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APPENDIX A Survey Questionnaire

NARESUAN UNIVERSITY

Master of Arts in International Tourism and Hotel Management Program

Survey Questionnaire

Employers’ Expectations and Perceptions of Vocational Tourism and

Hospitality Graduates

As part of a study in the Master of Arts in International Tourism and Hotel management at
Narasuan University, 1 am conducting a survey on employers’ expectations and
perceptions of tourism and hospitality vocational college graduates in Thailand. The
outcome of this survey will enable the tourism and hospitality curriculum in vocational
colleges in Thailand to be robust and appropriate for the industry. All data will be
confidential and used only in this research. Your cooperation in completing this

questionnaire will be greatly appreciated.
This survey has four sections. Please complete each One.

Mrs. Joonjila Pattameak

Researcher

Part 1: Employers’ Demographic Profiles

Please circle only one answer for each question.

1. Your gender

()l malc ()2 female
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2. Your marital status

()1 Single ()2 Married
()3 Divorce ()4 Separate

3. Your age group
()1 Less than 20 years old
()2 20-29 years old
()3 30-39 years old
()4 40-49 yearsold
()5 50-59 years old
()6 60 years and older

4. Your nationality

()1 Thai ()2 Non-Thai (Please
identify)

5. Your education level
()!I  Secondary school/High school graduated
()2 College/University graduate
()3 Graduate/Postgraduate
()4 Other (please identify )

6. Your institution graduated
()1 private high school
()2 governor high school
()3 private college
()4 governor college
()5 private university
()6 governor university
()7 other (please identify)

7. How long have you worked in at the tourism or hospitality industry?

()l 1-3 years ()2 4-6 years
()3 7-9 years ()4 more than 10 years

8. What is your position?

()1  HR manager

()2 F&B manager

()3 Front desk clerk

()4 Housekeeping manager

()5 Concierge manager

()6 Tour operation

()7 Other (please identify)
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9. What is the type of hotel?

()l 2 star ()2 3 star
()3 4 star ()4 5 star
10. How many years have you been the employer of vocational college graduates?
() 1-3 years ()2 4-6 years
()3 7-9 years ()4 more than 10 years

Part 2. Employers’ expectations and perceptions on skills of Tourism and Hospitality

Please indicate your level of expectations and perceptions of vocational student
graduates (before working) by circle only ONE number of each the following issues:

Least 1

Less = 7

Moderate = 5

Much — 4

Most 5

Vocational College graduates’ attributes How do you expect? How perceived are you?
Professional demeanor
l.report to work on time IV 2 3 4FaS g% 2 @3 g 5
2.has a positive attitude toward the job and the hotel W2 3 4 g2 3 .44 5
3.recognizes positive and negative aspects of the job =0 el S I 2 324 S
4.possesses maturity in judgment L 2w 130 T4 5 12 3 4 5
5.appeare businesslike ™ 20 3 4. g I 2 3 4 5
6.maintains control and composure in different situation 12 3 4 5 12 3 4 5
Congenial Nature
7. smiles readily 1 2 3 4 5 1 2 3 4 5
8.exhibites cordial and pleasant customer approach 1. 2883 B 5 1 2 3 4 5
Helpful attitude 1 2 3 4 S 12 3 4 5
9. is sensitive to the guest’s needs 1 2 3 4 5 12 3 4 5
10.posseses a sense of humor 12 3 4 5 1 2 3 4 )
1'1. responds and spcak intelligently 1 2 3 4 S 1 2 3 4 5
12. demonstrates creativity 12 3 4 5 1 2 3 4 S
13. practice good listening skills 12 3 4 5 | 2 5
Flexibility
14.willing and able to accept a different work shifts if 1 2 3 4 5 1 2 3 4 5
necessary
15.understands others’ point of view = .2 3.5 1 2 3 4 5
16.willing to try new ways of doing things; innovative I 2 3 4 S 12 3 4 )
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Vocational College graduates’ attributes

How do you expect?

How perceived are you?

17. works well with guests and hotel staff; team player

Well groomed appearance

18.Dresses appropriate; meets property standards for ware

and care of uniform

Part 3. Employers’ expectations and perceptions on Knowledge of Tourism and Hospitality

Please indicate your level of expectations of student knowledge of tourism and hospitality industry by circle

only ONE number of each the following issues:

Least =
Less
Moderate
Much
Most -

Il

Il

Il
DN AW —

Demonstrate Student knowledge of tourism and hospitality

How do you expect?

How perceived are you?

General knowledge

1. Communicate using Thai, English and other languages in
daily life and career

2. Develop oneself and socicty according to the principles of
religions, human rights, culture and economics.

3. Develop oneself and carcer solve problems by using the
scientific and processes mathematics.

4 Develop personality and health by using the process of health
and physical education.

5. Use the computer package and information technology
system to develop the business.

6. Plan for carcer in business by using quality management
system and productivity in organizations.

7. Manage the environment, vocational hygiene, and security
in organizations and community

8. Apply the basic business principle work and daily life.

9.exhibites cordial and pleasant customer approach

Specification: Hospitality

10. Understand the principles and work processes of hotel
front office, housekeeping, kitchen, and food & beverage
services.

1'1. Develop skills in hotel front office service, using language
for communication, cleaning rooms and public areas, linen and
florist, using kitchen equipment, and food & beverage
preparation and service.

121. Promote good personality, spoken and written skills, and
team working.

13. Be able to follow the advanced technology and to apply the
knowledge to develop hotel work cfficiently and modernly.

Specification: Tourism

14. Prepare equipment and use service skills as guide assistant.

I5. Understand the principles and processes of people offering
services

16. Understand That arts & culture and culture of tourists.

17. Understand and have ski I1s in the use of office equipment
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Demonstrate Student knowledge of tourism and hospitality

How do you expect? | How perceived are you?

18. Promote skills in using foreign language for
communication in service.

2 3 4 591 2 3 4 5

19. Co-ordinate other organizations related to tourism.

20. Organize tour schedules suitable for and in relation to the
market needs.

Part 4. Employers’ Perceptions on Vocational College graduates’ ethic and morality

Please indicate your level to which you agree regarding the character of vocational

student graduates by circle only ONE numbers of each the following issues:

Strongly Disagree =
Disagree =
Neutral =
Agree =
Strong Agree =

N AW —

Vocational College graduates’ ethic and morality

How do you perceive vocational student

attribute?

Tourism and Hospitality’ ethic and morality

1.

Responsibilities

[8)

Honesty

Being loyal

Being trustworthy

Being positive thinking

Being fair

W] W W] W] W

Having integrity

Caring about our employees and customer

Ol o N o v A Wl

Respect for human life

=

. Self- control

. Being treat all guest equally

N

. Conscience

W

Adapts to change

=

. Accepts criticism

B B DN RO DN N RN B N B N BN NN

W[ W] W W| W Wl W] W

B I S T S B 0 R~ N S S (Y S SRS S SR SN S (Y SN B SN I AN

W L W L L] L K] L KL L ] ] Wnh| wn»

15.

Follows work routine

16.

Helping other workers

17.

Efficiency

18.

Being punctual

19.

Discipline

20.

Polite

W W W W Wl W

21.

Clean

22.

Harmonious

W | W»n] »n| »n] L | W

23,

Diligence

DO BNl B B B BN N NN

W W W

E N S I Y S e

wn
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APPENDIX B ASEAN Common Competency Standard for Tourism Professional
Program Design and Regulations for Assistant Food and Beverage
Manager, Assistant Food and Beverage Director, Restaurant

Manager, Food and Beverage Outlet Manager

1. Course Title: Diploma I of Food and Beverage Service (Supervision and
Administration)
2. Objectives
2.1 To provide greater theoretical knowledge and specialized skills in Food
and Beverage Service necessary for managerial works.
2.2 To provide sufficient knowledge and skills in Food and Beverage
Service in effective planning, carrying out and evaluating work of self and/or team.
2.3 To encourage positive attitudes about work in hospitality industry.
3. Course Description:
The Diploma I of Food and Beverage Service Qualification (for Assistant
Food and Beverage Manager, Assistant Food and Beverage Director, Restaurant Manager,
Food and Beverage Outlet Manager) consists of competencies that person must achieve.
Besides the competencies at the level of Certificate IV, he/she must also be able to develop
protective environments for children in tourism destinations, manage and operate a coffee
shop, development marketing strategy and coordinate sales activities, organize functions at
a hotel or restaurant, develop and implement a business plan or campaign. As well as plan
and establish systems and procedures, prepare and monitor operational budgets, prepare
routine financial statements and monitor catering revenue and costs. It also includes read
and write English at an advanced level.
This level of competencies is higher than The Food and Beverage Service
Certificate IV. A candidate who wants to undertake this course has to achieve The Food
and Beverage Service Certificate [V units of qualification as the pre-requisite. The
program covers 17 units of common competency, 18 units of functional competency-
Function I and 44 units of functional competency-Function Il and totaling 79 units of
competency. Some of which (49 out of 79 units) are the same as those for Food and

Beverage Service Certificate IV
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4. No. of Competencies / Nominal Training Time: (Note: unit = unit of

competency)
Common Core Competency 17 units
Functional Competency 62 units
Function | 18 units
Function I1 44 units

Total 79 units (approximate time = 665 hours: six months beyond the
Certificate IV course).This level of qualification is a six month course
5. Program Structure
The Units of Competency comprising this qualification include the following:

5.1 Common Core

[ No. Code Competencies Note
1. HRS.1.01* Access and retrieve computer-based data C4
2. HRS.1.02 Apply standard safety procedures for handling foodstuffs G2
3. HRS.1.03 Clean and maintain kitchen equipment and utensils C3
4. HRS.1.04* | Communicate on the telephone C.2
S; HRS.1.05* Comply with workplace hygiene procedures €.2
5. HRS.1.06* Develop and update local knowledge C:2
7. HRS.1.07* Implement occupational health and safety procedures C.2
8. HRS.1.08* Maintain hospitality industry knowledge c.2
9. HRS.1.09 Manage and resolve conflict situations C3
10. HRS.1.11* Perform clerical procedures C.2
11. HRS.1.12* Perform basic First Aid procedures G2
12. HRS.1.13* Promote products and services to customers C2
13. HRS.1.15* Receive and resolve customer complaints €2
14. HRS.1.18* Work effectively with colleagues and customers C2
15. HRS.1.19* Work in a socially diverse environment C.2

| 16. HRS.1.20* Perform child protection duties relevant to the tourism industry C2

Develop protective  environments for children in tourism | DIP.I
17. HRS.1.21* destinations

Note: * ASEAN Recommended (Core & Generic Competency)
C.2,C.3, C.4 = Same as the Competency for Food and Beverage Service Certificate as
defined by number

DIP.I = Additional Competency for Diploma I of Food and Beverage Service
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5.2 Functional Competencies — Hospitality

5.2.1 Food and Beverage Service

No. | Code Competencies Note
1. HBS.5.01# Clean and tidy beverage and food service areas C.2
2 HBS.5.02* Develop and maintain food & beverage product knowledge &)
3 HBS.5.03# Manage responsible service of alcohol C8
4. HBS.5.04# Operate a bar facility C.2
5 HBS.5.05# Operate a cellar system Ci2
6. HBS.5.06# Prepare and serve cocktails C.2
7. HBS.5.07# Prepare and serve non-alcoholic beverages C.2
8. HBS.5.08# Process liquor sales at a bar facility C2
9. HBS.5.09* Provide a link between kitchen and service area C.2
10. | HBS.5.10# Provide advice to patrons on food and beverage service C.2
11. | HBS.5.11# Provide gueridon service C3
12. | HBS.5.12%* Provide food and beverage services C.2
13. | HBS.5.13# Provide room service €2
14. HBS.5.14# Provide silver service C4
15. | HBS.5.15# Serve a range of wine products C4
16. | HBS.5.16# Take food orders and provide table service C.2
17. | HBS.5.17# Manage intoxicated persons C3

Note: * ASEAN Recommended (Core & Generic Competency)

# ASEAN Recommended (Functional Competency)

C.2 = Same as the Competency for Food and Beverage Service Certificate 11 Qualification
C.3 = Same as the Competency for Food and Beverage Service Certificate 111 Qualification
C.4 = Same as the Competency for Food and Beverage Service Certificate [V

Qualification
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5.2.2 Patisserie
No. Code Competencies Note
l. HPA.4.01# Manage and operate a coftee shop DIP.I
5.3 Functional Competencies — General
5.3.1 Customer Service, Sales and Marketing
No. Code Competencies Note
Development  a marketing strategy and coordinate sales | DIP.I
12 HCS.6.01# activities
2. HCS.6.02# Establish and maintain a business relationship C4
3. HCS.6.03# Maintain quality customer/guest service G3
4. HCS.6.04# Organize functions DIP.I
P HCS.6.05# Develop and implement a business plan DIP.I
5.3.2 General Administration
No. Code Competencies Note
1. HGE.7.02 Gather and present product information DIP.1
2. HGE.7.04 Manage and implement small projects DIP.I
3. HGE.7.07 Plan and establish systems and procedures DIP.I
4. HGE.7.08 Plan, manage and conduct meetings DIP.I
5. HGE.7.11* Receive and store stock C:2

Note: * ASEAN Recommended (Core & Generic Competency)

# ASEAN Recommended (Functional Competency)

C.2, C.3, C.4 = Same as the Competency for Food and Beverage Service Certificate as

defined number

DIP.I = Additional Competency for Diploma I of Food and Beverage Service
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5.3.3 Financial Administration

No. Code Competencies Note
1. HFI1.8.02 Maintain financial standards and records €G3
2, HFI1.8.03# Manage financial performance within a budget C4
3. HFI1.8.05# Prepare and monitor budgets DIP.1
4. HFI.8.06# Prepare financial statements DIP.I
S HFI1.8.07* Process a financial sale transaction @2
6. HFI.8.08# Process transactions for purchase of goods or services @2
7. HFI1.8.09# Monitor catering revenue and costs DIP.I

5.3.4 Human Resource Development

No. Code Competencies Note
1. HRD.9.01# | Coach others in job skills C4

2; HRD.9.02# | Plan, conduct and evaluate a staff performance assessment DIP.I
3 HRD.9.09# | Monitor and evaluate the effectiveness of training outcomes DIP.I
4. HRD.9.11# | Plan and implement a series of training events DIP.I

Note: * ASEAN Recommended (Core & Generic Competency)

# ASEAN Recommended (Functional Competency)

C.2 = Same as the Competency for Food and Beverage Service Certificate II Qualification

C.3 = Same as the Competency for Food and Beverage Service Certificate 111
Qualification

C.4 = Same as the Competency for Food and Beverage Service Certificate IV
Qualification

DIP.T'= Additional Competency for Diploma I of Food and Beverage Service

5.3.5 Management and Leadership

No. | Code Competencies Note
1. HML.10.02# Establish and maintain a safe and secure workplace C4

2, HMIL..10.03# Lead and mzma@ bcoplc DIP.I
3. HML..10.05# M;r;z}g:@nl r:q"uircmcnts for business compliance DIP.I
4. HMIL..10.06# Mc;ljlgt piysical assets and infrastructure DIP.I
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5. HML.10.08# Manage special events DIP.I
6. HML.10.09# Manage stock purchases and inventory DIP.1
7. HML.10.10# Manage the use of human resources DIP.I
8. HML.10.11# Manage workplace diversity DIP.I
9. HML.10.12# Manage workplace operations C.4
10. | HML.10.13# Monitor staff performance C4
11. | HML.10.15# Recruit and select staff DIP.I
12. | HML.10.16# Roster staff Cc4

Note: * ASEAN Recommended (Core & Generic Competency)

# ASEAN Recommended (Functional Competency)

C.2 = Same as the Competency for Food and Beverage Service Certificate I Qualification

C.3 = Same as the Competency for Food and Beverage Service Certificate 11T Qualification

C.4 = Same as the Competency for Food and Beverage Service Certificate IV

Qualification

DIP.I = Additional Competency for Diploma I of Food and Beverage Service

5.3.6 English Language Proficiencies

No. Code Competencies Note
1. LAN.10.01* | Converse in English at a basic operational level C2
2 LLAN.10.02 Respond to instructions given in English C2
3 LAN.10.03 Start conversations and develop good relations with guests C.2
4. LAN.10.04* Communicate in English on a telephone C3
5. LAN.10.05# Use oral English to convey a complex exchange of ideas C4
6. LAN.10.06 Deliver a short oral presentation in English DIP.I
7. LAN.10.07# Read and write English at an advanced level DIP.I
8. LAN.10.08* Read and interpret basic instructions, directions and/or diagrams G2
9. LLAN.10.09 Read general information texts or media DIP.I
10. [LAN.10.10 Write a short message in English C4
11. LAN.10.11 Prepare a business letter in advanced English DIP.I

Note: * ASEAN Recommended (Core & Generic Competency)

# ASEAN Recommended (Functional Competency)

C.2 = Same as the Competency for Food and Beverage Service Certificate II Qualification
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C.3 = Same as the Competency for Food and Beverage Service Certificate III Qualification
C.4 = Same as the Competency for Food and Beverage Service Certificate [V
Qualification

DIP.T = Additional Competency for Diploma I of Food and Beverage Service

6. Trainee Entry Requirements
Trainees or students wishing to gain entry into this course should posses the
following requirement.
6.1 Can effectively communicate both in oral and written form
6.2 Physical and mentally fit
6.3 With good moral character
6.4 Hold a high school certificate endorsed by the government

6.5 Approved by the Screening Committee

7. Recognition for Prior Learning (RPL)

In order to assist those with experience but no formal qualifications to have
the experiences formally recognized. A testing system is set up for each unit whereby test
instruments, techniques and procedures are designed to access the candidate’s
qualification. A person who passes the test is considered to be qualified for the particular

unit.

8. Unit/Credit Transfer
Trainees/students with existing qualification for any unit such as those
transfers from other programs will be accredited for the particular unit(s).
A person who has certified from this program (and meets entry requirements
for Diploma of Food and Beverage Service) is able to pursue his/her Diploma of Food and
Beverage Service whereby all units preciously trained within the scope of Food and

Beverage Service Certificate IV program will be waived.



105

9. Class Attendance
Trainees/students are required to attend a class for not less than 80 percent of
the total training time for each unit. If the attendance is less than 80 percent, the trainee

will be unqualified for the final examination and has to retrain for the particular unit.
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APPENDIX C Program Design and Regulations for Assistant Front Office Manager

1. Course Title: Front Office Diploma I (For Assistant Front Office Manager,
Telephone Manager)
2. Objectives

2.1 To provide greater theoretical knowledge and specialized skills in Front
Office necessary for managerial works.

2.2 To provide sufficient knowledge and skills in Front Office Operations
in effective planning carrying out and evaluating work of self and/or team.

2.3 To encourage positive attitudes about work in hospitality industry.

3. Course Description:

The Front Office Certificate Diploma qualification (For Assistant Front
Office Manager, Telephone Manager) consists of competencies that a person must achieve.
Besides the competencies at the level of Certificate [V, he/she must also be able to conduct
a night audit, coordinate a marketing strategy and activities receive and securely store in-
coming goods as well as maintain financial standards and records prepare and deliver
training sessions management workplace diversity and maintain quality guest service. [t
also includes competencies in communication in English at a level higher than that for
Certification qualification. This level of the competency is the supervisor level which is
higher than the Front Office Certificate 1V. A candidate who wants to undertake this
course has to achieve the Front Office Certificate IV units of qualification as the pre-
requisite.

The program covers 14 units of common competencies, 14 units of functional
competency | and 34 units of functional competency II, totaling 60 units of competency.
Some of which (43 or 44 out of 60 units) are the same as those for Front Oftice Certificate
II Qualification (For Bellboy, Porter, Doorman), Front Office Certificate III Qualification
(For Receptionist or Telephone Operator) and Front Office Certificate IV Qualification

(For Chief Receptionist or Chief Telephone Operator)
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4. No. of Competencies / Nominal Training Time: (Note: unit = unit of

competency)
Common Core 14 units
Functional 46 units
Hospitality 13 units
General 33 units
Total 60 units 600 hrs., 6 months course

Supervised Field Training 400 hrs.
5. Program Structure
The Units of Competency comprising the Front Office Diploma qualification

include the following:

5.1 Common Core*

Nominal
No. Training Note
Code Competencies Time (hrs.)
l. HOT 1.01 Work effectively with colleagues and customers * C2
2. HOT 1.02 Work in a socially diverse environment * C2
3. HOT 1.03 Implement occupational health and safety procedures C2
4. HOT 1.04 Comply with workplace hygiene procedures C2
5 HOT 1.05 Perform clerical procedures * C2
6. HOT 1.06 Access and retrieve computer-based data * C2
& HOT 1.07 Communicate on the telephone * C2
8. HOT 1.08 Maintain hospitality industry knowledge * c2
9. HOT 1.09 Develop and update tourism industry knowledge 2
10. HOT 1.10 Promote hospitality products and services to customers * C2
11. HOT 1.11 Manage and resolve contflict situations c2
12. HOT 1.12 Perform basic First Aid procedures * C2
13. HOT 1.13 Perform child protection duties to the tourism industry * €2
14. HOT 1.14 Develop protective environments for children in tourism C2

* ASEAN Recommended

C2 = Same as the Competency for Front Office Certificate 11 Qualification
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5.2 Functional Competencies I
5.2.1 Hotel Front Office
Nominal
No. Training Note
Code Competencies Time (hrs.)

1. HFO 2.01 Receive and process reservations C3

2 HFO 2.02 Operate a computerized reservation system C3

3. HFO 2.03 Provide accommodation reception services C3

4. HFO 2.05 Process a financial sale transaction C3

5. HFO 2.06 Conduct a night audit C4

6. HFO 2.11 Provide information about in-house services C2

'5.2.2  Security Services
Nominal
No. Training Note
Code Competencies Time (hrs.)

1. HSS 4.01 Establish and maintain a safe and secure workplace * # C2

2, HSS 4.02 Maintain the security of premises and property C3
3. HSS 4.03 Operate basic security equipment C3

4. HSS4.04 Maintain the safety of premises and personnel C2

St HSS 4.05 Observe and monitor people C2

6. HSS 4.06 Provide for the safety of VIPs C3

e HSS 4.07 Manage intoxicated persons D1

* ASEAN Recommended

*# ASEAN Recommended (Functional Competency)

C2 = Same as the Competency for Front Office Certificate II Qualification

C3 = additional Competency for Front Office Certificate I1I Qualification

D1 = additional Competency for Front Office Diploma I Qualification




5.3 Functional Competencies II

5.3.1 Customer Service, Sales and Marketing
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Nominal
No. Training Note
Code Competencies Time (hrs.)
1. HSM 5.03 | Coordinate a marketing strategy and activities C4
2. HSM 5.04 | Develop and update local knowledge * C2
3. HSM 5.06 | Establish and maintain a business relationship Dl
5.3.2 General Administration
Nominal
No. Training Note
Code Competencies Time (hrs.)
1. HGA 6.01 | Plan and establish systems and procedures Dl
2. Work cooperatively in a general administration C3
HGA 6.02 | environment
3 HGA 6.03 | Maintain a paper-based filing and retrieval system C3
4. HGA 6.04 | Gather and present product information D1
5 Produce documents, reports and worksheets on a C4
HGA 6.07 | computer
6. HGA 6.12 | Use common business tools and technology * C2
5.3.3 Financial Administration
Nominal
No. Training Note
Code Competencies Time (hrs.)
1. HFA 7.01 Process a financial sale transaction Dl
2. HFA 7.03 | Maintain financial standards and records D1
3. HFA 7.04 | Prepare routine financial statements Dl

* ASEAN Recommended

*# ASEAN Recommended (Functional Competency)

C2 = Same as the Competency for Front Office Certificate 11 Qualification




C3 = additional Competency for Front Office Certificate III Qualification
D1 = additional Competency for Front Otfice Diploma I Qualification

5.3.4 Human Resource Development
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Nominal
No. Training Note
Time

Code Competencies (hrs.)
1. HHR 8.02 Monitor staff performance C4
2. HHR 8.06 Coach others in job skills Cc4
3. HHR 8.07 Prepare and deliver training sessions Dl
4. Implement, monitor and evaluate a training and D1

HHR 8.08 development program
5. HHR 8.09 Plan and implement a series of training events Dl

5.3.5 Resource Management
Nominal
No. Training Note
Time

Code Competencies (hrs.)
I HRM 9.01 Manage the effective use of human resources Dl
2. HRM 9.02 Management workplace diversity D1
3. HRM 9.03 Manage workplace operations Dl
4. HRM 9.06 Maintain quality customer/guest services C4
S. HRM 9.09 Roster staff C4
6. HRM 9.15 Manage and maintain workplace relations DI
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5.3.6 English Language Proficiencies
Nominal
No. Training | Note
Code Competencies Time

1. LAN 10.01 Converse in English at a basic operational level * C2

2% LAN 10.02 Respond effectively to instructions given in English C2

3. LAN 10.03 Conversations and develop good relations with guests C3

4. |LAN10.04 Communicate effectively in English on a telephone C3

5. LAN 10.05 Use oral English to convey a complex exchange of ideas C4

6. LAN 10.06 Deliver a short oral presentation in English Dl

7. LAN 10.07 Read and write English at an advanced level Dl
1 8. LAN 10.08 Read and Interpret basic directions and/or diagrams C2

9. LAN 10.09 Read general information texts or media C4

10. | LAN 10.10 Write a short message in English C3

5.4  Supervised Field Training (SFT

The trainee who are already hold a Front Office Certificate I, 11 and IV are

required to complete an additional Supervised Field training of 400 hrs.

6. Trainee Entry Requirements

Trainees or students wishing to gain entry into this course should posses the

following requircment.

6.1  Can effectively communicate both in oral and written form

6.2 Physical and mentally fit

6.3 With good moral character

6.4 Hold a high school certificate endorsed by the government

6.5 Approved by the Screening Committee

7. Recognition for Prior Learning (RPL)

In order to assist those with experience but no formal qualifications to have

the experiences formally recognized. A testing system is set up for each unit whereby test

instruments, techniques and procedures are designed to access the candidate’s

qualification. A person who passes the test is considered to be qualified for the particular

unit.
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8. Unit/Credit Transfer

Trainees/students with existing qualification for any unit such as those
transfers from other programs will be accredited for the particular unit(s)

A person who has certified from this program (and meets entry requirements
for Front Office Diploma I) is able to pursue his/her Front Office Diploma I whereby all
units preciously trained within the scope of Front Office Certificate I, Il and IV program
will be waived.

9. Class Attendance

Trainees/students are required to attend a class for not less than 80 percent of

the total training time for each unit. If the attendance is less than 80 percent, the trainee

will be unqualified for the final examination and has to retrain for the particular unit



113

APPENDIX D Program Design and Regulations for Bell Boy, Porter, Doorman

1. Course Title : Front Office Certificate II (For Bell Boy, Porter, Doorman)
2.  Objectives
2.1 To provide operational knowledge and skills in Front Office at the
fundamental level.
2.2 To provide basic, limited routine practical skills in Front Office
Operations in a defined context.
2.3 To encourage positive attitudes about work in hospitality industry.
3. Course Description:
The Front Office Certificate I qualification (For Bell Boy, Porter,
Doorman) consists of competencies that a person must achieve in greeting guests, opening
the door, moving guest luggage, delivery the messages to the guest rooms, paging the
guest, etc. in the establishment as well as providing general support service for the guest
within the front of the house areas of the establishment. It also includes competencies in
occupational health and safety, communication in English and hotel services.
The program covers 14 units of common core competencies, 5 units of functional
competency I and 5 units of functional competency 11, totaling 24 units of competency

4. No. of Competencies / Nominal Training Time: (Note: unit = unit of

competency)
Common Core 14 units
Functional 10 units
Functional I 5 units
Functional I 5 units
Total 24 units 600 hrs., 6 months course

Supervised Field Training 400 hrs.
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5. Program Structure

The Units of Competency comprising this qualification include the following

5.1 Common Core

No. Code Competencies

1. HOT 1.01 Work effectively with colleagues and customers *

2. HOT 1.02 Work in a socially diverse environment *

3. HOT 1.03 Implement occupational health and safety procedures *

4. HOT 1.04 Comply with workplace hygiene procedures

5. HOT 1.05 Perform clerical procedures *

6. HOT 1.06 Access and retrieve computer-based data *

7. HOT 1.07 Communicate on the telephone *

8. HOT 1.08 Maintain hospitality industry knowledge *

9. HOT 1.09 Develop and update tourism industry knowledge

10. HOT 1.10 Promote hospitality products and services to customers *

11. HOT .11 Manage and resolve conflict situations

12. HOT 1.12 Perform basic First Aid procedures *

13. HOT 1.13 Perform child protection duties relevant to the tourism industry *
14. HOT 1.14 1 Develop protective environments for children in tourism destinations

* ASEAN Recommended (Core & Generic Competency)

5.2 Functional Competencies I

5.2.1 Hotel Front Office
No. Code Competencies
1. HFO 2.07 Provide Bellboy / Porter services
2. HFO 2.11 Provide information about in-house services
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5.2.2 Security Services
No. Code Competencies
1. HSS 4.01 Establish and maintain a safe and secure workplace * #
2, HSS 4.04 Maintain the safety of premises and personnel
3. HSS4.05 | Observe and monitor people

* ASEAN Recommended

*# ASEAN Recommended (Functional Competency)

5.3 Functional Competencies I1

5.3.1 Customer Service, Sales and Marketing
No. Code Competencies
1. HSM 5.04 I)cvelop and update local knowledge *
5.3.2 General Administration
No. Code Competencies
1. HGA6.12 Use common business tools and technology *
5.3.3 English Language Proficiencies
No. Code Competencies
1. LAN 10.01 Converse in English at a basic operational level *
2. LAN 10.02 Respond effectively to instructions given in English
3. LAN 10.08 | Read and interpret basic directions and/or diagrams

* ASEAN Recommended
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5.4 Supervised Field Training (SFT)
The trainee who has no experience in the workplace has to complete the

supervised field training in an industry workplace for a minimum of 400 hrs.

6. Trainee Entry Requirements

Trainces or students wishing to gain entry into this course should possess the
following requirement.

6.1  Can effectively communicate both in oral and written form

6.2 Physical and mentally fit

6.3  With good moral character

6.4 Hold a high school certificate endorsed by the government

6.5 Approved by the Screening Committee

7. Recognition for Prior Learning (RPL)

In order to assist those with experience but no formal qualifications to have
the experiences formally recognized, a testing system is set up for each unit whereby test
instruments, techniques and procedures are designed to access the candidate’s
qualification. A person who passes the test is considered to be qualified for the particular
unit.

8. Unit/Credit Transfer

Trainees/students with existing qualification for any unit such as those
transfers from other programs will be accredited for the particular unit(s).

A person who has certified from this program (and meets entry requirements
for Front Office Certificate III) is able to pursue his/her Front Office Certificate III
whereby all units preciously trained within the scope of Front Office II program will be
waived.

9. Class Attendance

Trainees/students are required to attend a class for not less than 80 percent of

the total training time for each unit. If the attendance is less than 80 percent, the trainee

will be unqualified for the final examination and has to retrain for the particular unit.
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