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Quality Assurance Functionary CATHSSETA

Course Synopsis

The purpose of the qualification is to develop learners in the hospitality industry.
This qualification aims to reflect the international nature of the underpinning
knowledge and practical skills and activities needed for different countries or

cultures.

Recognition of Prior Learning (RPL)

The structure of this qualification makes the Recognition of Prior Learning possible.
This qualification may therefore be achieved in part or completely through the
recognition of prior learning, which includes formal, informal and non-formal
learning and work experience. The learner should be thoroughly briefed on the
mechanism to be used and support and guidance should be provided. Care should
be taken that the mechanism used provides the learner with an opportunity to
demonstrate competence and is not so onerous as to prevent learners from taking

up the RPL option towards gaining a qualification.

If the learner is able to demonstrate competence in the knowledge, skills, values
and attitudes implicit in this qualification the appropriate credits should be
assigned to the learner. Recognition of Prior Learning will be done by means of

Integrated Assessment as mentioned above.
This Recognition of Prior Learning may allow:
= Accelerated access to further learning at this or higher levels on the NQF.

= Gaining of credits towards a unit standard.

= Obtaining of this qualification in part or in whole.
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This qualification is made up of a

combination of learning outcomes
from Fundamental, Core and Elective

components, totaling 240 credits.

Fundamentals

Fundamental Components (20

credits):

= Communication, 10 credits.

= Mathematical Literacy, 10 credits

Core
Core Component (140 credits)

Electives

Elective Component (80 credits)

3

1. Use effective communication
skills within the workplace.

2. Use mathematics in real life
situations.

3. Implement security practices.
4. Deliver customer service to
required standard.

5. Maintain a suitable personal
presentation.

6. Maintain safety practices.

7. Follow fire prevention
procedures.

8. Complete general reception
procedures.

9. Carry out general front office
procedures.

10. Carry out advanced reservation
procedures.

11. Carry out guest accounting
procedures.

12. Explain selling and marketing

techniques.
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Qualification Overview

Associated Assessment Criteria for Exit Level Outcome 1:

= Use the writing process to compose various reports and texts required
within the workplace.

= Read and interpret various texts with understanding.

= Maintain and adapt oral communication as required.

= Use appropriate communication skills within the workplace.

Associated Assessment Criteria for Exit Level Outcome 2:

= Use mathematical functions correctly to solve routine problems and tasks

within the workplace.

Associated Assessment Criteria for Exit Level Outcome 3:

= Organise and handle key systems safely and according to establishment
policy.

= Deal with guests' belongings according to establishment policy for security.

= Use appropriate security procedures in relation to dealing with equipment
and materials.

= Report all security hazards to the appropriate authority.

= Report all suspicious items to the appropriate authority.

= Use appropriate security procedures following the reporting of
hazards/suspicious items.

= Report all incidents that threaten security to the appropriate authority.

= Carry out effective emergency procedures when the need arises.

= Compile an appropriate asset audit for a reception department.

= Prepare and evaluate appropriate security check lists.

= Produce suitable plans to cover contingencies.
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= Plan and provide staff training in security.

= Ensure knowledge of security developments is continually updated.

= Maintain security of information practices as appropriate.

Associated Assessment Criteria for Exit Level Outcome 4:

= Use a positive approach to customer service to include politeness,
promptness, identification of customer requirements and taking remedial
action.

= Deal appropriately with customers in different situations, including, face to
face, telephone and writing.

= Deal appropriately with difficult customers, including angry, boisterous,
intoxicated and abusive customers, according to establishment guidelines.

= Deal appropriately with customers with special needs including physical,
language and VIPs.

= Give assistance to customers including, information, physical help and
referral.

= Refer, as appropriate, situations requiring attention beyond the limits of
own authority.

= Deal appropriately with customer requirements including urgent, non-
urgent and special requirements.

= Apply written and in-house procedures for standard customer service.

= Record customer service provision using logs and written reports where
appropriate.

= Maintain confidentiality where appropriate.

= Identify, prioritise and confirm customer requirements.

= Adapt responses to suit customer behavior.

= Ensure hosts are identified and appropriately addressed in group situations.

= Provide information and referral advice when requested.

= Take corrective action where a guest is dissatisfied.
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Provide physical assistance and/or referral advice as required.

Deal with difficult customers effectively.

Associated Assessment Criteria for Exit Level Outcome 5:

Maintain appropriate personal presentation consistently.

Maintain good standards of personal hygiene and health consistently.
Carry out and complete all tasks with a professional attitude.
Operate effectively and co-operatively in team situations.

Act as a competent team leader.

Maintain and use effective communication skills.

Maintain good relationships with customers and colleagues.

Maintain appropriate health and safety practices.

Give effective leadership in all appropriate areas of work.

Associated Assessment Criteria for Exit Level Outcome 6:

Select and wear appropriate protective clothing at all times.

Ensure equipment is safe and fully maintained at all times.

Apply appropriate safety procedures when using equipment and dangerous
substances.

Identify and report safety hazards without delay.

Complete a safety hazard analysis at appropriate times.

Operate and clean equipment safely, referring to manufacturers'
instructions as appropriate.

Store dangerous substances safely.

Carry out basic first aid.

Accurately record accidents and promptly report them to the appropriate
authority.

Prepare reports identifying health and safety hazards.
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= Prepare reports detailing how risks will be minimised.

= Organise safety training appropriately.
= Update and develop own knowledge and competence on safety matters.

= Deal appropriately with reported safety hazards.

Associated Assessment Criteria for Exit Level Outcome 7:

= Identify potential fire hazards and take appropriate action in accordance
with establishment guidelines.

= Take appropriate precautionary action on the discovery of a fire.

= Participate in appropriate fire fighting training.

= Deal with fire safely in training/practice situations.

= Inspect fire fighting equipment regularly and report maintenance
requirements.

= Carry out evacuation procedures when appropriate, and in accordance with
establishment guidelines.

= Collate appropriate data for analysing fire hazards within the establishment.

= Organise, conduct and evaluate training in fire safety.

= Produce control procedures for flammable materials.

= Appraise establishment areas continually for fire risk and produce

appropriate reports.

Associated Assessment Criteria for Exit Level Outcome 8:

= Receive and welcome guests politely and in accordance with organisational
guidelines.

= Welcome guests using appropriate methods and techniques.

= Receive and check-in guests on arrival.

= Use the appropriate establishment procedures for group arrivals.

= Use the appropriate procedures for 'no trace' reservations.

= Release/guarantee reservations.

= Deal with non-arrivals as appropriate to organisational guidelines.
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Provide appropriate service for guests in residence.

Handle the departure of guests appropriately to include checking out.

Deal with departing guests at reception.

Handle the departure of guests using the correct procedures at the cashier's
desk.

Use in-house communication systems correctly and as necessary.

Employ appropriate inter-departmental relationships with other
departments.

Employ positive communication techniques/co-operation from reception to
housekeeping departments.

Employ effective management skills when applying reception procedures.

Associated Assessment Criteria for Exit Level Outcome 9:

Use computerised or manual systems to provide front office documents.
Access, manage and retrieve data from the main types of electronic or
manual filing systems as appropriate.

Maintain and operate the main communication systems and services
appropriately.

Establish the credit worthiness of guests.

Handle and process financial transactions between guests and the front
office.

Handle and process visitors' pay outs/disbursements using the appropriate
procedures.

Accept and correctly process different methods of settlement of guests'
accounts.

Obtain and/or authorise the recording and control of petty cash using the
correct procedures.

Use basic banking procedures for different types of payment.

Take the precautions necessary for the safe handling of cash and other

forms of payment.

8
Private and confidential | KLM Empowered Human Solutions Specialists (Pty) Ltd



= Calculate front office performance indicators in order to assist management

analysis.

= Forecast cash flow needs for floats appropriately.

Associated Assessment Criteria for Exit Level Outcome 10:

= Use different types of tariffs according to customer needs when selling
accommodation.

= Take reservations from different sources and handle as appropriate.

= Use different methods of receiving advance reservations.

= Record an advance reservation appropriately.

= Process and record advance reservations accurately.

= Control and manage levels of bookings/reservations.

= Confirm advance reservations accurately and appropriately.

= Deal appropriately with guests requesting credit settlement when making a
reservation.

= Process and use guest history data.

= Apply yield management techniques when handling advance reservations.

Associated Assessment Criteria for Exit Level Outcome 11:

= Open, prepare and maintain guests' accounts by manual (tabular ledger)
method.

= Prepare and present guests' bills and various types of accounts using the
appropriate procedures.

= Close guests' accounts when checking out using the correct procedures.

= Balance the tabular ledger according to establishment procedures.

= Input, access and retrieve data from a computerised guest accounting
system.

= Check customer credit worthiness where appropriate.
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Interpret and present guest accounting information for management

analysis.

Associated Assessment Criteria for Exit Level Outcome 12:

Promote the main products and services of the establishment in accordance
with its marketing objectives.

Target the segments of the market that require the range of products and
services provided by the establishment.

Identify customer needs and offer products and services that satisfy those
needs.

Sell products and services available from a hotel reception.

Assist the customer in making a suitable purchase.

Achieve sales through the use of selling techniques, product knowledge,
sales aids and appropriate personal attributes.

Employ the personal attributes, skills and techniques necessary for effective
selling at a reception point.

Use the range of selling opportunities available in order to satisfy customer
needs.

Develop sales opportunities for front office/reception.

Ensure the availability of main products for sale in a hotel or similar.
Maintain records of sales in support of marketing and sales planning.

Integrated Assessment:

Assessment practices must be open, transparent, fair, valid, and reliable and

ensure that no learner is disadvantaged in any way whatsoever.
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This qualification is comprised of the following:

= Practical competences-what a candidate must be able to do.

= Knowledge requirements-what a candidate must know.
There are several ways in which these can be assessed:
Practical:
Assessors may be required to use different assessment methods:

= Competence checklist-observation of performance.

= Competence checklist-appraisal of a product.

= Practical assighment.

Knowledge requirements:

Learners will be required to take tests to show that they meet the knowledge

requirements.
These assessments can take the following forms:

= Written tests-multiple choice.

= Written tests-short, structured questions.

Articulation Options

This qualification allows for both horizontal and vertical articulation.

Vertical articulation can occur by embarking on the study of related NQF Level 6
qualifications within Hospitality, Tourism, Travel, Gaming and Leisure field.

Horizontal articulation can occur with qualifications on NQF Level 5.
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