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Laois and Offaly ETB
Programme Descriptor for 

Hotel Front Office
leading to 

Level 4 QQI Certificate in 
Hotel Front Office 4M2015

1. Introduction
Throughout 2011 the Further Education and Training Awards Council (QQI) published new level 4 Common Awards. The existing level 4 QQI (NCVA) Awards will be deactivated in December 2012. Consequently, from December 2012 it will no longer be possible for providers to request certification for a learner for the deactivated awards. 
It is a requirement of QQI that programmes leading to the new Common Awards must be developed by or on behalf of a QQI registered provider and validated by QQI prior to the programmes being offered to a learner. In response to this, Laois and Offaly ETB developed a programme called Hotel Front Office leading to the Level 4 QQI Certificate in Hotel Front Office 4M2015. 
The information relating to this programme is contained in this programme descriptor. The role of the descriptor is to provide the teacher/tutor with all the information pertaining to the programme, including; programme profile, learner profile, programme objectives, entry criteria, facilities for transfer and progression, programme duration, delivery modes and methodologies, learner supports, programme review schedule, programme structure and assessment information. 
2. Programme Profile 
This programme was written to be shared with Department of Education and Skills funded providers who are registered with QQI and wish to offer certification to their learners in a Level 4 QQI Certificate in Hotel Front Office 4M2015.
The overall aim of the programme is to provide the learner with the opportunity to operate a Hotel Front Office under direction.
There are 39 component modules in this programme.  Upon successful completion of a minimum of 7 programme modules (meeting the mandatory requirements) the learner may achieve the required 90 credits for a level 4 QQI major award.
The programme may be offered to the learner on a full time or a part time basis and has been designed to be sufficiently flexible so that it may meet the needs of the learner who accesses programmes through many different avenues in the Laois and Offaly ETB. Overall the programme is based on a duration of 900 hours (typical learner effort), to include both directed and self directed learning. 
Upon successful completion of this programme, the learner will have many transfer and progression options available to him/her. The learner may transfer to a programme leading to certification in one of the other level 4 QQI major or special purpose awards either with the Laois and Offaly ETB, or another QQI registered provider. Similarly, the learner may progress to a programme leading to a level 5 QQI award, again with the Laois and Offaly ETB or another QQI registered provider.

3. Learner Profile 

It is expected that the learner will be participating in this programme through Youthreach, VTOS, Prisoner Education, Community Education, BTEI or other appropriate provision. The learner may not have a previous formal qualification but it is expected that the learner will be able to demonstrate the levels of knowledge, skill and competence associated with the National Framework of Qualifications (NFQ) level 3 when accessing this programme. 

The learner may be progressing onto this programme from community education, adult literacy programmes, Youthreach or other formal or informal learning. The learner may or may not have had a positive experience of education in the past but will have expressed an interest in learning new things and practicing new skills going forward.  It is expected that the learner will have a range of learning styles, strengths and needs related to the programme.
The learner will have the capacity to take a considerable amount of responsibility for his/her own learning and demonstrate autonomy in a classroom setting where there is supervision provided. 
4. Programme Objectives 
· To provide a programme of learning that is general in nature and flexible in structure so that the learner has the maximum opportunity to improve his/her communication, numerical, ICT and planning skills while participating in the programme
· To facilitate the learner to explore new vocational areas such as Hotel Front Office with a view to up skilling, developing new skills and exploring concepts and subjects that may interest the learner in future programmes or employment
· To enhance the learner’s confidence in his/her ability and to build on his/her skills to reach his/her full potential
· To facilitate the learner to develop his/her interpersonal, team working, learning to learn, time keeping and time management skills, as appropriate, so that the learner is enabled to take responsibility for his/her own learning and to support progression including future participation in education and employment 
· To provide the learner with vocationally specific knowledge, skill and competence at this level, thus affording the learner the opportunity to progress to programmes leading to awards at level 5

· To systematically enable the learner to develop the language, literacy and numeracy skills embedded in the programme objectives and content
5. Entry Criteria
The learner who has either successfully completed a programme leading to a level 3 QQI Certificate OR can demonstrate the levels of knowledge, skill and competence associated with NFQ level 3 will be eligible to apply for entry to this programme. 

In order for the learner to have a realistic chance of achieving the standard of a level 4 award, it is expected that the learner should be able to:

· Read, draft, prepare and understand personally relevant information, for example, relating to a hobby, a personal interest or work/community related concerns
· Read, prepare and understand personally relevant quantitative data

· Assume limited responsibility for consistency of self understanding and behaviour

· Solve familiar problems, independently and as part of a group

· Apply known solutions to a limited range of predictable problems

· Attend all timetabled classes for the duration of the programme

· Complete self directed hours of learning in the form of practice time, preparation, study time and reflection time, as appropriate 

· Participate in work experience, as appropriate
6. Programme Duration

The programme may be offered on a full time or part time basis, depending on the needs of the learner and the funding mechanism available to support the programme delivery. 
The programme is based around an overall duration of 900 hours (typical learner effort) to achieve a minimum of 90 credits. This duration includes time for both self-directed learning by the learner and direct learning activities provided by Laois and Offaly ETB. 
For the learner following the programme on a full time basis it is expected that the learner may achieve certification in the major award within one academic year. The learner participating in Youthreach, Prisoner Education, VTOS or other full time provision may complete the programme and achieve certification in this timeframe. For some full time learners a longer duration than one year may be required to achieve the major award in exceptional circumstances.
For the learner following the programme on a part time basis the duration to complete the programme will depend on how many programme modules the learner undertakes within a specified timeframe. This will be determined by the mechanism used to make the programme available to the learner. For example, the learner may complete only one or two programme modules each year and will build credits over time. 

This programme is structured so that there is flexibility for the learner who does not wish to complete the whole programme and only has an interest in completing one or more programme modules. In this case the learner may achieve a QQI Component Certificate.
7. Delivery Mode

In the main this programme will be centre based and will be delivered in a classroom setting/appropriate learning environment. 

The Laois and Offaly ETB may also deliver the programme in the workplace for employers who have an agreement with the provider for this service.
8. Delivery Methodologies

The delivery methodologies have been chosen based on the needs and profile of the learner together with the themes and content of the various programme modules making up this programme. The phased development of language, literacy and numeracy skills will be facilitated through these chosen methodologies. Methodologies will be inclusive of the range of learning styles of the learners. 
The following are the delivery methodologies to be employed in delivering this programme, as appropriate:

· directed learning experiences in the classroom setting

· group discussions and interactions to tease out programme content

· practical sessions using appropriate equipment, resources and facilities
· one-to-one delivery 
· self directed learning which may include practice time, preparation, study time and reflection time
· blended learning 

· work based training 

9. Programme Structure

Laois and Offaly ETB has written a programme that will afford the learner the opportunity to achieve the Level 4 Certificate in Hotel Front Office 4M2015.
In order to achieve certification in this major award, the learner must achieve a minimum of 90 credits to satisfy the following QQI award structure: 
	Award Title
	Title
	Level
	Credit Value

	All  of the following component(s) 

	4N0623
	Hotel Front Office Operations
	4
	20

	4N1131
	Personal and Interpersonal Development 
	4
	10

	4N1989
	Customer Service 
	4
	10

	5N2078
	Tourism Principles and Practice
	5
	15

	A minimum credit value of 15 from the following components

	4N1168
	Work Experience
	4
	15

	4N1170
	Work Practice 
	4
	15

	

	The remaining credit value of 20 can be obtained by using relevant component(s) from Level 4

A maximum of 10 credits may be used from either Level 3 or Level 5.


Within the programme, Front Office Skills 4M2015 there are a number of combinations of programme modules that will afford the learner the opportunity to achieve certification in the major award. The following table outlines which programme modules are compulsory and which are optional and how the programme modules must be combined to ensure that the learner has the correct combination of components to achieve certification in the major award.
	Programme 
Module  Title
	Compulsory 
or Optional
	Duration in Hours
	QQI Component Title, 
Code and Credit Value
	Assessment Technique

	The following programme modules must be included

	Hotel Front Office Skills and Operations
	Compulsory
	200
	Hotel Front Office Operations 4N0623

20 Credits
	Skills Demonstration 80%

Examination - Theory 20%

	Personal and Interpersonal Development
	Compulsory
	100
	Personal and Interpersonal Development 4N1131

10 Credits
	Portfolio / Collection of Work 100%

	Customer Service
	Compulsory
	100
	Customer Service 4N1989

10 Credits
	Portfolio / Collection of Work 100%

	Tourism Principles and Practice
	Compulsory
	150
	Tourism Principles and Practice 5N2078

15 Credits
	Project 30%

Examination - Theory 70%

	A minimum of 1 programme module from the following list must be included
to a total credit value of 15

	Experiencing the World of Work 
	Optional
	150
	Work Experience

4N1168
15 Credits
	Portfolio / Collection of Work 60%

Skills Demonstration 40%

	Participating in the World of Work 
	Optional
	150
	Work Practice 4N1170

15 Credits
	Portfolio / Collection of Work 40%

Learner Record 60%

	Additional credits may be acquired from the following components.

	Bookkeeping and Accounts
	Optional
	100
	Bookkeeping and Accounts 4N2267

10 Credits
	Assignment 40%

Examination - Practical 60%

	Business Calculations
	Optional
	100
	Business Calculations

4N2279

10 Credits
	Assignment 40%

Examination - Theory 60%



	Business English
	Optional
	50
	Business English 4N1108

5 Credits
	Skills Demonstration 100%

	Career Planning
	Optional
	100
	Career Planning 4N1109

10 Credits
	Portfolio / Collection of Work 60%

Skills Demonstration 40%

	Communications
	Optional
	150
	Communications 4N0689

15 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Using Common Computer Applications
	Optional
	100
	Computer Applications

4N1112

10 Credits
	Examination - Practical 100%

	Data Entry Skills
	Optional
	100
	Data Entry 4N1113

10 Credits
	Examination - Practical 100%

	Database Methods
	Optional 
	100
	Database Methods 4N1115

10 Credits
	Examination - Theory 20%

Examination - Practical 80%

	Desktop Publishing
	Optional
	100
	Desktop Publishing 4N1854

10 Credits
	Project 40%

Portfolio / Collection of Work 60%

	English for Speakers of Other Languages
	Optional
	100
	English as a second language 4N1180

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Developing Entrepreneurial skills
	Optional
	100
	Entrepreneurial skills

4N1128

10 Credits 
	Portfolio / Collection of Work 60%

Skills Demonstration 40%

	French in Everyday Use
	Optional
	100
	French 4N1172

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Functional Mathematics
	Optional
	50
	Functional Mathematics
4N2138

5 Credits
	Assignment 70%

Examination - Theory 30%

	General Office Skills
	Optional
	100
	General Office Skills

4N1116

10 Credits
	Portfolio / Collection of Work 60%

Examination - Theory 20%

Examination - Practical 20%

	German in Everyday Use
	Optional
	100
	German 4N1173

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Everyday Computer Tasks 
	Optional
	100
	Information Technology Skills 4N1125

10 Credits
	Examination - Theory 20%

Examination - Practical 80%

	Irish in Everyday Use
	Optional
	100
	Irish 4N1179

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Irish Sign Language
	Optional
	100
	Irish Sign Language 4N2390

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%



	Italian in Everyday Use
	Optional
	100
	Italian 4N1174
10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Mathematics 
	Optional
	100
	Mathematics 4N1987

10 Credits
	Portfolio / Collection of Work 80%

Examination - Theory 20%

	Personal Effectiveness 
	Optional
	100
	Personal Effectiveness

4N1132
10 Credits
	Portfolio / Collection of Work 60%

Skills Demonstration 40%

	Polish in Everyday Use
	Optional
	100
	Polish 4N1175

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Reception Skills 
	Optional
	100
	Reception Skills 4N1867

10 Credits
	Portfolio / Collection of Work 40%

Skills Demonstration 60%

	Russian in Everyday Use
	Optional
	100
	Russian 4N1176 
10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Slovak in Everyday Use
	Optional
	100
	Slovak 4N1177

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Spanish in Everyday Use
	Optional
	100
	Spanish 4N1178

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Spreadsheet Methods
	Optional
	100
	Spreadsheet Methods

4N1120

10 Credits
	Examination - Theory 20%

Examination - Practical 80%

	Experiencing Teamworking
	Optional
	100
	Teamworking 4N1169

10 Credits
	Portfolio / Collection of Work 50%

Skills Demonstration 50%

	Meeting Visitor Needs and Expectations
	Optional
	100
	Tourism Visitor Care

4N0628

10 Credits
	Portfolio / Collection of Work 100%

	Cultural Diversity
	Optional
	100
	Understanding Interculturalism 4N1121
10 Credits
	Project 60%

Learner Record 40%

	Web design
	Optional
	100
	Web Design 4N1122

10 Credits
	Project 100%

	Word Processing
	Optional
	100
	Word Processing 4N1123

10 Credits
	Examination - Theory 20%

Examination - Practical 80%

	Workplace Safety
	Optional
	100
	Workplace Safety

4N1124

10 Credits
	Portfolio / Collection of Work 100%

	Total Credits Required for Certification in the Major Award Hotel Front Office 4M2015
	90 Credits
	


The work experience requirement for this programme is a minimum of 10 days.  This will allow the learner to demonstrate a range of practical skills and competencies in an appropriate vocational setting.

Please note for the remaining credit value for this award: 

If for local reasons Laois and Offaly ETB wishes to offer programme module(s) not listed above, the Laois and Offaly ETB may do this as long as the following conditions are met.

1. This programme has been validated by QQI for use by this Laois and Offaly ETB.
2. The programme module is appropriate to the purpose of the major award. 
3. By adding the programme module/s it constitutes a change of less than 20% of the overall programme.
4. The Laois and Offaly ETBnotifies and agrees this change with QQI prior to delivery of the amended programme
10. Programme Review Schedule 
The Hotel Front Office 4M2015 will be reviewed in line with the Provider’s Quality Assurance Procedures B5.9 Programme review.
11. Transfer and Progression
Upon successful completion of Hotel Front Office 4M2015, the learner will have many transfer and progression options available to him/her. The learner may transfer to a programme leading to certification in one of the other level 4 QQI major or special purpose awards either with the Laois and Offaly ETB or another QQI registered provider. Similarly, the learner may progress to a programme leading to a level 5 QQI award, again with the Laois and Offaly ETB or another QQI registered provider.
12. Learner Supports and Resources
The following learner supports and resources will be available to the learner participating in this programme, where appropriate:

· adult and career guidance
· access to a fully functioning computer with appropriate software applications 

· other I.T. equipment

· a fast, reliable internet connection
· academic support
· reasonable accommodations 
· advocacy support

· access to additional literacy and numeracy support

13. Specific Validation Requirements 
The following specific validation requirements will be implemented by the Laois and Offaly ETB if certification in these components is offered to the learner: 
	Component Title and Code
	Specific Validation Requirement
	Programme Module Title

	Hotel Front Office Operations 
4N0623
	The provider MUST have ALL of the following in place to offer this award.

A computerised property management system.

See www.QQI.ie for a list of the features required of a computerised property management system
	Hotel Front Office Operations


	Mathematics
4N1987
	The provider MUST have ALL of the following in place to offer this award.

1. Each candidate will be supplied with a set of Formulae and Tables at examination

2. Calculators are available to each candidate at examination
	Mathematics


14. Assessment

All assessment activity will be conducted in line with the Laois and Offaly ETB quality assurance policy B6 Fair and Consistent Assessment of Learners and all associated procedures, including QQI quality assuring assessment procedures.

In the majority of cases the teacher/tutor will take on the role of assessor when it comes to marking and grading the learner’s work for certification purposes. There is specific information relating to assessment in each of the Programme Modules which must be adhered to, including:

· the assessment technique to be used to assess the learner
· the weighting for each piece of assessment

· the time allocated to allow the learner complete the assessment, as appropriate to the assessment technique

· the format and context in which assessment is administered

· the assessment criteria to be used by the assessor when marking and grading the assessment evidence

· marking sheets

An assessment portfolio must be completed by the learner. Evidence included in the portfolio must be accompanied by an assessment instrument such as an assessment brief(s) or an examination paper(s), as appropriate to the assessment technique. The assessment instrument outlines the set of instructions given by the assessor to the learner in order to guide the learner in completing the assessment task(s).  

Each learning outcome must be evidenced in the portfolio of assessment. In order to avoid over-assessment, it is only necessary to evidence achievement of each learning outcome once, as appropriate. Integrated assessment is encouraged.  The learner will be assessed to measure attainment of particular learning outcomes for certification purposes once s/he has had an opportunity to learn and consider the relevant programme module content associated with those learning outcomes. Assessment will be scheduled into the delivery of this programme at appropriate intervals. 

Class work will not be included in the portfolio of assessment for certification purposes. The learner may produce a portfolio of class work for his/her own use but this should not be considered when marking and grading the learner’s assessment work. 
The learner who does not complete the whole programme but who does demonstrate the standard for one or more components may achieve a Component Certificate. 

15. Planning Assessment

In accordance with the Laois and Offaly ETB Quality Assurance procedure B6.1, an assessment plan will be produced for this programme. This plan will contain a schedule for all assessment activities (all the assessment tasks required for each of the programme modules). This plan will be available to each assessor delivering the programme and each learner participating in the programme.
16. Recording Assessment

There are marking sheets included at the back of each of the programme modules for this programme. The marking sheet(s) should be completed per programme module, per learner.

17. Grading

Distinction: 
80% - 100% 






Merit:

65% - 79%
Pass: 

50% - 64%






Unsuccessful:
0% - 49%

 
At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.

18. Integration
Opportunities to integrate delivery and assessment across programme modules may be identified and this is encouraged by the [Named Provider.
Where overlap is identified between the content of two or more programme modules, the teacher/tutor may integrate the delivery of this content.

Integration may also be used where there is an opportunity for the learner to produce one piece of assessment evidence which demonstrates learning outcomes from more than one programme module. This means the learner will produce fewer pieces of assessment while still demonstrating the required standard for all the learning outcomes included in the programme.

It is important that the assessment evidence produced as a result of an integrated assessment is assessed in line with the separate criteria for each relevant programme module and documented and recorded appropriately. 
19. The Quality Assuring Assessment Process

QQI facilitates a provider to request certification for a learner six times per annum. The Laois and Offaly ETB will ensure that the QQI key dates are adhered to and Internal Verification, External Authentication and Results Approval Processes planned in line with meeting these key dates, as appropriate. 
Internal Verification, External Authentication and Results Approval will be implemented in line with the Laois and Offaly ETB quality assurance procedures B6.7.1 Internal Verification, B6.7.2 External Authentication and B6.10 Results Approval.
20. Quality Assurance

The teacher/tutor is required to identify his/her responsibilities, as outlined in the Laois and Offaly ETB quality assurance agreement with QQI, and ensure his/her compliance with the related policies and procedures.
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