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FOREWORD
The National Skills Standards Authority (NSSA), formed in 2007 led by the Ministry of Labour, Immigration and
Population (MOLIP) has been facilitating the development of National Occupational Competency Standards
(NOCS) for the assessment and qualification of the Myanmar workforce.
The NSSA initially formed 14 Occupational Sectorial Committees comprising of representatives from relevant line
ministries and the private sector to, among others, develop the NOCS which would be the basis of assessment
and awarding of national certificates to workers. Thus far, the 14 Occupational Sectorial Committees have
developed 173 national standards at four levels for each occupation, of which 93 were approved in principle by
the Cabinet.
In 2014, the NSSA with the assistance of GIZ and Swisscontact has started implementation of the ‘Fast Track
Skills Assessment and Certification Pilot Project’ with the aim to certify existing skilled workers at NOCS Level 1.
For the pilot project, Occupational Expert Groups were formed by the NSSA to review the NOCS for 25 priority
occupations.
The NOCS for Housekeeping (Room Attendant) Level-1 is the outcome of such review. The review was
undertaken by professionals and experts nominated by the Hotel and Tourism Occupational Sectorial
Committee. This revised standard was used by the NSSA during the pilot project undertaken from June to
September 2015. Skills assessment events were actually undertaken and certificates were awarded to qualified
candidates.
The Housekeeping (Room Attendant) NC Level-1 contains nine (9) competency units, of which three (3) are
under Technical Competency, five (5) are under Industrial Competency and one (1) under Basic Competency.
This standard can be used for training and assessment leading to certification by NSSA. The standard’s initial
version will be reviewed in the future for updating.

Assisted by GIZ consultants, the Occupational Expert Group that reviewed this NOCS Level-1 was
composed of the following:

Daw Ru Tha
Lecturer
Star Resources Academy

U Aung Aung Lwin
Manager
Yuzana Garden Hotel

U Lu Lu Zaw Aung
Lecturer
CVT

U Saw Aung Myat Soe
Vice Principle
Star Resources Academy

U Thiha Aung
Housekeeping Instructor
Star Resources Academy

The NSSA and the Hotel and Tourism Occupational Sectorial Committee, hereby release the said NOCS of
Housekeeping (Room Attendant for adoption by the Hotel and Tourism Industry.

Chairperson
National Skills Standards Authority

Chairperson
Hotel & Tourism Occupational Sectorial Committee
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Glossary
Competency
Elements

Refers to the basic fundamental parts of the standard. It describes
the functions that a person, who works in a particular area of work,
must be able to master. It must be described as actions or outcomes
which are demonstrable and assessable. Written in action verbs.

Competency Level

Refers to the skills, knowledge and attitudes desired for semi-skilled
workers or Level 1 workers. The description for each competency
level can be found in the National Skills Qualification System.

Competency Unit

Refers to a competency which should be applied in a work situation,
can logically stand alone and includes a title, expressed in action
verbs.

Competency Unit
Code

Refers to five components: 1) abbreviation of sector name, 2)
abbreviation of occupation name, 3) occupational level, 4) total
number of units, and 5) version number of the standard.

Description

Brief profile of the occupation indicating the purpose and intent for
clear and accurate description of the standard.

Evidence Guide

Supports the assessment to determine if an individual held the
competencies (specific skills and knowledge) described in the
Standard. It relates to the knowledge and activities that should be
demonstrated and observed to reliably attest to a person being able
to apply a competency in a realistic workplace.

Industry

Also refers to as Sector. Currently, the NSSA has 14 Sectorial
Committees from which this section is derived, e.g. Metal and
Engineering

Occupation Title

Mostly derived from the list of occupations found in the Myanmar
Standard Classification of Occupations from the Department of
Labor

Occupational
Competency
Standard

The set of competencies required for effective performance in an
occupation in line with the employers and industry requirements
across the country

Performance
Criteria

Statements which specify what is to be assessed and the required
level of performance. Performance criteria also indicate the
sequence of major tasks. Each element has a number of
performance criteria describing in detail the skills a worker applies
when undertaking the work defined in the unit. They set out fully
iii

what is done, how well the work should be performed and allow for
a measurable outcome. Written in passive voice.
Range

Relates to the unit of competency as a whole and sets the
parameters for the application of the competency and captures the,
for example, the types of work, resources, services, etc. that could
apply when the competency was being used.

Range and Context

Relates to the Standard as a whole and performs a number of
functions, including:
• Contextualising the competency Unit.
• Providing a linkage to knowledge and work requirements.
• Providing a focus and boundary for required performance.
• Providing assistance in the update of Competency Standard
units.

Underpinning
Knowledge

Refers to a basic understanding of how the work is done, which is a
very vital part in evaluating the performance of workers.

Underpinning Skill

Refers to the essential abilities needed to perform effectively, which
is a very vital part in evaluating the performance of workers.

Unit Descriptor

Elaborates the information provided by the Competency Unit by
indicating the purpose and intent to ensure the clear and accurate
description of such.

Variable

Refers to technical terms or processes identified in the Performance
Criteria (written in italicized form in the draft standard)
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Housekeeping (Room Attendant)
Occupation: HOUSEKEEPING (ROOM ATTENDANT)

MSCO Occupational Code: 5-20-01

DESCRIPTION: Prepare and clean guest rooms to ensure the comfort and security of guests,
interact with guest in a positive and hospitable manner, promoting a positive image of the
property.
Level Descriptor (General)
Certificate Level 1
National
Certificate (NC)-1

Job level
Semi-skilled









Skill, Knowledge and Attitude
Demonstrate basic knowledge by recall in a narrow
range of area
Perform basic or preparatory practical skills in a
defined range of tasks
Carry out routine tasks given clear direction
Demonstrate understanding of safety requirements
Receive and pass on information related to the
work
Access and record information related to the work
Take limited responsibility for output of self

HOUSEKEEPING (ROOM ATTENDANT)
The National Certificate (NC) for Housekeeping (Room Attendant) Level-I Skill Qualification comprises
of occupational competencies that a person must attain to work in a housekeeping department in a
hotel and accommodation establishment.
Competency Units for NSC level-1 of Room Attendant
Unit Code No.

TECHNICAL COMPETENCY

HT-RA-101T1

Demonstrate the characteristics of a room attendant

HT-RA-102T1

Provide housekeeping services to guests

HT-RA-103T1

Clean and prepare room for in-coming guests

Unit Code No.

INDUSTRIAL COMPETENCY

HT-RA-104I1

Work effectively with colleagues and customer

HT-RA-105I1

Work in a socially diverse environment

HT-RA-106I1

Implement Occupational Health and Safety procedure
1

HT-RA-107I1

Provide lost and found facility

HT-RA-108I1

Perform basic first aid procedure

Unit Code No.

BASIC COMPETENCY

HT-RA-109B1

Receive and respond to workplace communication and
converse in English at a basic operational level
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM INDUSTRY

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-101T1
Competency Unit Title : DEMONSTRATE THE CHARACTERISTICS OF A ROOM
ATTENDANT
Unit Descriptor

: This
This unit
unit refes
refers to the competencies required in
carrying out the role of a room attendant in a
hotel or accommodation establishment

Competency Level

: Level 1

Version No.

:1

Date

: December 2015
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NATIONAL OCCUPATIONALCOMPETENCY STANDARD
Competency Unit Code: HT-RA-101T1
Competency Unit Title: DEMONSTRATE THE CHARACTERISTICS OF A ROOM ATTENDANT
Unit Descriptor: This unit refers to the competencies required in carrying out the role of a
room attendant in a hotel or accommodation establishment
Competency Elements
This competency unit consists of the following elements:
Element 1: Identify the role of a room attendant
Element 2: Wear proper attire according to dress code
Element 3: Display polite gesture and posture
Element 4: Practice personal hygiene.

DESCRIPTION OF COMPETENCY ELEMENTS
Performance Criteria

Competency Elements

Bold and Italicized terms are elaborated in the
Range and Context
1. Identify the role of room attendants

1.1 The services to be delivered by a room
attendant is described
1.2 The position of room attendants within the
enterprise is located
1.3 The personal characteristics required of a room
attendant is identified
1.4 Grooming and personal presentation
standards for a room attendant is described
1.5 Enterprise policies and procedures for the
provision of housekeeping services is
interpreted
1.6 The role of communication in the provision of
housekeeping services is identified and
explained

2. Wear proper attire according to dress
code

2.1 Proper dress code is adhered to in accordance
with store standard.
2.2 Work attire is maintained to be in good
condition.
2.3 Visible tattoos are covered.

4

3. Display polite gesture and posture

3.1 Warm, polite and friendly greeting according to
store standard is delivered.
3.2 Grooming is maintained according to store
standard.
3.3 Customer is acknowledged according to store
standard.
3.4 Good facial expression is demonstrated.
3.5 Proper poise and posture is maintained in a
professional manner accordingly.
3.6 Good questioning and active listening skills are
applied.
3.7 Prompt service is performed according to
customer’s needs.
3.8 Customer is thanked and sale is closed
according to store standard.

4. Practice personal hygiene

4.1 Procedures and information required for
practicing personal hygiene are identified and
sourced in line with product specifications and
workplace procedures.
4.2 Hands are washed thoroughly with antibacterial cleanser before and after client
contact.
4.3 Precautions are taken to minimize or prevent
contracting infections.

RANGE AND CONTEXT
VARIABLE

RANGE

1. Personal characteristics

May include:
 Good manners
 Politeness and civility
 Honesty and dedication
 Willingness to be of genuine service
 Attention to detail

2.Grooming and personal presentation

May include:
 Wearing of uniform
 Personal hygiene
 Personal appearance.
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3.Dress code

May include:
 Uniforms
 Make-up
 Hair accessories
 Perfumes
 Good grooming

4.Gesture and posture

May include:
 Alert and well groomed
 Good facial expression
 Polite and courteous body language

EVIDENCE GUIDE
Underpinning Knowledge
Have basic and general knowledge of Product Knowledge
 Analyze customer behavior
 Personal hygiene
 Safety and health

Underpinning Skills
Have skill to Obtain work instructions
-Obtain, interpret and understand the work
instructions
 Communicate effectively in the workplace
-Communicate in simple language to enable
confirmation of work requirements
-Communicate in a polite and friendly manner
 Work with others and in a team
-Work with others and in a team using cooperative approaches to productivity
 Carry out routine tasks in accordance with
Instructions
-Establish safe and effective work processes
to avoid or minimise reworking and avoid
wastage
 Use tools
-Use tools (Mechanical aptitude and manual
dexterity )
-Recognise faults and defects with tools and
equipment

Evidence may be collected through assessment methods such as:
 Observation of the candidate’s practical performance
 Inspection of finished work
 Oral and written questions
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-102T1
Competency Unit Title : PROVIDE HOUSEKEEPING SERVICES TO GUESTS
Unit Descriptor

: This unit refers to the competencies required to
provide a range of general housekeeping services
to guests that could arise during their stay at an
accommodation establishment

Competency Level

: Level 1

Version No.

:1

Date

: December, 2015
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-102T1
Competency Unit Title: PROVIDE HOUSEKEEPING SERVICES TO GUESTS
Unit Descriptor: This unit refers to the competencies required to provide a range of general
housekeeping services to guests that could arise during their stay at an
accommodation establishment.
Competency Elements
This Competency Unit consists of the following elements:
Element 1:Receive housekeeping requests
Element 2: Service housekeeping requests
Element 3: Provide advice to guests
Element 4: Liaise with other departments

DESCRIPTIONS OF COMPETENCY ELEMENTS
Performance Criteria

Competency Element

The Bold and Italicized terms are elaborated in the Range
and Context
1. Receive housekeeping
requests

1.1 Housekeeping requests from guests are accepted
1.2 Housekeeping requests are recorded according to
enterprise requirements
1.3 Provision/delivery of identified or requested service
or items to guest room is confirmed on time
1.4 Apology is given when request for item or service is
not feasible

2. Service housekeeping requests

2.1
2.2
2.3
2.4

3. Provide advice to guests

3.1 Guests are advised on services and items available
through the housekeeping department
3.2 Guests are advised if required on the use of items
delivered to guest room.
3.3 The use of items delivered to guest room are
demonstrated if required

Guest room is located and required items delivered
Equipment in guest rooms is set up
Items are removed from guest rooms as required
Liaison with other staff to obtain and/or deliver
identified service or items is conducted
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3.4 Liaison with other staff and departments are made to
provide supplementary advice where appropriate
4. Liaise with other departments

4.1 Malfunctions are reported as required
4.2 Dangerous or suspicious items are reported
4.3 Participation in planning to enhance service delivery
standards and equipment purchase is made

RANGE AND CONTEXT
Variable

Range

1. Housekeeping requests from May include but not limited to:
guests
 Removing unwanted or defective items from rooms
 Cleaning up spills
 Extra equipment to cater for additional guests
 Replacement items to replace defective ones
 Requests for information regarding in-house services
and products
 Requests for information regarding local services,
attractions, transport, shops, entertainment
2. Recording housekeeping
requests

May include but not limited to:
 Recording and confirming name and room number
 Use of appropriate internal form
 Confirming detail of required service and/or items

3. Use of items delivered to guest May include but not limited to:
room
 Roll away beds
 Additional pillows, blankets and bed linen
 Additional towels, bath mats and face washers
 Ironing boards
 Giveaway's and room supplies
 Facilitation of repairs and maintenance
 Replacement batteries for remote control units
 Response to lost and found situations
 Small electrical appliances, including kettles and jugs,
TV, video, hair dryers, irons, radios and alarm clocks
 Replacement telephones
 Use of safety deposit box
4. Setting up equipment in guest
room

May include:
 Delivery of the item to the guest room
 Entry to guest room in accordance with enterprise
protocols
9




Placement/replacement of item
Testing of item to confirm correct operation.

5. Removal of items

May include:
 Disconnection of defective/ unwanted items.
 Liaison with other department to facilitate removal of
items, where necessary
 Tagging and logging of defective items in accordance
with internal and safety requirements.

6. Advices to guests on services
and items available through
the housekeeping department

May include:
 Consideration of operational and safety issues
 Confirming guest's understanding
 Checking on additional guest needs.

7. Reporting about malfunctions

May include:
 Verbal notification to relevant personnel
 Completion of required internal documentation, such
as maintenance requests, out-of-order forms

EVIDENCE GUIDE
Underpinning Knowledge

Underpinning Skill

Have Basic or general knowledge of Enterprise's policies and procedures in regard
to the delivery of guest services
 Standard housekeeping services and
procedures
 Safety and security procedures relating to
guests, and to staff working in guest rooms
 Appropriate written, verbal and non-verbal
communication, interpersonal, guest service
and rapport building skills
 Source of items requested by guests
 All items and services provided by the
enterprise.

Have skill to Obtain work instructions
-Obtain, interpret and understand the work
instructions
 Communicate effectively in the workplace
-Communicate in simple language to enable
confirmation of work requirements
 Work with others and in a team
-Work with others and in a team using cooperative approaches to productivity
 Carry out routine tasks in accordance
with Instructions
-Establish safe and effective work
processes to avoid or minimise
reworking and avoid wastage

10



Use tools
-Use tools (Mechanical aptitude and manual
dexterity) .
-Recognise faults and defects with tools and
equipment

Evidence may be collected through assessment methods such as:
 Observation of the candidate’s practical performance
 Inspection of finished work
 Oral and written questions
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-103T1
Competency Unit Title : CLEAN AND PREPARE ROOMS FOR INCOMING GUESTS
Unit Descriptor

: This unit refers to competencies required to
clean and prepare rooms for in-coming guests to
deliver
housekeeping
services
in
an
accommodation facility.

Competency Level

: Level 1

Version No.

:1

Date

: December 2015
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-103T1
Competency Unit Title: CLEAN AND PREPARE ROOMS FOR INCOMING GUESTS
Unit Descriptor: This unit refers to competencies required to clean and prepare rooms for in-coming
guests to deliver housekeeping services in an accommodation facility.
Competency Elements:
This Competency Unit consists of the following elements:
Element 1: Inspect vacated room
Element 2: Prepare cleaning materials and equipment
Element 3: Prepare for cleaning duties
Element 4: Make beds
Element 5: Clean bathroom
Element 6: Clean room
Element 7: Provide additional housekeeping services
Element 8: Prepare for next shift

DESCRIPTIONS OF COMPETENCY ELEMENTS
Competency Element

Performance Criteria
The Bold and Italicized terms are elaborated in the Range
and Context

1. Inspect vacated room

1.1 Room facilities and items are checked (towels, bed
sheets, bath robes, mini-bar)
1.2 Consumed, damaged and missing items are reported
according to in-house procedure (lost and found,
billing)
1.3 Guest property left in room from which guest
departed is reported

2. Prepare cleaning materials and 2.1 Work equipment to be cleaned and maintained are
equipment
identified
2.2 Instructions in relation to cleaning and maintenance
are identified and located
2.3 Appropriate cleaning equipment and chemicals are
used
2.4 Protective clothing and equipment to be used are
selected
2.5 The selected cleaning process are undertaken
14

3. Prepare for cleaning duties

3.1 Linen room supplies are replenished
3.2 Housekeeping trolley is loaded with supplies for
service
3.3 Housekeeping trolley is checked prior to use
3.4 Rooms to be cleaned for the shift are identified
3.5 Guest room is accessed and entered appropriately

4. Make beds

4.1 Bed is stripped and remade with fresh bed linen
4.2 Bed is remade using existing bed linen

5. Clean bathroom

5.1
5.2
5.3
5.4
5.5

6. Clean room

6.1 In-house requirements and policies in relation to
room
6.2 cleaning is followed
6.3 Fixtures and fittings are cleaned
6.4 Floors and other areas are vacuumed
6.5 Kitchenette area, where applicable is cleaned
6.6 Guest supplies are replenished
6.7 Operational readiness of all items and equipment are
checked
6.8 Room defects and damaged items are reported and
remedied
6.9 Suspicious items or situations are reported

7. Provide additional
housekeeping services

7.1 Turn-down service is provided
7.2 Rotational cleaning duties are carried out
7.3 Equipment are lent to guests, as requested in
accordance with house policies

8. Prepare for next shift

8.1
8.2
8.3
8.4

Bath and shower area are cleaned
Toilets are cleaned
Vanity area is cleaned
Floors are cleaned
Guest supplies are replenished

Required records and notifications are completed
Rubbish is disposed of.
Trolleys are cleaned and store
Clean, check and store cleaning equipment and
chemicals
8.5 Stock items are replenished as necessary
8.6 Pantry is cleaned.
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RANGE AND CONTEXT
Variable

Range

1. Room facilities and items

May include:
 Towels
 Bed sheets
 Bath robes
 Mini-bar items

2. In-house procedure (lost and
found, billing)

May include:
 Lost and found
 Billing

3. Linen room supplies

May include:
 Sheets of all sizes
 Pillowcases
 Bed skirts
 Towels, bat mats, face washers
 Blankets, duvets and duvet covers
 Linen bags
 Mattress and pillow protectors.
 Cleaning agents and chemicals including spray bottles
 Vacuum cleaners
 Mops, buckets, brushes, pans
 Cleaning cloths and polishing cloths
 Protective equipment, such as gloves
 Consumables, including guest room supplies such as
shampoo, conditioner, sewing kits, soap, pens,
stationery, shower caps, tea, coffee, sugar, milk,
biscuits
 Promotional materials, local tourist information, refills
for in-room compendiums.
 Head Housekeeper’s briefing
 Allocation according to room status, or similar sheets,
or housekeeping report

4. Housekeeping trolley

May include:
 Cleaning agents and chemicals including spray bottles
 Vacuum cleaners
 Mops, buckets, brushes, pans
 Cleaning cloths and polishing cloths
 Protective equipment, such as gloves
 Consumables, including guest room supplies such as
shampoo, conditioner, sewing kits, soap, pens,
16

stationery, shower caps, tea, coffee, sugar, milk,
biscuits
 Promotional materials, local tourist information, refills
for in-room compendiums.
5. Making beds




6. Bath and shower







7. Toilet









8. Vanity area

May include:
Removing used bed linen, such as pillow cases and
sheets and placing in linen bags
Checking mattress and pillow case protectors for stains
and replacing, where necessary
Checking and replacing bed skirts, where necessary.
Re-make bed using existing bed linen
May include:
Wearing protective gloves
Removing dirty/used towels, bath mats and face
washers, in accordance with house policy
Clearing plug holes of foreign material
Washing,
disinfecting
and
drying
shower
curtain/screen
Cleaning, wiping, washing, drying and polishing tiles,
tub, walls, etc., including taps, soap holders, fixtures
and fittings
Adjusting shower head, taps, etc., in accordance with
house requirements to achieve standardization
throughout the property
Ensuring taps and shower are working as required.
May include:
Wearing protective gloves
Flushing toilet, pouring in cleanser and leaving to soak
Washing lid and seat with detergent, disinfectant and
drying
Washing and drying outsides of the bowl
Washing and drying the cistern and polishing the
button
Scouring bowl thoroughly using toilet brush
Flushing toilet to wash away dirt and residue
Placing a hygiene strip over the closed toilet lid
Conducting a final visual inspection.

May include:
 Clearing plug holes of foreign material
 Cleaning and drying shelves and replacing guest’s
toiletries, if applicable
17

 Scrubbing hand basin, rinsing, then drying and
polishing
 Polishing fittings
 Cleaning and drying wall tiles
 Cleaning, drying and polishing bench top
 Cleaning and polishing mirror
 Checking under bench for cleanliness
 Replenishing towels, including bath, face and hand and
floor mats
 Conducting a final visual inspection.
9. Floors

May include:
 Scrubbing floor tiles using detergent and working
towards exit door
 Cleaning behind doors, in corners, under benches and
fittings
 Rinsing and drying.

10. Fixtures and fittings











May include:
Emptying and disinfecting rubbish bins
Cleaning of mirrors and glassware
Cleaning of wardrobes, desks, cupboards, shelving and
drawers
Cleaning of soft furnishings
Cleaning of light fittings, windows, smoke detector
Cleaning of doors
Cleaning of telephones
Cleaning of electrical appliances, such as television,
DVD player, clock, toaster, refrigerator
Replacing items that were loaned to guests back in
their designated position
Cleaning outside patios and balconies.

11. Vacuuming floors and other
areas

May include:
 Picking up loose rubbish
 Wet and dry vacuuming as required
 Vacuuming exposed floor surfaces of different
types/coverings, including under furniture
 Vacuuming baseboards, upholstered furniture, ceilings,
light fittings, corners, and window sills

12. Turn-down service

May include:
 Turning down or removing bed covers
 Freshening the room
 Replenishing supplies
18







Turning on lights
Closing curtains
Turning on radio
Placing breakfast menu in designated position
Placing chocolates or flowers on pillows.







May include:
Cleaning agents and chemicals
Guest supplies
Cleaning items and equipment
Promotional material
General-purpose requirements, such as batteries, light
globes, cutlery, and glasses.

13. Stock items

EVIDENCE GUIDE
Underpinning Knowledge

Underpinning Skills

Have Basic or general knowledge ofHave skill to Enterprise's policies and procedures in
 Obtain work instructions
regard to the delivery of guest services
-Obtain, interpret and understand the
work instructions
 Knowledge of standard housekeeping
 Communicate effectively in the
services and procedures
workplace
 Knowledge of safety and security
-Communicate in simple language to
procedures relating to guests, and to
enable confirmation of work requirestaff working in guest rooms
ments from supervisors and guests
 Knowledge of appropriate written,
 Work with others and in a team
verbal and non-verbal communication,
-Work with others and in a team using
interpersonal, guest service and rapport
co-operative approaches to productivity
building skills
 Carry out routine tasks in accordance
 Knowledge to source items requested by
with instructions
guests
-Establish safe and effective work
 Knowledge of all items and services
processes to avoid or minimise
provided by the enterprise.
reworking and avoid wastage
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Use cleaning chemicals and tools
-Use cleaning chemicals and
tools safely.
-Recognise faults and defects with tools
and equipment

Evidence may be collected through assessment methods such as:


Observation of the candidate’s practical performance



Inspection of finished work



Oral and written questions
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-104I1
Competency Unit Title : WORK EFFECTIVELY WITH COLLEAGUES AND
CUSTOMERS
Unit Descriptor

: This unit deals with the competencies required
to work effectively with colleagues and
customers in a range of settings within the hotel
and travel industries workplace context.

Competency Level

: Level 1

Version No.

:1

Date

: December 2015
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-104I1
Competency Unit Title: WORK EFFECTIVELY WITH COLLEAGUES AND CUSTOMERS
Unit Descriptor: This unit deals with the competencies required to work effectively with colleagues and
customers in a range of settings within the hotel and travel industries workplace
context.
Competency Elements
This Competency Unit consists of the following elements:
Element 1: Communicate effectively
Element 2: Establish and maintain effective relationships with colleagues and customers
Element 3: Work in a team

DESCRIPTION OF COMPETENCY ELEMENTS
Competency Elements

Performance Criteria
The Bold and Italicized terms are elaborated in the Range and
Context

1. Communicate
effectively

1.1 Information is relayed in a clear and concise manner using
appropriate communication techniques
1.2 Appropriate language and tone is used to a particular
audience, purpose and situation, taking into account the
relevant factors involved
1.3 Active listening and questioning is used to facilitate effective
two-way communication with others
1.4 Potential and existing conflicts are identified and solutions
sought in conjunction with all involved parties
1.5 Routine workplace documentation is completed accurately in
a timely manner

2. Establish and maintain 2.1 Both internal customers’ and external customers’ needs and
effective relationships
expectations are met in accordance with organization
with colleagues and
standards, policies and procedures and within acceptable
customers
time frames
2.2 Assistance is given to resolve workplace conflict and
management of difficulties to achieve positive outcomes
2.3 Formal and informal feedback is used to identify and
implement improvements to products, services, processes or
outcomes for both internal customers and external
customers
22

2.4 Complaints are handled positively, sensitively and politely in
consultation with the person/s making the complaint
2.5 A positive and co-operative manner is maintained
2.6 Non-discriminatory gestures and language is consistently
used when interacting with customers, staff and
management
3. Work in a team

3.1 Assistance is requested or provided so that work activities
can be completed
3.2 Colleagues are provided support to ensure achievement of
team goals
3.3 Problems are discussed and resolved through agreed and/or
accepted processes
3.4 Cultural differences are recognized and accommodated
within the team
3.5 Individual tasks are identified, prioritized and completed
within designated time lines
3.6 Feedback and information from other team members are
acknowledged and responded

RANGE AND CONTEXT
Variable

Range

1. Effective communication







2. Organization standards, policies
and procedures





May include:
The use of active listening
The use of both open and closed questions
Speaking clearly and concisely
Using appropriate language and tone of voice
Being attentive Maintaining eye contact in face-toface interactions
The use of appropriate non-verbal communication
in face-to-face interactions,
Body language, attention and personal
presentation.
May include:
Complaints procedures
Organizational standard report forms Job
descriptions Code of ethics
Quality systems, standards and guidelines.
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3. Cultural differences










May include:
Forms of address
Levels of formality/informality
Non-verbal behavior
Work ethics
Personal grooming
Family obligations
Recognized holidays
Special needs
Preferences for personal interactions.

EVIDENCE GUIDE
Underpinning Knowledge

Underpinning Skills

Have Basic and general knowledge of Apply the principles of effective
communication skills
 Use active listening, feedback techniques
and team building techniques to build
and maintain interpersonal relationships
within a designated work group or team

Have skill to Obtain work instructions
-Obtain, interpret and understand the
work instructions
 Communicate effectively in the
workplace
-Communicate in simple language to
enable confirmation of work requirements from supervisors and guests
-Identify the need(s) and concerns of
others
-Process a complaint or feedback in
accordance with the enterprise’s
policies and procedures in regard to
receiving and resolving customer
complaints
-Recommend appropriate action arising
from a complaint or problem.
-Communicate effectively with a range of
people relevant to position and role.
-Respond appropriately to both face-toface and written requests.
 Work with others and in a team
-Work with others and in a team using
co-operative approaches to productivity
24



Carry out routine tasks in accordance
with instructions
-Establish safe and effective work
processes to avoid or minimise
reworking and avoid wastage

Evidence may be collected through assessment methods such as:


Observation of the candidate’s practical performance



Inspection of finished work



Oral and written questions
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-105I1
Competency Unit Title : WORK IN A SOCIALLY DIVERSE ENVIRONMENT
Unit Descriptor

: This unit deals with the skills and knowledge
required to work effectively in a socially diverse
environment in a range of settings within the
hotel and travel industries workplace context.

Competency Level

: Level 1

Version No.

:1

Date

: December 2015

27

NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-105I1
Competency Unit Title: WORK IN A SOCIALLY DIVERSE ENVIRONMENT
Unit Descriptor: This unit deals with the skills and knowledge required to work effectively in a socially
diverse environment in a range of settings within the hotel and travel industries
work place context.
Competency Elements:
This Competency Unit consists of the following elements:
Element 1: Communicate with customers and colleagues from diverse backgrounds
Element 2: Deal with cross cultural Misunderstandings

DESCRIPTION OF COMPETENCY ELEMENTS
Competency Element

Performance Criteria
The Bold and Italicized terms are elaborated in the Range
and Context

1. Communicate with customers and 1.1 Customers and colleagues from different cultural
colleagues
from
diverse
groups are valued and treated with respect and
backgrounds
sensitivity
1.2 Cultural differences are taken into consideration in all
verbal and non-verbal communication
1.3 Attempt is made to overcome language barriers
1.4 Assistance from colleagues, reference books or outside
organizations are obtained when required
2. Deal
with
cross
misunderstandings

cultural 2.1 Issues which may cause conflict or misunderstanding
in the workplace are identified
2.2 Difficulties are addressed to the appropriate people and
assistance sought from team leaders or others where
required
2.3 Possible cultural differences are considered when
difficulties or misunderstandings occur
2.4 Efforts are made to resolve misunderstandings, taking
account of cultural considerations
2.5 Issues and problems are referred to the appropriate
team leader/supervisor for follow up
28

RANGE AND CONTEXT
Variable
1. Language barriers

2.

3.

Assistance from colleagues

Range
To overcome language barriers may include:
 Use simple words
 Use words in the other person’s language
 Describe goods and services simply
 Use diagrams or maps to give simple directions.
Assistance may include:
 Co-workers who speak the same language
 Interpreter services
 Diplomatic services
 Supervisors, or managers, or specialist
customer service staff within the enterprise

Issues which may cause conflict or Misunderstandings in the workplace may include:
misunderstanding in the workplace
 Speaking too quickly/quietly
 No visual clues
 Poor observation
 Poor communication style
 Intolerance
 Prejudice
 Inadequate language skills
 Not clarifying or asking questions
 Inappropriate body language
 Poor understanding of other cultures.
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EVIDENCE GUIDE
Underpinning Knowledge
Have basic and general knowledge
of Cultural differences in language
communication

Underpinning Skills
Have Communication Skills to





Use active listening, feedback techniques and team
building techniques to build and maintain interpersonal
relationships with customers and colleagues from diverse
backgrounds
Identify the need(s) and concerns of others
Communicate effectively with a range of people from
diverse backgrounds relevant to position and role
Deal appropriately with cross cultural misunderstandings.

Evidence may be collected through assessment methods such as:
 Observation of the candidate’s practical performance
 Inspection of finished work
 Oral and written questions
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-106I1
Competency Unit Title : IMPLEMENT OCCUPATIONAL HEALTH AND SAFETY
PROCEDURES
Unit Descriptor

: This unit deals with the skills and knowledge
required to implement occupational health and
safety procedures in a range of settings within
the in the hotel and travel industries workplace
context

Competency Level

: Level 1

Version No.

:1

Date

: December 2015
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-106I1
Competency Unit Title: IMPLEMENT OCCUPATIONAL HEALTH AND SAFETY PROCEDURES
Unit Descriptor: This unit deals with the skills and knowledge required to implement occupational
health and safety procedures in a range of settings within the in the hotel and travel
industries workplace context
Competency Elements
This Competency Unit consists of the following elements:
Element 1: Provide information on health and safety procedures
Element 2: Implement and monitor procedures for controlling hazards and risks
Element 3: Implement and monitor health and safety training
Element 4: Maintain health and safety records and reports

DESCRIPTION OF COMPETENCY ELEMENTS
Competency Element

Performance Criteria
The Bold and Italicized terms are elaborated in the Range and
Context

1. Provide information
on health and safety
procedures

1.1 Relevant health and safety information, including enterprise
specific details, are explained accurately and clearly to staff
1.2 Health and safety information is made accessible to staff

2. Implement and
monitor procedures
for controlling
hazards and risks

2.1 Workplace hazards and risks are Identified and reported
promptly by maintaining close contact with day to day
workplace operations
2.2 procedures for controlling hazards and risks are Implemented
and monitored in accordance with enterprise and legal
requirements
2.3 Risk control procedure are evaluated and adjusted as required

3. Implement and
monitor health and
safety training

3.1 Health and safety training needs are identified through regular
workplace monitoring
3.2 Training interventions are arranged as appropriate on a timely
basis

4. Maintain health and
safety record and
report

4.1 Records are completed accurately in accordance with
enterprise and legal requirements
4.2 Aggregate information and data from work area records are
used to identify hazards and monitor risk control procedures in
work area
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RANGE AND CONTEXT
Variable

Range

1.

Health and safety information

May include:
 Roles and responsibilities of personnel
Legal obligations
 Participative arrangements for health
and safety
 Location of relevant health and safety
information, procedures and policies
Specific risks and necessary control
measures
 Codes of practice.

2.

Hazards and risks

May include:
 Fire and emergency
 Crowd related risks
 Bomb scares
 Theft and armed robbery
 Equipment failure Pests
 Equipment related hazards
 Manual handling
 Slips, trips and falls
 Drugs and alcohol in the workplace
Violence in the workplace
 Hazardous substances.

3.

Health and safety record and report

May include:
 Health and safety injury register
 Number of near-misses
 Health and safety improvement ideas
submitted by team members
 Medical records
 Health and safety training records
 Team member hazards reports.
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EVIDENCE GUIDE
Underpinning Knowledge

Underpinning Skills

Have Basic and general knowledge ofHave skill to The
enterprise’s
policies
and
 Obtain work instructions
procedures in regard to implementing
-Obtain, interpret and understand the
health and safety
work instructions regarding
occupational health and safety
 Understanding of the basic principles of
procedures
health and safety, including risk
identification, assessment and control
 Work with others and in a team
where policies procedures and
-Work with others and in a team using
programs to control health and safety
co-operative approaches to ensure
already exist
health and safety in the workplace
 Carry out routine tasks in accordance
with instructions
-Establish safe and effective work
processes to avoid or minimise
hazards and risks to one’s self, others
and the workplace.
Evidence may be collected through assessment methods such as:


Observation of the candidate’s practical performance



Inspection of finished work

 Oral and written questions
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-107I1
Competency Unit Title : PROVIDE A LOST AND FOUND FACILITY
Unit Descriptor

: This unit refers to competencies required to
handle lost and found property in an
accommodation facility

Competency Level

: Level 1

Version No.

:1

Date

: December 2015
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-107I1
Competency Unit Title: PROVIDE A LOST AND FOUND FACLITY
Unit Descriptor: This unit refers to competencies required to handle lost and found property in an
accommodation facility
Competency Elements
This Competency Unit consists of the following elements:
Element 1: Liaise with assigned personnel handling lost and found facility
Element 2: Deal with lost and found items

DESCRIPTION OF COMPETENCY ELEMENTS
Competency Element

Performance Criteria
The Bold and Italicized terms are elaborated in the Range and
Context

1. Liaise with assigned 1.1 Appropriate location for lost and found facility is identified
personnel handling lost 1.2 In-house lost and found policies and procedures are followed
and found facility
1.3 Found items are referred to the assigned staff dealing with
lost and found facility
2. Deal with lost and found 2.1 Items are checked for safety and legality and appropriate
items
action is taken
2.2 Found items are recorded in lost and found register
2.3 Items reported lost are recorded in lost and found register
2.4 The found item is tagged
2.5 The found item is appropriately stored

RANGE AND CONTEXT
Variable
1. In-house lost and found policies and
procedures

Range
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May be related to:
Description of items that will be kept and
those that will be discarded by description
and value
Length of time items will be kept before
being designated as unclaimed and disposed
of



2. Lost and found register

How items will be disposed of when
unclaimed
Description of how to treat dangerous or
suspicious items

Lost and found register is a bound register that
contains information regarding:
 Date and time item was found
 Description of the item
 Name of the person who found the item
Location in which item was found
 Number allocated to the found item

EVIDENCE GUIDE
Underpinning Knowledge

Underpinning Skills

Have Basic and general knowledge of

Have skill to-

The enterprise's policies and procedures in

 Use systems commonly applied to lost and

regard to lost and found items


found facilities

The enterprise's policies and procedures in
regard

to

handling

suspicious

and/or

 Value and describe items
 Identify illegal and dangerous items

dangerous items and packages
 Legal principles regarding theft by finding
 Knowledge of layout of host premises
Evidence may be collected through assessment methods such as:


Observation of the candidate’s practical performance



Inspection of finished work



Oral and written question
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM INDUSTRY

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-108I1
Competency Unit Title : PERFORM BASIC FIRST AID PROCEDURE
Unit Descriptor

: This unit will cover the knowledge, attitude and
application skills in performing basic first aid
procedures.

Competency Level

: Level 1

Version No.

:1

Date

: December 2015
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code: HT-RA-108I1
Competency Unit Title: PERFORM BASIC FIRST AID PROCEDURE
Unit Descriptor: This unit will cover the knowledge, attitude and application skills in performing basic
first aid procedures.
Competency Elements
This Competency Unit consists of the following elements:
Element 1: Assess the situation
Element 2: Apply basic first aid techniques
Element 3: Prepare required documentation

DESCRIPTION OF COMPETENCY ELEMENTS
Competency Element

Performance Criteria
The Bold and Italicized terms are elaborated in the
Range and Context

1. Assess the situation

1.1. Physical hazards and risks to personal and others'
health and safety is identified
1.2. Immediate risks to self and casualty's health and
safety are minimized by controlling hazards in
accordance with occupational health and safety
requirements
1.3. The situation is assessed and actions required is
promptly decided
1.4. First aid assistance is sought from appropriate
others, as required at the appropriate time

2. Apply basic first aid techniques

2.1. Casualty’s physical condition is assessed by visible
vital signs
2.2. First aid is provided to stabilize the patient's
physical and mental condition in accordance with
enterprise policy on provision of first aid and
recognized first aid procedures
2.3. Available first aid equipment is used as appropriate.
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3. Prepare required documentation

4.1. Details of emergency situations are documented
according to enterprise procedures
4.2. Clear and accurate reports are provided within
required time frames

RANGE AND CONTEXT
Variable

Range

1. Physical hazards and risks

May include:
 Workplace hazards, e.g. machinery, vehicles, environment
 Hazards associated with casualty management processes,
such as being bitten, when confused casualty becomes
violent
 Bodily fluids
 Risk of further injury to the casualty.

2. Appropriate others

May include:
 Ambulance and medical emergency crew
 In-house medical or emergency personnel
 Other guests with emergency or medical background

3. Casualty’s vital signs and
physical condition

Casualty’s vital signs and physical condition are managed by
observing the following:
 Response, i.e. conscious or unconscious
 Airways, i.e. blocked, likely to become blocked
 Breathing, e.g. regular, irregular, possible problem with
lungs
 Circulation, e.g. pulse, heart-beat is strong/ weak, or
 racing pulse
 Possible neck or back injury
 Shock
 Allergic reaction/s
 Bleeding

4. First aid assistance

May include:
 Obtaining co - worker support
 Obtaining support from designated first aider
 Requesting emergency services (ambulance) assistance
 Requesting medical assistance.
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5. First aid equipment

May include:
 First aid kit
 Pressure and other bandages
 Thermometers
 Eyewash
 Pocket face masks
 Rubber gloves
 Dressings
 Flags and flares
 Fire extinguishers
 Communication equipment such as mobile phones

6. Details

May relate to :
 Casualties conditions
 Location
 Assistance provided
 Number of casualties
 Assistance required.

EVIDENCE GUIDE
Underpinning Knowledge
Have Basic and general knowledge of Basic anatomy and physiology
• Resuscitation
• Bleeding control
• Care of the unconscious
• Airway management
• Basic infection control principles and
procedures
• Legal requirements
• Duty of care
• Reporting requirements.

Underpinning Skills
Have skill to Assess the general condition of a person
needing support or medical attention
 Perform basic first aid procedure
 Record and report incident
 Perform request to appropriate medical
assistant.

Evidence may be collected through assessment methods such as:
 Observation of the candidate’s practical performance
 Inspection of finished work
 Oral and written question
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NATIONAL OCCUPATIONAL COMPETENCY STANDARD

Industry

: HOTEL AND TOURISM

Occupation Title

: HOUSEKEEPING (ROOM ATTENDANT)

Competency Unit Code : HT-RA-109B1
Competency Unit Title : RECEIVE AND RESPOND TO WORKPLACE
COMMUNICATION AND CONVERSE IN ENGLISH AT A
BASIC OPERATIONAL LEVEL
Unit Descriptor

: This unit deals with the competencies required to receive
and response to workplace communication and converse
orally in English at a basic operational level.

Competency Level

: Level 1

Version No.

:1

Date

: December 2015

43

NATIONAL OCCUPATIONAL COMPETENCY STANDARD
Competency Unit Code:HT-RA-109B1
Competency Unit Title: RECEIVE AND RESPOND TO WORKPLACE COMMUNICATION AND CONVERSE
IN ENGLISH AT A BASIC OPERATIONAL LEVEL
Unit Descriptor: This unit deals with the competencies required to receive and respond to workplace
communication and converse orally in English at a basic operational level.
Competency Elements
This competency unit consists of the following elements:
Element 1: Participate in simple conversations on familiar topics with work colleagues.
Element 2: Respond to simple verbal instructions or requests.
Element 3: Make simple requests.
Element 4: Describe routine procedures.
Element 5: Express likes dislikes and preferences.
Element 6: Identify different forms of expressions in English

DESCRIPTION OF COMPETENCY ELEMENTS
Competency Element

Performance Criteria
The Bold and Italicized terms are elaborated in the Range and
Context

1. Participate in simple
conversations on familiar
topics with work colleagues

1.1
1.2
1.3
1.4

Opening comments are responded to appropriately
Familiar topics are appropriately commented on
Past events are talked about
Closing remarks are used appropriately to end the
conversation

2. Respond to simple verbal
instructions or requests

2.1 Understanding of supervisor’s instructions or requests is
confirmed
2.2 Repetition or clarification of instructions is requested when
necessary

3. Make simple requests

3.1 Polite forms of expression is used to make simple requests
3.2 Person responding to the request is thanked
3.3 Person who cannot respond to the request is acknowledged
44

4. Describe routine procedures

5. Express likes, dislikes and
preferences
6. Identify different forms of
expressions in English

4.1 A sequence of events in carrying out a routine job is
explained
4.2 Exceptions to routine procedures are described
4.3 Suggestions on how to improve routine procedures are made
5.1 Likes and dislikes of familiar topics and situations are talked
about
5.2 Preferences are discussed with reasons
6.1 Common expressions in English are used.

RANGE AND CONTEXT
Variable

Range

1. Opening comments

4.1
4.2

May include:
How are you?
How did your shift go?
Is there anything I need to know?
May include:
Giving directions
Providing advice on the best places to
shop, eat, hear music, view art, etc
Providing advice about a customer’s
special needs
Providing information
Referring a customer complaint to a
supervisor.
May include:
I hope you enjoy your stay/tour
Goodbye and I hope we see you again
soon
Thank you for staying at…; Please enjoy
your tour.
May include:
So you want me to …?
I understand you would like me to …

5.1
5.2
5.3
5.4

May include:
Asking the person to repeat themselves
Would you mind saying that again?
Sorry I didn’t catch that
Sorry I missed that

1.1
1.2
2. Familiar topics
2.1
2.2
2.3
2.4

3. Closing remarks
3.1
3.2

4. Understanding supervisor’s instructions
or requests
5.Repetition or clarification of instructions
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5.5 Seeking clarification, e.g.
5.5.1 What should I do when I finish
that?
5.5.2 You would like me to swap shifts
with you?
6.Polite forms

May include:
6.1 Courteous expressions such as
“please”, “thank you”

EVIDENCE GUIDE
Underpinning Knowledge


Have knowledge ofEnglish language

Underpinning Skill











Have skill toDistinguish
formal
and
informal
expressions in English
Initiate and keep conversations on
familiar topics
Respond to opening conversation remarks
Talk about past events using sequence
markers and correct tense
Conclude a conversation politely
Ask pertinent questions to clarify
instructions and requests
Make polite requests
Explain routine work procedures
Make suggestions
Discuss likes, dislikes and preferences

Evidence may be collected through assessment methods such as:
 Observation of practical performance
 Inspection of finished work
 Oral and/or written questions
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