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PREFACE
National qualification titled General Area Staff (Level 3) has been issued as per the provisions of Vocational Qualifications Authority (VQA) Law No. 5544 and “Vocational Qualification, Testing and Certification Regulation” introduced pursuant to the aforementioned Law. 

Draft Qualification was prepared by the Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB) based upon the protocol signed on 28.11.2011. The opinions of the relevant institutions and organizations on the prepared draft had been taken and following their evaluation, the necessary changes had been made on the draft.  The final draft was evaluated by the VQA’s Tourism Accommodation, Food and Beverage Services Sector Committee, which deemed it suitable. It was approved by the Board of Directors of the VQA through its decision no 2012/82 of 07.11.2012 and decided to be placed within the National Qualification Framework (NQF).
We would like to thank all the persons, institutions and organizations for the opinions they gave and the contributions they made during the preparation, opinion statement, examination and verification of the qualification and present it to the knowledge of all the parties which might benefit.

Vocational Qualification Authority

INTRODUCTION

The main criteria concerning the preparation of the national qualifications, their examination by sector committees and their entry into force after the approval of the VQA Board of Directors have been established in the Vocational Qualifications, Test and Certification Regulation.

National qualifications include the following matters; 

a)
Name and level of the qualification,  

b)
The objective of the qualification, 

c)
Occupational standard, occupational standard units or qualification units which for the basis for the qualification,

d)
Conditions required for entering the qualification test, 

e)
Learning outcomes and performance criteria on the basis of qualification units, 

f)
Assessment procedures and principles to be applicable to in the acquisition of the qualification, minimum testing materials and assessor criteria necessary for assessment,

g)
Validity of the qualification certificate, renewal conditions, supervision of the certificate holder if deemed necessary,

h)
Institution developing the qualification and Sector Committee verifying the Qualification.
National qualifications are built according to the relevant national occupational standard if there is one or to the relevant international occupational standard if there is none at the national level.

National qualifications are set in cooperation with the below bodies

· Formal and non-formal education and training institutions, 

· Authorized Certification Bodies, 

· Institutions having preapplied for certification to the authority,

· Institutions having drawn up national occupational standard, 

· Professional organizations.
	12UY0100-3 GENERAL AREA STAFF NATIONAL QUALIFICATION

	1
	TITLE OF THE QUALIFICATION
	GENERAL AREA STAFF

	2
	REFERENCE CODE
	12UY0100-3

	3
	LEVEL
	3

	4
	INTERNATIONAL CLASSIFICATION CODE
	ISCO 08: 5151

	5
	TYPE
	-

	6
	CREDIT VALUE
	-

	7
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	8
	 AIM
	The aim is to determine the basic knowledge, skill and competence required to be owned in general area cleaning and arrangement personnel occupation; and to enable the personnel to prove his/her qualification with a valid and credible document.

	9
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	10
	 ENTRY REQUIREMENTS FOR THE QUALIFICATION EXAM

	       -

	11
	 STRUCTURE OF THE QUALIFICATION

	 11-a) Compulsory Units

	12UY0100-3/A1 Occupational Health & Safety and Environmental Protection Methods
12UY0100-3/A2 Work Organization, 

12UY0100-3/A3 Regional Supervision,

12UY0100-3/A4 Periodic Cleaning,

12UY0100-3/A5 End of day (shift ) activities,

12UY0100-3/A6 Quality management system,

	 11-b) Optional Units

	12UY0100-3/B1 Foreign Language

	 11-c) Grouping Alternatives for the Units and Additional Learning Outcomes

	Candidates should be successful in all of the compulsory qualification units to receive qualification certificate.

	12
	 ASSESSMENT AND EVALUATION

	Theoretical and performance based examinations will be applied to candidates as to meet all success criteria described in A group compulsory qualification units.  

Theoretical examination is applied as multiple-choice system in order to measure all learning outcomes and performance criteria. The success of the candidate will be evaluated according to the criteria specified in the assessment section. Theoretical exams of all units shall be conducted independently.
The success of the candidate in the applied exam will be evaluated according to scenarios and control lists which consist of performance criteria of learning outcomes. Theoretical and performance based exams of all units can be conducted subsequently or independently. Theoretical and performance based exams shall be conducted for A2, A3, A4, A5 units. On the other hand, theoretical exam shall be conducted for A1 and A6 units.
The validity period of the units/stages in which candidates are successful is 1 year. To issue qualification certificate, the candidate should be successful in all units/stages of the qualification in the recent year.
The assessment of B1 qualification unit shall be conducted in accordance with the assessment method defined in the revelant unit.
Alternatively, B1 qualification unit can be proved with a certificate received in the last two years from an institution which is authorized by VQA in the relevant foreign language or any institution whose certificates are recognized.
The success of the candidate within the scope of Regulated Professional Qualification Certificates shall be specified in accordance with the foreign language(s) that he/she submits certificate.

	13
	 VALIDITY DURATION OF CERTIFICATE
	The validity period of the national occupational qualification for General Area Staff is 5 years as of the date of issue of the certificate.

	14
	 SUPERVISION FREQUENCY 
	Candidate shall be subject to supervision by personal Assessment Institution at least once after 3 years of validity period of Vocational Qualification Certificate. This surveillance shall be conducted by the operation official’s arrangement and approval of performance assessment forms which are determined by Assessment Institution.

	15
	 ASSESSMENT METHODS FOR THE RENEWAL OF EXPIRED CERTIFICATES
	At the end of validity period, a candidate who submits that he/she has been working at his certified profession for 24 years shall be subject to another surveillance. In case all of the performance assessments of the candidate are evaluated to be sufficient, his/her certificate will be extended for five years without the necessity of an examination. 
On the condition that the aforementioned requirements are not met, candidates are subject to proficiency exam containing up-to-date information. At the end of second 5 years, theoretical and performance based examination containing up-to-date information shall be conducted.

	16
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	17
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	18
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


	12UY0100-3/A1 OCCUPATIONAL HEALTH & SAFETY AND ENVIRONMENTAL PROTECTION QUALIFICATION ITEM



	1
	TITLE OF THE OF QUALIFICATION UNIT
	OCCUPATIONAL HEALTH & SAFETY AND ENVIRONMENTAL PROTECTION METHODS

	2
	REFERENCE CODE
	12UY0100-3/A1

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	7
	 LEARNING OUTCOMES

	Learning outcome 1: Explains occuptional health and safety methods.
Performance Criteria:
1.1 Explains risky situations for occupational health and safety and measures to be taken.
1.2 Lists personal protective equipment related with the occupation. 
1.3 Lists warning signs related with the occupation.
1.4 Explains factors which endanger occupational safety.
1.5 Explains dangerous situations and emergency procedures.
1.6 Explains his/her responsibility in dangerous situations that might occur at operation.
1.7 Explains actions to be taken in the event of natural disasters and fire.
Context:

1.1 Explained the following processes according to OHS; 

a. Lifting heavy objects by getting strength from knees,
b. Using cleaning agents in accordance with instructions on their labels,
c. Labeling new package in case he/she used the cleaning agents without original packages,
d. Paying attention whether there is inflammable material and sharp object in garbage while collecting,
e. Paying attention to the cleaning of high windows,
f. Being careful in usage of socket and cables and plugs of electrical machines. 
1.1 The works of professional window cleaners who clean dangerous, high windows were followed up.
1.2-1.3 Listed personal protective equipment (PPE) (gloves, protective clothing, goggles, boots, safety belts, masks etc.) and warning signs, explained how they are used.
1.4 According to OHS, what should be done on electricity breakdown, installation, machine troubles and, breakdowns that might cause injuries were listed.
1.5 Procedures on what should be done for suspicious packages, persons and suspicious situations (injury, smoke, drunkenness, noice etc.) were explained.
Material Used: Personal protective equipment such as gloves, protective clothing, masks, safety belts, gumboots, goggles.
Warning signs such as safety line, slippery ground sign, cleaning sign, out of order sign, chemical substance labels, basket (to put the sharp objects).
Learning Outcome 2: Explains mitigation methods of environmental risks.
Performance criteria:

2.1 Lists saving methods.
2.2 Lists dangerous and hazardous wastes in the areas within his/her responsibility.
2.3 Explains organic, recyclable, dangerous, medical, hazardous waste collection and storage methods. 
2.4 Explains environmental effects and harmful outcomes of the practices carried out in the department that he/she works at.
Context:

2.1 Listed necessary energy saving methods related to electricity and water while working.
2.2 Listed hazardous wastes such as chemical material packages, batteries, accumulators, medical wastes. Explained hazardous waste collection and storage methods.
2.3 Collected wastes that he/she seperated according to their types (glass, metal, paper, plastic, organic etc.) in garbage bags, colours of which are stated in the procedure of operation.
2.4 Explained methods that should be taken into consideration in usage of chemical substances in order to prevent hazardous results. 
Material Used: Coloured garbage bags


	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) 4-option multiple-choice exam: Within the scope of this exam, at least 11 questions whose values are the same should be asked and the candidate should score at least 70 over 100. Estimated time given for each question shall be 1-1,5 minutes. Questions included in the exam shall be designed to assess all the learning outcomes and performance critera provided fort o be assessed within the scope of the theoretical exam.
 8 b) Performance based Exam
Performance based examination is not provided for the assessment of this unit.
 8 c) Other Assessment related Requirements
-


	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


ANNEXES
ANNEX A1-1: Information regarding the Recommended Training to Provide the Qualification Unit 

A training program for minimum 24 hours which includes training contents, identifications of which are given below, is recommended to provide this unit.

Content of Training:

1. Occupation-related terms, abbreviations, definitions, and basic concepts 

2. Knowledge on work conditions and basic knowledge on labor legislation
3. Occupational Health and Safety Legislation
a. Instructions on occupational safety
b. Instructions on accident prevention
c. Protective equipment
d. Behaviour in case of accident
e. Dangers of power current
4. Emergency
5. Being environment conscious and protecting the environment
a. Environment, environmental pollution
b. Ecology, ecological balance
c. Waste procedures
d. Environment acquisition and protection
e. Productive usage of natural resources
	12UY0100-3/A2 WORK ORGANIZATION QUALIFICATION UNIT

	1
	TITLE OF THE OF QUALIFICATION UNIT
	WORK ORGANIZATION 

	2
	REFERENCE CODE
	12UY0100-3/A2

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Performs personal cleaning and maintenance 
Performance Criteria:
1.1 Applies personal cleaning, maintenance and hygiene rules.

1.2 Wears work uniform and has a name tag on his/her uniform. 

1.3 Does not use jewellery except for wedding ring and watch.

Context: 

1.1 Cleaned his/her mouth, hands, feet, body, hair and beard and was careful for his/her personal care. 

1.1 Had his hair and beard cut in accordance with the procedures of operation. 

1.2 Wears work uniform in accordance with the procedures of operation.

Material Used: Work uniform, name tag, personal maintenance instruments.

Learning Outcome 2: Makes preparations for his/her work.

Performance Criteria:

2.1 Receives information about daily work program and periodic cleaning program of the area under his/her responsibility.
2.2 Checks information on housekeeping communication book. 

2.3 Takes the key(s) of areas under his/her responsibility.

2.4 Ensures that general area cleaning and arrangement personnel receive their keys.
2.5 Informs his/her chief about missing or damaged keys. 
2.6 Receive information and instructions from his/her chief about VIP guests in the area under his/her responsibility. 

2.7 Distributes the duties in line with the instructions of his/her chief.
2.8 Performs supervision of the cleaning and arrangement of the areas under his/her responsibility.
Context:

2.1 Learned daily and periodical cleaning program of the area within his/her responsibility from the housekeeper manager or his/her assistant. 

2.2 Checked information on communication book and informed general area cleaning personnel about the guests’ demands, complaints, troubles or works of the previous shift.
2.3 Took the keys by signing “Daily key submission form/book”. 

2.5 Made an official report about the missing or damaged keys under his/her responsibility and informed his/her chief and relevant departments stated in the procedure of operation.
2.6 Received information about VIP guests and gave the program of the areas that VIP guests would use to relevant persons in his/her department.
2.7-2.8 Distributed tasks by defining the priorities of the general area staff and checked their areas whether the work plan is applied or not.
Material Used: Daily key submission form/book, keys.
Learning Outcome 3: Checks general area storage and offices, restocks the missing materials of the personnel.
Performance Criteria:

3.1 Explains the cleaning and arrangement rules of storage.
3.2 Explains how to take daily and weekly inventory of the materials that general area staff use and how to provide the missing materials.
Context:

3.1 He/she ensured that the materials in the housekeeping storage are stocked in accordance with OHS rules and in order that their inventory is taken easily.
3.2 Detected the missing cleaning agents that general area staff would use. Distributed the materials taken from housekeeping storage to general area staff.
Material Used: Cleaning agents; chemical substances, cleaning tools, guest room kits (toilet paper, soap, toilet seat cover, paper towel etc.)
 Learning Outcome 4: Inspects general area staff.
Performance Criteria:

4.1 Explains the follow-up methods of general area staff’s working hours, personal appearances, whether they follow the operation rules and their attitudes and behaviours.
4.2 Explains the communication issues between general area staff and housekeeper manager or his/her assistant.
Context:

4.1 Ensured that general area staff follows the working hours, personal hygiene and operation rules and, they show respect to hotel staff, their co-workers, guests and their chiefs.
4.2 Gave information and instructions of their chiefs to room cleaning and arrangement personnel in due time and wholly. Informed their chiefs about the needs of general area staff (day-offs, illness etc.) in due time and wholly.
Learning Outcome 5: Keeps a record of borrowed items book/form.
Performance Criteria:

5.1 Explains how to track fixtures that are lent to/borrowed from another operation.
5.2 Explains how to lend and borrow the fixtures properly, wholly and clean.
Context:

5. Prepared and delivered the fixtures (baby bed, extra bed, blanket, machine etc.) which are lent to/borrowed from another operation temporarily.
Material Used: Borrowed items book/form, information labels.

	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) 4-option multiple-choice exam: Within the scope of this exam, at least 17 questions whose values are the same should be asked and the candidate should score at least 70 over 100. Estimated time given for each question shall be 1-1,5 minutes. Questions included in the exam shall be designed to assess all the learning outcomes and performance critera provided fort o be assessed within the scope of the theoretical exam.

	 8 b) Performance Based Exam

	(P1) The performance based exam topics are determined in order to assess the activities conducted for the contents of education and traning and the candidate takes the exam in these topics. Performance criteria of relevant National Vocational Standard should be ensured in performance based exam. Performance control list of the candidate is scored in accordance with the applicable rating scales such as surveillance form. The candidate should show minimum performance in each and every control step and score at least 70 over 100 in order to be successful.  

	 8 c) Other Assessment related Requirements

	-

	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


ANNEXES
ANNEX A2-1: Information regarding the Recommended Training to Provide the Qualification Unit
A training program for minimum 16 hours which includes training contents, identifications of which are given below, is recommended to provide this unit.

Training Content: 

1. General Hygiene Rules

2. Personal hygiene and housekeeping hygiene rules
3. Communication Skills and Team Work
4. Management information
5. Occupational Ethics  

6. Work Organization, Planning and Programming
7. Knowledge on the reports used in his/her department and operation
8. Knowledge on usage and procedure of pass keys 
9. Computer usage
10. Knowledge on equipment, cleaning agents, guest amenities and consumables in his/her department
11. Knowledge on office and storage arrangement
	12UY0100-3/A3 GENERAL AREA INSPECTION QUALIFICATION UNIT

	1
	TITLE OF THE QUALIFICATION UNIT
	GENERAL AREA INSPECTION

	2
	REFERENCE CODE
	12UY0100-3/A3

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Performs general area inspections.
Performance Criteria:

1.1 Ensures that general areas are always clean and neat.
1.2 Checks the cleaning and arrangement of furnitures and objects in general areas.
1.3 Plans the preparation of areas that VIP guests will use and follow-up the process.
Context:

1.1 Ensured that general areas such as restaurant, lobby, toilet, bar, meeting room, shopping center, entertainment area, poolside, beach, garden, parking area, personnel area etc. are always ready for use.
It is ensured that; 
a. General areas’ cleaning, maintenance and arrangement are provided according to their usage density,  
b. Toilets are cleaned in accordance with the hygiene rules and cleaning hours,
c. Materials used in toilets (toilet paper, paper towel, soap, toilet seat cover, hygienic bag etc.) are complete,
d. Restaurants’ cleanings and maintenance are arranged according to their opening hours,
e. Furnitures, accessories, carpets, furnishings are always clean and neat,
f. Periodic cleaning of the units are performed in due time,
g. Beach and poolside are clean and neat,
h. Sunloungers, umbrellas and side tables at poolside and beach are clean, steady and neat,
i. Textiles are clean and steady and procedure of operation is followed in gathering dirty laundry and leaving them to laundry,
j. Floor cleaning and maintenance (removal of varnish, varnishing, polishing etc.) are performed in accordance with the standards and in due time. 
Learning Outcome 2: Detects and follows up breakdowns.
Performance Criteria:

2.1 Gives detailed information to the relevant department about the breakdown that he/she detected during inspections or persons in his/her department informed.
2.2 Ensures that guests are informed about the breakdown in case it disturbs guests.
2.3 Ensures that the repaired area is cleaned.
2.4 Explains information methods about the ongoing breakdown to the next shift manager. 
Context:

2.1 The belowmentioned information about breakdown was wholly written in “breakdown report form” and the form was submitted to technical service or hotel automation system; 
a. Type of breakdown  (electricity, installation, carpenter, electronics, painting etc), 
b. Location description (restaurant ladies room 1st cabin etc), 
c. Situation (urgent, normal)

2.3 After the breakdown was repaired, the area was cleaned immediately.
2.4 If the breakdown is ongoing or not repaired, it is written in the communication book or the next shift manager is informed about it verbally.
Material Used: Breakdown report form
Learning Outcome 3: Follows up the missing and damaged fixtures.
Performance Criteria:

3.1 Informs relevant department about the damaged fixtures within his/her area without delay.
3.2 Makes an official report about the missing and damaged fixtures.
Context:

3.1 Information about the damaged fixtures (location, time and by whom etc.) that relevant persons in his/her department informed or he/she detected were given to his/her chief without a delay

	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) 4-option multiple-choice exam: Within the scope of this exam, at least 8 questions whose values are the same should be asked and the candidate should score at least 70 over 100. Estimated time given for each question shall be 1-1,5 minutes. Questions included in the exam shall be designed to assess all the learning outcomes and performance critera provided fort o be assessed within the scope of the theoretical exam.

	 8 b) Performance Based Exam

	(P1) The performance based exam topics are determined in order to assess the activities conducted for the contents of education and traning and the candidate takes the exam in these topics. Performance criteria of relevant National Vocational Standard should be ensured in performance based exam. Performance control list of the candidate is scored in accordance with the applicable rating scales such as surveillance form. The candidate should show minimum performance in each and every control step and score at least 70 over 100 in order to be successful.  

	 8 c) Other Assessment related Requirements

	-

	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


ANNEXES
ANNEX A3-1: Information regarding the Recommended Training to Provide the Qualification Unit 

A training program for minimum 120 hours which includes training contents, identifications of which are given below, is recommended to provide this unit.

Training Content: 
1. Knowledge on General Area Cleaning and Arrangement
a. Removing of dust 
b. Mopping 
c. General toilet cleaning

d. Glass cleaning
e. Garbage collecting

f. Sweeping

g. Stain removal
2. Cleaning with electric machines
3. Breakdown follow up procedure
4. Missing and damaged fixtures procedure
12UY0100-3/A4 PERIODIC CLEANING

QUALIFICATION UNIT
	1
	TITLE OF THE QUALIFICATION UNIT
	PERIODIC PROCEDURES

	2
	REFERENCE CODE
	12UY0100-3/A4

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Follows up periodic maintenance and cleaning procedures.
Performance Criteria:

1.1 Explains how periodic cleaning programs should be prepared.
1.2 Explains how to put a hold the areas of which periodic cleaning and maintenance will take a long time.
1.3 Checks whether pre-periodic cleaning preparations are complete and the cleanings are in compliance with the required standards.
1.4 Relevant departments are in contact and cooperation with each other in periodic cleaning, maintenance and repair in overall operation.
Context: 

1.1 Periodic cleaning and maintanence procedures were determined, planned and applied in due time.
1.3 It was observed that chemical substances, equipment, machines and materials are complete and were ensured that cleaning and maintenance procedures are in compliance with the required standards.
1.4 Front desk and guest relations departments were informed about the content of periodic cleaning and maintenance, their timing and situation. Technical service was informed about the necessary repairs after cleaning procedure and these repairs were followed up.
Learning Outcome 2: Provides that the goods are taken out of the procurement depot.
Performance Criteria:

2.1 Explains material needs assessment method in general area storage.
2.2 Provides that the goods taken out of the procurement depot are put in the depot of housekeeping 
Context: 

2.1 Material list was prepared by determining the missing chemical substances, guest room kits (toilet paper, paper towel, soap etc.) cleaning tools in general area storage and this list was given to housekeeper manager or his/her assistant.
2.2 It was ensured that materials were put in their places in housekeeping storage in compliance with OHS rules and in order that they could be counted and taken easily.
Learning Outcome 3: Ensures that inventory counting is performed.
Performance Criteria:

3.1 Takes place in performing fixture and material inventory within his/her unit’s responsibility.
3.2 Takes record of the inventory results on the appropriate forms.
Context: 

3.1 It was ensured that daily, weekly, monthly or seasonally inventory countings of periodic fixtures, textiles, chemical substances, equipment, guest consumables etc. within his/her area were conducted properly. 
3.2 The results of inventory counting were written in forms properly and submitted to housekeeper manager or his/her assistant.
Learning Outcome 4: Explains insect management methods.
Performance Criteria:

4.1 Lists insect management methods conducted periodically.
4.2 Takes measures against insects that persons in his/her department informs about or he/she detects.
4.3 Reports the areas in which insects are found. 
Context: 

4.1 Insect management date, time and method was learned. 

4.2 It was ensured that by the time he/she saw or got information about insects, he/she informed his/her chiefs and insect management team was informed without a delay. Until insect management team arrived, pesticides were used to expel insects in compliance with OHS rules.
4.3 It was followed up whether the intervention was successful or not by regularly observing the areas in which insects were found.
Learning Outcome 5: Ensures that legionella prevention methods are performed.
Performance Criteria:

5.1 Ensures that shower heads and faucet aerators are cleaned.
5.2 Flushes the water in faucets and showers in general areas.
Context: 

5.1  It was ensured that shower heads and faucet aerators were cleaned regularly in order not to calcify.
5.2 Water circulation of the faucets and showers in public lavatories, which are not used for 3 days, were ensured by flushing water by opening their hot and cold handles for 3-5 minutes.
Material Used: Shower head and faucet aerator cleaning form, flushing water form.


	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) 4-option multiple-choice exam: Within the scope of this exam, at least 12 questions whose values are the same should be asked and the candidate should score at least 70 over 100. Estimated time given for each question shall be 1-1,5 minutes. Questions included in the exam shall be designed to assess all the learning outcomes and performance critera provided fort o be assessed within the scope of the theoretical exam.

	 8 b) Performance Based Exam

	(P1) The performance based exam topics are determined in order to assess the activities conducted for the contents of education and traning and the candidate takes the exam in these topics. Performance criteria of relevant National Vocational Standard should be ensured in performance based exam. Performance control list of the candidate is scored in accordance with the applicable rating scales such as surveillance form. The candidate should show minimum performance in each and every control step and score at least 70 over 100 in order to be successful.  

	 8 c) Other Assessment related conditions

	-

	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82

	
	
	
	


ANNEXES
ANNEX A4-1: Information regarding the Recommended Training to Provide the Qualification Unit 

A training program for minimum 32 hours which includes training contents, identifications of which are given below, is recommended to provide this unit.
Training Context: 

1. Periodic Cleaning
a. Equipment used 
b. Preparing periodic cleaning program
c. Periodic carpet cleaning
d. Periodic fabric-coated furniture cleaning 
e. Periodic illumination units and decorative objects cleaning
f. Periodic glass surface cleaning
2. Procedures for procurement and taking goods out of the depot
3. Knowledge on inventory preparation
4. Knowledge on insects and insect management methods
5. Legionella Prevention Methods

12UY0100-3/A5 END OF THE DAY (SHIFT) ACTIVITIES

QUALIFICATION UNIT
	1
	TITLE OF THE QUALIFICATION UNIT 
	END OF THE DAY (SHIFT) ACTIVITIES

	2
	REFERENCE CODE
	12UY0100-3/A5

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Performs last cleaning and control.

Performance Criteria:

1.1 Performs last controls.

1.2 Ensures that wastes are thrown away waste collection areas in compliance with OHS and environmental protection methods.
1.3 Controls goods depots.
1.4 Controls cleaning carts, machines and equipment.
1.5 Informs the next shift workers about the necessary things by taking note in “communication book”. 
Context: 

1.1 Controlled whether the areas under his/her responsibility are clean, neat and ready for use.
1.2 Followed up whether wastes which are collected according to their types are thrown away the certain waste collection areas.
1.3 Checked whether materials used are put in the offices properly.
1.4 Controlled whether cleaning carts and machines are clean and steady.
1.5 Informed the next shift manager, housekeeping manager or his/her assistant in written (communication book) or verbally about guests’ demands, compaints or general area issues, ongoing cleaning and maintenance procedures (breakdown, periodic cleaning done, polished etc.). 
Material Used: Communication book.
Learning Outcome 2: Follows up the lost and mislaid items.
Performance Criteria:

2.1 Performs research in order to find the lost items reported by guests. 
2.2 Follows up the mislaid items that he/she or general area cleaning and arrangement personnel find.
2.3 Takes charge in delivering the mislaid items and preparing and filing delivery forms.
Context:

2.1 Received information about the items (item’s type, colour, brand, when and where it was lost etc.) that guests notify as lost and performed research.
2.2 Ensured that information on the mislaid items (item’s type, colour, brand, when and where it was lost etc.) that general area staff found or submitted to him/her was completely recorded in the found item form, book or computer system and the items were stored properly. 
2.3 In the event that the item was demanded, the item was researced in the “lost-and-found storage” in the light of recorded information (type of item, delivery date, deliverer, receipent etc.). While delivering the found item, a form/report including delivery information was prepared and signed by the guest and this form/report was filed.
Material Used: Found item form, found item book, computer, item delivery form.
Learning Outcome 3: Performs processes on gifts.

Performance Criteria
3.1 Receives gifts from guests with the written notification delivered from the guest
3.2 Prepares “Gift Register Form” for the gift to be taken out by him/her or personnel.
Context: 

3.1 Gifts from the guests who want to give gifts to him/her or persons in his/her department were accepted with a signed letter.
3.2 “Gift Register Form” including the information about the gift was prepared with the guest’s signed letter written for the person who received the gift.
Material Used: Signed gift form or letter, Gift Register Form.
Learning Outcome 4: Delivers the materials.

Performance Criteria:

4.1 Delivers the keys and communication tools under his/her responsibility.
4.2 Delivers his/her work uniform.
Context: 

4.1 Communication instruments such as radiotelephone and telephone within the responsibility of him/her, master keys and office and storage keys were delivered in a steady way by a signature. 
4.2 Name tag on the dirty work uniform was removed, and pockets were checked, and the uniform was delivered to laundry.

Material Used: Pass keys and office keys, radiotelephone, telephone, work uniform, name tag.
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	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) 4-option multiple-choice exam: Within the scope of this exam, at least 9 questions whose values are the same should be asked and the candidate should score at least 70 over 100. Estimated time given for each question shall be 1-1,5 minutes. Questions included in the exam shall be designed to assess all the learning outcomes and performance critera provided fort o be assessed within the scope of the theoretical exam.


	 8 b) Performance Based Exam

	(P1) The performance based exam topics are determined in order to assess the activities conducted for the contents of education and traning and the candidate takes the exam in these topics. Performance criteria of relevant National Vocational Standard should be ensured in performance based exam. Performance control list of the candidate is scored in accordance with the applicable rating scales such as surveillance form. The candidate should show minimum performance in each and every control step and score at least 70 over 100 in order to be successful.  

	 8 c) Other Assessment related Requirements:

	-

	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


ANNEXES
ANNEX A5-1: Information regarding the Recommended Training to Provide the Qualification Unit 

A training program for minimum 16 hours which includes training contents, identifications of which are given below, is recommended to provide this unit.
Content of Training:

1. Operation procedures information:

a. Procedures for lost and found items, 

b. Procedures for guests’ laundry
c. Procedures for removing items, 

d. Procedures for work uniform etc.

2. Information on office order, equipment and machinery cleaning and storage 
3. Information on forms used in housekeeping department
12UY0100-3/A6 QUALITY MANAGEMENT SYSTEM QUALIFICATION UNIT
	1
	TITLE OF THE QUALIFICATION UNIT
	QUALITY MANAGEMENT UNIT

	2
	REFERENCE CODE
	12UY0100-3/A6

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	General Area Staff (Level 3) National Vocational Standard 09UMS0020-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Explains the activities related to quality management system.
Performance Criteria:

1.1 Explains international quality standards.
1.2 Explains how his/her department will prepare a regulation in line with the quality management system objective of the operation. 
Learning Outcome 2: Defines which actions should be taken for his/her department’s activities to be in the required quality. 
Performance Criteria:

2.1 Follows up the positive or negative effects of used equipment and chemical substances in cleaning and maintenance activities.
2.2 Knows how to use equipment, machinery and chemical substances.
2.3 Explains training methods to general area staff.
2.4 Explains how to perform cleaning and maintenance activities in compliance with the instructions and plans defined in the quality management system.
Learning Outcome 3: Defines operation methods related to feedback system. 
Performance Criteria:

3.1 Explains actions to be taken in evaluating and resolving the complaints and suggestions from related persons in his/her department or his/her chiefs.
3.2 Explains the necessary procedures of operation in order to follow up guests’ complaints and suggestions which are submitted to him/her.


	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) 4-option multiple-choice exam: Within the scope of this exam, at least 8 questions whose values are the same should be asked and the candidate should score at least 70 over 100. Estimated time given for each question shall be 1-1,5 minutes. Questions included in the exam shall be designed to assess all the learning outcomes and performance critera provided fort o be assessed within the scope of the theoretical exam.


	 8 b) Performance Based Exam

	Performance based examination is not provided for the assessment of this unit.

	 8 c) Other Assessment related Requirements

	-

	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


ANNEXES
ANNEX A6-1: Information regarding the Recommended Training to Provide the Qualification Unit 

A training program for minimum 16 hours which includes training contents, identifications of which are given below, is recommended to provide this unit.

Content of Training :

1.  Information on international standards
a. ISO 9001- Quality Management System
b. ISO 22000-Food Safety Management System
c. ISO 14001-Environmental Management System
d. ISO 18001-Occupational Health and Safety Management System
e. ISO 10002-Customer Satisfaction Management System
2. Trainer information
12UY0100-3/B1 FOREIGN LANGUAGE QUALIFICATION UNIT
	1
	TITLE OF THE QUALIFICATION UNIT
	FOREIGN LANGUAGE

	2
	REFERENCE CODE
	12UY0100-3/B1

	3
	LEVEL
	2

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

	6
	 OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	-

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Having A2 level listening skills in a foreign language
Learning Outcome 2: Having A2 level reading skills in a foreign language
Learning Outcome 3: Having A2 level speaking skills in a foreign language
Learning Outcome 4: Having A2 level speaking and conprehension skills in a foreign language
Learning Outcome 5: Having A2 level writing skills in a foreign language
The aforementioned listening, reading, speaking, spoken production and writing skill levels are defined in language proficiency criteria (A1-C2) of European Language Portfolio which were determined to be used in language proficiency in October 17, 2000.


	8
	 ASSESSMENT AND EVALUATION

	Assessment will be conducted with different methods defined according to the levels of 5 learning outcomes of foreign language qualification.


	9
	 INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION
	Union of Mediterranean Touristic Hotel Owners and Investors (AKTOB)

	10
	 SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA EXECUTIVE BOARD
	07/11/2012-2012/82


ANNEX A6-1: Information regarding the Recommended Training to Provide the Qualification Unit 

ANNEXES
ANNEX 1: Qualification Units
12UY0100-3/A1 Occupational Health, Occupational Safety and Environmental Protection Methods
12UY0100-3/A2 Work Organization, 

12UY0100-3/A3 Regional Supervision,

12UY0100-3/A4 Periodic Cleaning,

12UY0100-3/A5 End of the day (shift) activities,

12UY0100-3/A6 Quality Management System,


12UY0100-3/B1 Foreign Language,

ANNEX 2: Terms, Symbols and Abbreviations
MATERIAL: Objects used while performing or concluding a work.
KEY SUBMISSION BOOK/FORM: Defines a book/form which is signed by writing name-surname, date and time while receiving pass, office and storage keys.
EUROPEAN LANGUAGE PORTFOLIO: Document which is prepared within the scope of the Common European Framework of Reference for Languages by European Commission and in which persons can record their language skills, certificates, diplomas and experiences in different languages.
BIDET: Defines type of sink intended for washing the “private parts” of the human body.
STEAMING: A kind of dry cleaning performed by raising stream.
GUEST AMENITIES: Consumable guest materials.
DISINFECTANT: Material used to remove the microorganisms that would cause disease,

DISINFECTION: Removing microorganism that would cause the diseases,

INVENTORY: Determination of the amounts and values of goods by conducting counting, control and adjustment procedures.
GIFT REGISTER FORM: The form issued by the chief of personnel for accepting the gifts given by the guest to the personnel.
PUBLIC AREAS: Communal areas used by all the guests, regardless of whether they are staying at the hotel or not.
APPLIANCE (MATERIAL): Defines the substances and materials needed to be used to perform a definite work.
HYGIENE: Applications to be performed and precautions to be taken to avoid environments that could be harmful to health,

HOUSEKEEPING: Defines housekeeping department,

ISCO: International Standard Classification of Occupations, 

COMMUNICATION BOOK: Defines the book in which information flow between shifts is ensured in written form,

OHS: Occupational Health and Safety
OPERATING REPORT: Occupancy report of the guest rooms.
PROCEDURE: Defines the method followed.
PPE: Personal Protective Equipment
DRY SYSTEM CARPET CLEANING: A cleaning method conducted with herbal cleaning powder and special machinery. 
DRY SYSTEM CARPET CLEANING SUBSTANCE: Herbal cleaning powder (environment friendly),
LEGIONELLA: Bacteria that would grow in air conditioning, water and cooling systems and transmit via breathing.
NACE: Statistic classifications of the activities in European Community.
BORROWED ITEM BOOK/FORM:  A report or book for the borrowed fixtures of operation which are given to the another needed operations.
PASS KEY: Kind of skeleton key to be used in opening the doors of more than one room or place, generally or locally.
BUFFERING: Defines cleaning with gentle touches before the rubbing and friction operations.
NATIONAL QUALIFICATION STANDARD: Minimum standards showing the necessary knowledge, skill, manner and attitudes accepted by Vocational Qualification Authority (VQA) to perform a profession.

NATIONAL QUALIFICATION: Knowledge, skill and competence, which are required to be owned by the individual, determined by the evaluations performed by certification institutions authorized by the VQA and included in national qualification framework upon approval of the VQA. 

VACUUMING: Absorbing dust and crumbs on the surface.
COMMUNICATION BOOK BETWEEN THE SHIFTS: Defines the book on which notes of the previous shifts are taken.
VIP: Defines very important person.
ANNEX 3: Occupational Horizontal and Vertical Promotion Methods
General Area Staff (Level 3) may switch to Housekeeper (Level 3) and Housekeeping Manager (Level 4) occupations horizontally and vertically by proving that he/she has different knowledge, skill and competence defined in the relevant vocational qualifications. 
ANNEX 4: Evaluator Criteria
EVALUATOR CRITERIA

1. Persons to serve in assessment of vocational qualification units are supposed to have at least one of the following qualifications.
a. Having been graduated from high school or its equivalent and having experience in the sector;

- As housekeeping supervisor for 3 years or, 

- As a housekeeper at least for 2 years.

b. Having been graduated from Accommodation Management, Tourism Management, Tourism and Hospitality Management departments of the universities and Tourism and Hospitality Management, Tourism and Travel Services departments of Vocational High Schools and having been served at least for 2 years in the sector,
c. Having been training Housekeeping field of occupation for 2 years as a teacher at Tourism and Hotel Management Vocational High School.
2. Those who will take place in the assessment of foreign language qualification unit are supposed to have at least bachelor’s degree and submit certificate proving that their competence in relevant foreign language is at below levels which are defined in European language portfolio. 
a. Those who will take place in the assessment of A1 and A2 levels are supposed to be at least at B1 level,
b. Those who will take place in the assessment of B1-B2-C1 levels are supposed to be at least at C1 level
c. Those who will take place in the assessment of C2 levels are supposed to be at least at C2 level.
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