
with enterprise procedures.

Equipment is stored in the designated area and in a
condition ready for re-use.

Chemicals are stored in accordance with health and safety
requirements.
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THHHOKO0911A

RANGE STATEMENTS

Clean floors, walls, furniture and furnishings

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.

Wall, floor, ceiling, door and window surfaces
include but are not limited to:

terrazzo
ceramic
paved concrete
wooden
rubber tiles
parquet tiles

+  glass

+ carpet

Equipment/tools may include:

cobweb broom

hand-held vacuum
paintbrush

dust cloth

ladder

Furniture and furnishings include but are not limited
to:

linoleum
+  carpets
rugs drapes
+ chandeliers and other lighting fixtures
+  paintings and other wall hangings
door and window knobs and fixtures
tables
chairs
+desks made of wood
+metal or synthetic materials

Cleaning process to include:

stain and mark removal

polishing

washing

cleaning drapes and curtains in

hanging positions

taking down and replacing drapes and curtains
eliminating stains

Chemicals may include:

disinfectants
pesticides
cleaning agents
polishing supplies

Doors, windows, walls and ceilings may be in:

bathrooms
bedrooms
balconies

private lounge areas public areas (both internal
and external)
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THHHOKO0911A Clean floors, walls, furniture and furnishings

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.

(1) 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

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 +  select 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: blood, needles and . clean ceilings
syringes, used condoms, sharp objects, . maintain and store cleaning
human waste, surgical dressings, equipment and chemical

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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THHHOKO0911A Clean floors, walls, furniture and furnishings

(5) 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 aspects of this unit. 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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THHHOKAO0921A: Prepare guest rooms
Competency Descriptor: This unit deals with the skills and knowledge required to prepare
rooms for guests in a commercial accommodation establishment.
Competency Field: Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Prepare for room service 1.1

1.2

1.3

1.4

15

1.6

2. Access rooms for servicing 2.1

2.2

2.3

2.4

2.5
2.6

2.7

Equipment required for servicing rooms is correctly
selected and prepared for use.

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

Trolleys are safely loaded with adequate supplies in
accordance with property procedures.

Check-in times and dress codes are adhered to at all times.

Inability to meet time schedule is promptly communicated
to the appropriate person

Requests from Front Office for room availability and status
are prioritised and promptly actioned.

Rooms requiring service are correctly identified from
information supplied to housekeeping staff.

Rooms are accessed in accordance with property customer
service and security procedures.

Guests are greeted in a pleasant manner.

Guests are responded to politely and provided with correct
information about the hotel as requested.

Respect for guests’ privacy is demonstrated.
Emergency exits are kept clear.
Requests to open doors for quests that have lost their keys

are refused and guests referred to the front desk in a
friendly manner.
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Make beds

Clean and arrange bedroom
furniture and furnishings

3.1

3.2

3.3

3.4

4.1

4.2

4.3

4.4

4.5

4.6

4.7

4.8

4.9

4.10

411

Prepare guest rooms

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

Stained items are removed in accordance with property
procedures.

Bed linen is replaced in accordance with property
standards and procedures.

Beds are made consistent with the approved method.

Rooms are cleaned in the correct order and with minimum
disruption to guests.

All furniture, fixtures and fittings are cleaned and checked
in accordance with property procedures and hygiene/safety
guidelines.

All items are reset in accordance with property standards.

Room supplies are checked, replenished or replaced in
accordance with property standards.

Pests are promptly identified and appropriate action is
taken in accordance with safety and property procedures.

Rooms are checked for any defect and all defects are
promptly reported in accordance with property procedures.

Damaged items are recorded in accordance with property
procedures.

Unusual or suspicious items or occurrences are promptly
reported in accordance with property procedures.

Drapes and curtains are changed or effectively cleaned in
accordance with property standards or given instructions.

Guest items, which have been left in vacated rooms, are
collected and stored in accordance with property
procedures.

Problem situations are correctly dealt with.
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5. Prepare bathrooms 5.1
5.2
5.3
5.4
55
5.6

6. Clean and store trolleys and 6.1

equipment

6.2
6.3

RANGE STATEMENTS

Equipment and supplies may include but not
limited to:

+ cleaning agents and chemicals
+vacuum cleaners

© mops

+ brushes

+ buckets

Room supplies may include but are not limited to:

stationery,
linen,
property promotional
+ material
+ local tourist information

Prepare guest rooms

All relevant safety procedures are observed in carrying out
cleaning operations.

Bathroom fixtures, equipment and furnishings are clean, free
of stains, spots, debris and smudges.

Fixtures and equipment are in good repair.
Maintenance requests are expedited.

Bathroom amenities and supplies are replenished and
displayed according to property standards.

Guests’ personal effects are handled according to given
instructions.

Trolleys and equipment are cleaned after use in
accordance with safety and property procedures.

All items are correctly stored in accordance with property
procedures.

Supplies are checked and items replenished or re-ordered
in accordance with property procedures.

Cleaning process to include:

eliminating dirt and grime
sanitizing
disinfecting

«  polishing

Bed making to include:

regular
turn down
two sheet method
three sheet method
+ with blanket
«  with top sheet and/or blanket tucked in

with top sheet and/or blanket loose on one or
both sides

«  special occasions (honeymoon, anniversary)
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Disability to include:

persons who are confined to wheelchair
blind persons

Problem situations may include:

missing items

worn, damaged or stained linen or other
items

safety risks

absence of power

non-functioning equipment/appliance/fixture

Bathroom fixtures, fittings and supplies may
include but are not limited to:

urinals
bath tubs
lavatory basin
+ water closet
faucets
clothes closets
+ soaps
+ tissue
+ towels
glassware

Beds include:

double beds

single beds
cots/folding beds

Prepare guest rooms

Room status include:

checkout rooms
+  vacant rooms

occupied rooms (guest in, guest out, minors and
disabled persons present)

Bed covering to include:

sheets

«  blankets
bed pads
bedspreads
pillow and pillow cases
water proof sheets
valances/mattress covers
pillow bags/ slips

Guest rooms include:

bedrooms
+  bath rooms
patio

Changing/cleaning of drapes and curtains include:

cleaning drapes and curtains in hanging
position
taking down and replacing drapes and curtains
removing stains

«  The use of wet and dry vacuum
soft brush
feather duster

Page 4 of 8




al
‘,‘on Tr%;’

9,

orenada &

§
GNT ¢ THHHOKO0921A Prepare guest rooms

Room fixtures, appliances and equipment include but
not limited to:

air condition
lamps
hair dryer
clock
television
radio
wall hangings
+mirrors and glassware
+wardrobes
+ furnishings
bed(s)
« light fittings
«  refrigerators

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to organize and carry out the complete servicing of guest
rooms in accordance with the performance criteria and the range listed within the range of variables
statement.
(2) Critical Aspects and Evidence
Evidence should include a demonstrated ability to organise and carry out the complete servicing
of a bed room and bathroom within the timeframe required by a commercial accommodation
establishment
(2) Pre-requisite Relationship of Units

« NIl
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Knowledge
Knowledge of:

property procedures in relation to
presentation of guest rooms

security and safety issues for
guest rooms
health and safety factors in relation
to cleaning
safe handling of common cleaning
equipment
cleaning chemicals- types and
usage. (do’s and don'ts)
hotel facilities
safe handling and treatment of
common hazards encountered in
the cleaning of bedrooms and
bathrooms including:
blood, needles and syringes,
used
condoms, sharp objects,
human waste,
surgical dressings, broken
glass, fats and
oils, gum, lit cigars/cigarettes
precautions, procedures and
techniques relating to the cleaning
of surfaces such as glass,
painted/polished wood, steel, iron,
plastic, rubber, brass, silver,
aluminium, fabric, leather, concrete
(paved, painted)

Prepare guest rooms

techniques for removing stains such as ink,

vegetable stains, gum from carpets and
floors

general procedures for cleaning toilet
bowls

types of trolleys and stocking trolleys
procedures for entering a guest’s room
purpose and procedures in airing,
deodorizing and spraying bedrooms
types of bed linen and accessories
procedures for stripping and making beds
factors to be considered when checking
and arranging appliances and furnishings
bed making styles

drapery cleaning in hanging position — use
of wet and dry vacuum

safety precautions in lifting and moving
heavy items

precautions in preparing rooms for
wheelchair confined and blind persons.
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Skill
Ability to:

select and prepare equipment for
servicing rooms
+access room for servicing
+make up beds
clean rooms
clean and check furniture, fixtures and
fittings
check and replenish room supplies
clean bathroom fixtures, equipment
and furnishings
replenish and display bathroom
amenities and supplies
+ clean and store trolleys and
equipment

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 scenario. 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 must be assessed through practical demonstration on-the-job or in a simulated
workplace environment where individuals are able to actually prepare bedrooms and bathrooms.
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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 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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THHHOK1151A: Prepare offices
Competency Descriptor: This unit deals with the skills and knowledge required to carry
out cleaning and sanitation activities in offices.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Clean office furniture and fittings 1.1

1.2

1.3

1.4
15
1.6

2. Spot clean walls, doors and 2.1
partitions

2.2

2.3

2.4

25
2.6

3. Clean glass surfaces 3.1

3.2

3.3

3.4
35

3.6

Required equipment and supplies are correctly selected
and prepared for use.

Furniture and fittings are free of dust and debris.

Cleaning agent selected is appropriate for surface and
type of dirt.

Cleaning solution is applied smoothly and evenly.
Surfaces are left dry and free of smears and dirt.
Everything is correctly replaced at end of cleaning activity.

Required equipment and supplies are correctly selected and
prepared for use.

Loose dirt is removed without spreading to adjacent areas.

Cleaning agent chosen is appropriate for surface and type of
marks and dirt.

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

Surfaces are free of over-wetting and damages.
Surfaces are free of removable marks and are spot cleaned.

Preparation of working area and equipment allows for
work to be done efficiently, correctly and safely.

Cleaning agent chosen is appropriate for surface and type
of marks and dirt.

Debris and/or soils are removed from surfaces
without causing damages.

Glass surface is left dry and free of smears.
Surrounding areas are dry.

Work area is arranged.
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4. Empty bins and remove waste

5. Clean and store cleaning
equipment

RANGE STATEMENTS

4.1

4.2

4.3

4.4

4.5

4.6

51

5.2

Prepare offices

Correct protective equipment is worn.
Bins are emptied free of all waste.

Bins are relined or cleaned in accordance with given
instructions.

Where there is uncertainty about the removal of an item
check is made with the appropriate person.

Waste is removed using the correct container and according
to given instructions.

Waste is safely handled.

Equipment is cleaned after use in accordance with safety
and establishment’s procedures.

All items are correctly stored in accordance with instructions
given.

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.

Cleaning equipment and supplies may include, but Cleaning process to include:

not limited to:

+ cleaning agents and chemicals
*vacuum cleaners

© mops

+ brushes

+ buckets

+ cobweb brooms

+  feather duster

Furniture and fittings include:

+ desks

+  chairs

+door knobs

+ handles

+  telephone equipment
+  computer

+  cabinets

+ eliminating dirt and grime (from walls, windows,
doors, etc.)

+ sanitizing

+ disinfecting

+ polishing furniture, fittings, etc.

+glass partitions and doors

Types of surface include:

+ soft (e.g. curtains and upholstery)

+ hard (e.g. wood, metal, plastic etc)
+ glass (e.g. windows, mirrors and glass doors)
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EvIDENCE GUIDE

Competency is to be demonstrated by the ability to prepare offices and public areas in accordance with the
performance criteria and the range listed within the range of variables statement.

Q) Critical Aspects of Evidence

+ evidence should include a demonstrated ability to organise and carry out cleaning
activities within the given timeframe

(2) Pre-requisite Relationship of Units

«Nil

3) Underpinning Knowledge and Skills

Knowledge
Knowledge of:

+ health and safety factors in relation to cleaning

+ safe handling of common cleaning equipment

+  cleaning chemicals- types and usage (do’s and don’ts)

+ importance of following manufacturer’s instructions and possible consequence if not followed
+importance of putting things back in the correct place

+ procedures for cleaning furniture and fittings

+ preparing work area for efficiency

+reason for removing loose dust and debris first

+  types of soils and debris and best means of removing them

+  spot cleaning walls, doors and partitions

+  precautions in cleaning non-washable surfaces

+ what constitute over-wetting

+ cleaning glass surfaces

+range of cleaning agents available for glass surface

+how to choose the right cleaning agent for type of surface being cleaned
+how to scrape without damaging the surface

+importance of cleaning or relining bins

Safe handling and treatment of common hazards encountered in the cleaning of offices and
public areas:

+  blood, needles and syringes, used

+condoms, sharp objects, human waste,

+surgical dressings, broken glass, fats and

+ oils, gum, lit cigars/cigarettes

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

+ techniques for removing stains such as ink, vegetable stains, gum from carpets and floors

+  purpose and procedures in airing, deodorizing and spraying offices and public areas

+  safety precautions in lifting and moving heavy items

+ drapery cleaning in hanging position — use of wet and dry vacuum
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Underpinning Knowledge and Skills (Cont’d)

Skill
Ability to:

+  clean office furniture and fittings
+ select and prepare cleaning equipment and supplies

+  spot clean walls, doors and partitions
+  clean glass surfaces

+empty bins and remove waste

+ clean and store cleaning equipment
Resource Implications

The following resources should be made available:

+facility where the activities in this unit can be demonstrated
+ relevant cleaning equipment and supplies

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

Simulated activities must closely reflect the workplace scenario. 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 must be assessed through practical demonstration on-the-job or in a simulated
workplace environment where individuals are able to prepare offices and public areas.
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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 +Manages process +  Establishes principles and procedures
established 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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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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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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THHHOK1211A: Clean public areas
Competency Descriptor: This unit deals with the skills and knowledge required to clean and
prepare public areas.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Clean internal public areas and 1.1
corridors

1.2

1.3

14

15

1.6

1.7

1.8

2. Clean public restrooms 2.1

2.2

2.3

2.4

2.5

2.6

2.7

Work is carried out within time allowed with minimum noise
and disruption to guests.

Cleaning agents and equipment are of the right type, are
made ready and used according to instructions.

Enterprise procedures are correctly followed in the
collection and disposal of trash and other disposable items.

Waste-paper bins are clean and supplied with new plastic
liners where used.

Ceiling is free from dust, dirt, insects and spider webs.

Windows, mirrors and other fixtures are clean and free of
dust and removable stains.

Floors, including corners, are thoroughly swept, vacuumed
and/or cleaned.

Cleaning intervals are correctly observed.

Cleaning and sterilizing agents are of the right type and are
accessible for use.

Restroom is free of unpleasant odours.

Leaks and/or faulty plumbing are identified and immediately
reported.

Restroom fixtures are meticulously cleaned, sanitized and
polished.

Floor is properly cleaned, according to established
standards and procedures.

Mirrors, walls and tiles are wiped, polished and made free
from water spots and removable stains.

Drains and overflows are free from blockages and in good
repair.
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3. Clean outdoor areas

4., Clean windows

RANGE STATEMENTS

2.8

2.9

3.1

3.2

3.3

4.1

4.2

4.3

Clean public areas

Restroom supplies are replenished and arranged according
to established method.

Stools and chairs are cleaned and sanitized using
appropriate method and supplies.

Outdoor furniture is clean, arranged according to house
policy and free from damage.

Walking surfaces are clean, free from debris and mildew.

Problem situations are identified and reported immediately
to the appropriate person.

Cleaning agents and equipment are of the correct type and
correctly used.

Windows are cleaned starting from top down and
surrounding areas are free of marks from water or cleaning
agent.

Corners and window frames are free from dust and dirt.

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.

Public areas and corridors may include:

+ lobbies and lounges

restaurants

service areas

public and private area corridors
+ bars
+ conference/banquet rooms
+night clubs

area surrounding a pool

outdoor patios

Problem situations may include:

+ leaks and water damage

+  safety risks

+damaged areas

+cracked or broken windows
damaged frames

Appearance of an area may include:

« arrangement and placement of lamps and
ashtrays

« arrangement and placement of flower vases
and plant pots
arrangement of decorative items

« arrangement of magazine stands and brochure
display

«  polishing of glass, brass and other wood and
metal surfaces

Debris may include:

« sharp objects

sand leaves and twigs
« glass, bottles
« garbage

Page 2 of 4




al T,
o002 Tra,

GNT

9,

orenaday
4"‘lla5\1 [
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Meticulous cleaning entails cleaning: Standards and procedures for cleaning floors

o entail:

inside

outside + downwards and clockwise or anti-clockwise
around base movements from the upper part of room and
back continuing around the room

Restroom fixtures include: Furniture, furnishings and equipment:

+ urinal tables
water closet chairs
basin +  paintings and other wall hangings
mirror brass and silver surface objects including
bidet knobs and handles

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to clean and prepare public areas 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 ability to clean and prepare facilities in public areas

(2) Pre-requisite Relationship of Units

« NIl

€)) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:

the importance of noticing problem '
situation '
« the right type and amount of cleaning '

clean waste-paper bins

clean windows, mirrors and other fixtures
sweep, vacuumed and/or clean floors

agents and equipment for the job
the importance of keeping walking
surfaces free of glass and sharp pointed
objects
health and safety issues in relation to
cleaning operations
techniques in floral arrangements (vase)
«  cleaning and polishing brass, aluminum
and other metal surfaces
«  cleaning and sanitizing restroom
facilities

clean and sanitize restroom fixtures
identify leaks and/or faulty plumbing
clean and polish mirrors and wall tiles

+ arrange restroom supplies

+  clean walking surfaces

+ identify problem situations
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(4) Resource Implications

The following resources should be made available:

an environment in which cleaning competencies are practiced or can be demonstrated

(5) 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

(6) Context of Assessment

This unit must be assessed through practical demonstration on-the-job or in a simulated
accommodation environment where there is an opportunity to carry out a range of cleaning
operations

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 + Manages process «  Establishes principles and procedures
established 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 2

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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THHHOK1142A: Repair and recycle linen
Competency Descriptor; This unit deals with the skills and knowledge required to repair and
recycle damaged/worn linen used on the property.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Repair damaged linen 1.1  Work plan and time allocation are appropriate to the
accomplishment of given assignments.

1.2 Required documentation is correctly completed and made
available.

1.3  Selection of tools, equipment and supplies is appropriate
for intended use.

1.4  Item is assessed and suitability for repair correctly
determined.

15 Repaired area blends with rest of fabric.

2. Recycle used/damaged linen 2.1 Linen is selected for recycling, consistent with established
procedures.

2.2 Intended use of linen has economic benefits to the
property.

2.3 Use of linen results in minimum waste.

2.4 Recycled items are attractively and correctly made.

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.

Tools, equipment and supplies may include: Method of repair may include:
sewing machines « darning
sewing kits «  patching
damaged or worn linen «  stitching
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Items made include: Documentation include:
+ pillows «  production reports
+ pillow cases
+ kitchen towels
mittens

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to repair and recycle used or damaged linen items 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 ability to:

repair damaged linen
make useful items from damaged or worn linen

(2) Pre-requisite Relationship of Units
Nil

3) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:
the economic benefit of recycling used « plan work and allocate time
or damaged linen items + complete required documentation
safety precautions to be taken when +  select tools, equipment and
handling used linen supplies
considerations in selecting equipment + assess item and determine
and supplies for fabric repair and suitability for repair
recycling + repair fabric
select linen for recycling
make items
4) Resource Implications

The following resources should be made available:

an environment in which this competence is practiced or can be demonstrated
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(5) Method of Assessment

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

(6) Context of Assessment

This unit must be assessed through practical demonstration on-the-job or in a simulated
environment.

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 + Manages process «  Establishes principles and procedures
established 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 Level 1

information

Communicate ideas and information Level 1

Plan and organise activities Level 1

Work with others and in team Level 2

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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THHGADO101A: Source and present information
Competency Descriptor: This unit deals with the skills and knowledge required to source and
present information in response to an identified need. The presentation
could be verbal or written. The development of more complex/strategic
reports is covered in the unit “Prepare Business Documents”.
Competency Field: Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Find information 1.1
1.2
1.3

2. Prepare and present 2.1

information

2.2
2.3
2.4
2.5

RANGE STATEMENTS

This unit applies to all hospitality sectors.

Information may include but is not limited to:

+ information from product suppliers

+ information from other departments in the

enterprise
customer service research

information on new workplace systems

A range of current and accurate information sources is
correctly identified.

Information sources are accessed and assessed for
relevance and applicability.

Information is obtained within designated timelines

Information is reviewed and selected to suit the specific
need.

Where appropriate, text is drafted to include all appropriate
information.

When presented, the range of information provided is
structured and expressed in a clear and concise manner.

Information is presented in a professional manner
appropriate to the circumstance.

Information is made available to the appropriate person
within designated timelines.
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EVIDENCE GUIDE

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

(1)

(2)

3)

(4)

()

(6)

Critical Aspects and Evidence

Look for:

+ ability to find, review and present information on topics within the broad general experience
and expertise of the individual

Pre-requisite Relationship of Units

THHCORO031A Develop and update hospitality industry knowledge

Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:
basic research skills including: « access information sources
+ identification of information required « assess information for relevance and
questioning techniques to elicit applicability
information «  present information orally
note taking «  prepare and present written
+ sorting and processing information information

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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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 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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THHHOKAO931A:

Competency Descriptor:

Competency Field:

ELEMENT OF COMPETENCY

1.

2.

3.

4,

Collect guest laundry

Sort linen and clothes

Remove stains from fabric

Wash linen and clothes

Provide lau

This unit deals

Provide laundry service

ndry service

with the skills and knowledge required to work in an ‘on

premises’ laundry in a commercial accommodation establishment.

Housekeeping

11

12

2.1

2.2

3.1
3.2
3.3

3.4

4.1

4.2

4.4

4.5

PERFORMANCE CRITERIA

Laundry items are collected accurately checked and all
discrepancies and variations identified and reported to the
appropriate person.

Required documentation is accurately completed and
submitted within required time.

All linen and clothes are correctly sorted and classified.

Linen and clothes are free of silverware, garbage or trash and
other obstacles.

Items for laundering are checked for stains.
Stained fabrics are appropriately sorted.
Nature and type of stains are correctly identified.

Stain removing solutions, methods and techniques applied
are appropriate to type of stains and fabric.

Items are correctly sorted according to the cleaning
process required and the urgency of the item.

Laundry formulas are correctly selected in accordance with
textile labelling codes and based on:

+ fibre and fabric

+ dye fastness
+amount of soilage

Cleaning agents and chemicals are correctly applied in
accordance with manufacturer’s instructions.

Laundry equipment is operated and maintained, in
accordance with manufacturer’s instructions.
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4.6
4.7
5. Iron linen and clothes 5.1
5.2
5.3
5.4
6. Repair fabric 6.1
6.2
7. Package and store laundry 7.1
items
7.2
7.3
7.4
RANGE STATEMENTS

Provide laundry service

Items are checked after laundering process to ensure quality
cleaning and damage is notified in accordance with
enterprise procedures.

Pressing and finishing processes are correctly carried out.

Linen and clothes are appropriately prepared for the ironing
process, making optimum use of feed carts.

Ironing equipment is operated in accordance with given
instructions.

Flatwork production ironing equipment is set at appropriate
speed and heat.

All ironed linen and clothes are free of crease and damage.

Tools, equipment and supplies are correctly selected and used
in repairing fabric.

Repaired area blends with rest of fabric.

Guest's personal laundry is packaged and presented in
accordance with enterprise standards.

Record keeping and billing procedures are correctly
followed.

Items are correctly folded.

Finished items are returned or stored within the required
timeframe.

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.

Laundry equipment may include but not
limited to:

+ washers
+dryers
+ irons
steam presses
sorting baskets and shelves

Laundry service may be:

+commercial based (e.g. stain removal)

+ Institutional/industrial based (e.g. provision of
laundry service in bulk)
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Laundry operations may include but are not limited

to:

sorting
washing

drying

folding

ironing

steam pressing
mending

Linen and clothes to include:

sheets

pillowcases

table linen

shirts

pants

dresses

white and coloured blankets,
towels,

napkins

Collection of laundry to include:

pick up laundry bags outside guest’s room
pick up laundry inside guest's room

EVIDENCE GUIDE

Provide laundry service

Damage to laundered items/items to be laundered
may include:

worn fabrics

torn fabrics

faded fabrics

fabrics with holes

fabrics with missing ornaments

Clothes and linen are sorted by:

degree of sall

colour

type of fabric

cleaning methods required

Documentation to include:

production reports

Competency is to be demonstrated by the ability to launder linen and guest clothes in accordance with
the performance criteria and the range listed within the range of variables statement.

(1)

(2)

Critical Aspects of Evidence

Evidence should include a demonstrated ability to correctly assess the processes required for
different types of laundry and to safely operate laundry equipment. The full laundering process
should be demonstrated and completed with enterprise acceptable timeframes.

Pre-requisite Relationship of Units

« NIl
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THHHOKO0931A Provide laundry service

3) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:
« hygiene, health and safety issues of + collect guest laundry
specific relevance to laundry operations +sort linen and clothes
key laundry terms + remove stains from fabric
« common guest laundry issues +wash linen and clothes
« linen control procedures including: + iron linen and clothes
« clean for dirty + repair fabric
+  setamount +  package and store laundry items

«  topping up
+uniform issue
condemned linen
procedures if ‘shortages’ are identified
« various types of laundry equipment,
(e.qg., flatwork iron)

(4) Resource Implications

The following resources should be made available:

+ requisite equipment, supplies and environment where competence in carrying out laundry
operations can be demonstrated
(5) 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 aspects of this unit. 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 laundry
environment where the total laundering process can be demonstrated.
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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 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.
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THHHOKO0951A: Launder items
Competency Descriptor: This unit sets out the skills and knowledge involved in laundering
garments and other items , with emphasis on health and safety
requirements and the maintenance of standards.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY

1. Check equipment and set up
workstation for laundering.

2. Sort and inspect garments for
laundering

3. Press and iron cleaned
garments and items

PERFORMANCE CRITERIA

11

1.2

1.3

1.4

21

2.2

3.1

3.2

3.3

3.4

Equipment and machinery selected are appropriate and are
ready for intended use.

Work station meets health and safety requirements.

Identify faults and hazards and take prompt, safe and
appropriate actions to correct them.

Work aids, ancillary equipment and supplies are safely
placed and stored and are readily available.

Garments and items of sub-standard quality are identified,
removed and re -directed, according to property standards
or policy.

Factors contributing to unacceptable standards are
identified and brought to the attention of the relevant
person.

Tasks are carried out in accordance with safety
requirements.

Garments/personal items that are sub-standard, delicate
and/or difficult to care are removed and dealt with,
according to property standards.

Machine type, setting and times are appropriately selected.

Pressed garments and items are appropriately finished
(hung or folded).
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THHHOK 0951A Launder items

3.5 Garments and items that are satisfactorily cleaned and
pressed and are of desired standard are correctly arranged
and passed on for packing and dispatching.

RANGE STATEMENTS

The range statement relates to the unit of competency as a whole. It allows for different work
environments and situations that may affect performance.

Preparation of work station include: Section of garments for special attention include:
systems switches set as required sleeves
work surfaces cleared and cleaned legs
storage places and equipment dusted body shape
and cleaned cuffs
steam at working pressure collars

pleats

Machinery, equipment and supplies include: Fibres include:
materials for wrapping or covering finished linen
items cotton
equipment for moving finished items wool
labelling equipment/supplies silk
hand iron mixed fibre
twin-buck press synthetic fibre

Sub-standards relate to:

non-conforming articles
residual solvent

stains and marks
damage

unsatisfactory cleaning
loss of colour

shape

sheen

applied finish
delamination

faulty creasing
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EVIDENCE GUIDE

Launder items

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

@

@

©)

(4)

Critical Aspects of Evidence

Look for:

understanding of the health and safety factors relating to laundering garments and items
ability to sort, inspect and identify sub-standard garments and items

ability to launder garments and items

Pre-requisite Relationship of Units

Nil

Underpinning Knowledge and Skills

Knowledge
Knowledge of:

health and safety issues (e.qg. fire risk)
hazards in the pressing process to
garments, items and person

most likely source of contamination
and preventive and corrective methods
fabric types, characteristics and their
pressing instructions

acceptable moisture retention levels
fabric care labels

Resource Implications

The following resources should be made available:

actual or simulated work environment

Skill
The ability to:

set-up equipment and machinery

deal with identified faults and hazards

store work aids, ancillary equipment and
supplies appropriately

launder garments and items

identify garments and items of sub-standard
quality

inspect soiled and laundered garments and
items
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(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.

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 Manages process Establishes principles and procedures
established processes Selects the criteria for Evaluates and reshapes process
Makes judgement of the evaluation process Establishes criteria for evaluation
quality using given
criteria
Collect, analyze and organize Level 1
information
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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THHHOK1251A: Collect and deliver guests’ laundry and room linen
Competency Descriptor: This unit deals with the skills and knowledge required to deal with
the collection and return of guest’s linen and clothes.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Display professional valet 11
standards

1.2

13

2. Collect guests’ laundry 2.1

2.2

2.3

2.4

2.5

2.6

3. Return guests' laundry 3.1

3.2

3.3

3.4

Communication with guests is conducted in a manner
which builds rapport and enhances the feeling of goodwill
between the guest and the enterprise.

Knowledge of individual guests is accessed and used to
enhance the quality of valet service offered.

Valet grooming and communication standards are
followed in accordance with enterprise standards.

Work plan and time allocation are appropriate to the
accomplishment of given assignments.

Required documentation is accurately completed and
submitted within required time.

Laundry items are collected accurately checked and all
discrepancies and variations identified are reported to the
appropriate person.

Relevant health and safety procedures are correctly
observed.

Work is carried out in an organized and efficient manner.

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

Required documentation is accessed, completed and
submitted within required time.

Laundered items collected are checked and discrepancies
are identified and resolved.

Laundered items received are appropriately prepared for
delivery to guests.

Delivery of guests' laundry complies with given enterprise
practices.
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THHHOK1251A Collect and deliver guests’ laundry and room linen

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.

Unexpected situations may include: Collection of laundry to include:
discovery of valuables in pockets +  pick up laundry bag outside guest’s room
lost laundry «  pick up laundry bag inside guest's room

damaged laundry

+ discovery of drugs, weapons and other items in
guest's laundry
guest checked out leaving laundry items

Accuracy in relation to documents to include: Relevant health and safety procedures may
include:
labelling of laundry bags
+ completing forms or instructions to laundry + PPEs (Personal Protective Equipment, e.g.
personnel gloves)
© reports to executive housekeeper or supervisor ' MSDs (Material Safety Data Sheets)

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to provide room service 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 ability to care for guest property and organise a range of
special services for guests. Enterprise accepted presentation and communication standards
should also be demonstrated. This should be supported by a demonstrated understanding of the
current role of valet service within the Grenadian hospitality industry.

(2) Pre-requisite Relationship of Units

« NIl
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Underpinning Knowledge and Skills

Knowledge
Knowledge of:

the history of valet service and its
current role in the hospitality industry

oral communication skills in relation to
building guest rapport

protocols for dealing with VIP guests

Resource Implications

Collect and deliver guests’ laundry and room linen

Skill
The ability to:

The following resources should be made available:

communicate with guests

access and use knowledge of
individual guests

follow valet grooming and
communication standards

complete and submit documentation
observe health and safety procedures
collect guests’ laundry

return guests' laundry

an environment in which valet service competencies are practised or can be demonstrated

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 must be assessed through practical demonstration on-the-job or in a simulated
accommodation environment where there is an opportunity to carry out a range of valet services.
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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 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 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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THHHOK1181A: Carry out stain removal
Competency Descriptor: This unit deals with the skills and knowledge required to remove stains
from linen, clothing and carpets. It also involves treatment of carpets
and soft furnishings.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Remove stains from linen and 1.1
clothes

12

1.3
14

15

1.6

1.7

1.8

2. Remove stains from carpets 2.1

and soft furnishings

2.2

2.3

2.4

2.5

2.6

Work plan and time allocation are appropriate to the
accomplishment of given assignments.

Required documentation is accurately completed and
submitted within required time.

Stained fabric is appropriately sorted.
Nature and type of stains are correctly identified.

Stain removing solutions, methods and techniques applied
are appropriate to type of stains and fabric.

Removable stains are effectively eliminated.

Fabric with irremovable stains is handled in accordance with
given instructions.

All work is carried out in an organized and efficient manner.

Surface to be treated is examined and its suitability
correctly determined.

Work area is appropriately ventilated and is cleared of
obstructions.

Stain remover and removal techniques selected are
appropriate.

Stain remover is safely used, and in accordance with
manufacturers’ instructions.

Surfaces are free of removable stains and are without
damages.

Stains not able to be removed are reported to the relevant
person.

Page 1 of 4




oval Tr,

GNT

A

orenaday,
&
4°llaﬁv oo

THHHOK1181A Carry out stain removal

3.  Apply treatments to carpets 3.1 Suitability of surface for treatment is correctly determined.
and soft furnishings

3.2 Work area is prepared to allow for correct, safe and efficient
operations.

3.3 Surfaces are properly prepared for treatment applications.

3.4 Treatment is safely applied and according to manufacturer’'s
instructions.

3.5 Surface is correctly treated and is free of damage and over-
wetting.

3.6 Treated surface is even in appearance.

3.7 All work is carried out in an organized and efficient manner.

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.

Examination of surface takes into account: Fabric to include:

+material and type « natural and synthetic blends
+ position of surface form of stain

Treatments include: Stains removed include:
+ anti-soil «  body emissions
+  anti-static «ink
flame retardant « oil and grease based
mothproofing ©gums
+deodorizing +  blood

+ anti-flea infestation

Stain removing methods and techniques include: Documentation to include:
pre-soaking «  production report
+ spotting

Stain removing solutions to include:

bleaching agents (chlorine and non-chlorine)
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EVIDENCE GUIDE

Competency is to be demonstrated by the ability to remove stains from clothing, linen and carpets and
apply treatments to carpets 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 ability to remove stains from clothes, linen and
carpets and to apply treatments to carpets and soft furnishings.

(2) Pre-requisite Relationship of Units

Nil

3) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:

determining what is to be done

stain removal methods and techniques
how to determine the appropriate method
of stain removal

possible consequences of using incorrect
stain removal method

importance of following manufacturer’s
instructions

contra-indications of treatment
applications

how to avoid damaging surfaces during
stain removal exercise

importance of reporting irremovable stains
work area preparation — safety
considerations

importance of allowing for proper
ventilation

importance of removing dry dust and
debris before applying treatment

how to apply treatment safely and without
over-wetting and damaging surfaces
importance of not over-wetting surfaces
what is meant by an even surface
importance of rearranging area treated

prepare work plan

complete documentation
sort stained fabric

identify nature and type of
stains

remove stains from linen and
clothes

examine surface to be treated
remove stains from carpets
and soft furnishings
determine suitability of
surface for treatment
prepare surfaces for
treatment applications
apply treatments to carpets
and soft furnishings
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(4)

(5)

(6)

Resource Implications

The following resources should be made available:

an environment in which stain removal competencies are practiced or can be demonstrated

Method of Assessment

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

A range of methods to assess underpinning knowledge should be applied.

Assessment must be in accordance with the performance criteria.

Context of Assessment

This unit must be assessed through practical demonstration on-the-job or in a simulated
accommodation environment where there is an opportunity to carry out operations listed in the
range statement.

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 2
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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THHHOK1241A: Provide care for minors
Competency Descriptor: This unit deals with the skills and knowledge required to care for
minors. Care includes providing meals, maintaining personal
hygiene and providing entertainment.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Provide meals for minors 1.1

1.2

13

1.4

15

1.6

1.7

2. Maintain the personal hygiene 2.1

of minors

2.2

2.3

2.4

2.5

2.6

Food and drinks provided for children meet their nutritional
requirements.

Type food is in accordance with children’s cultural and
religious practices.

Method of food preparation complies with parent’s
expressed wishes and industry standards.

Hygiene and safety standards are observed in the storage,
preparation and serving of food.

Food and drinks are served at appropriate temperature
and consistency.

Eating and drinking aids provided are appropriate to
children’s level of development.

Children are given assistance to complete meals.

Areas where children are washed and toileted are
hygienically maintained.

Children's rights to exclusive use of personal hygiene
items are consistently ensured.

The disposal of waste products and soiled items is carried
out in a safe and hygienic manner.

Routines for the maintenance of children’s personal
hygiene complement those provided by parents/guardians.

Hygiene maintenance routines are adapted to suit the
needs and personal preferences of individual
children/families, within established industry
guidelines.

Methods of skin and hair care are suitable to various skin

and hair types and are in accordance with
parents/guardians cultural practices.
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2.7 The children’s physical comfort is consistently maintained
and “accidents” are dealt with promptly and in a way that
does not undermine the child’s self esteem and privacy.
2.8 Signs of poor health, abnormality and/or infection are
noted and reported to supervisor.
3. Change nappies and dress 3.1 Changing and dressing of infants take place on a safe
minors and comfortable surface and in a clean and draught free
environment.
3.2 Diaper is removed, groin and bottom properly cleaned and
moistened, using the “inside-out” technique.
3.3 The nappies and clothes selected are clean, aired and of
suitable size.
3.4 Changing and dressing the infant is carried out in a
gentle, safe and unhurried manner.
4. Provide entertainment 4.1 Provision of activities and experiences stimulates children

and encourages them to play.

4.2 Maintenance of children’s safety and emotional well-being
is assured.

4.3 Eye contact, body movement and the voice are used in a
manner likely to engage children’s attention.

4.4 Story chosen is appropriate for the developmental level and
interest of the children.

4.5 Games selected are consistent with the level of
development of the children.

4.6 The number of children involved in the game is
appropriate to the amount and type of equipment
available.

4.7 Encouragement to participate in the game highlights the
importance of involvement over the competitive aspects.

4.8 Planned exercise and physical play take into account all
relevant factors relating to the children.

4.9 Maximum use is made of opportunities for outdoor play,
taking into account relevant constraints.
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Provide care for minors

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.

Characteristics of children include:

+children with no feeding difficulties,
children with special needs which make
eating difficult

+normal children and those with disabilities
children with special dietary requirements
including allergies and nutritional disorders

+ children who have poor appetites/eating
habits

children with and without bowel problems
children who are extrovert and those that are
introvert in behaviour

Personal hygiene items include but not limited to:

tooth brush
towel

wash rag
hair comb/brush

Care include:

bathing

+changing clothes
entertaining
facilitating rest and sleep

EVIDENCE GUIDE

Types of hygiene issues include but not limited to:

cleaning faeces and changing diapers on babies
hand washing

skin and hair care

care of teeth

Minors include:

infants (birth - 1 year)
toddlers (1 - 7 years)

Games and activities include but not limited to:

Indoor games/activities such as cards

board games, e.g. Chinese checkers
outdoor games/activities such as lawn tennis,
nature walk

Competency is to be demonstrated by the ability to provide care for minors 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 ability to:

bathe minors
change clothes

change diapers
+ feed minors

+ engage minors in indoor and outdoor activities

*  put minors to sleep
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Provide care for minors

(2) Pre-requisite Relationship of Units

Nil

€)) Underpinning Knowledge and Skills

Knowledge
Knowledge of:

the general health and hygiene
requirements of young children and what
constitutes appropriate personal hygiene
routines

the causes of cross infection and
procedures to prevent cross infection

the methods of caring for the personal
hygiene of young children and how these
may vary with family/cultural background,
skin and hair types

signs of poor health, infection, abrasions
and other abnormalities including
variation from normal stools and urine
and their significance

good housekeeping, hygienic standards
and universal precaution

the nutritional value of common
foodstuffs and drinks and what
constitutes a balanced diet

strategies for coaxing children to eat
health and safety requirements in relation
to food preparation and storage

common dietary requirements associated
with religious and cultural practices
common food allergies and implications
for diets

precautionary measures to be taken
when engaging in outdoor
games/activities with children

4) Resource Implications

The following resources should be made available:

Skill
The ability to:

+ provide meals for minors
+maintain the personal hygiene of
minors
change nappies and dress minors
provide entertainment
present food and drink attractively to
children
identify allergic reactions
identify signs of poor health

identify the nutritional contents of
food items

an environment in which this competency is practiced or can be demonstrated
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THHHOKI1241A Provide care for minors

(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
accommodation environment where there is an opportunity to care for minors.

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 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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ITICORO011A:

Competency Descriptor:

Competency Field:

ELEMENT OF COMPETENCY

1. Initiate computer system

2. Enter data

Carry out data entry and retrieval procedures

Carry out data entry and retrieval procedures

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.

Information Technology and Communications - Operations

1.1

1.2

13

14

15

2.1

2.2

2.3

2.4

2.5

2.6

2.7

2.8

2.9

PERFORMANCE CRITERIA

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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3. Retrieve data

4, Amend data

5. Use document layout and data

format facilities

6. 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

5.1

5.2

5.3

5.4

5.5

6.1

6.2

6.3

Carry out data entry and retrieval procedures

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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ITICORO011A

7. Access and transmit
information via the Internet

8. Close down computer system

9. Maintain computer
equipment
RANGE STATEMENT

6.4

6.5

7.1

7.2

7.3

8.1

8.2

8.3

8.4

9.1

9.2

9.3

Carry out data entry and retrieval procedures

Error conditions within level of authority are dealt with
promptly, and uncorrected errors are promptly reported.

Output devices and materials are monitored for quality.

Access to the Internet is gained in accordance with the
provider’'s operating procedures.

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

E-Mail is sent and retrieved competently.

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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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

Carry out data entry and retrieval procedures

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

EVIDENCE GUIDE

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.
(2) 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.

(2) Pre-requisite Relationship of Units

*Nil
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Underpinning Knowledge and Skills

Knowledge
Knowledge of:

safety for working with and around
computers

computer hardware and software
systems

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

Resource Implications

Carry out data entry and retrieval procedures

Skills
The ability to:

identify computer hardware
manipulate data input devices
access data

« use file operations

«  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-Malil

Files saved on network, magnetic media, personal Computer

Input devices: Keyboard, mouse, other selection devices

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. A range of methods to assess underpinning
knowledge should support this
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ITICORO011A Carry out data entry and retrieval 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 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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THHGCS0222A: Promote products and services to customers
Competency Descriptor: This unit deals with the skills and knowledge required to promote products
and services to customers. It relates to situations where the sales function is
not the primary focus of work activity.
Competency Field: Hospitality

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Develop product/service and 11

market knowledge

1.2

13

14

15

1.6

1.7

2. Encourage customers to use 2.1
and buy products and services
2.2

2.3

2.4

Opportunities are taken to develop product/service
knowledge.

Informal and formal research methods are used to update
knowledge.

Customer feedback and workplace observation are used to
evaluate products, services and promotional initiatives.

Knowledge obtained is shared with colleagues to enhance
the sales effectiveness of the team.

Information gained from workplace experience and direct
customer contact is passed to the appropriate person for
consideration in future planning.

Changes in customer preferences are identified.
Ideas for product and service adjustments to meet customer
needs are suggested to the appropriate person in

accordance with enterprise policy.

Accurate information about products and services is offered
to customers.

Selling techniques are employed to encourage usage and
purchase.

Customers are made aware of possible ‘extras’ and ‘add-

ons.

Products and services are promoted in accordance with
current enterprise goals and promotional focus.

Page 1 of 3




al T,
o002 Tra,

GNT

9,

orenada &
4"‘lla5\1 [

THHGCS0222A Promote products and services to customers

RANGE STATEMENTS

This unit applies to all hospitality and tourism sectors.

Products and services may include but are not Informal and formal research may include but is not
limited to: limited to:
+  tours and transport + discussions with colleagues
conferences and conventions «  reading enterprise information
+ function facilities «  research of product and service information
+  entertainment brochures
+ shopping services + general media

restaurant facilities
+food and beverage services
+ ‘add-on’ services

EVIDENCE GUIDE

Competency is to be demonstrated by effectively promoting products and services to customers 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 use selling techniques to promote products and services within a specific tourism or
hospitality context
knowledge of contexts in which this promotion may apply

(2) Pre-requisite Relationship of Units

+ THHCORO0051A Communicate on the telephone

€)) Underpinning Knowledge and Skills

Knowledge Skill
Knowledge of: The ability to:
« any legal issues which impact on the « conduct informal and formal
sale of products and services research to update product
+ in depth knowledge of enterprise knowledge
products and services + use customer feedback to evaluate
+ selling techniques products
identify changes In customer
preferences

« promote products and services
« apply selling techniques
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THHGCS0222A Promote products and services to customers

Resource Implications

The following resources should be made available:

in a simulated or actual workplace environment

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

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 2
Communicate ideas and information Level 2
Plan and organise activities Level 1
Work with others and in team Level 1
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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THHHOK1192A: Control and distribute linen and other housekeeping
supplies
Competency Descriptor: This unit deals with the skills and knowledge required to ensure
that housekeeping services are efficiently carried out in a timely
manner.
Competency Field: Housekeeping

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA

1. Receive linen and other 1.1  Linen and other housekeeping supplies/equipment are
housekeeping supplies accurately checked on arrival.

1.2 Compliance of deliveries with order/requisition is accurately
verified.

1.3  Anydiscrepancies identified with deliveries are investigated
thoroughly and prompt appropriate action taken to rectify the
problem and minimize disruption to operations.

1.4  Safe handling and transportation of items to storage areas.

1.5 Relevant security procedures are correctly enforced.

2. Store linen and other 2.1  Linen and other housekeeping supplies are stored under
housekeeping supplies correct conditions and in accordance with property

requirements and manufacturer's instructions.

2.2 Stock rotation procedures are fully maintained.

2.3  Accurate and complete records of items received/stored are
maintained in accordance with property requirements.

2.4  Signs of pest infestation are immediately and appropriately
dealt with.

2.5  Storage areas are maintained clean, tidy and free from

debris.
3. Issue linen and other 3.1 Records of items issued are accurate and maintained in
housekeeping supplies accordance with property requirements.

3.2 Linen and other housekeeping supplies are issued in
accordance with property guidelines.
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THHHOK1192A Control and distribute linen and other housekeeping supplies

3.3 Systems instituted to identify stock reordering levels are
appropriately and effectively applied.

3.4  Deterioration and pilferage of stock are identified,
investigated and appropriate remedial action taken.

3.5 Trolleys are safely loaded with adequate supplies in
accordance with property procedures.

RANGE STATEMENTS

This unit applies to all tourism and hospitality sectors.

Housekeeping supplies to include: Pests to include:
machinery « rodents
cleaning equipment « roaches
cleaning agents « termites
room supplies
furnishings
fixtures
fittings

Storage conditions: Records to include:
lighting « control sheets
ventilation + discrepancy reports
temperature « damage reports
cleanliness

Trolley preparation include: Distribution is based on:
par stock «  special requisitions
preparation and stocking of cleaning chemicals + regular arrangement
and supplies

+ bathroom and bedroom linen and supplies
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Control and distribute linen and other housekeeping supplies

EVIDENCE GUIDE

Competency is to be demonstrated by the ability to control and distribute linen and other housekeeping
supplies 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 maintain accurate records within acceptable enterprise timeframes and in

accordance with enterprise requirements
understanding of housekeeping principles

ability to control the storage and distribution of linen and other housekeeping supplies

(2) Pre-requisite Relationship of Units

Nil

3) Underpinning Knowledge and Skills

Knowledge
Knowledge of:

information required for efficient
planning damaged goods that should not
be accepted

procedures to follow if the amount
delivered varies with delivery
documentation

how to deal with linen that does not
meet required presentation standards
implications of keeping work area clean,
tidy and free of rubbish and pest
infestation

stock management systems

procedures to follow to correctly store
linen, chemicals and other
housekeeping supplies

importance of maintaining accurate
records

procedures to control pest infestation

Skill
The ability to:

receive linen and other
housekeeping supplies

+  store linen and other housekeeping
supplies

+  maintain stock rotation procedures

+  deal with signs of pest infestation
maintain storage areas

+ issue linen and other housekeeping
supplies

+ identify deterioration and pilferage of
stock

« load trolleys
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THHHOK1192A Control and distribute linen and other housekeeping supplies

(4) Resource Implications

The following resources should be made available:

+ 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 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 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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Craft personal entrepreneurial strategy

BSBSBMO0012A:

Competency Descriptor:

Competency Field:

ELEMENT OF COMPETENCY

1

2

3

Craft personal entrepreneurial strategy

This unit deals with the skills and knowledge required to craft an
entrepreneurial strategy that fits with entrepreneur’s attitudes, behaviours,
management competencies and experience necessary to meet the requirements
and demands of a specific opportunity.

Demonstrate knowledge of the 1.1
nature of entrepreneurship

Identify and assess

1.2

1.3

1.4

15

2.1

entrepreneurial characteristics

Develop self-assessment
profile

2.2

2.3

2.4

3.1

3.2

Small Business Operations

PERFORMANCE CRITERIA

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 explained clearly.

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

Differences between wage employment and entrepreneurial
ventures are correctly stated.

Relevant researched carried out and required entrepreneurial
characteristics identified.

Entrepreneurial characteristics identified are assessed and
ranked.

An understanding of the process and discipline that puts an
individual in charge of evaluating and shaping choices and
initiating action that makes sense is correctly demonstrated.

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

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

The ability to apply creativity and problem solving techniques

and principles to solve business related problems is
demonstrated.
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Craft personal entrepreneurial strategy

4

Craft an entrepreneurial
strategy

3.3

4.1

4.2

4.3

4.4

4.5

4.6

4.7

4.8

49

4.10

411

412

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

A profile of the past which 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 be doing is developed.

The level of commitment, determination and perseverance;
orientation towards goals; taking initiative and accepting
personal responsibility; recognizing management
competencies and identifying areas for development is
determined.

Guidelines to obtain feedback which is solicited, honest,
straightforward, and helpful but not all positive or negative
and in writing to facilitate reviews are developed.

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

Distinct steps which are involved in the goal setting process
are included.

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 and obstacles that could prevent goals
from being attained 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.

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

Risks in meeting goals are identified.
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BSBSBMO0O012A Craft personal entrepreneurial strategy

4.13 Sources of help to obtain resources are identified.

4.14 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 and develop a personal entrepreneurial strategy,
identify data to be collected in the self-assessment process and learn about receiving feedback and
setting goals.

Concept associated to include: Influencing factors to include:

«risk «market conditions

* entrepreneur « markets — demand/supply

* macro-screening «  global trends
micro-screening + level of economic activities
competition « funding

+ wage employment « economic stability

«  social stability
«  resources availability

The entrepreneur must be able to:

+ understand the extreme complexity in predicting or aligning themselves 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

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

Pitfalls may include:

proceeding without effective planning 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 problems 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
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EVIDENCE GUIDE

Competency is to be demonstrated when the entrepreneur is able to critically 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 extremely critical since experience
has show that the founder is one of the critical forces if the venture is to succeed and prosper.

(1) Critical Aspects of Evidence

The entrepreneur will be assessed by his/her action in developing an orchestrated plan in order to
effectively pursuing the business concept

(2) Pre-requisite Relationship of Units

The entrepreneur is required to develop an understanding of the requirements to achieve success
as an entrepreneur.

Unit Code Understanding the Entrepreneurial Process

3) Underpinning Knowledge and Skills

Knowledge Skills

Knowledge of: The ability to:

+ Personal entrepreneurial profile systems + Determine barriers to entrepreneurship

+  Effective management systems: + Minimize exposure to risk for being an
marketing; operations/productions; entrepreneur
finance; administration; law «  Exploit any available resource pool
Measuring feedback + Tailor reward systems to meet a particular
Developing a personal plan situation
Developing a business plan +  Effectively plan and execute activities

* Understanding of the difference + Use computer technology to undertake
between entrepreneurial culture and the assessments

management culture

4) Resource Implications

The following resources should be made available:

+ Personal computer with the internet and appropriate software that will enable him/her to
conduct the necessary analysis with access to 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.
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Context of Assessment

(6)

This stage of the entrepreneurial process is assessed when comparisons are made between
actual outcomes with plans and projections

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 Competenc

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