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Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 5 QQI Certificate. 
The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:
	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment
a. Assessment Technique(s)
b. Mapping of Learning Outcomes to Assessment Technique(s)
c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment
The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop the academic and vocational language, literacy and numeracy skills relevant to the themes and content of the module. 
Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 5 Communications and level 5 Mathematics modules with that of other level 5 modules is specifically encouraged, as appropriate. 
Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
Title of Programme Module
Accommodation Techniques 
Component Name and Code 
Accommodation Techniques 5N1851
Duration in Hours
300 Hours (typical learner effort, to include both directed and self-directed learning)
Credit Value
30 Credits 
Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure.
Special Requirements
An accommodation suite is required in order to facilitate the practical element of the module, i.e. Fully equipped hotel guest rooms and housekeeping facilities

Aim of the Programme Module
This programme module aims to equip the learner with the knowledge, skill and competence to work independently in an accommodation department or in the front office of a range of tourism enterprises.
Objectives of the Programme Module
· To Identify and gain a greater understanding of the role of the Accommodation Department in all lodging operations. 
· To introduce the learner to the role of the Front Office Department and its relevance to the Accommodation Department. 
· To acquire and develop the basic skills, knowledge and attitudes related to the Accommodation sector within the industry. 
· To practice such acquired skills in order to display a basic understanding. 
· To understand the importance of hygienic and safe work practices within the department. 
· To develop interpersonal skills and equip the learner with skills for guest interaction. 
· To assist the leaner to develop the vocational language, literacy and numeric skills required for the Accommodation and Front Office Departments. 
· To enable the learner to take responsibility for her/his own learning.  
Learning Outcomes of Level 5 Accommodation Techniques 5N1851
Learners will be able to:
1. Summarise the structures, profile and role of the Irish tourism and hospitality industry including grading systems and related customer expectations.
2. Describe the role, structure and organisation of the accommodation department, demonstrating an understanding of accommodation service terminology.
3. Identify the full range of accommodation services, including the accommodation assistant’s role, responsibilities and key tasks.
4. Explain the key provisions of legislation and regulation relevant to accommodation operations, including the roles of national agencies and the principles of procedures for hygiene, health, safety, fire prevention and security.
5. Describe the systems for heating, lighting and ventilation in the context of hospitality operations.
6. Explain the principles of communications, customer care, sales and quality service.
7. Describe the role of exterior and interior design in creating a distinctive and hospitable image and enhancing operational efficiency.
8. Explain the different types of dirt and the applications and precautions associated with wet and dry cleaning agents and chemicals including detergent, bleaches, abrasives, disinfectant, polishes and solvents.
9. Explain the functions and benefits of a computerised property management system including completing routine tasks related to accommodation operations.
10. Stock an accommodation assistant’s trolley, selecting the correct cleaning agents, equipment and protective clothing required to complete a range of tasks.
11. Clean surfaces, furniture, fixtures, fittings, materials, upholstery and floors.
12. Follow appropriate sequences and procedures for preparing, servicing and cleaning vacant and occupied public areas, bedrooms, ensuite, leisure facilities, conference and function rooms.
13. Follow appropriate procedures to rectify and report maintenance needs, lost property, damage and theft.
14. Use appropriate procedures for handling, using, maintaining, storing and disposing of cleaning agents, equipment and hazardous materials safely, effectively, economically and in compliance with hygiene, safety and environmental legislation requirements.
15. Use a range of environmentally friendly cleaning techniques
16. Demonstrate the procedures for recording, checking, sorting, laundering, ironing, storing, maintaining and returning hotel and guest linen.
17. Prepare a continental breakfast for room service including laying-up, serving and collecting trays for room service and apply billing procedures.
18. Communicate with customers including responding to enquiries, complaints and requests and promoting the hotel’s facilities and services as appropriate.
19. Assemble fruit baskets and simple flower arrangements.
20. Communicate with other hotel departments.
21. Devise a checklist to assist with the servicing and cleaning of each area to the hotel’s standards.
22. Demonstrate appropriate personal presentation, professional attitude, teamwork and friendly, customer-focused approach.
23. Demonstrate hygiene, health and safety practices in compliance with current legislation and regulation.
24. Demonstrate respect for diversity in lifestyles, religion, ability and culture among fellow workers and customers.
25. Implement a range of water, waste and energy conservation measures as appropriate.
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Indicative Content 
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1 : Introduction to Irish Tourism Industry and Customer Care 
Learning Outcomes: 1, 3, 6, 9, 18, 20 and 22 
The learner will be facilitated to:
· Identify the significance of the hotel, catering and tourism industry in the national economy.
· Identify the various sectors within the industry.
· Outline the primary objective of each sector, and their influence on the Accommodation Department.
· Explain the concept of grading in the industry.
· Explore different customer expectations within each grade.
· Maintain good communications and working relationships with colleagues and customers.
· Adopt a positive attitude in the production and service of the hotel, catering and tourism product.
· Deal courteously with complaints and compliments and demonstrate a commitment to customer satisfaction.
· Identify the factors which contribute to the creation of atmosphere in a hotel, catering and tourism operation.
· Be aware of the variety of property management systems and their benefits.  

Section 2: Cleaning Tasks
Learning Outcomes: 2, 5, 7, 12, 13, 21, 22, 23 and 24

The learner will be facilitated to:
· State the function of the Accommodation Department and the duties of accommodation personnel.
· Apply minimum standards acceptable to customers in accommodation service.
· Interpret basic accommodation service terminology.
· Use appropriate manual and mechanical cleaning equipment.
· Explain the basic principles of heating, lighting and ventilation.
· Explain the procedure for cleaning a bedroom, occupied and vacant.
· Explain the procedure for servicing a bedroom, to include evening turndown.
· Apply correct procedures and sequence for servicing a bedroom.
· Make a bed according to specified standards.
· Explain the procedure for cleaning a bathroom.
· Apply correct procedures and sequence for servicing a bathroom.
· Apply correct work procedure for cleaning a bath, toilet, hand basin, shower and shower curtain. 
· Devise a full checklist for the cleaning of all public and guest areas.   
· Identify the procedures for recognising and reporting maintenance faults
· Describe the importance of hygienic work practices within the Accommodation Department.
· Maintain an appropriate standard of personal and work hygiene.
· Demonstrate safe practices in relation to accommodation service operations.
· Understand the importance of interior design and layout, ergonomics and best use of space.
Section 3 : Accommodation Department 
Learning Outcomes: 16, 17 and 19
The learner will be facilitated to:
· Assemble simple flower arrangements.
· Practice the lay-up of trays for breakfast, morning coffee, afternoon tea.
· Demonstrate procedure for service of trays.
· Demonstrate procedure for collection of trays.
· Understand laundering of linen.
· List the stages of linen care to include accommodation and general restaurant and kitchen linen.


Section 4 : Health, Safety and Legislation 
Learning Outcomes: 4, 8, 10, 11, 14, 15 and 25
The Learner will be facilitated to:
· Explain the essential safety measures in ensuring safe premises for guest and employee occupation.
· Stock an assistant’s caddy/trolley.
· Safe practices of an assistant’s caddy/trolley.
· Describe the basic principles involved in fire prevention.
· Explain the course of action to take in the event of accidents occurring at work.
· Understand the principles and effects of cleaning agents including water detergent, bleaches, abrasives, disinfectant, polishes and solvents.
· Clean floors to include carpet, vinyl and wooden.
· Clean furniture, all finishes.
· List the rules for the use, care and storage of cleaning agents and equipment.
· Use appropriate cleaning agents effectively and economically.
· Be aware of the importance of sustainability within the industry and the department’s role in the overall operation objective. 
· Understand the key provisions of legislation and regulation relevant to accommodation operations:
· Sale of Goods and Supply of Services Act 1980 
· Consumer Information Act 1978 
· Safety Health and Welfare at Work Act 2005 
· Consumer Protection Act 2007 
· HACCP                   


   Assessment
11a.    Assessment Techniques
Skills Demonstration 		60%
Examination - Theory		40%

11b. Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.
	Learning Outcome
	Assessment Technique

	1. Summarise the structures, profile and role of the Irish tourism and hospitality industry including grading systems and related customer expectations.
	Examination-Theory

	2. Describe the role, structure and organisation of the accommodation department, demonstrating an understanding of accommodation service terminology.
	Examination-Theory 

	3. Identify the full range of accommodation services, including the accommodation assistant’s role, responsibilities and key tasks.
	Examination-Theory

	4. Explain the key provisions of legislation and regulation relevant to accommodation operations, including the roles of national agencies and the principles of procedures for hygiene, health, safety, fire prevention and security.
	Examination-Theory

	5. Describe the systems for heating, lighting and ventilation in the context of hospitality operations.
	Examination-Theory 

	6. Explain the principles of communications, customer care, sales and quality service.
	Examination-Theory

	7. Describe the role of exterior and interior design in creating a distinctive and hospitable image and enhancing operational efficiency.
	Examination-Theory

	8. Explain the different types of dirt and the applications and precautions associated with wet and dry cleaning agents and chemicals including detergent, bleaches, abrasives, disinfectant, polishes and solvents.
	Skills Demonstration 

	9. Explain the functions and benefits of a computerised property management system including completing routine tasks related to accommodation operations.
	Skills Demonstration

	10. Stock an accommodation assistant’s trolley, selecting the correct cleaning agents, equipment and protective clothing required to complete a range of tasks.
	Skills Demonstration 

	11. Clean surfaces, furniture, fixtures, fittings, materials, upholstery and floors.
	 Skills Demonstration 

	12. Follow appropriate sequences and procedures for preparing, servicing and cleaning vacant and occupied public areas, bedrooms, ensuite, leisure facilities, conference and function rooms.
	Skills Demonstration

	13. Follow appropriate procedures to rectify and report maintenance needs, lost property, damage and theft.
	Skills Demonstration 

	14. Use appropriate procedures for handling, using, maintaining, storing and disposing of cleaning agents, equipment and hazardous materials safely, effectively, economically and in compliance with hygiene, safety and environmental legislation requirements.
	Skills Demonstration 

	15. Use a range of environmentally friendly cleaning techniques. 
	Skills Demonstration 

	16. Demonstrate the procedures for recording, checking, sorting, laundering, ironing, storing, maintaining and returning hotel and guest linen.
	Skills Demonstration

	17. Prepare a continental breakfast for room service including laying-up, serving and collecting trays for room service and apply billing procedures.
	Skills Demonstration 

	18. Communicate with customers including responding to enquiries, complaints and requests and promoting the hotel’s facilities and services as appropriate.
	Skills Demonstration

	19. Assemble fruit baskets and simple flower arrangements.
	Skills Demonstration 

	20. Communicate with other hotel departments
	Skills Demonstration

	21. Devise a checklist to assist with the servicing and cleaning of each area to the hotel’s standards.
	Skills Demonstration 

	22. Demonstrate appropriate personal presentation, professional attitude, teamwork and friendly, customer-focused approach.
	Skills Demonstration 

	23. Demonstrate hygiene, health and safety practices in compliance with current legislation and regulation.
	Skills Demonstration 

	24. Demonstrate respect for diversity in lifestyles, religion, ability and culture among fellow workers and customers.
	Examination-Theory 

	25. Implement a range of water, waste and energy conservation measures as appropriate.
	Examination-Theory 



11c. Guidelines for Assessment Activities
The assessor is required to devise assessment briefs and marking schemes/examination papers, marking schemes and outline solutions (select as appropriate) for the name the assessment techniques from your Component Specification here.  In devising the assessment briefs/examination papers (select as appropriate), care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.
	Skills Demonstration 
	60%

	The Learner will complete skills demonstrations over the duration of the programme module. 

	The learner will be required to engage in tasks that will demonstrate a range of skills associated with accommodation techniques. These tasks may be carried out through role play, presentations and practical skills demonstrations and/or through work practices. A skilled practice will be carried out in an accommodation suite. This will facilitate a demonstration by the instructor followed by practice by each learner. 
The marks allocation will be as follows: 

Section 1: Introduction to Irish Tourism Industry and Customer Care (10%)
Learning Outcomes:  9, 18, 20, 22 
Role play of Taking a Guest enquiry for reservations, processing the reservation and conversing with the guest to answer their enquiries. 
Discuss the importance of interdepartmental communications and role play how this is done. 
Learner will be required to wear a uniform for class and this will be assessed for skills demonstration also. Team work will be assessed during the role play tasks when learners will be required to work in teams to complete tasks such as making a bed or cleaning a bathroom. 

Section 2: The Cleaning Tasks (20%) 
Learning Outcomes:  12, 13,  21, 22, 23 and 24 
Learners will be required to identify which cleaning product and which cloth is to be used when cleaning in the Accommodation Suite. Each surface will be assessed. 
Surfaces such as Wood, Laminate, Carpet, Plastic, Ceramic and Glass will be required to be cleaned in the Accommodation Suite and the learner must demonstrate an understanding of the differences for each.  
Prepare a sequence of service for cleaning of public areas, bedrooms and bathrooms. Put this into practice by cleaning and inspecting the accommodation suite and public areas. 
Devise a checklist to assist with the servicing and cleaning of each area to the hotel’s standards.
Discuss and establish appropriate procedures to rectify and report maintenance needs, lost property, damage and theft.

Section 3: Accommodation Department (10%)
Learning Outcomes: 16, 17 and 19
Role play of basic tray set up for Room Service Breakfast. Understand the process of room service delivery and collection. 
Prepare a fruit basket and small floral arrangement using the items given, ensuring both are acceptable for a welcome amenity for a guest. 
Discuss the steps and costs associated with Linen laundering and storing. Understand and demonstrate care when handling linen. 
Section 4: Health, Safety and Legislation (20%)  
Learning Outcomes: 8, 10, 11, 14 and 15 
Stock an accommodation assistant’s trolley, selecting the correct cleaning agents, equipment and protective clothing required to complete a range of tasks.
Clean surfaces, furniture, fixtures, fittings, materials, upholstery and floors.
Discuss how tasks associated with the accommodation department can be made more environmentally friendly. 
Discuss and use appropriate procedures for handling, using, maintaining, storing and disposing of cleaning agents, equipment and hazardous materials safely, effectively, economically and in compliance with hygiene, safety and environmental legislation requirements.
Demonstrate hygiene, health and safety practices in compliance with current legislation and regulation. 




	Examination 
	40% 

	The learner will complete a final written exam which will be of 1½ hours duration.

	The Exam will be worth 40% of the overall mark.  The examination paper will consist of 5 questions, each question awarding 8 marks leading the entire paper to be worth 40 marks. 

Learning Outcomes: 1, 2, 3, 4,5, 6, 7, 24 and 25
· The structures, profile and role of the Irish tourism and hospitality industry including grading systems and related customer expectations.
· The full range of accommodation services, including the accommodation assistant’s role, responsibilities and key tasks.
· Principles of communications, customer care, sales and quality service.
· Understand respect for diversity in lifestyles, religion, ability and culture among fellow workers and customers.
· Explain the key provisions of legislation and regulation relevant to accommodation operations, including the roles of national agencies and the principles of procedures for hygiene, health, safety, fire prevention and security.
· Discuss a range of water, waste and energy conservation measures as appropriate.
· The role, structure and organisation of the accommodation department, demonstrating an understanding of accommodation service terminology.
· Describe the systems for heating, lighting and ventilation in the context of hospitality operations.
· Describe the role of exterior and interior design in creating a distinctive and hospitable image and enhancing operational efficiency.



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.
	Accommodation Techniques 5N1851
	Learner Marking Sheet 1
Skills Demonstration 60%



Learner’s Name: ________________________________
	Assessment Criteria
	Maximum Mark
	Learner Mark

	· Role play of taking a guest enquiry for reservations, processing the reservation and conversing with the guest to answer their enquiries. 
· Discuss the importance of interdepartmental communications and role play how this is done.
· Learner will be required to wear a uniform for class and this will be assessed for skills demonstration.
	10
	

	· Learner will be required to wear a uniform for class and this will be assessed for skills demonstration also. Team work will be assessed during the role play tasks when learners will be required to work in teams to complete tasks such as making a bed or cleaning a bathroom.
· Learners will be required to identify which cleaning product and which cloth is to be used when cleaning in the Accommodation Suite. Each surface will be assessed. Surfaces such as Wood, Laminate, Carpet, Plastic, Ceramic and Glass will be required to be cleaned in the Accommodation Suite and the learner must demonstrate an understanding of the differences for each.
· Prepare a sequence of service for cleaning of public areas, bedrooms and bathrooms. Put this into practice by cleaning and inspecting the accommodation suite and public areas.
· Discuss and establish appropriate procedures to rectify and report maintenance needs, lost property, damage and theft. 
· Demonstrate hygiene, health and safety practices in compliance with current legislation and regulation
	20
	

	· Role play of basic tray set up for Room Service Breakfast. Understand the process of room service delivery and collection. 
· Prepare a fruit basket and small floral arrangement using the items given, ensuring both are acceptable for a welcome amenity for a guest.
· Discuss the steps and costs associated with Linen laundering and storing. Understand and demonstrate care when handling linen
	10
	

	· Clean surfaces, furniture, fixtures, fittings, materials, upholstery and floors.
· Discuss how tasks associated with the accommodation department can be made more environmentally friendly. 
· Discuss and use appropriate procedures for handling, using, maintaining, storing and disposing of cleaning agents, equipment and hazardous materials safely, effectively, economically and in compliance with hygiene, safety and environmental legislation requirements.
· Devise a checklist to assist with the servicing and cleaning of each area to the hotel’s standards
· Stock an accommodation assistant’s trolley, selecting the correct cleaning agents, equipment and protective clothing required to complete a range of tasks.
	20
	

	Total Mark
	60
	



NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................


	Accommodation Techniques 5N1851
	Learner Marking Sheet 2
Examination 40%



Learner’s Name: ________________________________
	Assessment Criteria
	Maximum Mark
	Learner Mark

	Question 1
	8
	

	Question 2
	8
	

	Question 3
	8
	

	Question 4
	8
	

	Question 5
	8
	

	Total Mark
	40
	



NO ROUNDING OF MARKS




The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................
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