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	1. [bookmark: _Toc89224982]INTRODUCTION



The hotel industry is a dominant industry as part of the hospitality sector with a large number of potential in Pakistan. The demand for hotel management professionals is already huge and is 	expected to grow more with the increasing number of hotels being set up across Pakistan as well as the attention given towards tourism. Apart from its glamour, a career in hotel management has become lucrative and exciting, attracting more and more trainees to opt this profession. Hotel management is the system involving the management of all elements related to the hotel business. Hotel management involves learning the management techniques concerning the hospitality sector that cover all aspects of  hotel business including hotel administration, marketing,  housekeeping, accounts, maintenance, food management, catering, and beverage management.
Hotel management competency standards deal with the knowledge and skills required in the provision of food and beverage service to guests in various types of dining venues and diverse styles of service. These standards focus on the procedures in the delivery of food and beverages to the guest as well as on the knowledge and skills that underpins the efficient work performance in assisting the dining guest during and after the meal service.
      This course on Hotel Management is designed as a comprehensive training program to the study of Hotel Management for both male and female students at diploma level (level1-5). This training program covers all features of hospitality sector of the subject like introduction of the concept, principles, constituents, organization, etc.; the economic and managerial aspects of hotel management and the marketing, organizational and technological issues involved. It also involves the management of multitude of activities covering all aspects of hotel management 

	2. [bookmark: _Toc89224983]PURPOSE OF THE QUALIFICATION



The purpose of this qualification is to give the trainee a thorough understanding and skills of the Hospitality Sector with special reference to Hotel Management in three years training program. The hotel industry needs skilled labor for meeting the national and international standards. Upon successful completion of this course the trainee should be able to:

· Core elements and the development of hotel management industry
· Give an account of essentials of hotel management and future of this industry
· Demonstrate an understanding of different hospitality manners
· Point out relevant industry stakeholders & their roles in driving innovative in hotel management
· Improve the professional competence of the trainees 
· Provide opportunities for recognition of skills attained through non-formal or informal pathways 
· Improve the quality and effectiveness of training and assessment for hotel  industry skilled labor
· Enhance hotel industry activities at regional/provincial/national levels through better approach 

1. DATE OF VALIDATION
	3. [bookmark: _Toc89224984]DATE OF VALIDATION



         
    

These national qualifications have been validated by the Qualification Development Committee (QVC) on 27-29 May, 2019 in Lahore and will remain currency until May, 2021.

	4. [bookmark: _Toc89224985]DATE OF REVIEW



These national qualifications may be reviewed in minimum five years after the notification.
 
	5. [bookmark: _Toc89224986]CODE OF QUALIFICATION



The International Standard Classification of Education (ISCED) is a framework for assembling, compiling, and analyzing cross-nationally comparable statistics on education and training, ISCED codes for these qualifications as assigned as follow:

	QUALIFICATION TITLE
	CODE

	1. Level-5

	Hotel Management Level-5 
	000000000





	6. [bookmark: _Toc89224987]QUALIFICATION DEVELOPMENT COMMITTEE



The following members participated in the qualifications development workshop 11th February 2019 to 15th February 2019 in Faisalabad. 
	Sr. No
	Name & Designation
	Organization

	1. 
	Dr. Muhammad Umair Arshad
	Director, Institute of Home & Food Sciences, GC University Faisalabad

	2. 
	Mr. Masood Ali Khan 
EX MD, PTDC
	Hospitality Consultant, Lahore

	3. 
	Muhammad Nasir Khan
DACUM Facilitator
	EX-DD, SS&C Wing-NAVTTC, Islamabad

	4. 
	Mr. IJaz Ahmed Butt
Manager
	Sale & Tour Production, Lahore

	5. 
	Mr. Fayyaz  Ahmed
Manger Events
	International Tourism, Lahore

	6. 
	Mr. M Saeed Ahmed
Incharge academics
	Lahore Transport Company, Lahore

	7. 
	Dr. Muhammad Afzal
	Assistant Professor (Food Science) GC University, Faisalabad

	8. 
	Dr. Aftab Ahmad
	Assistant Professor (Food Science) GC University, Faisalabad

	9. 
	Mr Khuram Hashmi
	General Manager, Gymkhana Club, Lahore

	10. 
	Mr. Shah-ur- Rehaman
	Dirctor Operation Tabaq Restaurant, Lahore

	11. 
	Ms. Naima Irshad
	Schef, Lahore

	12. 
	Mr. Hamza Khalid
	AM Chip College Lahore

	13. 
	Mr. Kanwar Hanan
	Consultant Hotel Management, Lahore

	14. 
	Dr. Zulfiqar Cheema
	DD, SS&C Wing, NAVTTC





	7. [bookmark: _Toc89224988]QUALIFICATION VALIDATION COMMITTEE



The following members participated in the qualifications validation workshop from 15-19 Nov 2021, in Karachi.
	Sr.No.
	Name & Designation
	Organization

	1.
	Ms. Iqra Yamin
	Trainer Hotel Management, Skillston

	2. 
	Mr. Rana M. Rehan
	F&B Service / Hotel Management Trainer, PITHM, Karachi

	3. 
	Mr. Syed Shahnawaz
	Campus Manager, Crown Q Institute of Hospitality Management, Karachi

	4. 
	Ms. Haifa Khan
	Customer Care Officer, Park Lane Hotel, Lahore

	5. 
	Dr. Saira Ahmed
	Project Coordinator-YCD, Embassy of Italy

	6. 
	Ms. Sana Qureshi
	Sr. Instructor House Keeping, PITHM, Karachi

	7. 
	Ms. Tooba Tariq
	Marketing Executive, Institute of Tourism & Hospitality

	8. 
	Mr. Shaikh Asim Qamar
	DACUM Facilitator, Freelance Consultant, Trainer




8. [bookmark: _Toc89224989]ENTRY REQUIREMENTS 

Entry requirements of this qualification are Matric Science or level 4 or equivalent 

9. [bookmark: _Toc89224990]REGULATIONS FOR THE QUALIFICATION AND SCHEDULE OF UNITS

Not applicable


10. [bookmark: _Toc89224991]SUMMARY OF COMPETENCY STANDARDS

	Module #
	Title
	Theory Total
(Hours)
	Practical Total
(Hours)
	Total
(Hours)
	Credit hours

	1
	Manage human resource
	40
	60
	100
	10

	2
	Manage events
	30

	60
	90
	09

	3
	Execute sales and marketing plans
	40
	80
	120
	12

	      4
	Perform duty manager responsibilities
	30
	50
	80
	08

	     5
	Manage front desk operations
	20
	40
	60
	06

	     6
	Manage day to day operations
	30
	40
	70
	07

	7
	Manage customer complaints
	30
	60
	90
	09

	8
	Apply interpersonal skills
	30
	50
	80
	08

	9
	Manage workforce planning (Soft Skills)
	20
	40
	60
	06

	10
	Use social media tools for collaboration and engagement (Digital Skills)
	20
	60
	80
	08

	11
	E-Commerce Social Media Marketing (Digital Skills)
	30
	60
	90
	09

	12
	Apply project information management and communications techniques (Entrepreneurship skills)
	40
	60
	100
	10

	13
	Apply project human resources management approaches (Entrepreneurship skills)
	40
	60
	100
	10

	14
	Manage personal finances (Entrepreneurship skills)
	30
	50
	80
	08

	Total hours
	430
	770
	       1200
	120



 
	11. [bookmark: _Toc89224992]PACKAGEING OF QUALIFICATIONS



The national vocational qualifications are packaged as per following:

	LEVEL-5

	1.
	Manage human resource

	2.
	Manage events

	3.
	Execute sales and marketing plans

	4.
	Perform duty manager responsibilities

	5.
	Manage front desk operations

	6.
	Manage day to day operations

	7.
	Manage customer complaints

	8.
	Apply interpersonal skills

	9.
	Manage workforce planning (Soft Skills)

	10.
	Use social media tools for collaboration and engagement (Digital Skills)

	11.
	E-Commerce Social Media Marketing (Digital Skills)

	12.
	Apply project information management and communications techniques (Entrepreneurship skills)

	13.
	Apply project human resources management approaches (Entrepreneurship skills)

	14.
	Manage personal finances (Entrepreneurship skills)





[bookmark: _Toc89224993]Competencies

[bookmark: _Toc89225028]1. Manage Human Resource 

Overview:

This unit describes the skills and knowledge required to assist with aspects of human resources management of a project. It involves establishing human resource requirements, identifying the learning and development needs of people working on the project, facilitating these needs being met, and resolving conflict in the team. It applies to individuals who are project practitioners working in a project support role.

	Unit of Competency
	Performance Criteria

	CU-1. Assist in determining human resource requirements
	P1. Analyze work breakdown structure to determine human resource requirements
P2. Prepare a skills analysis of project personnel against project task requirements
P3. Assist in assigning responsibilities for achieving project deliverables

	CU-2. Contribute to establishing and maintaining productive team relationships
	P1. Actively seek views and opinions of team members during task planning and implementation
P2. Promote cooperation and effective activities, goals and relationships within team
P3. Communicate with others using styles and methods appropriate to organizational standards, group expectations and desired outcomes
P4. Communicate information and ideas to others in a logical, concise and understandable manner
P5. Regularly seek feedback on nature and quality of work relationships, and use feedback as basis for own improvement and development

	CU-3. Assist with human resource monitoring
	P1. Monitor work of project personnel against assigned roles and responsibilities within delegated authority levels
P2. Monitor and control actual effort against project plan
P3 Review skill levels against allocated tasks and recommend solutions, where required, to others
P4. Advise others within delegated authority when assigned responsibilities are not met by project personnel
P5. Undertake work in a multi-disciplinary environment according to established human resource management practices, plans, guidelines and procedures
P6. Resolve conflict within delegated authority according to agreed dispute-resolution processes
P7. Assist in offering human resource development opportunities to individuals with skill gaps

	CU-4. Contribute to evaluating human resource practices
	P1. Contribute to assessing effectiveness of project human resources management
P2. Document lessons learned to support continuous improvement processes



Knowledge and Understanding

	The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

· Alternative project personnel engagement options
· Job design principles and work breakdown structures
· Learning and development approaches that can be incorporated into project life cycle
· Methods for skills analysis
· Project roles, responsibilities and reporting requirements for human resources.

Critical Evidence(s) Required

	The candidate needs to produce following critical evidence(s) to be competent in this competency standard:

A candidate who demonstrates competency in this unit must be able to provide evidence of the ability to apply project human resources management approaches. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer



2. Manage Events          

Overview:

This unit describes the skills and knowledge to develop a plan for a hotel management plan, including assessing project requirements and planning for all stages to completion and final documentation.

	Unit of Competency
	Performance Criteria

	CU-1. Prepare project management plan
	P1. Evaluate and assess project brief and related documents 
P2. Produce document on project tasks and associated timelines, including installation processes and test requirements 
P3. Assess and produce document on resource requirements to assist allocation of appropriate resources
P4. Produce training plan assessing training needs and associated timelines for efficient project implementation
P5. Determine and document budgetary requirements
P6. Discuss roles of all identified parties associated with project to ensure their involvement
P7. Produce project verification document, including monitoring and control processes, and review processes such as quality audits
P8. Consult with all relevant parties prior to finalizing draft plan and make changes as appropriate

	CU-2. Develop and evaluate management plan
	P1. Produce preliminary plan for consultation, including identified factors that may impact on realization of project and observance of relevant legislation, codes, regulation and standards
P2. Consult with client and clarify any amendments
P3. Develop final plan with recommendations

	CU-3. Communicate project information
	P1. Produce and document final plan to include implementation details and training needs 
P2. Present plan to client and obtain sign off 

	CU-4. Contribute to assessing effectiveness of communication
	P1. Assist in ongoing review of project outcomes to determine effectiveness of communications-management activities
P2. Report communications-management issues and responses to higher project authorities for application of lessons learned to future projects



Knowledge and Understanding

	The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

· Key attributes of common telecommunications applications and related equipment
· Evaluate the connections to carrier infrastructure or equipment
· Current legislation relating to the design of installation of telecommunications equipment and connection to carrier services
· Advantages of leasing and purchase options to assist in delivering cost effective solutions
· Evaluate network and transmission equipment
· Network topologies, and interface and interconnect solutions
· Workplace health and safety (WHS) issues that need to be built into a plan, with consideration of:
· electrical safety
· materials handling
· physical hazards
· confined spaces
· heights
· lifting
· Evaluate the power requirements and electrical safety aspects of the installation plan
· Performance parameters and typical faults that may be encountered in client equipment and related connection and transmission media
· Various test equipment types suitable for tests to be made
· Warranty information for equipment supplies and contractor work guarantees.
Critical Evidence(s) Required
	
           The candidate needs to produce following critical evidence(s) to be competent in this competency standard:

A person who demonstrates competency in this unit must be able to provide evidence of the ability to develop a project management plan. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

· determine the project attributes and specifications
· prepare a coherent draft project management plan
· consult on and revise a project management plan
· document final project management plan and obtain sign off


List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	3. 
	Stationary, note pads and related registers

	4. 
	Computer / laptop and printer



[bookmark: _Toc89225030]3. Execute Sale and Marketing Plans 

Overview:

This unit describes the skills and knowledge required to develop a sales plan for a product or service for a team covering a specified sales territory based on strategic objectives and in accordance with established performance targets. It applies to individuals working in a supervisory or managerial sales role who develop a sales plan for a product or service.

	Unit of Competency
	Performance Criteria

	CU-1. Identify organizational strategic direction

	P1. Obtain and analyze assessment of market needs and strategic planning documents
P2. Review previous sales performance and successful approaches to identify factors affecting performance
P3. Analyze information on market needs, new opportunities, customer profiles and requirements as a basis for decision making
P4. Carry out competitor analysis for rate structure

	CU-2. Establish performance targets
	P1. Determine practical and achievable sales targets
P2. Establish realistic timelines for achieving targets
P3. Determine measures to allow for monitoring of performance
P4 .Ensure objectives of the sales plan and style of the campaign are consistent with organizational strategic objectives and corporate image

	CU-3. Develop a sales plan for a product
	P1. Determine approaches to be used to meet sales objectives
P2. Identify additional expertise requirements and allocate budgetary resources accordingly
P3. Identify risks and develop risk controls
P4. Develop advertising and promotional strategy for product
P5. Identify appropriate distribution channels for product
P6. Prepare a budget for the sales plan
P7. Present documented sales plan to appropriate personnel for approval

	CU-4. Identify support requirements
	P1. Identify and acquire staff resources to implement sales plan
P2. Develop an appropriate selling approach
P3. Train staff in the selling approach selected
P4. Develop and assess staff knowledge of product to be sold

	CU-5. Monitor and review sales plan
	P1. Monitor implementation of the sales plan
P2. Record data measuring performance versus sales targets
P3. Make adjustments to sales plan as required to ensure required results are obtained


  
Knowledge and Understanding

	The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:
· Outline principles and techniques for selling
· Outline methods for monitoring sales outcomes
· Statistical techniques for analyzing sales and market trends
Critical Evidence(s) Required
	           The candidate needs to produce following critical evidence(s) to be competent in this competency standard:
A person who demonstrates competency in this unit must be able to provide evidence of the ability to execute sales and marketing plan. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

· Resource requirements and budget
· Plan achievable sales targets
· Approaches to be used to meet sales and marketing objectives
· Risk management
· Advertising and promotional strategy
List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer



	[bookmark: _Toc89225031]
4. Perform duty manager responsibilities



Overview

This Competency standard covers the knowledge and skills required to monitor and act as duty manager to supervise the guest related activities including front office shifts, billing, night audit, etc. 

	Competency Units
	Performance Criteria

	CU1. Manage guest relations

	P1. Interact with the guests in a friendly, cheerful and courteous demeanor 
P2. Respond to telephone and in-person inquiries regarding reservations, hotel information and guest concerns, if needed
P3. Uses suggestive selling techniques to sell room nights, increase occupancy and revenue

	CU2. Perform as a team leader

	P1.  Prepare weekly and monthly duty rosters
P2. Supervise daily shift process ensuring all team members adhere to SOPs
P3. Respond to guest complaints effectively (role play)
P4. Adhere to company credit limit / floor limit policies
P5. Allocate rooms to expected VIP arrivals 
P6. Demonstrate the operation of EPABX equipment

	CU3. Monitor the billing process

	P1. Cross Check all billing instructions are correctly updated 
P2.  Controls cash transactions at the front desk 
P3. Supervise the operations of the front desk to ensure an optimal level of service and hospitality is provided to the guests
P4. Perform other duties assigned by management time to time
P5. Ensure Front office log book and hotel log book is always updated and auctioned upon
P6. Follow security procedures and reporting suspicious activity to senior management
P7. Assist all departments in serving the guests during busy hours
P8. Take responsibility in the absence of the Front office manager
P10. Supervise as a role model, sharing your expertise and continually inspiring the front office team





Knowledge and Understanding:

The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of: 

· Financial reporting cycles and procedures in a front office context.
· Identification and rectification of typical variances and discrepancies.

Critical Evidence(s) Required:

The candidate needs to produce following critical evidence(s) in order to be competent in this competency standard:

· Handle group arrival

List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	PPE & Manuals

	3. 
	Computer / laptop and printer




	[bookmark: _Toc89225032]5. Manage Front Desk Operations



Overview

This competency standard covers the skills and knowledge required to prepare for guest arrival, welcome and register guests, organize guest departure, prepare front office records and reports, handle telephone calls and handle guest complain.

	Competency Units
	Performance Criteria

	 CU1. Prepare for guest arrival
	P1. Prepare reception area for service and check all necessary equipment prior to use as per establishment procedures
P2. Check arrival details and review prior to guest arrival as per SOPs
P3. Allocate rooms in accordance with guest requirements and as per SOPs
P4. Compile accurate arrival lists and distribute to relevant personnel or departments as per SOPs
P5. Inform colleagues and other departments of special situations or requests in a timely manner

	CU2. Welcome and register guests
	P1. Welcome guests warmly and courteously as per the establishment procedure
P2. Confirm reservation details with guests as per job requirements
P3. Register guest with or without reservations according to establishment system and procedure	
P4. Follow correct accounting procedures, where necessary in accordance with established policies with track of high balance of the in-house guests
P5. Follow correct enterprise procedures, where rooms are not available  immediately, or overbooking has occurred 
P6. Facilitate guest arrivals and report discrepancies between actual and expected arrivals as per SOPs

	CU3. Organize guest departures
	P1. Review departure list and check for accuracy as per SOPs
P2. Seek information on departing guest from other departments in a timely manner to facilitate the preparation of guest folio
P3. Prepare guest folio and check for accuracy as per SOPs
P4. Explain the guest folio clearly and courteously to the guest
P5. Recover key cards from the guest and process correctly as per SOPs
P6. Check the room for missing belongings of the guest with the concerned departments
P7. Follow group checkout procedures as per SOPs

	CU4. Prepare front office records and reports
	P1. Prepare front office records and update within designated timelines
P2. Follow establishment policies related to room charges, no shows, extensions and early departure
P3. Distribute reports and records to appropriate departments within designated timelines
P4. Maintain log book and guest feedbacks

	CU5. Handle telephone calls
	P1. Receive calls promptly and courteously as per SOPs
P2. Forward calls to relevant department, where necessary as per SOPs
P3. Receive guest messages courteously and act on immediately
P4. Follow up on the guest request as per SOPs



Knowledge and Understanding:

The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of: 

· SOPs
· Products and services
· Occupational health and safety procedures

Critical Evidence(s) Required:

The candidate needs to produce following critical evidence(s) in order to be competent in this competency standard:

· Allocate the room for selling
· Explain the check-out procedures

List of Tools and Equipment:
The tools & equipment required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Customer feedback / log book

	3. 
	Computer / laptop and printer

	4. 
	Telephone set & PABX system

	5. 
	First aid box & fire extinguisher 





	

	[bookmark: _Toc89225033]6.  Manage day-to-day Operations



Overview

	This competency covers the skills and knowledge to plan the day to day activities of the housekeeping and other departments in an efficient way. It includes maintaining inventory for housekeeping, preparing budget and scheduling the housekeeping tasks.

	Competency Units
	Performance Criteria

	CU-1. Maintain sufficient level of housekeeping inventory
	P1. Estimate the quantity of items required for housekeeping department of the entire hotel
P2. Ensure that the level of inventory never falls below the threshold level 
P3. Ensure that the ordered quantities are received on time
P4. Set the frequency of housekeeping processes in the hotel
P5. Prepare the list of various housecleaning activities that must be carried out 
P6. Estimate the amount of time it should take a housekeeping staff to carry out
P7. Identify the appropriate vendor to procure necessary items

	CU-2. Prepare and maintain the budget of housekeeping and other department
	P1. Estimate the quantity and amount of recyclable and non-recyclable items required by the department for a given period of time.
P2. Select appropriate vendors to get best rates and good quality materials 
P3.  Prepare a budget for the entire department based on the quantity of products, amount of staffs in the department
P4. Ensure that the budget is correctly maintained for the various activities carried out
P5. Maintain a file of receipts of all the expense incurred for the department
P6. Ensure the budget is align with the organizational objective and target

	CU-3. Prepare weekly work schedules for all housekeeping staffs
	P1. Set the performance standards for measuring effectiveness of other housekeeping staffs
P2. Cooperate and coordinate with all housekeeping employees
P3. Interact with employees and get their planned absence from the office for the week
P4. Prepare a weekly work schedule based on employees availability
P5. Intimate the employees about the schedule and ensure that it is accepted by all
P6. Coordinate with banquet department and fulfill housekeeping requirement for events



Knowledge and understanding:
The candidate must be able to demonstrate the underpinning Knowledge and understanding required to carry out the tasks covered in this competency standard. This includes the knowledge of:

· Site layout and obstacles
· Offered services available
· Type of rooms available
· Required housekeeping materials
· Company’s code of conduct
· Organization pricing and discount policy

Required critical evidence(s):

The candidate needs to produce following critical evidences to be competent in this competency standard.

· Organization pricing and discount policy
· Company’s code of conduct
· Offered services available
List of Tools & Equipment:

	S. No.
	Items

	1
	Computer and related software

	2
	Printers

	3
	PABX System

	4
	Fax Machine

	5
	Cash Register

	9
	Safe Deposit Box 

	10
	Stationary 



	

	

	7.  Manage Customer complains



Overview

	This Competency standard covers the skills and knowledge required to coordinate, empathize and look after the guest related complaints.

	Competency Units
	Performance Criteria

	CU1. Handle guest complaints

	P1. Attain guest complaints effectively and take necessary actions immediately as per SOPs
P2. Record complaints, inform concerned department and follow up as per SOPs

	CU2. Address guest complaints

	P1. Address customer complaints by coordinating with other departments 
P2. Refer to management when needed
P3. Provide feedback to the guest

	CU3. Addressing customer grievances
	P1.  Listen to grievances of guests and address them 
P2.  ensure that guests are always satisfied
P3. Escalate guest complaints beyond scope of manager’s role to executive housekeeper
P4. Receive feedback from guests and evaluate quality of service provided



Knowledge and understanding
The candidate must be able to demonstrate the underpinning Knowledge and understanding required to carry out the tasks covered in this competency standard. This includes the knowledge of:
· Enterprise’s policies and procedures of guest services 
· Standard housekeeping services and procedures
· Safety and security procedures 
· Appropriate written, verbal and non-verbal communication skills 
· Negotiation and problem solving skills
· Liaison skills with internal and external providers
· Research and acquisition skills 

Critical Evidence(s) Required:
The candidate needs to produce following critical evidence(s) in order to be competent in this competency standard:
· Perform how to receive and escort the guest 
· Perform how to handle VIP arrivals and their room blocking
List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer





[bookmark: _Toc89225035]8. Apply interpersonal skills              

Overview:
  This unit describes the skills and knowledge required to use advanced and specialized communication skills in the client-counselor relationship. This unit applies to individuals whose job role involves working with clients on personal and psychological issues within established policies, procedures and guidelines.
	Unit of Competency
	Performance Criteria

	CU-1. Communicate effectively

 

	P1. Identify communication barriers and use strategies to overcome these barriers in the client-counselor relationship
P2. Facilitate the client-counselor relationship through selection and use of micro skills
P3. Observe and respond to non-verbal communication cues
P4. Integrate case note taking with minimum distraction

	CU-2. Use specialized counseling interviewing skills
	P1. Select and use communication skills according to the sequence of a counseling interview
P2. Identify points at which specialized counseling interviewing skills are appropriate for inclusion
P3. Use specialized counseling communication techniques based on their impacts and potential to enhance client development and growth
P4. Identify and respond appropriately to strong client emotional reactions

	CU-3. Evaluate own communication
	P1. Reflect on and evaluate own communication with clients
P2. Recognize the effect of own values and beliefs on communication with clients
P3. Identify and respond to the need for development of own skills and knowledge



Knowledge and Understanding
The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:
· Legal and ethical considerations for communication in counseling practice, and how these are applied in individual practice:
· codes of conduct/practice
· discrimination
· human rights
· practitioner/client boundaries
· privacy, confidentiality and disclosure
· rights and responsibilities of workers, employers and clients
· work role boundaries responsibilities and limitations of the counselor role
· workplace health and safety
· Communication techniques and micro-skills including:
· attending behaviors active listening, reflection of content feeling, summarizing
· questioning skills open, closed, simple and compound questions
· client observation skills
· noting and reflecting skills
· providing client feedback
· Components of the communication process including:
· encoder
· decoder

· Primary factors that impact on the communication process including:
· context
· participants
· rules
· messages
· channels
· noise
· feedback
· Communication barriers and resolution strategies, including:
· environmental
· physical
· individual perceptions
· cultural issues
· language
· age issues
· disability
· Observational techniques including:
· facial expressions
· non-verbal behavior
· posture
· silence
·   Ways including:
· visual in which different people absorb information
· auditory
· kinesthetic
·    Impacts of trauma and stress on the communication process, including on:
· concentration and attention
· memory
· Intelligence
· use of verbal and written language
· use of body language
· challenging within the counseling session
· Self-evaluation practices, including:
· how to recognize own biases
· Impact of own values on the counseling relationship.
Critical Evidence(s) Required
	The candidate needs to produce following critical evidence(s) to be competent in this competency standard:
A person who demonstrates competency in this unit must be able to provide evidence of the ability to apply specialist interpersonal and counseling interview skills. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.
Demonstrated evidence is required of the ability to:
· interviewed at least 3 different clients using specialized interpersonal communication and counseling interviewing skills, including:
· micro-skills and communication techniques, including:
· attending behaviors active listening,
· reflection of content, summarizing
· questioning skills open, closed, simple and compound questions
· client observation skills
· noting and reflecting skills
· providing client feedback
· specialized counseling interviewing skills, including:
· challenging
· reframing
· focusing
· integrated clear case note taking into the interview process
· Completed a structured process of self-reflection and evaluation of own communication used during the 3 interviews.
List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer







[bookmark: _Toc89225036]9. Manage workforce planning               

Overview:

This unit describes the skills and knowledge required to manage planning in relation to an organization’s workforce including researching requirements, developing objectives and strategies, implementing initiatives and monitoring and evaluating trends. It applies to individuals who are human resource managers or staff members with a role in a policy or planning unit that focuses on workforce planning.

	Unit of Competency
	Performance Criteria

	CU-1. Identify workforce 
	P1. Review current data on staff turnover and demographics
P2. Assess factors that may affect workforce supply
P3. Develop organization’s requirement for skilled workforce

	CU-2. Develop workforce objectives and strategies
	P1. Review organizational strategy and establish aligned objectives for modification
P2. Prepare strategies to address unacceptable staff turnover, if required
P3. Define objectives to retain required skilled labor
P4. Define objectives for workforce diversity and cross-cultural management
P5. Obtain agreement and endorsement for objectives and establish targets
P6. Develop contingency plans to cope with extreme situations

	CU-3. Implement initiatives to support workforce planning objectives
	P1. Implement action to support agreed objectives for recruitment, training, redeployment and redundancy
P2. Develop and implement strategies to assist workforce to deal with organizational dynamics
P3. Implement succession planning model to ensure desirable workers are developed and retained
P4. Implement programs to ensure workplace is an employer of choice



Knowledge and Understanding

The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:
· Explain current information about external labor supply relevant to the specific industry or skill requirements of the organization
· Outline industrial relations relevant to the specific industry
· Describe labor force analysis and forecasting skills
Critical Evidence(s) Required
	
          The candidate needs to produce following critical evidence(s) to be competent in this competency standard:

A person who demonstrates competency in department must be able to provide evidence of the ability to manage workforce planning. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

Demonstrated evidence is required of the ability to:

· review and interpret information from a range of internal and external sources to identify:
· current staff turnover and demographics
· labor supply trends factors that may affect workforce supply
· organization’s workforce requirements objectives and strategies
· manage workforce planning including developing, implementing, monitoring and reviewing strategies to meet workforce needs
· review relevant trends and supply and demand factors that will impact on an organization’s workforce
· Develop a workforce plan that includes relevant research and specific strategies to ensure access to a skilled and diverse workforce.
List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer




[bookmark: _Toc89225037]10. Use social media tools for collaboration and engagement

Overview:

This unit describes the performance outcomes, skills and knowledge required to establish a social networking presence using social media tools and applications. The unit specifically identifies the requirement to review, compare and use different types of social networking tools and applications.    
   
	Unit of Competency
	Performance Criteria

	CU-1. Describe different types of social media tools and applications
	P1. Explain characteristics of the term social media
P2. Identify different types of social-media tools and applications
P3.Illustrate some of the issues associated with the use of social media tools and applications

	CU-2. Set up and use popular social media tools and applications
	P1. Identify social media tools and applications for possible implementation
P2. Initiate preferred social media tools and applications for use
P3. Establish social media interface using text and file content
P4. Initiate social networking interaction
P5. Test and evaluate tools and applications for ease of use
P6. Present findings

	CU-3. Compare different types of social media tools and applications
	P1. Select one social media type for review
P2. Review most popular tools and applications within that social media type
P3. Itemize benefits across a range of the most popular tools and applications
P4.Select most appropriate social media tool or application



Knowledge and Understanding

The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

· Basic technical terminology in relation to social networking and social media applications and tools
· Basic knowledge of uploading images, text files, pdf files, audio files, video files and link associated files
· Features and functions of social media applications
· Import and export software functions
· Linking documents
· OHS principles and responsibilities for ergonomics, including work periods and breaks
· Tagging to facilitate collaborative folksonomy
· Social media applications and procedures for connecting to social networking sites
· Use of input and output devices
· Use of RSS feeds to connect a social network.
Critical Evidence(s) Required

A person who demonstrates competency in this unit must be able to provide evidence of the ability to create technical documentation that is clear to the target audience and easy to navigate. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.
	
Demonstrated evidence is required of the ability to:
· Establish customer needs
· Design and develop technical documentation, such as system, procedures, training material and user guides, incorporating appropriate standards
· Update document with client feedback
· Prepare documentation for publication.

List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer




[bookmark: _Toc89225038]11.  E-Commerce – Social Media Marketing

Overview:

This competency unit covers to develop efficient E-Marketing strategies in accordance with the Vision and Mission statement of the organization driven by Electronic means.

	Unit of Competency
	Performance Criteria

	CU-1. Social Media Marketing
	P1. Identify different Social media marketing techniques
P2. Apply suitable Classified Advertisement techniques on social media
P3. Perform Electronic Mail Marketing
P4. Create Blogs

	CU-2. Use of electronic media
	P1. Identify different Perform Electronic Mail Marketing 
P2. Create Blogs



Knowledge and Understanding

The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

 Describe Knowledge of different social media sites that is Facebook, Twitter, LinkedIn, Google+ etc., Comparative Statement, Award of Contract, Maintenance)
· Brand pages’ creation on social media sites.
· Familiarity of banner ads integration on different web sites like newspaper site in any demographic region.
· Skills to regularly update brand/product/service blogs.
· Electronic Data Interchange methodologies and format
· Direct marketing techniques e.g. Email, SMS (Mobile- Commerce) for the projection of company newsletters
Critical Evidence(s) Required

A candidate who demonstrates competency in this unit must be able to provide evidence of the ability to implement e-marketing strategies that is clear to the target audience and easy to navigate. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer




[bookmark: _Toc89225039]12. Apply project information management and communications techniques
	
Overview:

This unit describes the skills and knowledge required to provide a critical link between people, ideas and information at all stages in the project life cycle. It involves assisting the project team to plan communications, communicating information related to the project, and reviewing communications. It applies to individuals who are project practitioners working in a project support role.

	Unit of Competency
	Performance Criteria

	CU-1. Contribute to communications planning 
	P1. Identify, source and contribute relevant information requirements to initial project documentation
P2. Contribute to developing and implementing the project communications plan and communications networks

	CU-2. Conduct information-management activities
	P1. Act on and process project information according to agreed procedures as directed, to aid decision-making processes throughout project life cycle
P2. Maintain information to ensure data is secure and auditable

	CU-3. Communicate project information
	P1. Communicate with clients and other stakeholders during project using agreed networks, processes and procedures to ensure flow of necessary information
P2. Ensure reports are prepared and released according to authorization, or produced for release by others
P3.Seek information and advice from appropriate project authorities as required

	CU-4. Contribute to assessing effectiveness of communication
	P1. Assist in ongoing review of project outcomes to determine effectiveness of communications-management activities
P2. Report communications-management issues and responses to higher project authorities for application of lessons learned to future projects



Knowledge and Understanding

	The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

· Summarize models and methods of communications management in context of project life cycle and other project management functions
· Importance of managing risk by treating information securely
· Methods of reviewing outcomes
· Organizational policies and procedures relevant to this role in a specific context.
Critical Evidence(s) Required
	The candidate needs to produce following critical evidence(s) to be competent in this competency standard:

A person who demonstrates competency in this unit must be able to provide evidence of the ability to apply project information management and communications techniques. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer





[bookmark: _Toc89225040]13. Apply Project Human Resources Management 

Overview:

This unit describes the skills and knowledge required to assist with aspects of human resources management of a project. It involves establishing human resource requirements, identifying the learning and development needs of people working on the project, facilitating these needs being met, and resolving conflict in the team. It applies to individuals who are project practitioners working in a project support role.

	Unit of Competency 
	Performance Criteria 

	CU-1. Assist in determining human resource requirements
	P1. Analyze work breakdown structure to determine human resource requirements
P2. Prepare a skills analysis of project personnel against project task requirements
P3. Assist in assigning responsibilities for achieving project deliverables

	CU-2. Contribute to establishing and maintaining productive team relationships
	P1. Actively seek views and opinions of team members during task planning and implementation
P2. Promote cooperation and effective activities, goals and relationships within team
P3. Communicate with others using styles and methods appropriate to organizational standards, group expectations and desired outcomes
P4. Communicate information and ideas to others in a logical, concise and understandable manner
P5. Regularly seek feedback on nature and quality of work relationships, and use feedback as basis for own improvement and development

	CU-3. Assist with human resource monitoring
	P1. Monitor work of project personnel against assigned roles and responsibilities within delegated authority levels
P2. Monitor and control actual effort against project plan
P3 Review skill levels against allocated tasks and recommend solutions, where required, to others
P4. Advise others within delegated authority when assigned responsibilities are not met by project personnel
P5. Undertake work in a multi-disciplinary environment according to established human resource management practices, plans, guidelines and procedures
P6. Resolve conflict within delegated authority according to agreed dispute-resolution processes
P7. Assist in offering human resource development opportunities to individuals with skill gaps

	CU-4. Contribute to evaluating human resource practices
	P1. Contribute to assessing effectiveness of project human resources management
P2. Document lessons learned to support continuous improvement processes



Knowledge and Understanding

	The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

· Alternative project personnel engagement options
· Job design principles and work breakdown structures
· Learning and development approaches that can be incorporated into project life cycle
· Methods for skills analysis
· Project roles, responsibilities and reporting requirements for human resources.
Critical Evidence(s) Required

	The candidate needs to produce following critical evidence(s) to be competent in this competency standard:

A candidate who demonstrates competency in this unit must be able to provide evidence of the ability to apply project human resources management approaches. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer


[bookmark: _Toc89225041]14. Manage personal finances

Overview:

This unit of competency describes the outcomes required to develop, implement and monitor a personal budget in order to plan regular savings and manage debt effectively.

	Unit of Competency
	Performance Criteria

	CU-1. Develop a personal budget
	P1. Calculate current living expenses using available information to prepare a personal budget.
P2. Keep a record of all income and expenses for a short period of time to help estimate ongoing expenses.
P3. Subtract total expenses from total income to determine a surplus or deficit budget for the specified period.
P4. Find reasons for a deficit budget and ways to reduce expenditure identified.
P5. Identify ways to increase income, if possible

	CU-2. Develop longer term personal budget
	P1. Analyze income and expenditure and set longer term personal, work and financial goals.
P2. Develop a longer-term budget based on the outcomes of short-term budgeting, and adjust to meet living, work and future career requirements.
P3. Identify obstacles that might affect finances such as job loss, sickness or unexpected expenses contingency savings 
P4. Formulate a regular savings plan based on budget, using secure savings products and services.
P5. Monitor expenditure against budget and identify areas of possible expenditure saving 

	CU-3. Identify ways to maximize future finances
	P1. Determine sources and ways to maximize personal income, including from work, investments or available government payments/allowances.
P2. Get further education or training to maintain or improve future income.
P3. Identify the need for debt to finance living and other expenses, and determine the appropriate levels of debt and repayment.
P4. Consolidate existing debt, where possible, to minimize interest costs and fees.
P5.Seek professional money management services, where available, to ensure financial plans are effective and achievable.




Knowledge and Understanding

	The candidate must be able to demonstrate underpinning knowledge and understanding required to carry out tasks covered in this competency standard. This includes the knowledge of:

· Abilities to plan and organize to keep records and monitor a personal budget
· Abilities to set and review goals
· Basic financial management and record keeping to enable development and management of a personal budget
· Benefits of financial goal setting and personal budgeting to enable effective management of personal finances
· Numeracy skills to compare income and expenditure
Critical Evidence(s) Required
	
         The candidate needs to produce following critical evidence(s) to be competent in this competency standard:

A candidate who demonstrates competency in this unit must be able to provide evidence of the ability to manage personal finances. The evidence should integrate employability skills with workplace tasks and job roles and verify competency is able to be transferred to other circumstances and environments.

Demonstrated evidence is required of the ability to:

· develop a personal budget based on analysis of expenditure and income;
· formulate goals and identify financial contingency plans; and
· Monitor expenditure for a period of up to 2 weeks.
List of Tools and Equipment:
The tools & the equipment’s required for this competency standard are given below:
	S. No.
	Items

	1. 
	Stationary, note pads and related registers

	2. 
	Computer / laptop and printer
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