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PREFACE
This reference guide, namely Room Attendant (Level 2) National Qualification has been 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.   
The draft qualification has been drawn up by …………………… appointed upon the cooperation protocol signed on ………….   . After assessing opinions of the relevant organizations and institutions, the draft has been amended accordingly. The final draft has been evaluated by the VQA’s Tourism Committee which has deemed it suitable. It has been approved by the Board of Directors of the VQA through its decision no …………. of ………… 2011 and decided to be placed within the National Qualification Framework (NQF).    
We would like to extend our gratitude to all people, organizations and institutions that have expressed their opinions and contributed to the preparation, examination and verification processes of the qualification. We would like to offer it to the service of all likely beneficiaries.
Vocational Qualifications Authority
INTRODUCTION
The key criteria referred to in the national qualification preparation process, the relevant sector committees’ review and the VQA’s Board of Directors’ approval processes are set in the Regulation on Vocational Qualification, Testing and Certification.  
National qualification is defined by,  
a) Name and level of the qualification
b) Aim and rationale of the qualification
c) Qualification related sector
ç) Training and experience criteria (form, content, duration etc) necessary for the qualification  
d) Occupational standard, occupational standard units or qualification units which for the basis for the qualification 
e) Learning outcomes necessary to acquire the qualification 
f) Assessment procedures and principles to be applicable to in the acquisition of the qualification, minimum testing materials and assessor criteria necessary for assessment   
g) Validity of the qualification certificate, renewal conditions, supervision of the certificate holder if deemed necessary 
National qualifications are built according to the relevant national occupational standard if there is one or to the relevant international occupational standard if there is none at the national level. National qualifications are set in cooperation with the below bodies:
· Formal and non-formal education and training institutions,
· Authorized Certification Bodies 
· Institutions having preapplied for certification to the authority

· Institutions having drawn up national occupational standard 

· Professional organizations 

	NATIONAL QUALIFICATION FOR [REFERENCE CODE] ROOM ATTENDANT


	1
	 NAME OF QUALIFICATION
	Room Attendant

	2
	 REFERENCE CODE
	

	3
	LEVEL
	2

	4
	 INTERNATIONAL CLASSIFICATION CODE
	ISCO 08: 9112

	5
	 TYPE
	-

	6
	 CREDIT VALUE
	-

	7
	 A) DATE OF PUBLICATION
	

	
	 B) REVISION NO
	00

	
	 C)REVISION DATE
	-

	8
	AIM
	The aim is to define knowledge, skills and competencies required for being a Room Attendant and enable a person to prove his/her qualification in the profession through a valid and reliable certificate. 

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

	RROM ATTENDANT (LEVEL 2) 09UMS0024-2

	10
	 Requirements to take a qualification test

	To be a graduate of primary/secondary school and literate 

	11
	 STRUCTURE OF QUALIFICATION

	 11-a) Compulsory Units

	A1 Occupational Health and Safety and Environmental Protection Methods 

A2 Work organization, room attendance

A3 Periodical cleaning 

A4 End of day/shift procedures 

	 11-b) Elective Units

	

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

	

	12
	 ASSESSMENT

	A candidate must be successful in the A1, A2, A3 and A4 units to achieve the qualification. S/he must attain the criteria set in the assessment section of the relevant unit. A2, A3 and A4 should be applied as a performance based examination. Observation records will be kept on the check lists with defined parameters to match the performance criteria required by the unit and scores and question lists in the form of scenario. The A1 unit theoretical examination will be sit at one session. Exam questions will be developed to cover all learning outcomes and performance criteria planned to be measured within the scope of theoretical examination.  


	13
	 VALIDITY OF CERTIFICATE
	A qualification certificate is valid for 5 years as long as s/he continues this profession for actually two years. It becomes valid as soon as a certificate holder earns it.

	14
	 FREQUENCY OF SUPERVISION
	A certificate holder is asked to present service declaration form at least twice during the validity of the certificate.  


	15
	 ASSESSMENT METHODS TO BE FOLLOWED IN RENEWAL OF EXPIRED CERTIFICATES
	A certificate holder is asked to take a performance/practice based examination consisting of restricted updated information for renewal purposes. 


	16
	 QUALIFICATION DEVELOPMENT INSTITUTION(S)
	Mediterranean Tourism Association (AKTOB)

	17
	 SECTOR COMMITTEE TO VERIFY QUALIFICATION
	VQA Tourism, Accommodation, Food and Beverage Services Sector Committee 

	18
	 DATE AND NUMBER OF APPROVAL BY VQA BOARD OF DIRECTORS
	


ANNEXES
ANNEX 1: Qualification Units
A1 Occupational Health and Safety and Environmental Protection Methods 
A2 Work organization, room attendance
A3 Periodical cleaning 
A4 End of day/shift procedures 
ANNEX 2: Terms, Symbols and Abbreviations
UNDERSHEET: Sheet laid under a bed for protection purposes
INSTRUMENT: A means by which something is done or concluded 
BIDET: A fixture similar in design to a toilet that is straddled for washing the genitals and the anal area.
STEAMING: A kind of dry cleaning system performed through providing steam
GUEST AMENITIES: Consumable guest supplies 
GUEST LAUNDRY LIST: Guest’s list of laundry to be handled  
ENVIRONMENT CARD:   A card to explain environmental protection measures to the guest in terms of room and toiletry textiles 
DEMO: A demonstration show 
DISINFECTANT: An agent that destroys disease carrying microorganisms 
DISINFECTION: Process of eliminating disease carrying microorganisms 
DO NOT DISTURB (DND): Do not disturb card 
EDUCATION AND TRAINING INSTITUTION: All technical and occupational schools and including all general secondary and high schools, formal and non-formal education institutions and other authorized institutions offering various programs and occupational qualifications.   
PROPERTY CHECK-OUT FORM: A form prepared for the personnel to check gifts offered by guests out of the enterprise 
PUBLIC AREAS: A common social space open and accessible to all guests at a hotel regardless of whether they are accommodating or not.  
MATERIALS: A tool or a device used for the performance of a task  
HYGIENE: Practices and cleaning measures taken to ensure protection against insanitary conditions 
HOUSEKEEPING: Department handling floor services
ISCED: International Standard Classification of Education
ISCO: International Standard Classification of Occupations 
COMMUNICATION RECORD: Written records of information transferred among shifts
OHS: Occupational Health and Safety
ROOM STATUS REPORT: A report showing room occupancy/availability report of an enterprise.
PROCEDURE: A set of established forms or methods 
PPE: Personal Protective Equipment 

DRY CARPET CLEANING METHOD: A cleaning method by means of herbal cleaning powder and special equipment 
DRY CARPET CLEANING AGENT: Herbal cleaning powder (environment friendly) 
LEGIONELLA: Bacteria that can reproduce at air conditioners, water and cooling system and carry disease through respiratory tract 
3x3 METHOD:  A method where a room attendant knocks on a guest’s room three times and announce him/herself as “housekeeping” and repeats this procedure twice more. 
NACE: Statistical Classification of Economic Activities in the European Community.
ROOM ATTENDANT REPORT: A report showing occupancy or vacancy of rooms  
MASTER KEY: A key used to open doors of more than one room or area on a general and regional basis 
RUNNER: A type of bedcover that can just cover toes. 
BUFFERING: A cleaning method of gentle touch without any rubbing or scraping. 
NATIONAL OCCUPATIONAL STANDARD: Success indicators of knowledge, skills, attitudes and behaviors accepted by the Vocational Qualification Authority to perform a profession successfully.   

NATIONAL QUALIFICATION: Knowledge, skills and competency of a person defined by certification bodies authorized by the VQA and approved and place into the national qualification framework by the VQA 
VACUUMING: Sucking dirt, filth or unwanted substances from a surface by a vacuum cleaner  
INTERSHIFT COMMUNICATION RECORD: Records of uncompleted tasks from the previous shift 
VIP: Very Important Person

ANNEX 3: Horizontal and vertical career paths in the profession
-

ANNEX 4(*): Assessor Criteria
RECOMMENDED ASSESSOR CRITERIA
Here are assigned tasks and responsibilities of assessors to be employed in the Assessment Unit of the Testing and Certification Center: to develop and apply question data bank, skill tests and performance based examinations, to designate content, to conduct validity and reliability studies, to contribute to efficiency and sustainability activities, to act as invigilate during exams, to orient candidates, to manage a communication environment soundly, to be knowledgeable about the testing and certification system and implementation rules.  An Assessor’s experience in the relevant sector with a similar job description is an asset. 
Candidates to be employed in this unit are expected to preferably have the below qualities:   
1. Trained and experienced in assessment, having conducted academic studies, 
2. At least 5 years of experience in the profession, 
3. To have graduated from relevant department of universities or worked as academic at the relevant faculties, 
4. To have trainer formation (preferably experience as a Vocational High School Teacher) 
ANNEX 5(*): Contributing Institutions/Organizations in the draft Qualification prior to its submission to official feedback
ANNEX 6(*): Institutions and organizations to which the draft Qualification is sent for assessment  
-

ANNEX 7(*): Feedback on the draft Qualification from the relevant institutions and organizations and the feedback assessment form
-

ANNEX 8(*): Information on the Pilot Study carried out to designate criteria to be applicable in achieving a qualification  
-

ANNEX 9(*): Notes on requirements to take a qualification test and validity of a qualification certificate

	QUALIFICATION UNIT FOR [REFERENCE CODE] A1 OCCUPATIONAL HEALTH AND SAFETY AND ENVIRONMENTAL PROTECTION METHODS 

	1
	NAME OF QUALIFICATION UNIT
	OCCUPATIONAL HEALTH AND SAFETY AND ENVIRONMENTAL PROTECTION METHODS

	2
	 REFERENCE CODE
	

	3
	LEVEL 
	2

	4
	CREDIT VALUE
	-

	5
	 A)DATE OF PUBLICATION
	

	
	 B)REVISION NO
	00

	
	 C)REVISION DATE
	-

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

	Room Attendant (Level 2) 09UMS0024-2

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: To be knowledgeable about occupational health, safety and environmental protection methods.
Performance Criteria:
1.1 To put into practice his/her theoretical information on OHS and environmental protection while working, 
1.2 To use personal protective equipment. 
1.3 To use warning signs.
1.4 To work in line with the OHS rules. 
1.5 To participate in activities conducted to determine and reduce risk factors.
1.6 To attend natural disaster and fire drills. 
1.7 To detect dangerous situations and report them to the relevant units and immediate superior. 
Context:

1.2 To keep personal protective equipment (PPE) (gloves, work clothes, boots, goggles, mask, safety belts) in a proper and easily accessible place and ready for immediate use. 
1.4 According to OHS one is supposed to
a. Lift heavy materials letting one’s strength work on the knees.  
b. Use cleaning agents according to the instructions on their labels.  
c. Tag the new package when using cleaning agents out of their original packages. 
d. Pay attention to inflammable and sharp materials in the garbage while collecting it.
e. Use attentively power plugs, sockets and cables of electrical appliances. 
1.7 To immediately report electricity, installment, machine and other failures which may cause harm and injury to people, suspicious packages, people and situation (injury, smoke, drunk guests, fight, noise etc) to the relevant units. 
Necessary materials: Personal protective equipment such as gloves, work cloth, mask, safety belt, plastic boots and goggles. 
Warnings signs such as Security line, Slippery Surface, Cleaning in Progress, Out of order signs, chemical agent tags, bucket (to place sharp materials in).
Learning Outcome 2: To work for lessening environmental risks. 
Performance Criteria:
2.1 To be knowledgeable about risk factors according to the OHS and implement them. 
2.2 To use electricity and water economically. 
2.3 To collect hazardous and harmful waste in the area of his/her responsibility. 
2.4 To collect garbage by classifying it according to what type it is.  
2.5 To communicate environmental impacts of his/her practices and likely harmful effects to the immediate superior. 
Context:

2.2 To use water and electricity according to the needs. 
2.2 To turn off electricity and taps not in use and report immediately electricity and installation failures to the relevant units.
2.3 To keep hazardous waste such as chemical substance packages, battery, power supply and medical waste and collect them at the established store according to the operational procedures.  
2.4 To collect classified waste (glass, metal, paper, plastic etc) in different color garbage bags defined in the operational procedures. 
2.5 To pay attention to the use of chemical substances and textiles to avoid harmful effects to the environment. 
Necessary materials: Colored garbage bags and garbage bins. 

	8
	ASSESSMENT

	 8 a) Theoretical Examination

	A multiple choice examination (4 choices): A candidate will take a 20 question multiple choice examination as a theoretical examination. S/he will be considered successful if s/he gives correct answers to the at least 70% of the examination. S/he will be given approximately 1 to 1,5 minutes per question. The examination will cover all learning outcomes and performance criteria set to be measured in line with the assessment principles within the scope of theoretical examination

	 8 b) Performance based Examination

	Not applicable

	 8 c) Other Assessment Conditions 

	-

	9
	 QUALIFICATION DEVELOPMENT INSTITUTION(S)/ORGANIZATIONS(S)
	 Mediterranean Tourism Association (AKTOB)

	10
	 SECTOR COMMITTEE TO VERIFY QUALIFICATION 
	VQA Tourism, Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA BOARD OF DIRECTORS
	


ANNEXES
ANNEX A1-1: Information on the Recommended Training to Achieve a Qualification Unit
It is recommended for a candidate to complete at least a 24 hour training program with the below defined content to achieve this qualification.  
Training content:
1. Basic knowledge of working conditions of the profession and Labor Law
2. Compliance with the Regulation on Employee Health and Occupational Safety 
a. Occupational safety instructions 
b. Accident prevention instructions 
c. Protection equipment
d. Machinery use instructions
e. Actions to be taken case of accident 
f. Dangers of electric current 
g. Environmental hazards of production 
3. Actions to be taken in case of natural disasters, fire and emergency situations 
4. Being environmentally conscious and protect it 
a. Environmental acquisition and protection 
b. Ecology and ecological balance 
c. Waste regulation
d. Water, soil, air and noise pollution 
e. Economical use of natural resources 
ANNEX […]-2(*): Table on Performance Criteria Measured by means of Assessment Tools defined in a Qualification Unit
	QUALIFICATION UNIT FOR [REFERENCE CODE] A2 WORK ORGANIZATION AND ROOM ATTENDANCE

	1
	NAME OF QUALIFICATION UNIT
	Work organization and room attendance 

	2
	 REFERENCE CODE
	

	3
	LEVEL 
	2

	4
	CREDIT VALUE
	

	5
	 A)DATE OF PUBLICATION
	

	
	 B)REVISION NO
	

	
	 C)REVISION DATE
	

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

	Room Attendant (Level 2) 09UMS0024-2

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: To follow personal hygiene and care rules.
Performance Criteria:

1.1 To follow personal cleanliness, care and hygiene rules. 
1.2 To have short nails, clean and tied hair. 
1.3 To put on work clothes with name badge. 
1.4 To wear plain and comfortable shoes. 
1.5 Not to wear any jewelry apart from watch and wedding ring. 
Context: 
1.1 To do teeth, hands, feet, body and hair cleaning and care and be shaved.
1.2 To have haircut and be shaved according to the operational procedures. 
1.3 To wear work clothes according to the operational procedures. 
Necessary materials: Work clothes, name badge, personal care equipment 
Learning Outcome 2: To perform tasks and follow instructions. 
Performance Criteria :
2.1 To collect his/her work program, room status report and sign for master key. 
2.2 To gather information from the immediate superior on the area of his/her responsibility from the inter-shift records. 
2.3To plan and carry out procedures concerning states such as C/O, C/in and VIPs etc according to the report on the area of his/her responsibility and immediate superior’s instructions.   
Context:
2.1 To analyze his/her work program and room status report and sign in the “Daily key submission form” to collect the master key. To make meticulous use of the master key, not to hand it over to anybody and guide a guest to the front office if s/he asks his/her to open a door.    
Necessary materials: Key submission form/registry, master key, work program and room status report 
Learning Outcome 3: To prepare the assigned floor’s office and trolley. 
Performance Criteria :
3.1 To sign for the keys to the floor office and complete office’s materials and equipment. 
3.2 To neatly place supplies to be used in the room (room and toiletry textiles, guest amenities, stationery, toilet paper etc) and cleaning agents and utensils in the trolley.  
3.3 To check whether the vacuum cleaner’s dust bag is empty and works well or not. 
Context:
3.1 To clean, dust and organize wash basin, shelves, ground and surfaces of the floor’s office.  
3.2 To prepare the trolley according to the number of rooms and place heavy materials at the lower shelf and the lighter ones at the upper one. To place the linen in the office and trolley properly so as to allow other personnel take and count them easily. 
Necessary materials: Trolley, room supplies (room and toiletry textiles, guest amenities, stationery, toilet paper etc), PPE equipment (gloves etc), cleaning agents and utensils (colored cleaning rubbers, sponges, cleaning brushes, glass cleaning agents, cleaning agents, bucket etc), vacuum cleaner and laundry trolley   
 Learning Outcome 4: To carry out pre-cleaning procedures. 
Performance Criteria :

4.1 To take the trolley, laundry trolley and vacuum cleaner to where s/he will be working. 
4.2 To check if the guest is inside the room by knocking on the door according to the 3x3 method 
4.3 To leave the door open as long as s/he works in the room. 
4.4 To take what is empty plates, packages etc from previous services out of the room. 
4.5 To report orally and immediately lost and damaged fixtures to the immediate superior.  
4.6 To inform the relevant unit of the lost property of the guests. 
4.7 To hand over the clothes of the guest to be cleaned as requested to the relevant unit. 
4.8 To ventilate the room through door or window. 
4.9 To inform the immediate superior if s/he detects any insect while cleaning. 
4.10 To classify garbage in the room and bathroom and collect them in the colored bags according to the procedures. 
Context:
4.1 To place the trolley, laundry trolley and vacuum cleaner near the room in a way not to obstruct any pass through. 
4.2-4.3 To knock on the door 3 times announcing him/herself as HOUSEKEEPING every time in an audible manner. To give priority to those rooms displaying a “Clean” sign. To clean those rooms displaying “Do not Disturb” sign after the removal of the sign.  
4.4 If the guest is out, to enter the room using the master key; if not out, to greet the guest warmly and start cleaning as s/he requests. 
4.5-4.6 To communicate any valuable lost item in the room (money, passport, identity card, travel ticket, jewelry, phone etc) to the immediate superior, office communication staff or reception at the shortest notice. 
4.7 To compare the guest’s clothes to the laundry list (number and type of clothes) and hand them over to the laundry (by him/herself or laundry staff).  
Necessary materials: Trolley, laundry trolley, vacuum cleaner, doorknob signs, master key, laundry list, garbage bags of different colors
Learning Outcome 5: To clean and organize a room. 
Performance Criteria:
5.1 To check on the used bed sheet, towels and toiletries and collect them in the laundry bag or trolley.  
5.2 To check on the undersheet of the bed and change it if necessary. 
5.3 To separate defected, damaged or stained etc. textile supplies. 
5.4 To check on the beddings and make the bed. 
5.5 To lay the sheet checking on the crease and giving envelope shape to the angles. 
5.6 To make the bed properly by using one of bed making methods and laying down bedcover, coverlet, quilt etc. 
5.7 To replace pillow-slips and place them before the headboard according to the proper method.  
5.8  To dust the room using clean dusters of different colors and features according to the surfaces as defined in the operational procedures.  
5.9  To start dusting from where it is closest to the door and then continue in sequence.
5.10 To dust the room without relocating any item of the room or guest. 
5.11 To disinfect all equipment touched in the room. 
5.12 To follow the OHS rules while dusting electric appliances. 
5.13 To report failures to the relevant units and check them back for cleaning after they are fixed. 
5.14 To place guest amenities and stationary in the room. 
5.15 To check on and clean glass surfaces. 
5.16 To clean balcony parapets and furniture properly. 
5.17 To clean the balcony floor cover including the drain properly. 
5.18 To place cleaned balcony furniture back. 
5.19 To take cleaning agents and utensils to the bathroom. 
5.20 To start the flush tank, pour some disinfecting agent to the inner surface of the toilet and wait for a few minutes. 
5.21 To clean and disinfect outer parts of the toilet, flush tank, outer part of the toilet seat and lower part respectively using proper cleaning agents and utensils. 
5.22 To scrub the inner part o the toilet using a toilet brush and disinfecting cleaning agent. 
5.23 To scrub the inner part of the bidet using a toilet brush and disinfecting cleaning agent.  
5.24 To clean and disinfect battery and outer parts of the bidet using proper cleanings agents and utensils specific for these areas. 
5.25 To clean and dry the shower tray and/or bathtub including showerhead, batteries, walls, inner and outer parts using proper cleanings agents and utensils. 
5.26 If available, to wipe and clean the shower cabin and replace the used shower curtains with a clean one. 
5.27 To clean the wash basin including the battery, counter and the inner part using proper cleanings agents and utensils.
5.28 To clean the wash basin mirror using glass cleaning agent and wiper or other proper glass cleaning utensils.
5.29 To wipe the bathroom accessories. 
5.30 To fold and place clean towels according to the operational procedures and replenish toilet paper, guest amenities etc. 
5.31 To wipe the bathroom floor using proper cleaning agents and utensils.
5.32 To collect the foreign substances that may damage the vacuum cleaner (pin, hairpin etc) on the floor.
5.33 To vacuum the room starting from the furthest point to the exit o the door.
5.34 To clean the surface using proper cleaning agents and utensils according to its properties.
5.35 To prepare the room according to the number of guests to check in. 
5.36 To check on the organization of the bathroom and room before leaving. 
5.37 To attend demo programs and in service training activities concerning his/her tasks. 
Context:
5.1 To check whether used beddings are damaged or stained and whether there is any item left among them. 
5.2 To hand too much stained textile supplies or those with previously seen insect on or those of a sick guest separately to the laundry. 
5.2 To replace the undersheet while preparing the room for a new guest. 
5.3 To check whether bathroom and bed textile supplies to be used are clean without any stain or damage/defect. 
5.4 To place pillow, bedcover or quilt etc on a clean place (chair, armchair etc) not to make them dirty. 

5.10 To place guests’ belongings back without any touch while dusting.  
To clean and replace the duster as it gets dirty. 

5.11To disinfect all equipment touched (switch button, doorknob, phone receiver and keys, remote controls etc) when preparing the room for new guests.  
5.12 No to employ wet cleaning method when cleaning electric appliances and plugs according to the OHS rules.  
5.17 To clean the balcony floor cover by means of sweeping, washing or moping depending on the surface of the balcony.  
5.19-5.20-5.21 To use specific agents and utensils for each surface in the bathroom and avoid any contact among them. 
5.22-5.23 To clean the toilet and bidet using a brush of that specific room. 
5.26-5.27 To wipe bathroom accessories such as hair dryer, towel rail, shaving and make up mirror and phone. 
5.29 To clean the bathroom floor and remove hair, dust or sand etc using a towel, sponge, mop or brush used specially for this area. 
5.29 To clean the bathroom floor using proper cleaning agent, utensils and method (vacuuming, washing, moping, rubbing or polishing etc). 
To clean the room and bathroom in line with the OHS and hygiene rules. 
5.33 To make additional beds or baby bed according to the number of guests and replenish towels. 
To report guest’s requests and complaints to the immediate superior and relevant units at the shortest notice. 
5.35 To attend trainings, demos and read relevant publications such as books or periodical to further his/her knowledge on the profession and keep abreast of development in the field. To put into practice all theoretical information and technological developments. 
Necessary materials: Bed, beddings, toiletries, undersheet, pillow, coverlet, quilt, bedcover, guest amenities, stationery materials, bucket, mop, materials for polishing, sweeper, dust pan, dusters of different colors, cleaning brushes, colored sponges, toilet paper, garbage bags, disinfectant agents, vacuum cleaner, cleaning agents&utensils (general cleaning, toilet, wash basin, bathtub, floor, glass cleaning agents, descaling agents etc) 
Learning Outcome 6: To remove stains. 
Performance Criteria :
6.1 To designate the type of the stain and surface and choose the right stain remover. 
6.2 To decide on the right stain removing agent and removing method according to the features of the stain and surface. 
6.3 To remove the stains. 
Context:
6.1 To test stain remover on an invisible spot of the surface to see if the agent causes any damage on the surface. 
6.2 To employ buffering method using a sucking piece of cloth or sponge while removing stains. 
6.3 If the stain is hard to remove or the process of removal is likely to cause dirt, take the material to somewhere else (office, balcony etc) and perform the removal process there.  
Necessary materials: Stain remover, sucking rubber, brush, sponge etc.  

	8
	ASSESSMENT

	 8 a) Theoretical Examination

	Not applicable. 

	 8 b) Performance based Examination

	Candidates will take a performance based examination as planned in this section. There will be certain performance examination chapters to be defined to measure activities carried out regarding the content of the training and education and candidates will take an exam or exams on the defined subjects. A candidate’s performance will be graded according to appropriate assessment scales such as checklist and observation form etc. A candidate should attain at least 90% success in the examination. 


	 8 c) Other Assessment Conditions

	A candidate must pass the exam to achieve this qualification. A candidate who has failed can apply again within one year time to take the part which s/he has failed. In case of a break of more than one year, a candidate will have to take the entire examination again. 


	9
	 QUALIFICATION DEVELOPMENT INSTITUTION(S)/ORGANIZATIONS(S)
	 Mediterranean Tourism Association (AKTOB)

	10
	 SECTOR COMMITTEE TO VERIFY QUALIFICATION 
	VQA Tourism, Accommodation, Food and Beverage Services Sector Committee

	11
	 DATE AND NUMBER OF APPROVAL BY VQA BOARD OF DIRECTORS
	


ANNEXES
ANNEX […]-1: Information on the Recommended Training to Achieve a Qualification Unit
It is recommended for a candidate to complete at least a 200 hour training program with the below defined content to achieve this qualification.  

Training content
1. Personal cleanliness and care
-Cleanliness, care and personal hygiene rules, 
- Nails, hair etc. 

- Work cloth
2. Communication skills and team work 
3.  Professional ethics
4. Work organization, planning and programming 
5. Use of master key
6. Knowledge on equipment, machinery, cleaning materials etc and use of them 
7. General hygiene rules
8. Symbols and abbreviations 
9. Use of doorknob signs
10. Cleaning according to OHS rules 
11. Cleaning and organizing room and bathroom 
- Making beds 
- Dusting
- Cleaning bathroom 

      - Wiping windows

- Using vacuum cleaner 

- Cleaning balcony 
- Cleaning floor
- Cleaning and organizing rooms with the guests having checked in 
- Cleaning and organizing rooms with the guests having checked out
-Stationery and guest amenities
12. Maintenance and use of electric appliance according to OHS rules 
13. Reporting failures
14. Removing stains 
- According to the surface
- Using proper method
ANNEX […]-2(*): Table on Performance Criteria Measured by means of Assessment Tools defined in a Qualification Unit
-

	 QUALIFICATION UNIT FOR [REFERENCE CODE] A3 PERIODICAL CLEANING 


	1
	NAME OF QUALIFICATION UNIT
	Periodical Cleaning

	2
	 REFERENCE CODE
	

	3
	LEVEL 
	2

	4
	CREDIT VALUE
	

	5
	 A)DATE OF PUBLICATION
	

	
	 B)REVISION NO
	

	
	 C)REVISION DATE
	

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

	Room Attendant (Level 2) 09UMS0024-2

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: To manually clean carpets and fabric covered furniture.
Performance Criteria
1.1 To take out non-stationary and portable furniture and equipment in the area. 
1.2 To dust carpets and fabric covered furniture using a vacuum cleaner. 
1.3 To remove stains. 
1.4 To clean carpets and furniture using proper cleaning method and agent according to their features. 
1.5 To place the clean carpet and furniture back after drying. 
1.6 To change beds’ directions according to the superior’s instructions. 
Context: 
1.1 To take out portable materials on the carpet and furniture which are not too heavy to carry out of the room (balcony, corridor, office etc) before starting cleaning them. 
1.2 To use the proper component of the vacuum cleaner when dusting fabric covered furniture such as armchair, chair etc.   
1.3 To clean the carpet and fabric covered furniture by means of manual wiping or brushing depending on what type and how dirty they are.
1.4 To clean fabric covered surfaces such as carpet, bed base, bed, armchair, chair according to their piles and weaving features 
To prevent use of wet cleaned carpets and furniture by clothing them or using warning signs.
1.5 To place materials back after the carpet is dry. 
1.6 To turn the bed in the direction and time defined by the superior.   
Necessary materials: Vacuum cleaner, rubbers, bucket, carpet brush, manual  carpet cleaning agent, stain removers 
Learning Outcome 2: To clean walls, lighting units and decorative items. 
Performance Criteria:
2.1 To clean and polish wipeable walls, lighting units and decorative items using a proper method according to their features. 
2.2 To clean walls and lighting units according to the OHS rules. 
2.3 To cover the materials located below lighting units to be cleaned. 
Context: 
2.1 To dust walls, lighting units and decorative units by means of duster, dust brush or vacuum cleaner according to their surface materials.
2.1 To polish walls, parts of lighting units or decorative items using a proper polishing agent and method according to their surfaces (copper, brass, steel etc).  
2.2 To use instruments such as ladder when cleaning and maintaining at a little bit of height according to the OHS rules and not to use instruments such as chair or footstool belonging to the room. 
2.3 To preserve the materials and floor (furniture, carpet, parquet or marble etc) by clothing them to prevent their getting dirty or stained during cleaning.
Necessary materials: Vacuum cleaner, dusters, dust brush, cleaning agents, polishing agents, surface protection cloth and ladder.
Learning Outcome 3: To clean windows and frames.
Performance Criteria:
3.1 To remove foreign substances on the windows. 
3.2 To start cleaning windows from their frames. 

3.3 To clean interior windows first and then the exterior ones.  
3.4 To clean windows and frames according to the OHS rules. 
3.5 To wipe the floor.

Context: 
3.1 To remove foreign substances such as worn logo, label, silicon and paint etc from windows using razor blades before starting cleaning.   
3.1 To replace the worn or removed logo or labels with the new ones on windows. 
3.2-3.3 To start cleaning windows from frames which are dirties and then clean the interior windows which are cleaner and continue with the exterior ones. 
3.3 To dry the rubber part of the squeegee and damp parts of the window using a glass cloth. 
3.3 To clean surfaces of the window without any unwashed part left using water including cleaning agent, washer sleeves or glass cloth.  
3.3 To clean the window by using “S” drawing method via a squeegee drawing the dirt water from up to down. 
3.4 To use instruments such as ladder when cleaning and maintaining at a little bit of height according to the OHS rules and not to use instruments such as chair or footstool belonging to the room.
3.5 To preserve the floor surface beneath the window by covering it if the surface is not water resistant or to wipe the spilled water and clean the surface after cleaning windows if the surface is water resistant.   
Necessary materials: Windows cleaning agents and utensils (glass cloth, washer sleeves, squeegee, razor blade, bucket, safety belt etc), ladder, cleaning agents for mirror and glass surfaces 
Learning Outcome 4: To implement legionella prevention methods. 
Performance Criteria
4.1 To disinfect climatization units (air conditioners), fan coils and shower heads in the room. 
4.2 To make taps and showers run in vacant rooms. 
Context: 

4.1 To disinfect climatization units, fan coils and shower heads once a month using legionella control and preventions substances. 
4.2 To let taps and showers run for 3 to 5 minutes in both cold and hot in rooms vacant for a long time and let water circulate. 
Necessary materials: Legionella prevention substances, spraying equipment 

	8
	ASSESSMENT

	 8 a) Theoretical Examination

	Not applicable 

	 8 b) Performance based Examination

	Candidates will take a performance based examination as planned in this section. There will be certain performance examination chapters to be defined to measure activities carried out regarding the content of the training and education and candidates will take an exam or exams on the defined subjects. A candidate’s performance will be graded according to appropriate assessment scales such as checklist and observation form etc. A candidate should attain at least 90% success in the examination. 



	 8 c) Other Assessment Conditions

	A candidate must pass the exam to achieve this qualification. A candidate who has failed can apply again within one year time to take the part which s/he has failed. In case of a break of more than one year, a candidate will have to take the entire examination again. 
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ANNEXES
ANNEX […]-1: Information on the Recommended Training to Achieve a Qualification Unit

It is recommended for a candidate to complete at least a 80 hour training program with the below defined content to achieve this qualification.  

Training content
1. Periodical Cleaning 
- Equipment used  
- Cleaning methods 
- Compliance with the OHS rules
- Cleaning carpets  
- Cleaning fabric covered furniture 
-  Cleaning wall, ceiling, lighting units and decorative items 
- Cleaning windows and frames 
2. Legionella prevention methods
- Information on the relevant equipment 
-Methods used
-Ventilation unit  
- Shower heads  
- Batteries
ANNEX […]-2(*): Table on Performance Criteria Measured by means of Assessment Tools defined in a Qualification Unit
	QUALIFICATION UNIT FOR [REFERENCE CODE] A4 END OF DAY/SHIFT PROCEDURES 


	1
	NAME OF QUALIFICATION UNIT
	End of day/shift procedures

	2
	 REFERENCE CODE
	

	3
	LEVEL 
	2

	4
	CREDIT VALUE
	

	5
	 A)DATE OF PUBLICATION
	

	
	 B)REVISION NO
	

	
	 C)REVISION DATE
	

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

	Room Attendant (Level 2) 09UMS0024-2

	7
	 LEARNING OUTCOMES

	Learning Outcome 1: To carry out final cleaning and supervision procedures. 
Performance Criteria
1.1 To check whether rooms displaying “Do Not Disturb” signs have removed the sign or not. 

1.2 To check and clean the corridor, elevator, stairs and balustrade etc at the end of the day. 
1.2 To clean and organize the office and trolley. 
1.3 To empty the laundry trolley of dirty supplies. To hand it over to the laundry if the trolley bag is dirty. 
1.4 To clean the vacuum cleaner and other equipment and take dirty rubbers, duster and mops to the laundry. 
1.5 To leave garbage collected according to the environmental protection rules at the waste stores defined by the operational procedures. 
1.6 To check on the guests’ requests and services to be offered and report those to be completed in the next shift to the relevant housekeeper or write it down in the inter-shift registry. 
Context: 

1.1 To write down the rooms displaying “Do Not Disturb” signs or those locked inside and follow the room status according to the operational procedures (An instruction saying “Could not clean your room due to the DND sign” or a note left beneath the door).  
Necessary materials: Vacuum cleaner, trolley, laundry trolley, cleaning equipment, cleaning clothes, communication records 
Learning Outcome 2: To prepare room cleaning and organizing report. 
 Performance Criteria
2.1 To prepare room cleaning and organizing report. 

2.2 To identify the number of guests in the room. 
2.3 To present the report to the superior at the end of the shift. 
Context:
2.1 To use abbreviations properly in the room status report.
2.2 To fill in the room status report with correct and full information on each room (number of guests, out of order, dirty or clean etc) after cleaning of every room of his/her responsibility is over).
2.2 To take into consideration the number of beds used, clothes, toothbrushes while writing down the number of guests in the room. 
BASIC ABBREVIATIONS 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 

Comp      :Complementary 

VIPs          :Very Important Person 

S/o           :Slept Out 

N/B          :No baggage 

D/L          :Double Lock 

DND        :Do Not Disturb 

VD           :Vacant dirty 

VR           :Vacant ready 

Necessary materials: Room status report 

Learning Outcome 3: To return materials.
Performance Criteria:
3.1 To return master and office keys under his/her responsibility.
3.2 To leave the work cloth to the laundry. 
Context:

3.1 To return the office, store or master keys to the superior or relevant unit (office communication staff, security office) against signature. 
3.2 To hand the dirty work cloth over to the laundry after removing the name badge and checking on the pockets. 
Necessary materials: Master key, office key, work cloth and name badge 
Learning Outcome 4: To carry out procedures for lost items and offered gifts. 
Performance Criteria:
4.1 To report and submit the guest’s lost items. 
4.2 To take the guest’s gifts together with the guest’s written notification. 
Context: 

4.1 To report guests’ valuable lost items in the rooms (money, mobile, wallet, passport, document etc) to the immediate superior or relevant unit at the shortest notice. 
4.1 To write down his/her name, type of property found, place and date while submitting lost property to the immediate superior or relevant unit. 
4.2 To take gifts against guests’ written and signed notifications.  

4.2 To present the written and signed notification to the immediate superior for approval of gift taking and show the “property check out form” to the staff at the exit while leaving the enterprise. 
Necessary materials: Found property form, property check out form 


	8
	ASSESSMENT

	 8 a) Theoretical Examination

	Not applicable. 

	 8 b) Performance based Examination

	Candidates will take a performance based examination as planned in this section. There will be certain performance examination chapters to be defined to measure activities carried out regarding the content of the training and education and candidates will take an exam or exams on the defined subjects. A candidate’s performance will be graded according to appropriate assessment scales such as checklist and observation form etc. A candidate should attain at least 90% success in the examination. 

	 8 c) Other Assessment conditions

	A candidate must pass the exam to achieve this qualification. A candidate who has failed can apply again within one year time to take the part which s/he has failed. In case of a break of more than one year, a candidate will have to take the entire examination again. 
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ANNEXES
ANNEX […]-1: Information on the Recommended Training to Achieve a Qualification Unit

It is recommended for a candidate to complete at least a 16 hour training program with the below defined content to achieve this qualification.  

1. Information on the operational procedures
- End of day DND room procedures
- Lost and found items procedures 
- Property check out procedures 
- Use of master key
- Use of work clothes 
2. Documentation and Reporting 
· Basic Abbreviations used in reporting 
3. Office organization, cleaning and storing equipment and machinery 
ANNEX […]-2(*): Table on Performance Criteria Measured by means of Assessment Tools defined in a Qualification Unit
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