: Wi £

Model Curriculum

QP Name: Front Office Assistant
QP Code: THC/Q0110

QP Version: 4.0

NSQF Level: 3

Model Curriculum Version: 4.0

Tourism & Hospitality Skill Coundl | | #1216-1220, 121h Floor, Naurang House, Kasturba Gandhl Miasg,
Connaught Place , New Delhi — 110001, Landline # 011-41608056/8057 &xt.1102

0| Front Office Assistant



2]

()
fise R Y K-

T T T u:hl—ll-lnl-- i amalanrp P alall bevale spe

i bR p

:

y
I
{

Table of Contents

TN B A R O e L s i e B B S L e i b

s L Y= T

T Y R T G INES csmimmons ) B o S S B B Y R B B P

Maodule 1: Introduction to Front Office Management and Front Office Assistant ...,

Maodule 2: Provide Assistance in Front Office Operations..... i i e sisissssass siisnssisssisiaans

Madule 3: Provide Assistance in Bel| Desk ACtiVities. ... s

Maodule 4: Maintain Effective Communication and Senvice Standarnd ... i ssianna

Medule 5: Organizational Confidentiality and GUEst"s Privaey . i i st s sias o
Muodule 6: Basic Health and safety STaNGaNd.....c s pssinsssrss ERSR——
Module7: introduction to Employability Skills.... i i aiisiim i idris s e ieidsmvasidans
Module 8: Constitutional values - CRRIZENSIID ... e sosmmmismmmrmssesssmsmsssssmissasssressnpsessssspesssass sossssns
Module 9: Becoming a Professional In e 215t Comtliny .. i i iohssmaiisss sbasmsidiis isensns
Modula: 10 Basie Erplal SKHIS: iy ess o s ivinas s sar e imtsandrmi o imis s are e st e by o s s
Module 11: Communication Skills ........cemee L A G o P PN RS A F
e e e T B e B
Module 13: Financial 3nd LEEa] LEEramy ..o i i it ie s it eessssas s s msssmmi e daen it e
Module 14: Essential DIgHal S5 s cimmnin i b i i ase i 5 s s s s st S o
Module 15 EntrepreneUrshiD. e rerrssssess s isssssmss s sasn s s srssss e s sssassmsaasas prnsnsnsarsssnsssesss snsnsns
VIO B ST UYET SIPMIEE ciccacwnyosi b s 4w 3 43 S S B R B BB
Madule 17: Getting ready for Apprenticeship e e A U
Module 18: On-the-dob TraimimE . e i s e bbb msrs bbb s i b ms
BT B i
B L= = L ==
B R LT T T T i R e s R B S R e B B
A g L o o B A o e o I i Wi i

BT EEMCERS - vuaan piv cinnvs s s sisss o s s s bW SRR A A ARG SN b T AT RN T A AR

Acronymis and ABDFEVIEHIONS ..ot s s

Front Office Assistant

3

24
26
25
27



A

\ ®
)
THSC =

R F
aed | b b

e H-%D€
: frteeal
S IE Drwrageard
(animow whigs

i amalanrp P alall bevale spe

Training Parameters

Sector

Sub-Sector

Occupation

Country

NSOF Leve|

Aligned to NCO/ISCO/ISIC Code
Minimum Educational Qualification and
Experience

Pre-Requisite License or Training
Minimum lob Entry Age

Last Reviewed On

Next Review Date

NSQC Approval Date

0P Version

Maodel Curriculum Creation Date
Model Curriculum Valid Up to Date
Model Curriculum Version
Minimum Duration of the Course

Maximum Duration of the Course

Front Office Assistant

Tourism & Hospitality

Hotel

Front Office Management
India

3

NCO-2015/44224.0100

Grade 10 pass ar eguivalent

A

18 Years

31/01/2024

31/01/2027

31/01/2024

40

31/01/2024

31/01/2027

4.0

300 Hours, 0 Minutes [Including ES and OIT)

300 Hours, © Minutes (Including ES and OIT)
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Program Overview

This section summarizas the end objectives of the program along with its duration,

Training Outcomes
At the end of the program, the learner will be able to:

* Apply appropriaie practices to assist the Front Office Associate in Front Office operations
* Employ appropriate practices to greet and welcome the guests

s Dascribe how to assist the Ball Dack Assprizte in handling the luggage

* Apply appropriate practices to assist in preparing and distributing the amenity vouchers

+ Employ appropriate practices to communicate effectively with guests, colleagues, and superiors to

achieve a smooth workfow
* Apply gender and age-sensitive service practices

Ml Dnrerviparrt
{mwllmﬁ' P _ -

s Deéscribe the protocols related to confidentiality of the organizational Infarmation and guests' privacy

= Apply heaith, hygiene, and safety practices at the workplace

Compulsory Modules
The tabie lists the modules, their duration and miode of delivary.

NOS and Module Details Theory Practical On-the-lob On-the-Job
Duration Duration  Training Duratien  Training Duration
{Mandatory) [Recommended)
TH{J N129 BV2.0— 63:00 ST00 60:00 00:00

Assist in Performing

Front Office Activities

NSOF Level 3

Module 1; introduction ~ 02:00 00:00 00:00 0o:00
to Front Office

Management and Front

Office Assistant

Module 2; Provide 30:00 30:00 30:00 00:00
Assistance in Front Office

Operations

Module 3! Provide 31:00 27:00 320:00 00:00
Accistance in Hai| Dask

Activities

THC/NSS01 & V2.0— 15:00 15:00 O0:00 00:00
Communicate

Effectively and Maintain

Service Standards

NSQOF Level 3

Module 4 Maintain 1500 15:00 00:00 00:00
Effective Communication
and Service Standard

2 | Front Office Assistant

Total Duration

180:00

02:00

0:00

EB:00

30:00

30:00
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THC/NOOG3 &V2.0- 15:00 15:00
Maintain Organizational

Confidentiality and

Respect Guests® Privacy

NSGOF Level 3

Module 5: Organizational  15:00 15:00
Coenfidentiality and

Guest Privacy

THC/NOSDE & V2.0 — 15:00 15:00
Foliow Health, Hygiene

and Safety Practices

NSOF Level 3

Muodule &: Basic Health 15:00 15:00
and Safety Standards

DGET/VSOQS/NOLOL: 12:00 18:00
Employability Skills (30

Hours)

Module 7 imtroduction 00:30 0030
to Empioyability Skills _
Module 8 Constitutional  00:30 B0:20
values - Citizenship

Module 9: Becoming 3 00:30 00:30
Professional in the 21st

Century

Madule 10: Basic English  01:00 01:00
Skills _
Module 11: 01:30 02:30
Communication Skills

Module 12: Diversity &  00:30 00:30
Inclusion )

Meodule 13: Firancialand (1:30 02:30
Legal Literacy

Modute 14: Essential 01:00 02:00
Digital Skills

Muoduls 15: 02:30 04:20
Entreprenaurship

Module 16: Customer 01:30 02:30
Service

Module 17: Getting 01:00 01:00
ready for apprenticeship

& lohs

Total Duration 120.00 120.00

3 | Front Office Assistant
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Module Details

Module 1: Introduction to Front Office Management and Front Office

Assistant
Bridge Module

Terminal Outcomes:

s  Dutline the overview of Skill India Mission

* Describe the Hospitality Industry

» Define the roles and responsibilitizs of a Front Offlce Assistant
s Expiain the scope of work for a Front Office Assistant

Duration: 02:00 Duration: 00:00
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
e Discuss the objectives and benefits of N
the Skill India Mission
s Dascribe the Tourism and Hospitality
Industry and its sub-sectors
* Elaborate the hierarchy of Hotel of
small, medium, and largs
establlshmeants
s Elaborate the basic terminoiogy used In
the hospitality parlance
& Discuss the roles and responsibilities of
a Front Office Assistant
e Describe the attributes required for a
Front Office Assistant
e Elaboraie the scope for the Front Office
Assistant in the Tourism and Hospitality
Industry

Classroom Aids
Whiteboard, Markers, Duster, Projector, Laptop, Presentation

Tools, Equipment and Other Requirements
NA&

4 | Front Office Assistant
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Module 2: Provide Assistance in Front Office Operations
Mapped to THC/NO129 & VvV 2.0

Terminal Outcomes:

e Apply appropriate practices to use diffarent office equipment

» Employ proper practices to assist the Front OGffice Associate in Front Office operations
» Explain professional etiguette to be maintalned to greet and weleome the guests

* Describe the preparation procedure of the amenity vouchers

Duration: 30000 Duration: 20:00
Theory — Key Learning Outcomes Practical — Key Learning Dutcomes
s Elaboraie various office equipment, * Demonstrate the operating procedure
surh as photocopier, printer, etc. af various equipment required at the
required at the workstation along with work area
their functions e Apply appropriate practices to draw
+ Expiain the front office guest cycle the layout of the front office
e Explain the Importance of organising department
and arranging the work area *» Employ appropriate practice 1o
» Explain the communication etiqustte arganize and arrange the work area
and other protocols to be followed » PBramatize a situation o attend the
whlle attending the phona ealls, phone calls, receive couriers, parcels,
greeting and welcoming the guests messsge and re-routing and
e Desgribe various types of rooms, forwarding them to the concerned
facilities, tariffs (like BAR, Corporats, person
Contracted, Group, etc.) and meal plans e Demonstrate professional stiguetts
applicable in the Hotal Industry while gresting and welcoming the
* Explain the guest registration, check-in guasts as well as escorting them to
and checkout procadures, policy and their rooms
other regulatory requirements of a * Raole play how to assist the Front Office
Hotel Associate in the guest check-in
= Discuss the importance of maintaining procedure and preparation of events
inter and intra departmental and conventions
coordination e Demanstrate how to file various
+  Eyplain the impoertance of using of raports
internet and e-mail for a Front Office » Dramatize how to assist in preparing
Assistant and distributing the amenity vouchers

& [Oescribe different kinds of reports to
be prepared by the Front Office
Assistant
Classroom Aids
Tralning kit (Trainer guide, Presentations), White board, Marker, Projector, Laptep, Presentation,
Participant Handbook and Related Standard Operating Procedures

Tools, Equipment and Other Requirements

Various tools and equipment {photocopier, printer, telephone, fax machine, computer, key racks,
etr.), S3ample reports (reservation report, arrival report, departure repori, check-in report, check-
out report, pick-up drop report, Fate variance report, etc.) and amenity vouchers (petty cash
vouchers, pald out vouchers, allowance/discount vouchers, deposit receipt, ete.), Floor plan and
Layout, Sample guast’s |D proof, Guest reglster

5 | Front Office Assistant
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Module 3: Provide Assistance in Bell Desk Activities
Mapped to THC/NO129 & V2.0

Terminal Outcomes:

* Apply sppropriate practices to assist the Bell Desk Associate In handilng the luggags
» Explain the methods of screening and tagging the luggage

Duration: 31:00 Duration: 27:00
Theory— Key Learning Outcomes Practical — Key Learning Outcomes
* Discuss the nature of occupancy status *» Demonstrate how to scresn the
and flow af guests during the peak and luggage, parcels, and aother deliverables
lean seasons » Employ appropriate practices to use
& Describe the screening process of the various kinds of luggage trolley and cart
lugzage, parcels and other deliverables * Demonstrate the procedure of tageing
= Explain various types of luggage trolley the lugzage
and cart and their usage # Dramatize the situstion io assist the
* Discuss the methods of tageing the Bell Desk Associate in handling the
luggage luggage during guest's arrival and
e [Discuss the imporiance of helping the departure
Bell Desk Associate to parform his/her * Role play on different situation as how
shift to assist the guests in his/her room or
=  Discuss the proesdure to accept gusst’s ather areas of the hotel
packages, message and malls *  Show appropriata professiohal

etiguette while accepting gusst’s
message, packages or mails

Classroom Aids

Tralning kit {Trainer guide, Presentations), White board, Marker, Projector, Laptop, Presentation,
Participant Handbook and Related Standard Operating Procedures

Tools, Equipment and Other Requirements

Differant lugzage troliey and cart, Tags, Luggage screening machine

6 | Front Office Assistant
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Module 4: Maintain Effective Communication and Service Standard
Mapped to THC/N9301 & V2.0

Terminal Dutcomes:

= Explain professional protocols and etiguette of effective communication with customers,
colieagues, and supariors
s De=cribe the ways to show sensitization towards different age groups, gendar and parsons

with disabilities
Duration: 15:00 Duration: 15:00
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
s Distuss the importance of professionalism, * Demaonstrate the standard procedure to
etiguetie and ethical behaviour at the welcome and greet the guesis
workpiace » Dramatize appropriate communication
e [Discuss the importance of effective skille and etiquetta while intaracting
communication with guests, colleagues, and superiors

s Explain the importance of guest satisfacton * Role play a situation on how to handle
and guest feedback puest complaints effectively
e Qutline the procedure of recalving feedback

Role play appropriate behavioural

and complaints constructivaly etigquette towards a1l agas, genders and
= Describe various ways to handle guest differently ablad people as per
complaints speciflcation

s  Discuss different ways to improve the guest
experiencs
s Explain the importance of gender and age
sensitivity
e Discuss gender and sge-specific
requirements of the gussts
* Discuss the specific nesds of People with
Disabilities
= Discuss the impartance of reporting Sexual
harassment at workplace
s Discuss ways of escalating problems,
reporting workplace jssues, and receiving
fesdback from the superiors
Classroom Aids
Training kit {Trainer guide, Presentations), White board, Marker, Projector, Laptap, Presentation,
Participant Handbook and Related Standard Operating Procedures

Tools, Equipment and Other Requirements
Sample of escalation matrix, Organisation structure

7 | Front Office Assistant
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Module 5: Organizational Confidentiality and Guest's Privacy
Mapped to THC/NS903 & V2.0

Terminal Outcomes:

* Explain how to maintain the confidentiality of the organization
= Describe the pratocols related to the privacy of customer information

Duration: 15:00 Duration: 15:00
Theory — Key Learning Outcomes Practical — Key Learning Dutcomes
* Expiain the significance of maintaining » Employ apgropriate ways 1o use, stors
organizational confldentiality and guest and dispose of the organisational and
privacy Iin the hospitality industry guest Information

s Discuss the Intellectual Property lssues and
policies affecting the organization and guest
privacy
s Explain the procadures to report the
infringement of IPR to the concerned person
e Discuss the usage, storage and disposzal
procedures of confidential information as
per specification
Classroom Alds
Tfa‘in‘fhg kit {Trainer guide, Presentations), White baard, Marker; Projector, Laptap, Presentation,
Participant Handbook and Related Standard Opersting Procedures

Tools, Equipment and Other Requirements
Handouts of IPR guidelines and regulations

8 | Front Office Assistant
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Module 6: Basic Health and safety Standard
Mapped to THC/N9306 & V2.0

Terminal Dutcomes:

K-5DC -
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Employ appropgriate health, hygiene, and safety practices at workplace

Apply precautionary health maasures

Employ effective waste management practices

Buration: 15:00
Theory — Key Learning Outcomes

Discuss the concept and Importance of
personal and workplace hygiene

Disguss best practices to maintain personal
hygiene

Explain the ways to clean and sanitize the
waorkpiace and related equipment

Describe standard safety procedures to be
followed while handling tools, material, and
equipment

QOutline the purpose and usage of various
Personal Frotective Equipment
[PPEjrequired at-the workplace

Explain the importance of preventive health
check-up organized by the company
Describe the causas of risks and potantial
hazards In the workpiace and ways fo
prevent them

List diffarent safety warning signs and labels
at workplace

Discuss ways to 1dentify hazards at the
workplace

List the campenents of the first-aid kit
Explain the procedure to report accident and

other health related issues as per 30F

Classroom Aids
Training kit (Trainer guide, Presentations], White board, Marker, Projector, Laptop, Presentation,
Participant Handbook and Related Standard Operating Procadures

Tools, Equipment and Other Requirements
Personal Protection Equipment: Safety glasses, Hzad protection, Rubber gloves, Safety footwear,

Duration: 1500
Practical — Key Learning Outcomes

Demgonstrate the procedure of rodtine
cleaning and sanitization of tools,
equipment, and other articles

Employ different ways to keep work
area clean, hygienic and hazard free
Demaonstrate how to use and dispose off
relevant protective equipment as per
tasks and work conditions

Perform basic first-aid procedures
Dramatize a situation on mock safety
drilis for emergency situations

Parform waste disposal procedurss 5t
the workplace de#&nding on the fypes
of waste

Role play a3 situation an reporting safety
and security breaches to the supervisor
Prepare a sample incidert report

Warning signs and tapes, Fire extinguisher, First aid kit, Relevant Standard Operating Procedures and

Sample reports

9 | Front Office Assistant
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Module 7: Introduction to Employability Skills
Mapped to: DGT/V5Q/N0101

Terminal Outcomes:

s Discuss about Employability Skills in meeting the job requirements

Duration: 00:30 Duration: 00:30
Theory — Key Learning Outcomes

Practical — Key Learning Outcomes

®  Discuss the importance of Employability * Demaonstrate Employability Skilis

Skills in mesting the job reguirements

Classroom Aids

LD Projector for PPT and Video Presentation, Speakers, and Whitehoard & marker

Tools, Equipment and Other Requirements

10 | Front Office Assistant



-
A A ol
THS ..:g:.. g :

h

Castpomaniom
Sl i B Va0 N E—— i amalanrp P alall bevale spe E_h_"_‘!.:r‘_":“f

i | b

Module 8: Constitutional values - Citizenship
Mapped to: DGT/V5Q/N0101

Terminal Outcomes:

» Discuss about constitutional values to be followed to become a respoansible citizen

Duration: 0030 Curation: 00:30
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
»  Explain constitutional values, civic rights, s Shiow how to practice different
duties, citizenship, responsibility towards envirenmentally sustainabis practicss.

society etc. that are required to be followed
to become a responsible citizen

Classroom Aids
LD Projector for PPT and Video Presentation, Speakers, and Whitehoard & marker

Tools, Equipment and Other Requirements

11 | Front Office Assistant
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Module 9: Becoming a Professional in the 21st Century
Mapped to: DGT/V5Q/N0101

Terminal Outcomes:

= Desmonstrate professional skills required in 217 century

Luration: 00:30 Buration: 00:30
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
» Discuss 21st century skilis -

Display positive attituds, self -motivation,
problem solving, time managament skills
and continuous learning mindsetin
different situations

Classroom Aids
LD Projector for PPT and Video Presentation, Speakers, and Whitehoard & marker

Tools, Equipment and Other Requirements

12 | Front Office Assistant
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Module 10: Basic English Skills

Mapped to: DGT/V5Q/N0101
Terminal Outcomes:

h

s  Practice basic English speaking.

Duration: 01:00 Duration: 01:00
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
»  Discuss need of basic English skills * Use appropriate basic English

sentences/phrases while speaking

Classroom Aids
LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

13 | Front Office Assistant
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Module 11: Communication Skills

Mapped to: DGT/V5Q/N0101
Terminal Outcomes:

# Practice basic communication skills

Duration: 01:30

Theory — Key Learning Outcomes
s Discuss nesd of communication skills
» Describe importance ofteam work

Classroom Aids

lr HSDEC —
SHIE Uarsrsagart
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Duration: 02:30
Practical — Key Learning Outcomes

+ Demonstrate how to communicste ina
well -mannered way with others.
+ Demonstrate working with othersina

team

LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

14 | Front Office Assistant
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Module 12: Diversity & Inclusion

Mapped to: DGT/V5Q/N0101
Terminal Outcomes:

» Describe PwD and gender sensitization

Duration: 00:30

Theory — Key Learning Outcomes
»  Discussthe significance of reporting sexual
Harassment issues in time

Classroom Aids

K
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on: 00:30

Practical — Key Learning Outcomes

Show how to conduct aneself
appropriatety with all genders-and PwD

LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

15 | Front Office Assistant
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Module 13: Financial and Legal Literacy
Mapped to: DGT/V5Q/N0101
Terminal Outcomes:
s Dascribe ways of managing expensas, Income, and savings.
Duration: 01:30 Duration: 02:30
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
s  Discuss the significance of using financial * Demonstrate ways of managing expenses,
products and services safaly and securaly income, and savings

* Explain the importance af managing
expenses, Income, and savings

» Explain the significance of approaching the
concarned authorities intime for any
exgloitation as per legal rights and laws

Classroom Aids

LCD Projector for PPT and Video Prasentation, Speakers, and Whiteboard & marker

Tools, Equipmant and Other Requirements

16 | Front Office Assistant
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Module 14: Essential Digital Skills

Mapped to: DGT/V5Q/N0101
Terminal Outcomes:

* Demonstrate procedure of operating digital devices and associated applications safely,

Duration: 01:00 Duration: 02:00
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
» Discussthe significance of using internet for s Show how to operate digital devices and
browsing, accessing social media platforms, use the associated applications and

safely and securely features, safely and securely

Classroom Aids
LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

17 | Front Office Assistant
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Module 15: Entrepreneurship

Mapped to: DGT/V5Q/N0101
Terminal Outcomes:

* Describe opportunitiss as an entreprensur

Duration: 02:30 Duration: 04:30

<)

§h.'ﬂ brvedla

Theory — Key Learning Outcomes Practical — Key Learning Outcomes
» Discuss the need for ldentifying opportunities  ®  Demonstrate ways for identifying

for potential business, sources for arranging
money and potential iegal and financdial
challenges

Classroom Aids

LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

18 | Front Office Assistant
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Module 16: Customer Service

Mapped to: DGT/V5Q/N0101
Terminal Outcomes:

* Describe ways of maintaining customer

Duration: 01:30

Theory — Key Learning Outcomes
» Differentiate between types of customers

= Explain the significance of identifying
customer needs and addressing them

» Diseuss the sighificance of maintaining
hygiene and drassing appropriately

Classroom Aids
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Duration: 02:30

Practical — Key Learning Outcomes
*  Show how te maintain hygiene and
dressing appropriataly

LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

19 | Front Office Assistant
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Module 17: Getting ready for Apprenticeship & jobs
Mapped to: DGT/\V5Q/N0101
Terminal Outcomes:
» Describe ways of preparing for apprenticeship & Jobs appropriataly,
Duration: 01:00 Duration: 01:00
Theory — Key Learning Outcomes Practical — Key Learning Outcomes
» Discussthe significance of drassing up neatly s Create a biodats
and maintaining hygiene for an interview e Usevarioussources to search and apply
* Discuss how to searchand register for for jobs
apprenticeship opportunities
Classroom Aids

LCD Projector far PPT and Video Presentation, Speakers, and Whiteboard & marker

Tools, Equipment and Other Requirements

20 | Front Office Assistant
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Module 18: On-the-Job Training
Mapped to Front Office Assistant

Mandatory Duration: 60:00 Recommended Duration: 200:00
Location: On Site
Terminal Outcomes

Perform the tasks of organising the work area/station
Demonstrate correct use of office equipmeant

* Apply appropriate practices £o grest and weicome the gussts
Demonsirate the procedure of guest registration, check-in and check-out
Perform the activities to check guast's ID proof

e Apply professional skills to recefve and distribute courier, parcels and other messages

= Show how to provide assistance to the Frant Office Associate while preparing and
distributing guest amenity vouchers

s Perform the activities to provide assistance to the Ball Desk Associate
Demaonstrate how to screen and tag the luggage

s Perform the procedure of flling various reports
Demaonstrate positive body language when dealing with guests and colleagues
Show how to segregate and dispose of the waste as per the standards
Demonstrate strong Communication skills and workplace etiquetie to achieve a smoath
wiorkflow '

« Demonstrate sensitization towards different age groups, gender, and persons with
disabilities

s Demonstrate the process of maintaining canfidentizlity of the organizational Information
and puests’ privacy '
Show how te maintain personal hygiene and greoming at workplace
Role play on how to idantify hazards 3t workplace and regort to the supefvisor

e Demonstrate strong Communication skills and workplace stiguette to achieve a smooth
workflow
Perform basic activities to apply gender and age-sensitive service practices
Demaonstrate the process of maintaining confidentiality of the organizational information
and guests' privacy

e Perform all the activities to maintain health, hygiens, and safaty at the workplace
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Annexure
Trainer Requirements
Minimum Specialization Relevant Industry Training Experience Remarks
Educational Experience
Qualiification Years Specioliration Years: Specialization
Diploms / Degree/  Hotel/ 5 Front Office 1 Front Office
Postgraduate Hospitality
Trainer Certification
Domain Certification Platform Certification

“Front Office Assistant”, "THE/QG110", Minimum
accepted score is B0%
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Recommended that the trainer is certified for the
job role "Trainar {VET and skills)” ,mapped to the
gualification pack "MEP/Q2601, V2.0" . The
minimum accepted scoreis 80%
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Assessor Requirements

Assessor Prerequisites
Minimum Specialization Relevant Industry Training/Assessment Remarks
Educational Experianca Experience
Qualification Years Speciolization Years Specialization
Diploma/ Degree/  Hotel/ 5 Front Office 0
Postgraduate Hospitality

Assessor Certification
Domain Certification Platform Certification

“Front Office Assistant”, "THC/Q0110%, Recommended that the assessor is certified forthe job
Minimum accepted-scors 5 80% role "Aszessor (VET and =kills)” ,mapped to the

quﬂHﬁmﬁD‘n pack "MEP/G2701, V2.0" . The minimum
accepted score j5 80%
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Assessment Strategy
This section Includes the processes invalved In identifying, gathering and intergpreting information to
evaluate the learner on the required competencies of the program.

1. AssessmentSystem Overview:

Batches azsigned to the assessment agencies for conducting the assessment an
SDSM/SIF or emaill

Assessment agencies send the assessment confirmation to VTP/TC looping SSC
Azzessment agency deploys the ToA cartified Assessor for exscuting the assessmant
55C monitors the assessment progess & records

If the batch size is mare than 30, then there should be 2 Assessors.

2. Testing Environment: Assessor must:

Confirm that the centre is available at the same address as mentioned on 3DMS or SIP
Chack the duration of the training.

Check the Assessment Start and End time to be as 10 a.m. and 3 p.m.

Check thatthe allotted time to the candidates to complete Theory & Practical
Aszessment is correct

Check the mode of assessment—Online (TAB/Computer) or Gifline {OMR/PP).
Confirm the number of TABs on the ground are correct to execute the Assessment
smoothly.

Check the avallabllity of the Lab Equipment for the particular lob Role.

3. Assessment Quality Assurance levels [ Framewaork:

Question papers created by the Subject Matter Experts (SME)

Question papers creatad by the SME should be verified by the other subject Matter
Experts along with the approval required from THSC

Questions are mapped with NGS and PC

Question papers are prepared considering that level 1 te 3 s for the unskilled & semi-
skilled individuals, and level 4 and above are for the skilled, supsrvisor & highar
management

Assessor must be ToA certified

Assessment agency must follow the assessment guidelines to conduct the assessment

4. Types of evidence or evidence-gathering protocol:

Time-stamped & geotagged reporting of the assessor from assessment location
Cantre phiotographs with signboards and scheme specific branding

Biometric or manual attendance sheet (stamped by TP) of the trainees during the
training period

Time-stampad & geotagped assessment (Theory + Viva+ Practical) photographz &
videos

5 Method of verification or validation:

Surprise visit to the assessment location
Random audit of the batch
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» Random audit of any candidate

5. Method for assessment documentation, archiving, and access

*  Hard copies of the decuments are stored
» Soft copies of the documents & photographs of the assessment are uploaded /
accessed from Cloud Storage and are stared in the Hard Drives
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Glossary

Term

Declarative
Knowledge

Key Learning:
Cutcome

OIT (M)

OIT(R)

Procedural
Knowledge

Training Outcome

Terminal Outcome
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Description

Declarative knowledge refers to facts, coneepts and principles that need to
be known and/or understoed inorder to accomplish a task orto solve a
problam.

Key learning outcome is the statemeant of what 2 learner neads to know,
understand and be able ta do in erder to achieve the terminal outcomes. A
set of key learning cutcomes will make up the training outcomes. Training
outcome ls specified in terms of knowledge, understanding {theary) and
skills |practical application). _

On-the-job training {Mandatory); trainees are mandated to complete
specified hours of training en site

Uin-the-job training {Recommended); trainees are recommended the
specified hours of training on site

Procedural knowledge addrecses how to do something, or how to parforma
task it is the ability to work, or produce a tangible work output by applying
cogritive, sffective or psychomator skills.

Training outceme is a statement of what a learner will know, understand
and be able to do upon the completion of the training.

Terminal outcome is a statement of what a leamer will know, understand
and be able to do upon the completion of a module. & set of terminal
outcomes nelp to achieve the training outcome.
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Acrenyms and Abbreviations

Term

ap
NSO
NSQc
NO5

SOP
OH&S
PPE

HACCP
FSSAI
150
IPR
WHO

Description

Qualification Pack

National Skills Qualification Framewark
National Skills Qualification Committae

National Occupational Standards

Technica! and Vocational Education and Training
Technical and Voeational Education and Training
Occupational Health and Safety

Personal Protective Equipment

Hazard Analysis and Critical Control Points

Food Safety and Standards Authority of India
International Standards Organization
Intellectual Property Rights

World Health Organization
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