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PREFACE
Floor Supervisor (Level 3) National Qualification was prepared in accordance with the provisions of the “Regulation on Vocational Qualifications, Testing and Certification” issued pursuant to the Vocational Qualifications Authority (VQA) Law No 5544.

Draft Qualification was prepared by the Union of Hotel Owners and Managers in the Mediterranean 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, and Catering Service 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 present 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 form 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, 

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 and/or to the relevant international occupational standard.
National qualifications are set in cooperation with the below bodies;

· Formal and non-formal education and training institutions, 

· Authorized Certification Bodies, 

· Institutions having pre-applied for certification to the authority,

· Institutions having drawn up national occupational standard, 

· Professional organizations. 

	12UY0097-3 FLOOR SUPERVISOR NATIONAL QUALIFICATION

	1
	TITLE OF THE QUALIFICATION
	FLOOR SUPERVISOR

	2
	REFERENCE CODE
	12UY0097-3

	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 main purpose is to identify required knowledge, skills and qualifications which applicants should have in Floor Supervision, and offer them the opportunity to certify their qualification in the profession with a valid, reliable certificate.

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

	 Floor Supervisor (Level 3) National Vocational Standard  09UMS0023-3

	10
	ENTRY REQUIREMENT(S) FOR THE QUALIFICATION EXAM

	     -

	11
	STRUCTURE OF THE QUALIFICATION

	 11-a) Compulsory Units

	12UY0097-3/A1 Occupational Health and Safety and Environmental Protection Methods,

12UY0097-3/A2 Work Organisation, 

12UY0097-3/A3 Area Supervision,

12UY0097-3/A4 Periodic Procedures,

12UY0097-3/A5 End of Day (End of Shift ) Procedures,

12UY0097-3/A6 Quality Management System,

	 11-b) Optional Units

	12UY0097-3/B1 Foreign Language

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

	The applicant should succeed in all compulsory qualification units in order to receive qualification certificate.

	12
	ASSESSMENT AND EVALUATION

	In order to assess the quality of the candidate, a theoretical and performance-based examination which will meet all criteria specified under a) Compulsory Units is held.

Theoretical exam shall be designed as a multiple choice test exam with 4 options which includes all learning outcomes and performance criteria specified. The success of the candidate will be evaluated according to the level of meeting criteria specified in the assessment section. Assessment shall be conducted separately for each of units.
The performance of candidate is assessed on the basis of practicing the scenarios which covers the success criteria of learning outcomes specified, and evaluated via check list in the performance-based examination. Performance-based and theoretical exams of the units shall be conducted together or separately.
Theoretical and performance-based exams shall be held for A2, A3, A4 and A5 units. On the other hand, A1 and A6 units shall be assessed via theoretical exam.

Validity of the units/parts, only some of which are succeeded by the candidate is one year. Candidates should succeed in all units/parts of the qualification in the recent year in order to get qualification certificate.
Assessment and evaluation of B1 qualification unit shall be performed with specified assessment and evaluation method of the related unit.
Alternatively, B1 qualification unit may be proven with a document which is received in the last two years from an institution authorised by Vocational Qualification Authority on the related foreign language or whose certificates is valid .
Foreign languages which the candidate has certified his/her success shall be determined under the document part of Vocational Qualification Documents.

	13
	VALIDITY DURATION OF THE CERTIFICATE
	The validity period of the national occupational qualification for Floor Supervisor is 5 years as of the date of publication of the certificate.

	14
	SUPERVISION FREQUENCY
	Candidate shall be subject to surveillance by an examination and certification authority at least once as of the 3rd year of validity period of Vocational Qualification Certificate. This surveillance shall be performed with the preparation of evaluation forms, specified by examination and certification authority, by the authorised person of the workplace where the candidate works and with the approval of these forms.

	15
	ASSESSMENT METHODS FOR THE RENEWAL OF EXPIRED CERTIFICATES
	At the end of validity period of the certificate, the candidates who prove to have worked in the certified occupation for at least 24 months are subjected to surveillance. If the result of performance evaluation is positive, the certification will be extended for five years without the necessity of an examination.

The candidates shall be subject to qualification test consisting up-to-date information in the event that they could not fulfil the conditions above mentioned. At the end of the second 5 year, they shall be subject to theoretical and practical exam consisting up-to-date information.


	16
	INSTITUTION(S) THAT DEVELOPED THE QUALIFICATION 
	Union of Hotel Owners  and Managers in the Mediterranean

	17
	SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism, Accommodation, Catering Service Sector Committee 

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


12UY0097-3/A1 OCCUPATIONAL HEALTH & SAFETY AND ENVIRONMENTAL PROTECTION METHODS
	1
	TITLE OF THE QUALIFICATION UNIT
	OCCUPATIONAL HEALTH & SAFETY AND ENVIRONMENTAL PROTECTION METHODS

	2
	 REFERENCE CODE
	12UY0097-3/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

	 Floor Supervisor (Level 3) National Vocational Standard  09UMS0023-3

	7
	 LEARNING OUTCOMES

	Learning Outcome1: Explains occupational health and safety methods. 
Performance Criteria:
1.1 Explains the situations that have risk of occupational health and safety and the measures to be taken.

1.2 Lists the personal protective equipment related to the occupation.
1.3 Lists the warning signs to be used related to the occupation.
1.4 Explains the factors which jeopardise occupational safety.
1.5 Explains dangerous situations and emergency procedures.

1.6 Explains his/her responsibility in dangerous situations which may occur in the work environment.

1.7 Explains what should be done in case of natural disaster and fire.

Scope:

1.1 According to Occupational Health&Safety, methods to be used are explained as follows;
a. To carry heavy materials by receiving help from the knees,
b. To use cleaning materials in accordance with the instructions on their labels,
c. To label the new package, in case the cleaning material is put in a different package instead of its original package,

d. To be careful whether there is any flammable material or sharp object in the wastes, while collecting them,

e. To be careful about the cleaning of high windows,

f. To be careful about the use of electric sockets and cable and plug of electrical machines,
1.1 Work of professional window cleaners who clean the high windows that pose danger is followed.

1.2-1.3 Lists the personal protective equipment (glove, work uniform, glass, boots, safety belt, mask etc.) and warning signs and explains their methods of use.
1.4 According to Occupational Health&Safety, he/she lists what should be done regarding electric, installation and machine failures, and failures that may cause injuries.

1.5 Explains the procedures to be implemented in case of suspicious package, person and situations (injury, smoke, drunkenness, fight, noise etc.).
The materials used: Personal protective equipment such as glove, work uniform, mask, safety belt, rubber boots, glass etc.
Safety strip, warning signs such as slippery ground, cleaning in progress, attention, out of order, chemical substance labels, bucket (in order to put the sharp objects)

Learning Outcome 2: Explains the methods on how environmental risks are reduced.

Performance Criteria:
2.1 Lists saving methods.

2.2 Lists dangerous and hazardous wastes in the responsible area.

2.3 Explains collection and storage methods of organic, recyclable, dangerous, and medical and hazardous wastes.

2.4 Explains the environmental effects of implementations in his/her unit and harmful results that may occur.
Context:
2.1 Lists energy saving methods that should be done related to electric and water during their work.

2.2 List the hazardous wastes such as chemical substance package, battery, accumulator, medical waste. Explains collection and storage methods of hazardous wastes.  
2.3 Collects the wastes which he/she classifies according to their types (glass, metal, paper, plastic, organic etc.) in the bin bag whose colour is specified in business paths. 

2.4 Explains the methods to be considered in chemical use in order to prevent the results which may be harmful for environment.
Materials used: Colourful bin bags


	8
	 ASSESSMENT AND EVALUATION

	8 a) Theoretical Exam

	(T1) Multiple-choice exam (with 4 options): Under this examination, at least 11 questions whose values should be the same shall be asked and the candidate should score at least 70 out of 100. The examination time per question shall be 1-1.5 minutes.  Questions should be designed in a way to assess all learning outcomes and performance criteria foreseen under theoretical examination
8 b) Performance based Exam
No performance based examination is envisaged for the assessment of this unit.
8 c) Other Assessment Related Requirements
-


	9
	INSTITUTION(S) THAT DEVELOPED THE  QUALIFICATION 
	Union of Hotel Owners  and Managers in the Mediterranean 

	10
	SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism, Accommodation, Catering Service Sector Committee 

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


ANNEXES
ANNEX A1-1: Information on Recommended Training to Earn Qualification Unit

It is recommended to complete a training programme which is at least 24 hours and has below mentioned training content in order to earn this unit.
Content of Training
1. Basic concepts, codes and occupation related terms 

2. Basic knowledge on work conditions and safety legislation of occupation
3. Occupational Safety and Health Regulation
a. Occupational safety instructions

b. Accident prevention instructions

c. Protection equipment
d. Attitude in case of an accident

e. Hazards of electric current

4. Emergency 

5. To Be Sensitive to and Protect the Environment 
a. Environment and Environmental Pollution

b. Ecology and Ecological Balance

c. Procedures for Waste
d. Environmental recovery and protection

e. Efficient use of natural resources
	12UY0097-3/A2 WORK ORGANIZATION QUALIFICATION UNIT

	1
	TITLE OF THE QUALIFICATION UNIT
	WORK ORGANIZATION

	2
	REFERENCE CODE
	12UY0097-3/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

	 Floor Supervisor (Level 3) National Vocational Standard  09UMS0023-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Does personal cleaning and self-care.
Performance Criteria:
1.1 Applies personal cleaning, self-care and hygiene rules.

1.2 Wears work uniform and name tag.

1.3 Doesn’t wear any jewellery except for wedding ring and watch.

Context:
1.1 Takes care of his/her oral care, keeps hands, feet, body, hair and bear clean.

1.1 His/her hair and his bear is cut in accordance with the company path.

1.2 Wears his/her work uniform in accordance with the company path.

Materials used: Work uniform, name tag, self-are materials/equipment.

Learning Outcome 2: Makes necessary preparation related to his/her occupation.

Performance Criteria:
2.1 Receives daily work programme and business status report.

2.2 Receives information on periodical cleaning programme of his/her responsible area.

2.3 Checks the information in housekeeping communications book.
2.4 Receives master and office key of the areas (block, floor etc.) under his responsibility. 

2.5 Ensures room cleaning and organising staff to receive office and master keys of the area under their responsibility.
2.6 In case master key is lost or broken, he/she reports it to his/her supervisor or related units.

2.7 Delegates tasks to the relevant persons in accordance with the instructions he/she received from his/her superior.

2.8 Receives information on the rooms such as VIP, honeymoon suites etc. where special guest have been already staying or will stay. 

2.9 Checks cleaning and organisation of the area under his/her responsibility.

Context:
2.1-2.2 Business status report and daily and periodical cleaning programme of his/her responsible area is learned from housekeeping supervisor or his/her assistant.
2.3 Information on communications book is checked, room cleaning staff is informed on the requests, complaints, troubles of guest or works to be done from previous shift.
2.4 Master keys are received by signing daily “Key Delivery Paper/Form”. Master keys are used attentively, not submitted anybody and guests are directed to the front office unit if there is a request to open doors.
2.5 Checks his/her subordinates about not giving master keys to anybody and not opening the doors to the guests.

2.6 If master keys under his/her responsibility is lost or broken, he/she prepares a minute and reports it to his/her senior and units specified under business paths.

2.8 Information is received on the rooms such as very important person (VIP), honey moon room; works to be done regarding VIP room are transferred to the subordinates and followed.

2.9 Room cleaning staff is observed in their work area and checked whether they apply work programme or not.
Materials used: Daily key delivery paper/form, master keys

Learning Outcome 3: Supervises housekeeping stores and offices and supply required material by the staff.
Performance Criteria:
3.1 Explains store cleaning and organising rules.

3.2 Explains how daily and weekly inventory used by room cleaning staff is prepared and the needs are satisfied.
Context:
3.1 Puts the materials in housekeeping store properly and in a way to be counted easily in accordance with Work Health and Safety rules 
3.2 Necessary materials such as guest amenities, stationary, toilet paper, cleanser which room cleaning staff will use in the preparation of guest rooms are identified. Materials received from housekeeping store are distributed to the room cleaning staff.

Materials used: Guest amenities, stationaries, cleansers, materials for guests’ usage (such as toilet paper)

 Learning Outcome 4: Explains supervising methods for room cleaning and organising tasks.

Performance Criteria:
4.1 Explains supervising methods of following rush hours, personal appearance of room cleaning staff, whether they apply work rules or not, their attitude and behaviours.
4.2 Explains the topics that enable the communication between room cleaning staff and housekeeping staff or his/her assistant.
Context:
4.1 Enables room cleaning staff to follow working hours, personal hygiene and work rules, and to be respectful and polite in their communication with hotel staff, team-mates, guests and their superiors.

4.2. Delivers information and instructions, which they received from their superiors, to room cleaning staff on time in full. Requirements of room cleaning staff (such as leaves, illness etc.) are also communicated to their superiors on time in full.

Learning Outcome 5: Explains the methods of following inventories borrowed.

Performance Criteria:
5.1 Explains how inventories given to another business or received from it should be followed.

5.2 Explains the methods of how inventories should be given and received in a proper, complete and clean way.
Context:
5.3 Preparation and delivery of inventories (baby bed, extra bed, quilt, machine etc.) temporarily received from a business or given to them is ensured.

Materials used: Borrowed property book/form, information label.

	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) Multiple-choice exam (with 4 options): Under this examination, at least 18 questions whose values should be the same shall be asked and the candidate should score at least 70 out of 100. The examination time per question shall be 1-1.5 minutes.  Questions should be designed in a way to assess all learning outcomes and performance criteria foreseen under theoretical examination. 

	 8 b) Performance based Exam

	(P1) Within the scope of the exam, practical examination topics are identified in order to assess activities conducted on training content and the candidate enters examination on these topics. Related performance criteria of National Vocational Standard should be ensured in the practical examination. Performance of the candidate is graded according to the rating scales such as checklist, surveillance form that are found valid.  Candidate should demonstrate minimum performance in each of assessment stage and score at least 70/100 in total, in order to be successful.

	8 c) Other Assessment Related Requirements

	-

	9
	INSTITUTION(S) THAT DEVELOPED THE  QUALIFICATION 
	Union of Hotel Owners  and Managers in the Mediterranean

	10
	SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism, Accommodation, Catering Service Sector Committee 

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


ANNEXES
EK A2-1: Information on Recommended Training to Earn Qualification Unit
It is recommended to complete a training programme which is at least 16 hours and has below mentioned training content in order to earn this unit.

Content of Training 

1. General information on cleaning 
2. Personal and housekeeping hygiene rules

3. Communication skills and team work
4. Knowledge on management

5. Occupational ethics

6. To prepare work organisation, plan and programme
7. Knowledge on the reports used in his/her department or business
8. Usage information and procedure of master key

9. Computer usage

10. Information on the materials, cleaning materials, guest amenities and consumables used in his/her department

11. Information on office and storage organisation

12UY0097-3/A3 AREA SUPERVISION QUALIFICATION UNIT
	1
	TITLE OF THE QUALIFICATION UNIT
	AREA SUPERVISION 

	2
	REFERENCE CODE
	12UY0097-3/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

	 Floor Supervisor (Level 3) National Vocational Standard  09UMS0023-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Supervises the area.
Performance Criteria:
1.1 Has the places, furniture and objects under his/her responsibility organised, cleaned at any time.

1.2 Updates the information on information boards.

1.3 Lists the materials needed in first-aid chest in the office.

1.4 Explains the methods for removing empties from the area for guest use.
1.5 Knocks the door of guest room according to 3x3 method.
1.6 Checks the cleaning and organisation of the rooms under his/her responsibility which have been occupied or are prepared for guests.
1.7 Checks safe boxes in the rooms that are prepared for new guests.

1.8 Ensures the preparation of special guests’ room (VIP, honeymoon room etc.) according to the business paths and on time.

1.9 Explains the things to be done for the preparation of the rooms as soon as possible for the new guest entrance.
Context:
1.1 Ensures the cleaning, organisation, placement of shared areas and objects such as hall, stairs, elevator and safety rail, furniture, decorative objects, fire-hose cabinet, fire tube etc. which are open to use of guests.
1.2 Updates the information on the information board which consists of daily and periodical cleaning routine of room cleaning staff or business paths.
1.3 Checks the medicines and materials in the first aid chest; throws the ones which are expired and provides what is necessary. 

1.4 Informs the service unit for the collection of dirty plates, glasses, trays etc. which pile up in the service collection area.
1.5 Knocks the room door three times by calling loudly “Housekeeping” every time.  If the guest is in the room, he/she asks whether the guest is satisfied with the cleaning and requests anything, if not, enters into the room with master key and checks the room.
1.6 Checks;

a. Failure and damage situation,

b. Bed cleaning and making,
c. Bathroom cleaning and organisation,

d. Balcony cleaning and organisation,

e. Cleaning and organisation of room furniture,

f. Cleaning of glass, frames and doors,

g. Periodical cleanings to be done,

h. Cleaning and organisation of furniture in the room,
i. Condition of guest amenities and stationery equipment,
j. Cleaning of the room floor,

k. Removing the stains from floor,

l. Following business paths while collecting dirty textile materials and leaving them to the laundry,
m. Whether clean textile materials are prepared according to requested standards,
n. Whether guests’ laundries are received and delivered on time in the guests rooms.

1.7 Checks safe boxes which are given to new guests whether their doors are closed or not; if their doors are closed, it is communicated to the related unit and they pay attention not to send guests before the door is opened.

1.8 Ensures the preparation of the rooms to be given to the guests as soon as possible; related units are informed about the topic (front office unit or office communication staff) or it is recorded to the hotel automation system in the computer.
Learning Outcome 2: Identifies and follows the failures.
Performance Criteria:
2.1 Informs the related unit on the topic which is reported by their subordinates or identified under their control in detail.
2.2 Provides information to the guest if failure is in a place that may disturb the guest.
2.3 Ensures the cleaning of place whose failure is solved.

2.4 Explains the methods of informing next shift personnel about the failure whose repairing takes a long time.
Context:
2.1 Information on failures such as;

a. Type of failure (electricity, installation, carpenter, electronic, painting etc.), 

b. Place (room no, hall, stairs etc.), 

c. State (urgent, normal) is written on "failure report form” in full and reported to technical service or entered into automation system.
2.3 After the failure is removed, cleaning of the place is enabled as soon as possible.

2.4 If the failure is continuing or not removed, it is written on communications book or reported to next shift staff verbally.
Materials used: Failure report form
Learning Outcome 3: Follows up the lost and damaged inventories.

Performance Criteria:
3.1 Reports the information on inventory damages, he/she has identified in the area under his/her responsibility, to the related unit as soon as possible.

3.2 Prepares an official report consisting of the information about lost and damaged inventories.

Context:
3.1 Information on damaged inventories received from the subordinates or identified by himself/herself (place, time and by whom it is made etc.) is reported immediately to his/her supervisor 


	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) Multiple-choice exam (with 4 options): Under this examination, at least 14 questions whose values should be the same shall be asked and the candidate should score at least 70 out of 100. The examination time per question shall be 1-1.5 minutes.  Questions should be designed in a way to assess all learning outcomes and performance criteria foreseen under theoretical examination. 

	 8 b) Performance based Exam

	(P1) Within the scope of the exam, practical examination topics are identified in order to assess activities conducted on training content and the candidate enters examination on these topics. Related performance criteria of National Vocational Standard should be ensured in the practical examination. Performance of the candidate is graded according to the rating scales such as such as checklist, surveillance form that are found appropriate. Evaluation is made based on the points specified for each stage in checklist. Candidate should demonstrate minimum performance in each of assessment stage and score at least 70/100 in total, in order to be successful.

	8 c) Other Assessment Related Requirements

	-

	9
	INSTITUTION(S) THAT DEVELOPED THE  QUALIFICATION 
	Union of Hotel Owners  and Managers in the Mediterranean 

	10
	SECTOR COMMITTEE THAT VERIFIED THE QUALIFICATION
	VQA Tourism, Accommodation, Catering Service Sector Committee 

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


ANNEXES
EK A3-1: Information on Recommended Training to Earn Qualification Unit
It is recommended to complete a training programme which is at least 120 hours and has below mentioned training content in order to earn this unit.

Content of Training 

1. Room cleaning and organisation

a. Cleaning and organising a room occupied by a guest

b. Cleaning and organising a room whose guest has left

c. Order of room cleaning
d. Order of bath cleaning 

e. Order of glass and balcony cleaning 
f. Information on methods for removal of stains

2. Information on electronic cleaning machines

3. Follow-up procedure for failures

4. Procedure for lost and damaged inventory 

12UY0097-3/A4 PERIODICAL PROCEDURES QUALIFICATION UNIT
	1
	NAME OF THE QUALIFICATION UNIT
	PERIODICAL PROCEDURES

	2
	REFERENCE CODE
	12UY0097-3/A4

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	-

	
	C) REVISION DATE
	-

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

	 Floor Supervisor (Level 3) National Vocational Standard 09UMS0023-3

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: Follows periodic maintenance and cleaning.

Performance Criteria:
1.1 Explains how periodic cleaning programs should be prepared.

1.2 Explains the methods for the rooms whose cleaning and maintenance takes a long time or areas which are closed to use.

1.3 Supervises whether all preparations are completely done before the periodic cleaning and whether the cleaning is in accordance with required standards.
1.4 Explains communication and cooperation that should be done with the related departments on the topics of periodical cleaning, modification, maintenance and repairing in general.
Context:
1.1 Periodic cleaning and maintenance works required are identified, planned and implemented on time.

1.3 Attention is paid to the completion of chemical substance, tools, machines and materials; and cleaning and maintenance of materials is done in accordance with the standards required.
1.4 Front office and guest relations departments are informed about the content, timing and status of periodic cleaning and maintenance. Repairing to be done after the cleaning are reported to technical service unit and followed.

Learning Outcome 2: Ensures drawing of materials from purchasing store.
Performance Criteria:
2.1 Explains the methods of assessing material needs in housekeeping store.

2.2 Ensures the placement of the materials drawn from purchasing store to housekeeping store.

Context:
2.1 Needs in guest amenities and stationeries, chemical substance, cleaning materials and tools in the housekeeping store are identified and material list is delivered to housekeeping personnel or assistant.

2.2 In accordance with Occupational Safety and Health rules, materials are placed on the specified area in the housekeeping store in a way to be counted and received easily.
Learning Outcome 3: Ensures inventories to be made.

Performance Criteria:
3.1 Takes charge in making inventory for the materials which are under the responsibility of his/her department.
3.2 Writes the results of counting on the suitable forms.
Context:
3.1 Ensures true counting of the inventories (such as inventory, textile, chemical substance, equipment, guest amenities and stationeries etc. which are made daily, weekly, monthly or seasonal in his/her department) belonging to the area under his/her responsibility.

3.2 Counting results are written properly and given to housekeeping personnel or assistant.

Learning Outcome 4: Explains pest control methods.
Performance Criteria:
4.1 Lists pest control methods periodically done.

4.2 Explains how guests in his/her area are informed on pest control methods.

4.3 Takes measures regarding the pests reported by his/her subordinate or identified by him/her own.
4.4 Gives regular report on the areas which host pests.

Context:
4.1 Learns date, time and method of pest control.

4.2 Informs his/her superior when he/she sees pests or receives any information about them and lets pests control team know this issue without delay. Disinfection products which enable pests to be removed are used in accordance with Occupational Safety and Health rules until pests control team comes.

4.3 Regularly checks the areas where pests are seen and follows whether the control is effective or not.  

Learning Outcome 5: Ensures implementation of legionella prevention methods.

Performance Criteria:
5.1 Ensures the cleaning of shower heads and faucet filters.

5.2 Has faucets and showers in empty guest rooms drained off.

Context:
5.4 Ensures regular cleaning of shower heads and faucet filters in guest rooms so as not to become calcareous.

5.5 Has faucets and showers in guest rooms, not used for 3 days, drained off as cold and warm for 3-5 minutes by the personnel so as to provide circulation. 
Materials used: Shower head and faucet filter cleaning form, draining form


	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) Multiple-choice exam (with 4 options): Under this examination, at least 13 questions whose values should be the same shall be asked and the candidate should score at least 70 out of 100. The examination time per question shall be 1-1.5 minutes.  Questions should be designed in a way to assess all learning outcomes and performance criteria foreseen under theoretical examination. 



	 8 b) Performance based Exam

	(P1) Within the scope of the exam, practical examination topics are identified in order to assess activities conducted on training content and the candidate takes the examination on these topics. Related performance criteria of National Vocational Standard should be ensured in the practical examination. Performance of the candidate is graded according to the rating scales such as checklist, surveillance form that are found valid. Evaluation is made based on the points specified for each stage in checklist. Candidate should demonstrate minimum performance in each of assessment stage and score at least 70/100 in total, in order to be successful.

	8 c) Other Assessment Related Requirements

	-

	9
	INSTITUTION(S) THAT DEVELOPED THE  QUALIFICATION 
	Union of Hotel Owners  and Managers in the Mediterranean
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ANNEXES
ANNEX A4-1: Information on Recommended Training to Earn Qualification Unit

It is recommended to complete a training programme which is at least 32 hours and has below mentioned training content in order to earn this unit.

Content of Training 

1. Periodic cleanings
a. Equipment used 

b. Preparing periodic cleaning programme
c. Periodic carpet cleaning
d. Periodic cleaning of fabric covered furniture
e. Periodic cleaning of illumination units and decorative objects

f. Periodic cleaning of glass surface
2. Procedure for purchasing and drawing goods from store
3. Information on inventory preparation
4. Information on pests and pests control methods 
5. Legionella and prevention methods
12UY0097-3/A5 END OF DAY (END OF SHIFT) PROCEDURE QUALIFICATION UNIT 

	1
	NAME OF THE QUALIFICATION UNIT
	END OF DAY (END OF SHIFT) PROCEDURE

	2
	REFERENCE CODE
	12UY0097-3/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

	 Floor Supervisor (Level 3) National Vocational Standard 09UMS0023-3

	7
	LEARNING OUTCOMES

	Learning Outcome 1: Checks final cleaning.

Performance Criteria:
1.1 Supervises the rooms having “Do not disturb (DND)” instruction.

1.2 Ensures the disposal of wastes to the waste collection areas in accordance with Occupational Safety and Health and Environmental Protection Methods.

1.3 Supervises housekeeping offices.

1.4 Shares the information, received from room cleaning staff regarding guest rooms, with their seniors.
1.5 Notes what should be reported to next shift workers on “Communications book”.
Context:
1.1 Checks whether the rooms - that couldn’t be cleaned because they have “Do not disturb” card and its card is removed by the guest in the room- are cleaned or not. Checks the state of rooms which haven’t changed their “do not disturb” cards, whether it is checked in accordance with business paths (hanging or removing “Your room could not be cleaned as DND card was hung” card by room cleaning staff). DND room numbers are reported to guest relations and front office unit, the room which has card for two days is reported to the superior for check.

1.2 Ensures the disposal of wastes, which are collected by room cleaning staff by sorting, to suitable waste collection area.

1.3 Checks the cleaning of housekeeping offices, housekeeping carts, vacuum cleaners and cleaning materials and whether there are any objects or foods belonging to guests.

1.4 – 1.5 Reports guest requests, complaints, room status (out of order, periodical cleaning was done, polished etc.), uncompleted cleaning and maintenance works stated by room cleaning staff, to next shift workers or his/her assistant in written (on communication book) and/or verbally.
Materials used: Do not disturb card, “Your room couldn’t be cleaned as DND card was hung” card or door handle cards, communication book.
Learning Outcome 2: Prepares floor supervisor report.
Performance Criteria:
2.1 Supervises the preparation of room cleaning staff report.

2.2 Checks the room information in room cleaning staff report and prepares floor supervisor report in his/her area twice a day in the morning and at night.
Context:
2.1 Compares the room information (such as the number of guests in the room, empty, occupied, clean room etc.).
2.2 Checks the rooms whose status is differently stated in the reports and provides the accuracy of information about the status of room.
SYMBOLS TO BE USED IN REPORTING

C/O        : Check-out 
C/in        : Check-in 

R/C         : Room Change 
Occ         : Occupied 

O.O.O     : Out of Order 

H/u          : House use (The room where staff stays for free)

Comp      : Complementary (The room where important persons for the business stays for free) 
VIP      : Very İmportant Person (The room where very important persons stays by paying or without paying)

S/o          : Sleep Out (The room which is not used by the guest at night)

N/B         : No baggage ( The room where guest accommodates without luggage)

D/L         : Double Lock (The room which can be locked from inside)

DND       : Do Not Disturb 
VD          : Vacant dirty (Vacant and dirty room)
VR          : Vacant ready (Vacant and ready room)           

Materials used: Floor supervisor report, business status report, room cleaning staff report.
Learning Outcome 3: Follows lost and found properties.
Performance Criteria:
3.1 Follows the properties which are lost by the guests within the day.

3.2 Ensures the registration and storage of forgotten properties found by him/her or room cleaning staff. 

3.3 Takes responsibility in the submission of found properties to the guest, and preparation and documenting of submission forms.

Context:
3.1 Receives information on lost properties reported by the guest (description of property, colour, brand, when and where it was lost etc.) and searches it.

3.2 Registers the information of forgotten properties, which is reported by room cleaning staff or found by him/her (description of property, colour, brand, when and where it was lost etc.), on found property form/book or into computer system in full and ensures proper storage of properties.
3.3 In the event that property is requested by the guest, he/she searches the property in “lost property storage” in the light of information.  While submitting the found property, he/she prepares a form/report consisting information about the property (description of property, colour, brand, when and where it was lost etc.) and have it signed by the guest and the form/report is filled. Information is also registered on book or to the computer system. 
Materials used: Found property form, found property book, computer, and property submission form.

Learning Outcome 4: Explains the methods how guest laundry is tracked.
Performance Criteria:
4.1 Explains how guests’ laundry left in their rooms for cleaning should be tracked.

4.2 Explains what should be done to bring clean laundries to guests’ room on time.

Context:
4.1 Follows up laundry list consisting information on laundries left by the guest for cleaning (piece, type, price, cleaning process information etc.) and laundry transfer processes. Receives information from guests on the laundries which don’t have list or have the list filled.

4.2 Ensures preparation and submission of laundries according to guests’ request on time in full.
Materials used: Laundry list, laundry bag.
Learning Outcome 5: Tracks the gifts given by guests.

Performance Criteria:
5.1 Tracks whether guests give their gifts with a written document or form.
5.2 Ensures the preparation of “gift admission form” so that gift can be moved from the business.
Context:
5.1 Receives gift from the guest who would like to give gifts to him/her or his/her subordinates by signing 

5.2 Prepares “gift admission form” which consists of the signed form by the guest and information on the gift, in the name of the person who receives the gift. 
Materials used: Signed gift submission form/paper, gift admission form

Learning Outcome 6: Delivers the goods.
Performance Criteria:
6.1 Delivers key and communication tools under his/her responsibility.

6.2 Delivers his/her work uniform.

Context:
6.1 Delivers the communication tools such as radiotelephone, telephone and master key and keys of the places such as offices and storage which belong to the business and are debited on him/her by signing “Key delivery form/paper”.
6.2 Leaves dirty work uniform to the special unit reserved in the laundry after taking out the name tag and checking its pockets.

Materials used: Master key and office keys, radiotelephone, telephone, work uniform, name tag.



	8
	 ASSESSMENT AND EVALUATION

	 8 a) Theoretical Exam

	(T1) Multiple-choice exam (with 4 options): Under this examination, at least 15 questions whose values should be the same shall be asked and the candidate should score at least 70 out of 100. The examination time per question shall be 1-1.5 minutes.  Questions should be designed in a way to assess all learning outcomes and performance criteria foreseen under theoretical examination. 



	 8 b) Performance based Exam

	(P1) Within the scope of the exam, practical examination topics are identified in order to assess activities conducted on training content and the candidate enters examination on these topics. Related performance criteria of National Vocational Standard should be ensured in the practical examination. Performance of the candidate is graded according to the rating scales such as checklist, surveillance form that are found valid. Evaluation is made based on the points specified for each stage in checklist. Candidate should demonstrate minimum performance in each of assessment stage and score at least 70/100 in total, in order to be successful.

	 8 c) Other Assessment Related Requirements

	-
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ANNEXES
EK A5-1: Information on Recommended Training to Earn Qualification Unit
It is recommended to complete a training programme which is at least 24 hours and has below mentioned training content in order to earn this unit.

Training content:

1. Information on business paths:
a. Door handle card procedure,

b. Lost and found property procedure,

c. Guests’ laundry procedure,

d. Gift admission procedure,

e. Work uniform procedure etc.

2. Information on office organisation, equipment and machine cleaning and storage 

3. Information on terminology used in housekeeping unit’s reports and report writing
4. Information on forms used in housekeeping unit
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	NAME OF THE QUALIFICATION UNIT
	QUALITY MANAGEMENT SYSTEM

	2
	REFERENCE CODE
	12UY0097-3/A6

	3
	LEVEL
	3

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	07/11/2012

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-
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	OCCUPATIONAL STANDARD(S) AS THE BASIS FOR THE QUALIFICATION

	 Floor Supervisor (Level 3) National Vocational Standard 09UMS0023-3

	7
	 LEARNING OUTCOMES

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

Performance Criteria:
1.1 Has knowledge on International Management Systems.

1.2 Has knowledge on target identification in terms of Housekeeping in Management Systems.
Learning Outcome 2: Identifies what should be done to reach required quality in his/her unit.
Performance Criteria:
2.1 Explains the positive or negative effects of materials and chemical substance used in cleaning and maintenance.

2.2 Has knowledge about the usage of equipment, machines and chemical substances.

2.3 Explains teaching techniques for delivering vocational knowledge to room cleaning and organisation staff.
2.4 Explains how cleaning and maintenance works are done in accordance with the instructions and plans specified under quality management system.

Learning Outcome 3: Identifies the methods for implementation of feedback system.
Performance Criteria:
3.1 Explains what should be done for evaluating and solving complaints and proposals from subordinates or seniors.

3.2 Explains business paths to be followed in case of complaints and proposals reported by guests.

	8
	ASSESSMENT AND EVALAUATION

	 8 a) Theoretical Exam

	(T1) Multiple-choice exam (with 4 options): Under this examination, at least 8 questions whose values should be the same shall be asked and the candidate should score at least 70 out of 100. The examination time per question shall be 1-1.5 minutes.  Questions should be designed in a way to assess all learning outcomes and performance criteria foreseen under theoretical examination. 

	 8 b) Performance based Exam

	No performance based examination is envisaged for the assessment of this unit.

	 8 c) Other Assessment Related Requirements 
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ANNEXES 
ANNEX A6-1: Information on Recommended Training to Earn Qualification Unit
It is recommended to complete a training programme which is at least 16 hours and has below mentioned training content in order to earn this unit.

Training Content:

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  

2. Information on providing education
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	NAME OF THE QUALIFICATION UNIT
	FOREIGN LANGUAGE

	2
	REFERENCE CODE
	12UY0097-3 /B1

	3
	LEVEL
	2

	4
	CREDIT VALUE
	-

	5
	A) DATE OF PUBLICATION
	-

	
	B) REVISION NO
	00

	
	C) REVISION DATE
	-

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

	        -

	7
	LEARNING OUTCOMES

	Learning Outcome 1: Having listening skills in a foreign language at A2 level

Learning Outcome 2: Having reading skills in a foreign language at A2 level

Learning Outcome 3: Having speaking skills in a foreign language at A2 level 

Learning Outcome 4: Having verbal expression skills in a foreign language at A2 level 

Learning Outcome 5: Having written expression skills in a foreign language at A2 level 

Levels of listening, reading, speaking, verbal and written expression skills above-mentioned are the levels between (A1-C2) in language competence criteria of European Language Portfolio agreed to be used in identifying language competence on 17th October 2000.

	8
	 ASSESSMENT AND EVALUATION

	Assessment will be done with the use of different methods that are specified according to the level of 5 learning outcomes in foreign language qualification.
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ANNEX B1-1: Information on Recommended Training to Earn Qualification Unit

ANNEXES
ANNEX 1: Qualification Units 
12UY0097-3/A1 Occupational Safety&Health and Environmental Protection,

12UY0097-3/A2 Work Organisation, 

12UY0097-3/A3 Area Supervision,

12UY0097-3/A4 Periodical Procedures,

12UY0097-3/A5 End of Day (End of Shift) Procedures,

12UY0097-3/A6 Quality Management System,


12UY0097-3/B1 Foreign Language
ANNEX 2: Terms, symbols and abbreviations
UNDER SHEET: Protective bed sheet,

DEVICE: An object used during carrying out or completing an work.

KEY DELIVERY PAPER/FORM: A form or paper signed and filled in with information (name-surname, date, time, etc.) while receiving master key, office and storage room keys.
EUROPEAN LANGUAGE PORTFOLIO: A record about individuals’ language skills, certificates, degrees, and experiences obtained in various languages, which is prepared by the European Council in the scope of The Common European Framework of Reference for Languages. 
BIDET: Cleansing basin.

STEAMING:  A kind dry cleaning system using steam power. 

HOTEL GUEST AMENITIES: Consumable materials used by guests. 
LAUNDRY LIST: List of laundry prepared by guest, which includes laundry that he/she demands to be cleaned. 
ENVIRONMENT CARD: A card which enables to explain environmental protection measures in terms of room and bathroom textiles to guest. 
DEMO: Promotional demonstrations.

DISINFECTANT: A substance which removes microorganisms that may cause disease.

DISINFECTION: Removal of microorganisms that may cause disease. 

DO NOT DISTURB (DND): A warning card.
INVENTORY:  Identification of amount and value of assets by carrying out census, check and improvement actions. 
EŞYA ÇIKIŞ FORMU: A form issued to take out gifts given by hotel guests to hotel staff. 
EQUIPMENT (MATERIAL): Devices, materials used to perform a certain act. 
HYGIENE: Cleaning measures taken to protect human health. 
HOUSEKEEPING: Floor services department. 
ISCO: International Standard Classification of Occupations.
COMMUNICATIONS BOOK: A notebook which enables to exchange information in written among shifts.  
İSG: Occupational Health and Safety.  
BUSINESS STATUS REPORT: A report which submits status of guest rooms of a hotel.
PATH: Procedure. 
KKD: Personal protective equipment.  
DRY CARPET CLEANING METHOD: A cleaning method based on herbal cleaning powder and its special equipment. 
DRY CARPET CLEANING MATERIAL: Herbal cleaning powder (an environment friendly product).
LEGIONELLA: A bacteria that reproduce in air conditioner, water, cooling systems and cause respiratory tract diseases.
3x3 METHOD: A method which requires cleaning staff to knock on guest’s door three times and call out “housekeeping” and to repeat this action twice. 
NACE: Statistical Classification of Economic Activities in the European Community. 
ROOM CLEANING STAFF REPORT: A report which demonstrates availability of rooms. 
BORROWED PROPERTY BOOK/FORM:  A report or book which is kept while lending inventory stock of an enterprise to another enterprise in need. 
MASTER KEY: A skeleton key which enables to open doors of multiple rooms or a specific area in general and regionally. 
BUFFERING:  Cleaning method including soft touches which do not require scrubbing.
NATIONAL OCCUPATIONAL STANDARD: Common norms including knowledge, skills, attitudes and manners necessary to perform an occupation and approved by Vocational Qualifications Authority.  
NATIONAL QUALIFICATIONS: Knowledge, skills and competency of an individual which are identified as a consequence of evaluation carried out by certification bodies authorised by Vocational Qualifications Authority and which are settled into national qualifications framework upon approval of Vocational Qualifications Authority. 
VACUUMING: Cleaning by removing dust and crumbs from surfaces by means of a vacuum cleaner. 
COMMUNICATIONS BOOK AMONG SHIFTS: A notebook which keeps actions that remain from previous shift. 
VIP: Very Important Person
RUNNER: A bed spread which only covers tiptoes. 
ANNEX 3: Horizontal and Vertical Career Paths
Horizontal and vertical transfer can be done from Floor Supervisor (Level 3) to General Area Supervisor (Level 3), Housekeeping Supervisor (Level 4) and Housekeeper (Level 5) provided that knowledge, skills and competences specified under the qualification of related occupation is proved. 
ANNEX 4: Assessor Criteria
ASSESSOR CRITERIA
1. Assessors who will take charge in assessment of vocational qualification units are expected to have at least one of the features below mentioned:

a. Having graduated at least from high school or equivalent school 

· Having worked at least 3 years as Housekeeping Supervisor or 

· Having worked at least 2 years as Housekeeper in the sector.
b. Having graduated from departments of Accommodation Management, Tourism Management, Tourism and Hotel Management in the university and Tourism and Hotel Management, Tourism and Travel Services departments of Vocational High School and having worked in the sector.
c. Having provided training for 2 years in the field of Housekeeping occupation as the teacher of Tourism and Hotel Management Vocational High School.
2. Assessors who will take charge in the assessment of foreign language qualification unit are expected to have at least bachelor’s degree and to certify they have below-mentioned levels in the related foreign language according to competence criteria of European Language Portfolio.
a. Assessors who will take charge in the assessment of A1 and A2 level should be at least B1 level.

b. Assessors who will take charge in the assessment B1-B2-C1 should be at least C1.

c. Assessors who will take charge in the assessment C2 should be at least C2 level.
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