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	Subject:  Revision to Existing Apprenticeable Occupations:  
Cook (Hotel & Restaurant)
Housekeeper (Commercial, Residential, Industrial)


Code: 200.1     

	Symbols: DPQSP/DMc
	
	Action: Immediate

	
PURPOSE:  To inform the staff of OA, State Apprenticeship Agencies (SAA), Registered Apprenticeship program sponsors, and other Registered Apprenticeship partners of  revisions to existing apprenticeable occupations: 
    
Chef de Parti
(Existing Title:  Cook Hotel & Restaurant)                 
O*NET-SOC Code:  35-2014.00
[bookmark: _GoBack]RAPIDS Code:  0663CB
Term: Competency-based
Type of Training:  Competency-based     

Room Attendant/Housekeeper
(Existing Title:  Housekeeper (Commercial, Residential, Industrial)
O*NET-SOC Code:  37-2012.00
RAPIDS Code:  0943CB
Term: Competency-based
Type of Training:  Competency-based

BACKGROUND:  The occupations Cook (Hotel & Restaurant) and Housekeeper (Commercial, Residential, Industrial) were submitted for revisions by Ms. Adine Forman, Executive Director, Los Angeles Hospitality Training Academy (LAHTA).  The revisions to each of the occupations include offering alternative training terms for the Hospitality sector in the competency-based format. 

The revised Cook (Hotel & Restaurant) and Housekeeper (Commercial, Residential, Industrial) will be added to the List of Occupations Recognized as Apprenticeable by OA when the list is reissued.  The LAHTA Work Process Schedules and Related Instruction Outlines are attached.

If you have any questions, please contact Mr. Doug McPherson, Apprenticeship and Training Representative, Division of Program Quality, Standards and Policy at (202) 693-3783.


ACTION:  OA staff should familiarize themselves with this bulletin and the attached Work Process Schedule and Related Instruction Outline, as a source for developing apprenticeship standards and/or providing technical assistance.

NOTE:  This bulletin is being sent via electronic mail.

Attachments
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WORK PROCESS SCHEDULE

CHEF DE PARTIE (Cook Hotel & Restaurant)

O*NET-SOC CODE:  35-2014.00   RAPIDS CODE:  0663CB



		Chef De Partie -  Related Instruction 

Pre-Apprenticeship/150 Hours of Classroom Training

Module Topics



		COURSE NAME

		 HOURS

		TABLE OF CONTENTS



		Food Safety & Sanitation

		6

		Page 1



		Fundamentals of Culinary Arts

		

		Page 8



		· Introduction to the Culinary Industry 

		0.5

		Page 11



		· Kitchen Equipment 

		4

		Page 11



		· Knife Skills 

		15

		Page 11



		· Kitchen Math 

		5

		Page 12



		· Stock Cookery 

		11

		Page 12



		· Soup Cookery 

		13

		Page 13



		· Sauces 

		14.5

		Page 14



		· Butchering & Hot Cookery 

		60

		Page 14



		· Breakfast Cookery 

		8

		Page 16



		· Basic Baking Concepts 

		8

		Page 17



		· Ergonomics 

		1.5

		Page 17



		· Final Exam 

		3.5

		Page 17



		American Hotel & Lodging Educational Institute (AHLEI) Kitchen Cook (Online)

		Online

		Page 18



		Total Related Instruction Hours

		150

		







		Chef De Partie -  Competency-Based Work Process



		Chef De Partie -  Competency-based Work Process

		

		Page 20
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A - 1

Food Safety & Sanitation



COURSE DESCRIPTION:

The course is designed as a study of the principles of food-borne illness, sanitation, safety, personal hygiene, rodent and insect controls, regulations, and equipment affecting safe food handling in all operations. Students will study common pathogens and learn how pathogenic organisms can contaminate foods, principles of safe and sanitary food handling, and safety principles used to select, preserve, thaw, cook, and store foods. The course will highlight the many benefits that safe food handling offers for facilities and their guests. The course is designed to meet the requirements of local, state and national certification exams.



CLOCK HOURS:	6



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into eleven learning units; each learning unit addresses a specific aspect of safety and sanitization as outlined by the National Restaurant Association, in an effort to allow for direct application in both an educational and professional working conditions.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time.  The general accepted ratio of class to study time is 1:3 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

ServSafe Food Handler Guide 6th Edition, National Restaurant Association, 2016, 

version 1602, ISBN: 978-1-58280-327-2



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Identify microorganisms which are related to food spoilage and foodborne illnesses; describe their requirements and methods for growth.

Describe symptoms common to food borne illnesses and how illness can be prevented.

Demonstrate good personal hygiene/health practices.

Describe cross contamination and use of acceptable procedures when preparing and storing potentially hazardous foods.

List the majority of reasons for and recognize signs of food spoilage and contamination.

Outline the requirements for proper receiving and storage of both raw and prepared foods.

Recognize sanitary and safety design and construction features of food production equipment and facilities (e.g. NSF, UL, OSHA, ADA, etc.)

Describe current types of cleaners and sanitizers and their proper use.

Develop cleaning and sanitizing schedule and procedures for equipment and facilities.

Identify proper waste disposal methods and recycling.

Describe appropriate measures for insects, rodents and pest control and pest control irradiation.

List common causes of typical accidents and injuries in the food service industry and outline a safety management program.

Describe appropriate types and use of fire extinguishers used in food service area.

Outline laws and rules of the regulatory agencies governing sanitation and safety in food service operation.

Wear professional chef's attire emphasizing acceptable standards of personal hygiene.



ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment are used as a basis for grading.

 

				

Method		Points Each		Total 			Total Points	

Certification Exam	80			1			80

Attendance		5			4			20			

										



Points		Letter Grade			Pass

98-100 		A+			Pass

94-97			A			Pass

91-93			A-			Pass

88-90			B+			Pass

84-87			B			Pass

81-83			B-			Pass

78-80			C+			Pass

75-77			C			Pass

72-74			C-			Pass

69-71			D+			Fail

66-68			D			Fail

65↓			F			Fail





















		Introduction 

		INTRODUCTION



		Topic

		Objective



		Introduction

		The student will:

· Understand the course objectives

· Know what materials are needed

· Understand the importance of regular attendance, timely homework preparation, class participation, and asking questions when in doubt



		Unit 1 

		PROVIDING SAFE FOOD



		Topic

		Objective



		1.1 Foodborne Illness

		The student will:

· Be able to identify what a foodborne illness is

· Understand the difference between a foodborne illness and a foodborne illness outbreak



		1.2 How Foodborne Illnesses Occur

		The student will be able to:

· Understand how foodborne illnesses occur

· Identify the risks and costs to an establishment



		1.3 Keeping Food Safe

		The student will be able to:

· Identify their role as a food service worker 

· Identify the 3 types of contaminants

· Identify how food becomes unsafe

· Define time-temperature abuse

· Define cross-contamination

· Describe poor personal hygiene

· Identify the high-risk populations

· Identify and define FAT TOM (Food, Acidity, Time, Temperature, Oxygen and Moisture.) 

· A mnemonic device used in the food service industry to describe the six favorable conditions required for the growth of foodborne pathogens. 



		Unit 2 

		UNDERSTANDING THE MICROWORLD



		Topic

		Objective



		2.1 Pathogens

		The student will be able to:

· Define what a pathogen is



		2.2 Bacteria

		The student will be able to:

· Define what a bacteria is

· Identify what spores are 

· Identify the leading types of bacterial foodborne illnesses and the related time-temperature control foods to prevent the growth of microorganisms and the production of toxins.



		2.3 Biological Toxins

		The student will be able to:

· Define what biological toxins are

· Identify the leading types of biological toxins and the related foods and ingredients



		Unit 3 

		CONTAMINATION, FOOD ALLERGENS & FOODBORNE ILLNESS



		Topic

		Objective



		3.1 Physical & Chemical Contaminants

		The student will be able to:

· Identify and define a chemical and a physical contaminant  

· Identify means to prevent these types of contamination



		3.2 Allergens

		The student will be able to:

· Define a food allergen

· Define the symptoms associated with an allergic reaction

· Identify the Big Eight in allergies

· Identify how to prevent allergic reactions



		Unit 4 

		THE SAFE FOOD HANDLER



		Topic

		Objective



		4.1 Personal Hygiene & Contamination

		The student will be able to:

· Identify how food becomes contaminated by food-service workers

· Identify acceptable jewelry



		4.2 A Good Personal Hygiene Program

		The student will be able to:

· Define the proper handwashing techniques

· Define when hand sanitizer can be used

· Identify when bare-hand-contact is acceptable

· Identify when and how to use single use gloves

· Proper work attire, and personal cleanliness



		Unit 5 

		THE FLOW OF FOOD: PURCHASING AND RECEIVING



		Topic

		Objective



		5.1 General Purchasing and Receiving Principles

		The student will be able to:

· Identify the various types of thermometers & how to calibrate them

· Identify means to avoid time and temperature abuse

· Identify purchasing and receiving considerations

· Identify general inspection guidelines: temperature, packaging, documents & stamps, and food quality signs



		Unit 6

		THE FLOW OF FOOD: STORAGE



		Topic

		Objective



		6.1 General Storage Guidelines

		The student will be able to:

· Identify proper labeling

· Define First In, First Out (FIFO)

· Identify the proper conditions for dry storage

· Identify the proper order of food storage



		6.2 Storing Specific Items

		The student will be able to:

· Identify how to store the following items: meat, poultry, fish, shellfish, eggs, milk; fresh produce, Reduced Oxygen Packaging (ROP) foods, Ultra-high temperature processing (UHT) foods, canned goods and dry foods.



		Unit 7 

		THE FLOW OF FOOD: PREPARATION



		Topic

		Objective



		7.1 Holding Food

		The student will be able to:

· Identify the basic concepts of setting up a prep area

· Identify the appropriate methods to thaw foods



		7.2 Cooking Food

		The student will be able to:

· Define the minimal internal cooking temperatures of various foods

· Identify proper partial cooking during the prepping process



		7.3 Cools & Reheating Food

		The student will be able to:

· Identify the two-step cooling method

· Identify the various methods for cooling foods

· Identify the various methods for reheating foods



		Unit 8 

		THE FLOW OF FOOD: SERVICE



		Topic

		Objective



		8.1 Service

		The student will be able to:

· Identify hot and cold holding for foods

· Identify methods to keep safe a self-service area, an off-site service area, and or a catering event/mobile units 



		Unit 9

		SAFE FACILITIES & EQUIPMENT



		Topic

		Objective



		9.1 Safe Operations

		The student will be able to:

· Identify how to design a safe operation

· Identify potable vs. non-potable water



		Unit 10

		CLEANING & SANITIZING



		Topic

		Objective



		10.1 Sanitizing

		The student will be able to:

· Identify the various types of sanitizer used in a professional setting

· Identify the parts per million (PPM) for quaternary ammonium, iodine and chlorine sanitizers



		10.2 Dishwashing

		The student will be able to:

· Identify how to set up a three-compartment sink

· Identify the proper storage of various goods.



		Unit 11

		INTEGRTATED PEST MANAGEMENT



		Topic

		Objective



		11.1 Integrated Pest Control

		The student will be able to:

· Identify how to control an infestation

· Identify how to prepare a property for a pest control

· Identify signs of an infestation



		Unit 12

		SERVSAFE TEST



		

		Certification Exam 












Fundamentals of Culinary Arts



COURSE DESCRIPTION:

This course will teach students the fundamental skills necessary to successfully enter the culinary industry.  The course Culinary Concepts, will teach a brief history of the culinary arts, as well as fundamental concepts and skills, coupled with the traditional techniques involved in basic cookery.  Special emphasis is given to:  French terminology, sautéing, broiling, butchering, knife skills, braising, soups, sauces and basic kitchen mathematics.  Students must successfully pass a practical cooking examination covering the core competencies discussed in class. 



CLOCK HOURS: 144/150 hours (26 hours lecture, 118 hours lab) + (6 Hours of ServSafe)



PREREQUISITES:	Food Safety & Sanitation



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into ten learning units; each learning unit addresses a specific aspect of culinary arts as outlined in the text.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors teaching style.  Additionally, page numbers has been listed under each learning unit to outline the recipes and pertinent information that should be discussed during the lecture and lab portions of the class.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The general accepted ratio of class to study time is 1:3 for this course.

















STUDENT TEXTS, READING AND OTHER MATERIALS: 

The Culinary Institute of America.  The Professional Chef.  Wiley, 2011.

ISBN: 978-0-470-42135-2



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Practice standards in behavior, grooming and dress that reflect the mature work attitude expected of industry professionals.

Contrast the various organizational structures and basic functions within hospitality and foodservice establishments.

Employ all rules as presented in the student handout regarding personal hygiene.

Participate and function in a group atmosphere.

Demonstrate adult and professional manner during all classes, both laboratory and lecture.

Utilize proper techniques to clean, prepare, and cook food items to achieve maximum yield, by selecting the proper amounts of each ingredient for the given recipes.

Apply all sanitary rules and codes in regard to cleaning of small utensils and heavy equipment.  

Maintain work area in a clean, sanitary, and organized condition.

Identify basic kitchen utensils and equipment associated with the culinary profession, as well as measuring devices.

Comprehension and use of culinary terminology.

How to read, use and prepare standardized recipes for menu production.

Demonstrate knowledge of proper knife skills, including the measurements of classical cuts.

List and describe the method of preparation for all major stocks.

List and describe the method of preparation for the Classical Sauces, and the concepts of derivative sauces.

List and describe the method of preparation for clear soups, puree and cream soups, and specialty soups.

Demonstrate knowledge of the various types of thickeners used in cooking.

Demonstrate knowledge of the ability to fabricate basic meats, such as: poultry, beef, pork, fish, seafood and shellfish.

Prepare and apply proper cooking techniques for various cuts of meat, poultry, fish, and seafood.

Demonstrate the following cooking techniques: braising, poaching, sautéing, grilling, broiling, steaming, stir-frying, roasting, frying, and boiling.

Prepare and apply proper cooking techniques for vegetables, fruits, and starches.

Prepare and apply the basics of breakfast cookery, including knowledge of eggs, breakfast meats, and breakfast starches.

Demonstrate knowledge of vegetarian cooking concepts.

Demonstrate a basic knowledge of baking to include: leaveners, and the function of common ingredients used in baking.

Demonstrate an ability to consistently cook foods to taste and textures intended and expected from the recipes.

Demonstrate an ability to set up a buffet line for service, implementing the core concepts as discussed in lecture and lab.

As the student progresses through the curriculum, the chef/instructor will continue to evaluate the student’s ability to execute the core competencies.  The following competencies were addressed early in the course, and mastery is considered a critical element to the student’s success in any culinary setting:

Mise en place       

Weights and Measures          

Knife Skills

Product Identification & Knowledge

Pass written and practical examinations with a 75% or higher.



All course objectives outlined will be covered; however, the exact sequence and timing may be adjusted by the chef/instructor to facilitate group size and the group’s ability as well as availability of food product.



ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment as used as a basis for grading.



				

Method				Total 	

Competencies			25%

Quizzes				10%

Midterm 				5%
Final Exam				35%

Attendance/Participation		25%											

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail





The following is a Topical outline of the course objectives and competencies, broken into sections, based on major topics of learning.  Within each section the corresponding page(s) is/are listed when applicable, referencing supporting materials as listed in The Professional Chef textbook.  At times, the pages listed are recipes, to be completed in lab classes to reinforce the concepts, techniques and competencies as outlined below.



		Unit 1 

		Introduction to the Culinary Industry (0.5 hours)



		Topic

		Objective/Competencies 



		1.1 Introduction (p. 3)

		The student will:

· Discuss the founders of the culinary industry 

· Identify the basic positions in a classical brigade (p. 9)



		Unit 2

		Kitchen Equipment (4 hours)



		Topic

		Objective/Competencies



		2.1 Basic Equipment 

(p. 43)

		The student will:

· Identify the various types of equipment found in a professional kitchen: mixers, steam kettles, broilers, types of ovens (convection & convention), steamers, slicers, warmers, proof box, hotel pans, bain maries, etc. (p. 54)



		2.2 Hand Tools

(p. 52)

		The student will be able to:

· Identify the various hand tools used in a kitchen: spatula, fish spatula, tongs, rubber spatula, bench scraper, pastry bags, etc. (p. 52)



		2.3 Knives 

(p. 44)

		The student will be able to:

· Identify the various knives used in a kitchen: chef knife, serrated knife, paring knife, fillet knife, slicer (p. 46)



		Unit 3

		Knife Skills (15 hours)



		Topic

		Objective/Competencies



		3.1 Knives 

(p. 44)

		The student will be able to:

· Identify the various types of sharpening tools, vs honing tools, and understand the basic concepts of knife sharpening (p. 48)

· Identify the principles of choosing the right knife for the designated task (p. 47)

· Identify the parts of a knife (p. 44)



		3.2 Knife Safety (p. 44)

		The student will be able to: 

· Identify knife safety when working and moving through a kitchen (p. 44)

· Identify and demonstrate the proper cutting form (i.e. guide hand & grip) (p. 619 & demonstration)



		3.3 Classical Knife Cuts 

(p. 622)

		The student will be able to:

· Identify the measurements of all classical cuts: brunoise, bâttonet, julienne, macédoine, tournée, paysanne, oblique, chiffonade, rondelle, suprême, etc. (p. 622)

· Demonstrate how to concasse a tomato 

· Properly and accurately cut all the classical cuts via various mediums 



		Unit 4 

		Kitchen Math (5 hours)



		Topic

		Objective/Competencies



		4.1 Basic Kitchen Math 

(p. 13 & handouts)

		The student will be able to:

· Perform basic fraction equations for converting recipe quantities

· Multiply and divide fractions for converting recipe quantities

· Identify the basics of measurements (i.e. ounces, grams, pounds)

· Identify the basic differences between dry and liquid measures

· Accurately measure items in both liquid and dry form

· Properly read a recipe



		4.2 Advanced Kitchen Math 

(p. 16 & handouts)

		The student will be able to:

· Perform basic recipe conversions for both savory and baking recipes

· Convert liquid measures

· Identify the differences in metric vs. imperial measurements and measuring

· Perform basic portion costing 



		Unit 5 

		Stock Cookery (11 hours)



		Topic

		Objective/Competencies



		5.1 Basic Concepts in Stocks

(p. 254)

		The student will be able to:

· Identify the general guidelines for stocks (p. 261 & p. 262)

· Identify the various types of stocks: white (p. 263), brown (p. 263), vegetable 

(p. 265), fish (p. 264) stocks and court bouillon (p. 265)

· Identify the various ingredients & ratios of ingredients involved in stock making  (p. 256): bones, water, mirepoix (p. 242), flavorings (bouquet/sachet), acids (p. 254)

· Identify and demonstrate the importance of the following and make: a bouquet garni (p. 240) and sachet (p. 240)



		5.2 Stock Cookery 

(p. 258)

		The student will be able to:

· Properly brown bones for applicable stocks (demonstration) 

· Properly make each type of stock: white (p. 263), brown (p. 263), vegetable (p. 265), and fish (p. 264) stocks



		Unit 6

		Soup Cookery (13 hours)



		Topic

		Objective/Competencies



		6.1 Basic Soup Concepts & Types

(p. 301 & p. 330)

		The student will be able to:

· Identify the general guidelines for soup cookery (p. 330)

· Identify the various types of soups: clear (p. 302 & p. 311), cream (p. 315), vegetable (p. 357), cold (p. 347), puree (p. 321), bisque (p. 325), chowder (p. 320)

· Identify the various ingredients in a soup: base, stock, flavorings, thickeners, proteins 

· Identify when to use a premade soup base (dry vs. paste)



		6.2 Thickeners 

(p. 246)

		The student will be able to:

· Identify and make the various types of roux (p. 246): white, blond, and brown

· Identify how to make a slurry (p. 247), and a liaison (p. 249)

· Identify how and when to use beurre manie (p. 1168)



		6.3 Flavorings

		The student will be able to:	

· Identify the difference between an herb and a spice (p. 129, p. 178 & p. 222)

· Identify, demonstrate the importance of the following and make: a bouquet garni, sachet (p. 240), mirepoix (p. 242), and a dry seasoning mix (p. 222, p. 225 & p. 227)

· Identify and understand the different types of liquid flavorings: liquid smoke, Worcestershire sauce, tabasco, lemon juice, wine, etc. 



		6.4 Soup Cookery

		The student will be able to:

· Make the following types of soups: consommé w. choice of garnish (p. 306 & p. 310), French onion soup (p. 335), Split Pea Soup (p. 345), Shrimp Bisque (p. 347), and New England Clam Chowder (p. 340), Cream of Tomato Soup (p. 339), Purée of Winter Vegetable Soup (handout), Minestrone (p. 357), Vichyssoise (p. 347), Chicken Waterzooi (p. 249-250, and handout)







		Unit 7

		Sauces (14.5 hours)



		Topic

		Objective/Competencies



		7.1 Classical Sauces 

(p. 267 & p. 291)

		The student will be able to:

· Identify the function of a sauce (p. 291), and define the five (5) classical sauces: Béchamel (p. 274), Espagnole (p. 268), Tomato (p. 280), Hollandaise (p. 283), and Velouté (p. 274)

· Properly make the five (5) classical sauces: Béchamel (p. 295), Espagnole (p. 294), Tomato (p. 295), Hollandaise (p. 298), and Velouté (p. 294)



		7.2 Derivative Sauces

(p. 272-p. 287)

		The student will be able to:

· Identify the concept of derivative sauces (p. 272, p. 278, p. 279 & p. 287)

· Properly prepare the following derivative sauces (p. 272): Mornay (p. 279), Allemande (p. 278), Bordelaise (p. 272), Creole (p. 246), Béarnaise (p. 297)

· Properly prepare Macaroni & Cheese, from the derivative sauce Mornay



		7.3 Other Sauces

		The student will be able to:

· Properly prepare sauces that fall into the “other” category: au jus (p. 433), pan-gravies (p. 433), and beurre blanc (p. 288 & p. 298), coulis (p. 296 & p. 299), mayonnaise (p. 903), demi-glace (p. 268) 



		7.4 Finishers

		The student will be able to:

· Identify the principles of monte au beurre (p. 1177)

· Properly prepare: Glazed Tournée Carrots (p. 685)



		Unit 8

		Butchering & Hot Cookery (60 hours)



		Topic

		Objective/Competencies



		8.1 Butchering Basics/Basics of Meat Cookery 

(p. 70)

		The student will be able to:

· Identify the primary cuts of meats (p. 72, p. 76, p. 80, p. 82, p. 87, p. 93 & p. 97)

· Identify the secondary cuts of meats (p. 72, p. 76, p. 80, p. 82, p. 87, p. 93 & p. 97)

· Identify the various types/classes of meats & poultry: poultry (capon, broiler, fryer, roasting hen, duck, goose, quail, turkey), beef (ground), pork (sausages), fish (flat and round fish) 

· Identify the fat, and the silver skin on meats (p. 376)

· Properly fabricate a whole chicken (p. 393)

· Prepare a trussed poultry item (p. 396)

· Demonstrate a Frenched dressing, on a poultry item (p. 394)

· Identify and cook the various types of “doneness” in meats (black & blue rare, rare, medium rare, medium, medium well, well) (p. 366)

· Demonstrate a proper knowledge of cooking and holding temperatures and the internal temperatures of different doneness (p. 367)

· Identify the concept of “carry over cooking,” and “resting” meats

· Identify the various types of seafood & their proper cleaning and fabrication processes: fish (p. 100, p. 103 & p. 111), cephalopods (p. 421), crustaceans (p. 416 & p. 419), and shellfish (p. 117 & p. 119)



		8.2 Broiling/Grilling (p. 658)

		The student will be able to:

· Identify and select marinades and seasonings best for broiling

· Identify and select fats best for broiling

· Discuss the smoke point of various fats (p. 30 & p. 232)

· Identify and select sauces for broiled items

· Prepare compound butters and maître d’hôtel butter (p. 300)

· Prepare marinades (p. 363), rubs (p. 362) and basting mixes

· Demonstrate a knowledge of proper carving of roasted meats (p. 435)

· Discuss buffet carving techniques and set up (p. 435)

· Discuss the concept of basting (p. 429)

· Properly prep a variety of foods to be grilled (vegetable, meat, marinated meat)

· Properly grill a chicken breast with grill markings (p. 660)

· Identify flare up, and how to prevent it during the grilling process

· Properly prepare the following recipes: Duxelles (p. 482), Grilled Vegetables with marinade of choice (p. 363), Broiled Chicken Breast (p. 658), Gratin Dauphinoise (p. 739), Grilled Steak with Bordelaise Sauce (handout)



		8.3 Stewing/Braising (p. 577 & p. 677)

		The student will be able to:

· Identify the principles of stewing (p. 577) & braising (p. 679)

· Properly prepare the following recipes: Braised Red Cabbage (p. 711), Osso Buco Milanese (p. 600), Kalbi Jim (p. 582), Braised Collard Greens (p. 710), Coq au Vin (handout), Crispy Tangerine-flavored Pork with Sweet garlic sauce (p. 524)



		8.4 Roasting/Baking (p. 661)

		The student will be able to:

· Identify the principles of roasting (p. 663)

· Properly prepare Duchesse Potatoes (p. 721), Roasted Seasonal Vegetable (p. 680), Potatoes en Casserole (p. 726), Roasted Chicken with pan gravy (p. 482)



		8.5 Sautéing 

(p. 488)

		The student will be able to:

· Discuss the principles of sautéing (high heat, low fat, constant movement) (p. 665)

· Discuss the best fats to be used in sautéing (p. 232)

· Discuss and make clarified butter (p. 251)

· Properly prepare: Chicken Provençal (p. 501), Chicken Picatta (p. 519), Ratatouille (p. 708), Sautéed Steak w. Herb Crust (p. 445), Sautéed Arugula (p. 702), Steak au Poivre (handout), Boneless Chicken Fricassee with Sauce Supreme (p. 612, p.294)



		8.6 Frying 

(p. 497)

		The student will be able to:

· Identify the principles of deep frying (p. 674) vs. pan frying (p. 671)

· Properly produce the following batters: tempura (p. 523) and beer batters

· Identify and set-up a proper breading station (p. 365)

· Properly prepare Fried Chicken (p.516), Deep Fried Onions (p. 581), Lyonnaise Potatoes (p. 739), Samosas (p. 970), Vegetable Fritters (p. 707), Pan Fried Chicken Breast (p. 493), Flounder Meuniere (p. 493 & handout)



		8.7 Poaching/Boiling 

(p. 540 & p. 544)

		The student will be able to:

· Identify the principles of poaching (p. 546), and boiling

· Properly poach the following: Chicken Breast with Tarragon Sauce (p. 563), Poached Salmon Fillet (p. 546), pan-steamed green beans (p. 684), Gnocchi Piedmontese (p. 832), Spätzle (p. 834), Whipped Potatoes (p. 734), Poached Chilled Salmon Fillet (p. 546-547)



		8.8 Steaming 

(p. 532 & p. 651)

		The student will be able to:

· Identify the principles of steaming (p. 651)

· Properly steam the following: Steamed broccoli florets (p. 681), Ho-Lam Rice 

(p. 785), Steamed Rice & Rice Pilaf (p. 760 & p. 763), Steamed Brussels Sprouts (p. 651-653)



		8.9 Plating

(p. 292)

		The student will be able to:

· Identify the principles of plating for entrees, etc.

· Identify the proper portion sizes



		8.10 Other

		The student will be able to:

· Identify and select all the materials for hot sandwiches (breads, meats, cheeses & spreads)

· Identify the proper method to cook pasta (p. 212) including the term “al dente”

(p. 815)

· Properly prepare Pasta alla Carbonara (p. 821)

· Identify the guidelines for vegetable cookery (p. 680)

· Discuss and prepare a basic vinaigrette (p. 880)

· Discuss and prepare en papillote cooking (p. 537)

· Discuss and prepare Risotto w. Peas (p. 783)











		Unit 9 

		Breakfast Cookery (8 hours)



		Topic

		Objective/Competencies



		9.1 Basic Breakfast Concepts

(p. 847)

		The student will be able to:

· Identify the various sizes and types of eggs (p. 847)

· Properly identify the proper grades of eggs & signs of freshness

· Identify the protein substitutes in breakfast cookery

· Discuss breakfast garnishes



		9.2 Egg Cookery

		The student will be able to:

· Prepare the various types of eggs: over easy (p. 854), over medium (p. 854), over hard (p. 854), Sunnyside up (p. 854), basted, scrambled (p. 856), poached eggs 

(p. 868), boiled eggs (3,5 minute and hard cooked (p. 848))

· Properly prepare Eggs Benedict (p. 871) 

· Properly prepare an omelet (p. 858)

· Properly prepare a Quiche Lorraine (p. 876), Frittata (p. 858)



		9.3 Other Breakfast Cookery

		The student will be able to:

· Prepare the various types of breakfast meats (e.g. bacon, and sausage)

· Prepare the various types of breakfast starches (e.g. home fries, p. 740), including latkes (p. 688)

· Prepare battered breakfast items: pancakes (p. 1073) and French toast (p. 878)

· Discuss and set-up a basic breakfast buffet.



		Unit 10 

		Basic Baking Concepts (8 hours)



		Topic

		Objective/Competencies



		10.1 Basic Baking Concepts 

(p. 1016)

		The student will be able to:

· Describe gluten, and the foods mostly commonly associated with it (p. 1028)

· Identify the various types of leavening agents (p. 1017)

· Identify and demonstrate how to fill and use a pastry bag (p. 1022)



		10.2 Baking

		The student will be able to:

· Produce the following items: basic focaccia (p. 1034), biscuit (p. 1070), cornbread (p. 1079) and pie crusts/Pate Brisee (p. 1070)

· Discuss the concept of a soufflé (p. 862)



		Unit 11

		Ergonomics (1.5 hours)



		Topic

		Objective/Competencies



		11.1 Basics of Ergonomics

		The student will be able to:

· Properly able to identify the basics of body mechanics

· Properly able to demonstrate lifting a 50-pound item

· Properly able to demonstrate standing posture while working to reduce body damage



		Unit 12

		Final Exam (3.5 hours)



		Topic

		Objective/Competencies



		12.1 Final Exam

		The student will be able to:

· Successfully prepare all items for the recipes selected (Students will have 3 hours for the final exam, not including 0.5 hours of prep time to gather ingredients.)

· Successfully measure and cut the basic knife cuts including: julienne, macédoine, bâtonnet, tournée, chiffonade, oblique, brunoise, and paysanne  (This is a timed test, requiring a specific weight for each cut to be demonstrated for grading)

· Successfully demonstrate a knowledge of the classical sauces

· Successfully demonstrate how to fabricate a whole chicken into six pieces

· Successfully demonstrate the preparation of Chicken Provençal (p. 501), Rice Pilaf (p. 763), Steamed broccoli florets (p. 681), Hollandaise sauce (p. 298), and Cream of Tomato Soup (p. 339)





















AHLEI Certified Kitchen Cook



COURSE TITLE: AHLEI Certified Kitchen Cook Program



COURSE DESCRIPTION:

The Certified Kitchen Cook credential recognizes the skills, knowledge and responsibilities needed to maintain the standards at a lodging property. 



The certification is supported by the START (Skills, Tasks, and Results Training) for Kitchen Cook. The online program presents concise instructions for training new or prospective employees on how to perform key tasks correctly, along with the general hospitality knowledge, and soft skills needed in the hospitality industry.  



CLOCK HOURS:  Online



COURSE FORMAT:  

This course is a blended online lecture and lab format that incorporates project based experiential learning.



PREREQUISITES:

Successful completion of prior program elements i.e., Safety and Sanitation and Fundamentals of Culinary Arts



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

 

All Employee Training



After completing the All Employee Knowledge section of the Study Guide, employees should be able to:

1.	Understand property standards for personal appearance.

2.	Identify property standards and policies regarding uniforms.

3.	Understand your property’s social media policy.

4.	List employee policies that affect you.

5.	List your property’s fact sheet information.

6.	List property policies regarding parking, pets, and guest reservations.

7.	Identify airport and local transportation options.

8.	Explain the purpose of the Manager on Duty (MOD).

9.	Define guidelines for the use of property facilities.

10.	Differentiate between routine and urgent maintenance and describe the purpose of each.

11.	Discuss property lost and found procedures.

12.	Explain property recycling programs and procedures.

13.	Explain your role in your property’s security.

14.	Understand procedures to follow in case of emergency.

15.	Identify procedures and safety equipment that protects against blood borne pathogens.

16.	Describe OSHA regulations that pertain to your position at the property.

17.	Understand safe lifting guidelines.

18.	Describe best practices for assisting guests with disabilities.

19.	Recall ways to provide exceptional guest service.

20.	Understand the role online reviews play in the success of your property.

21.	Identify best practices for working with your team and other departments.

22.	Explain policies on guest communication, including telephone and elevator courtesy.

23.	Identify ways to handle and resolve guest requests and complaints.

24.	List the locations of points of interest guests might inquire about on and off your property.

25.	Explain the significance of VIPs.

26.	Identify procedures for dealing with guests under the influence of alcohol.



Kitchen Cook

After completing the Position Specific Knowledge section of the Study Guide, employees should be able to:

Describe ways kitchen cooks meet superior performance standards.

List basic kitchen safety guidelines that kitchen cooks must follow.

Discuss sanitation regulations kitchen cooks must follow, including keeping foods out of the temperature danger zone.

List and define some of the basic culinary terms commonly used in a kitchen.

Identify and explain how to use basic kitchen tools and equipment.

Differentiate between different kinds of knives and describe how to care for them properly.  

Define standard cuts used for different kinds of foods.

Understand standard recipe development.

Follow proper procedures for weighing and measuring ingredients.

Learn how to convert standard recipes by changing the number of portions and the portion size.

Describe how to control food costs through yield testing roast meats.

List your property’s standard pars.

Identify nutrition trends that may affect your day-to-day job.

Describe the correct plate presentation and garnish procedures at your property.

Discuss ways to handle special guest situations, including special requests, substitutions, and complaints.

Review the process for working a call-and-pick-up-system.

Explain the purpose of banquet event orders and discuss how to use them to work more efficiently.

List the procedures for handling leftovers at your property.





COMPETENCY-BASED WORK PROCESS 

Chef de Partie



Testing Schedule

The testing schedule for this competency-based Chef de Partie apprentice will be held the first month of each quarter, which begins in January of each year.  Apprentices can submit notification within 30 days of the testing date to request their competency testing be completed.  



For each apprentice, a maximum of three (3) attempts can be made to successfully pass the competency-based testing.



Testing Metrics

Due to the varying tasks and competencies of each culinary work environment, and due to the nature of this competency-based work process schedule, employers are encouraged to review the competency testing form in advance.  Employers may be able to exclude from testing the tasks and competencies that the apprentice will not be exposed to, as applicable to the position they are entering.



Performance Standards Instructions:

Related Instruction: The curriculum crosswalks to the individual tasks (1,2, 3...) to ensure that the instructional program addresses each competency area in the work process schedule.

Task Standard: Indicate “Yes,” or “No,” or “N/A.”  For acceptable achievement, all individual tasks (a, b, c...) should receive a “Yes,” “No,” or “N/A” response.  

Performance Level: The duty areas (A, B, C...) receive an overall numeric evaluation using the following criteria.  The mentor will initial date/level achieved.



4= (Outstanding) Needs no supervisions to complete the task; cook product and is able to demonstrate to others the required skills

3= (Good) Needs little supervision to compete skill, cook product or assigned task

2= (Adequate) Needs supervision to complete skill or cook product

1= (Unacceptable) Unable to complete skill or cook product without support or supervision







* When asked to “demonstrate the production of...” a physical task is preferred to certify competency. 

**When asked to demonstrate knowledge of...” a verbally explanation, or physically demonstrated can qualify to certify competency.

***When applicable, a verbal explanation can be substituted for the physical task of completing a competency, due to on-the-job limitations.

****All competencies are based on actual on the job tasks.  “n/a” may be used when the employer deems appropriate.  All employers should complete a test, marking the applicable competencies for each work site.  Any competencies not applicable to the employer may be marked in advance with an “n/a”.






		Chef de Partie Competency-based Testing



		Work Processes/

Competencies

		Related Instruction

		Task Standard

		Comments

		Performance Level



		Food Safety & Sanitation



		1.1 Demonstrate consistent sanitation practices, as outlined in the ServSafe standards

		ServSafe

		

		

		



		1.2 Demonstrate sanitary station set up, with:

		ServSafe

		

		

		



		- sanitation bucket/solution

		ServSafe

		

		

		



		- proper cutting board set up

		ServSafe

		

		

		



		1.3 Demonstrate proper use and calibration of an instant-read thermometer

		ServSafe

		

		

		



		1.4 Demonstrate a knowledge of 3-compartment sink set up

		ServSafe

		

		

		



		1.5 Demonstrate a knowledge of proper receiving and storage procedures, and food labeling

		ServSafe

		

		

		



		1.6 Demonstrate proper cleaning and sanitizing of surfaces

		ServSafe

		

		

		



		1.7 Demonstrate proper cleaning procedures for work station and equipment used in the station

		ServSafe

		

		

		



		1.8 Demonstrate knowledge of the location of fire suppression equipment and knowledge of its proper use

		n/a

		

		

		



		1.9 Identify the location of the MSDS book

		n/a

		

		

		



		

		

		

		

		



		Introduction to the Culinary Industry



		1. Identify the basic positions in a classical brigade

		p. 9

		

		

		



		

		



		Kitchen Equipment



		3.1 Demonstrate proper usage of basic equipment

		p. 54

		

		

		



		1. Demonstrate proper usage of hand tools

		p. 52

		

		

		



		

		



		Knife Skills



		1. Demonstrate proper grip/use of knife, steel, and whetstone

		p. 48

		

		

		



		1. Demonstrate knife safety at all times, while in the kitchen

		p. 44

		

		

		



		1. Demonstrate knowledge and usage of the proper knife for each task, as applicable

		p. 47

		

		

		



		1. Demonstrate a knowledge of the classical cuts:

		p. 622

		

		

		



		- brunoise 

		p. 622

		

		

		



		- bâtonnet 

		p. 622

		

		

		



		- macédoine 

		p. 622

		

		

		



		- tournée 

		p. 622

		

		

		



		- paysanne 

		p. 622

		

		

		



		- chiffonade 

		p. 622

		

		

		



		- oblique 

		p. 622

		

		

		



		- suprême 

		p. 622

		

		

		



		

		



		Kitchen Math



		5.1 Demonstrate knowledge of how to halve a given recipe

		p. 13

		

		

		



		5.2 Demonstrate how to measure a liquid item



		p. 13 

		

		

		



		5.3 Demonstrate how to measure an item by weight

		p. 13

		

		

		



		

		



		Stock Cookery



		6.1 Demonstrate the production of any one (1) of the four (4) basic stock types

		p. 261

		

		

		



		6.2 Demonstrate the production of flavor aid (bouquet garni or sachet)

		p. 254

		

		

		



		6.3 Demonstrate a knowledge of mirepoix

		p. 242

		

		

		



		

		



		Soup Cookery



		7.1 Demonstrate a knowledge of the various types of soup: clear/broth, cream, puree, vegetable, cold, bisque and chowder

		p. 301, 

p. 330

		

		

		



		7.2 Demonstrate the production of a soup of choice

		p. 302, p. 311, p. 315, p. 357, p. 347, p.321, p. 321, p. 320

		

		

		



		7.3 Demonstrate production of a consommé

		p. 306

		

		

		



		7.4 Demonstrate a knowledge of the three types of roux

		p. 246

		

		

		



		- white roux

		p. 246

		

		

		



		- blond roux

		p. 246

		

		

		



		- brown roux

		p. 246

		

		

		



		7.5 Demonstrate knowledge of a liaison

		p. 249

		

		

		



		7.6 Demonstrate a knowledge of the use of cornstarch and/or arrowroot

		p.248

		

		

		



		7.7 Demonstrate a knowledge of an herb and a spice, and the differences

		p. 129, 

p. 178, 

p. 222

		

		

		



		

		



		Sauces



		8.1 Demonstrate production of all Classical sauces

		p. 267, 

p. 291

		

		

		



		- Béchamel

		p. 274

		

		

		



		- Velouté

		p. 274

		

		

		



		- Hollandaise

		p. 283

		

		

		



		- Tomato

		p. 280

		

		

		



		- Espagnole

		p. 268

		

		

		



		8.2 Demonstrate concept of derivative sauces

		p. 272–

p. 287

		

		

		



		8.3 Demonstrate the production of mayonnaise

		p. 903

		

		

		



		8.4 Demonstrate a knowledge of monte au beurre

		p. 1177

		

		

		



		

		



		Butchering & Hot Cookery



		9.1 Demonstrate the fabrication of a whole chicken into 8 smaller cuts

		p. 393

		

		

		



		· 2 breasts – 1 supreme, 1 airline

		p. 393

		

		

		



		· 2 wings

		p. 393

		

		

		



		· 2 Frenched legs

		p. 393

		

		

		



		· 2 thighs w. oyster meat attached

		p. 393

		

		

		



		· 1 carcass w. little to no meat remaining

		p. 393

		

		

		



		9.2 Remove the silver skin from a piece of meat

		p. 376

		

		

		



		9.3 Demonstrate the production of a scallopine cut

		

		

		

		



		9.4 Truss a whole chicken

		p. 396

		

		

		



		9.5 Demonstrate the production of a medium rare piece of grilled meat

		p. 366

		

		

		



		9.6 Demonstrate the production of a medium piece of seared meat

		p. 366

		

		

		



		9.7 Demonstrate the production of a well-done piece of meat

		p. 366

		

		

		



		9.8 Demonstrate knowledge of how to clean the beard off shellfish

		p. 366

		

		

		



		9.9 Demonstrate knowledge how to devein shrimp

		p. 366

		

		

		



		9.10 Demonstrate a knowledge between: shellfish, cephalopods, and crustaceans

		p. 366

		

		

		



		9.11 Demonstrate how to fabricate and portion a round fish

		p. 100, 

p. 103, 

p. 111

		

		

		



		9.12 Demonstrate how to fabricate and portion a flat fish

		p. 100, 

p. 103, 

p. 111

		

		

		



		9.13 Demonstrate a knowledge of the best cuts of meat for each of the following cooking methods:

		

		

		

		



		· Broiling

		p. 658

		

		

		



		· Grilling

		p. 658

		

		

		



		· Stewing

		p. 577,

 p. 677

		

		

		



		· Braising

		p. 577,

 p. 677

		

		

		



		· Roasting

		p. 661

		

		

		



		· Sautéing

		p. 488

		

		

		



		9.14 Demonstrate production of clarified butter

		p. 251

		

		

		



		9.15 Demonstrate a knowledge of smoke point in fats

		p. 30, p. 232

		

		

		



		9.16 Demonstrate the production of a steamed item of choice

		p.532

		

		

		



		9.17 Demonstrate the production of a fish (any cut)

		p. 546

		

		

		



		9.18 Demonstrate how to cook 5 oz. of dried pasta

		p. 212, 

p. 815

		

		

		



		9.19 Demonstrate a knowledge of meat, vegetable & starch cookery:

		

		

		

		



		- Broiling

		p. 658

		

		

		



		- Grilling

		p. 658

		

		

		



		- Stewing

		p. 577,

 p. 677

		

		

		



		- Braising

		p. 577,

 p. 677

		

		

		



		- Roasting

		p. 661

		

		

		



		- Sautéing

		p. 488

		

		

		



		9.20 Demonstrate the concepts of a balanced plate





		p.292

		

		

		



		9.21 Demonstrate the production of hot sandwiches

		

		

		

		



		· Club Sandwich

		p. 935

		

		

		



		· Grilled meat and cheese sandwich

		p. 942

		

		

		



		9.22 Demonstrate proper carving of meat and poultry

		p. 435-439

		

		

		



		9.23 Demonstrate the production and pan-frying of a breaded item using the standard breading procedure

		p. 365

		

		

		



		9.24 Demonstrate the production and deep-frying of a battered item

		p. 498

		

		

		



		9.25 Demonstrate the production of a shallow-poached item and a pan sauce from the poaching liquid

		p. 540-543

		

		

		



		

		



		Breakfast Cookery



		10.1 Demonstrate proper handling of eggs

		p. 847

		

		

		



		10.2 Prepare the various types of eggs (2ea eggs):

		n/a

		

		

		



		- 2 ea. over easy

		p. 854

		

		

		



		- 2 ea. over medium

		p. 854

		

		

		



		- 2 ea. over hard

		p. 854 

		

		

		



		- 2 ea. Sunnyside up

		p. 854

		

		

		



		- 2 ea. scrambled eggs

		p. 856

		

		

		



		- 2 ea. poached eggs

		p. 868

		

		

		



		- 2 ea. Hard cooked eggs

		p. 848

		

		

		



		- 2 ea. egg omelet w. filling of choice

		p. 858

		

		

		



		- 2 ea. Eggs Benedict

		p. 871

		

		

		



		10.3 Demonstrate production of breakfast potatoes

		p. 740

		

		

		



		10.4 Demonstrate knowledge of pancake batter

		p. 1073

		

		

		



		10.5 Demonstrate production of cooked bacon and sausage

		

		

		

		



		10.6 Demonstrate the production of French Toast

		p. 878

		

		

		



		

		



		Basic Baking



		11.1 Demonstrate a knowledge of gluten

		p. 1028

		

		

		



		11.2 Demonstrate production of a yeasted product

		p. 1034

		

		

		



		11.3 Demonstrate the production of a non-yeast leavened product

		p. 1017

		

		

		



		11.4 Demonstrate a knowledge of proper filling and usage of a piping bag

		p. 1022

		

		

		



		

		



		Ergonomics



		12.1 Demonstrate knowledge to safely perform the necessary tasks in a professional kitchen

		n/a

		

		

		



		

		

		

		

		



		Other



		13.1 Demonstrate knowledge of a basic vinaigrette

		

		

		

		



		13.2 Demonstrate knowledge of pate brisée

		

		

		

		



		13.3 Demonstrate a knowledge of basic hot and cold sandwich cookery

		

		

		

		



		13.4 Demonstrate the proper preparation and production of fruit and vegetables

		

		

		

		



		13.5 Demonstrate the proper use of a slicing machine to slice deli meat and cheese

		

		

		

		



		

		



		Total Points:

		



		Final Comments:

		















































































CHEF DE PARTIE

Competency-based Apprenticeship

O*NET – SOC Code: 35-2014.00

SUPPLEMENTAL RECIPES

Puree of Butternut Squash Soup 



Ingredients:

2 to 3lb butternut squash, peeled and seeded 

1 oz. butter 

1 medium onion (appx. 5 oz. wt.), chopped 

6 C. chicken stock 

Nutmeg, to taste 

Salt and freshly ground white pepper, to taste 



Execution:

Peel and seed squash, and cut it into 1-inch pieces.

Melt the butter in a pot large enough to hold the squash and liquids. 

Into the melted butter add the onion and sweat on low heat until translucent. 

Add squash and stock. Bring to a simmer and cook until squash is very tender, about 15 to 20 minutes. 

Strain, reserving both the squash and cooking liquid. 

Put the cooked squash in a blender and puree, adding just enough liquid so the squash purees easily. 

Return blended squash to pot. Add in more cooking liquid as needed to bring it to your desired texture. 

Season with nutmeg, salt, and white pepper to taste. Be careful! Both nutmeg and white pepper are very strong flavors! 

Chicken Waterzooi (Yield 1 ½ qts) 

Ingredients:

Chicken breast, boneless, skinless, poached 

2 ½ qts. chicken stock 

Small sachet d'epices 

3 oz. (wt) blond roux 

3 oz. carrot julienne, blanched and shocked 

3 oz. celery julienne, blanched and shocked 

3 oz. turnips julienne , blanched and shocked 

4 oz. potato allumette (waxy-type preferred), blanched and shocked 

2 oz. leek julienne, blanched and shocked 

Liaison: 

2 ea. egg yolks 

3/4 C. cream 

½ t. salt 

¼ t. white pepper 

1 t. parsley, minced 



Execution:

Prepare a blond roux and slowly whisk in the chicken broth until it comes to a boil. Reduce to low heat and simmer the soup for at least half an hour. 

In a separate bowl, combine the egg yolk with the cream. Temper the liaison with the hot veloute. 

Add in the pre-cooked julienned vegetables and chicken. 

Genlty warm the soup to serving temperature stirring gently and constantly but, 

DO NOT LET IT COME TO A SIMMER OR THE LIAISON CAN BREAK THE SOUP!!! 

Adjust the seasonings with salt and white pepper to taste. Garnish with minced parsley. 

Bordelaise Sauce 



Ingredients:

3 Large shallots, minced 

3 C Red wine 

4-5 C Veal Demi-Glace 

1 oz Red wine (to finish) 

1 Tbs. Butter (to monter) 

TT Black pepper 

TT Salt 



Execution:

Reduce shallots, wine and pepper to marmalade stage. 

Add demi-glace and reduce to sauce consistency. 

Finish with a splash of red wine and knob of butter. 

Coq au Vin (Serves 2) 



Ingredients:

Thighs/drumsticks from 1 Chicken, 2 lb. 8 oz.-3 lb. 

1 ½ C. Red wine 

3 Garlic cloves, peeled and crushed 

 AP Flour, for dredging 

Salt and pepper TT 

2 oz. Clarified butter 

4 oz. Brandy 

4 oz. Chicken stock 

2 oz. Bacon lardons 

9 ea Pearl onions, peeled 

5 Mushrooms, medium, quartered 

Beurre manié as needed 

4 Large triangular croutons 

Bouquet garni: 

1 Carrot stick, 4 in. 

1 Leek, split, 4-in.(piece 

1 sprig Fresh thyme 

1 Bay leaf



Execution:

In a saucepan, mix wine with bouquet garni & garlic. 

Salt and pepper the chicken, and dredge in flour. Knock off as much excess flour as you can! 

Sauté the chicken in clarified butter until dark golden. 

Add the brandy and ignite. When the flame dies, add all the chicken to the marinade with a pinch of salt and black pepper. 

Add the chicken stock. Bring to a boil, then reduce to a simmer. 

Cover the pan with a cartouche and foil, and simmer until the chicken is tender, approximately 40 minutes. (or finish cooking in the oven) Adding small amounts of stock as needed. 

When chicken is cooked through (165F), remove it from the liquid and set it aside. 

In a separate pan, sauté the bacon until the fat begins to render. Add the onions and sauté until they begin to brown. Add a bit of olive oil if necessary. Cook the bacon and onions covered, over low heat, until the onions are tender. Add the mushroom and cook them until tender. 

After the chicken is removed from the pan, reduce the liquid and adjust the sauce's consistency with beurre manié if needed. Pass the sauce through a chinois, degrease, and adjust the seasonings. 

Add a very small drizzle of red wine and a monter of butter. 

Return the chicken to the sauce to reheat gently. 

Place the chicken on a platter and ladle on the sauce. Spoon the bacon, onions and mushrooms 

on top, leaving any fat behind.

Serve with triangular croutons. 

Steak au Poivre 



Ingredients:

Two 4 oz. steaks, 1/2 pound ea., from the tenderloin, inside round, or sirloin, completely trimmed of fat 

Crushed pepper—black, white, and/or green 

Salt TT 

1 tablespoon canola oil 

1 oz. cold butter 

2 oz. dry white wine 

2 oz. brown veal stock 

2 tsp. crème fraîche 

Up to 1 tsp. Dijon smooth mustard, to taste 



Execution:

1. Remove the steaks from the refrigerator 20 minutes in advance. Prepare a cooling rack (or small overturned bowl - over a large bowl). 

2. Pavé the steaks on both sides with crushed pepper. Press it on firmly so that it sticks well. Salt the steaks on both sides. (Be sure to put on pepper first, or the salt may stop the pepper from sticking.) 

3. Heat the oil in a sauté pan over high heat. Add 1 teaspoon butter, swirling the pan. When the butter melts, and begins to foam, lower the heat to medium, placing the steaks in the pan. Cook halfway, basting with the fat from the pan. Flip to the other side and cook until almost done, still basting. Stand the steaks on their edges, and cook them 2 more minutes to brown the sides. Remove the steaks to cool and cover loosely with foil to rest and to keep warm. 

5. Deglaze the pan with wine, scraping in all the fond, reducing until the wine is au sec. 

6. Add the veal stock to the pan and reduce by 2/3. Whisk in the crème fraîche. Reduce until sauce consistency, and monter with the butter. Pass through a chinois. Whisk in the mustard to taste. Adjust the seasoning. 

7. Slice the steak. 

8. Put some sauce on a warmed plate and fan the steak on the plate. 

Flounder à la Meunière (Serves 4) 



Ingredients:

2 each Flounder Fillets – boneless, skin-on 

Salt & Pepper -- to taste 

Clarified Butter -- as needed 

Flour -- as needed 

2 ounces Butter 

Lemon Juice -- to taste 

Parsley – chopped 



Execution:

Heat a sauté pan, large enough to contain the fish fillets, with a thin layer of clarified butter. 

Season the fillets, dry with paper towels, and dredge them in flour (shake off the excess). 

Sauté the fillets in the clarified butter skin side down until golden brown. If the flame is too high, or if there is not enough clarified butter, the skin will start burning; too low and it won't crisp up. 

Turn over, lower the flame, and sauté the other side until just done. The second side should not be browned. 

Remove the fish to a plate and keep warm. 

Discard the clarified butter, leaving any fond behind, add the whole butter and heat to a light noisette. Turn off the flame. 

Immediately add the lemon juice and chopped parsley. 

Adjust seasonings. 

Coat the fish with this lemon butter sauce and serve right away.
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Introduction to Rooms Service & Hospitality

COURSE DESCRIPTION:

This course is designed to give students a clear understanding of the hospitality industry including different categories of hotels, types of guests, the concept of service as it applies to the roles of guests as well as employees, and finally an introduction to the duties of room attendants.



CLOCK HOURS:  6 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into three learning units; the first provides an overview of the hospitality industry and guestroom services, the second describes the duties of room attendants, and the third covers the roles of the guest and the host.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.





STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide imbedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3





STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Gain a general understanding of the hospitality industry in terms of:

Hotel Categories

Types of Guests

Hotel Ownership

Understand the concept and importance of “guest service”

Why service is important

Understand the role and importance of hotel customers

Understand customer expectations and perceptions

Why exceeding expectations is key

Understand the role and duties of the host

To provide a memorable and special experience for the customers

To provide a safe and clean environment

Understand the role and duties of the room attendant

To provide a clean and comfortable space for the guests

To provide great customer service beyond housekeeping duties



ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

										

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail























		Unit 1 

		The Nature of Guestroom Services & Hospitality – 2 hours



		Topic

		Objective/Competencies 



		1. Introduction to Hospitality

 



		The student will be able to:

· Gain an overview of the hospitality industry, specifically lodging & hotels

· Explain the different hotel categories including Downtown/Center-City, Resort, Suburban, Highway, Airport

· Explain a “guest mix” and different types of guests including Business Travelers versus Leisure Travelers

· Describe positive experience as a product

· Explain the importance of customer service, employee attitudes and cleanliness & appearance of the facilities



		Unit 2

		The Role and Duties of the Room Attendant – 2 hours



		Topic

		Objective/Competencies



		2.1 Room Attendants



		The student will be able to:

· Describe the duties of a room attendant including

· An overview of room cleaning such as preparation, beds, bathroom, floors, tables & chairs, amenities, windows & curtains

· Using inspection sheets

· Turndown service

· Pre-shift and End-of-shift duties including restocking, putting away supplies, signing keys back in

· Customer service including guest assistance, offering local tips and advice, making the guest feel comfortable



		Unit 3

		The Importance and Roles of the Customer & Host – 2 hours



		Topic

		Objective/Competencies



		3.1 Hotel Guests & Roles of the Customer



		The student will be able to:

· Define “guest service” and explain the benefits of guest service

· Explain the difference between “guest service” and “exceeding guest expectations”

· Describe common customer expectations and explain the guests’ point of view

· Define “moments of truth” and how they affect a guest’s experience



		3.2 Roles of the Host



		The student will be able to:

· Explain the role of the host employees and how they help to shape the customers’ experience through:

· Providing excellent customer service

· Providing a clean, warm, safe, comfortable and welcoming environment

· Exceeding customer expectations to provide a memorable experience

· Learn how to prevent their personal lives from affecting their quality of service














Hotel Operations



COURSE DESCRIPTION:

This course provides students with necessary terminology and common acronyms used in the hospitality industry to help them more effectively communicate with colleagues and supervisors.  Students will also understand common standard hotel policies such as elevator courtesy, use of facilities and public areas, and so on.



CLOCK HOURS:  4 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into two learning units; the first unit covers hospitality and hotel terminology, and the second covers standard hotel policies.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide imbedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Understand necessary terminology used in hotels and the hospitality industry:

Hotel-wide terminology

Common acronyms

Terminology in departments commonly associated with housekeeping

Understand common hotel policies including

Manager on Duty

Use of Facilities

Elevator Courtesy

Lost and Found







ASSESSMENT GRADING CRITERIA:

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail





























		Unit 1

		Hotel Terminology – 2 hours



		Topic

		Objective/Competencies



		1.1 Terminology



		The student will be able to:

· Define various necessary terms used in hospitality and hotels such as, but not limited to:

· Front of the house, back of the house & heart of the house

· Manager on Duty

· Loyalty Composite

· Managed Hotel

· Occupancy

· Peak Season

· Pre-con

· Rack rate

· RevMax Meeting

· Room Block

· Service Composite

· Six Sigma

· Spell out and define common acronyms including, but not limited to:

· ADR: Average Daily Rate

· EC: Executive Committee

· FF&E: Furniture, Fixtures & Equipment

· GEI: Guest Experience Index

· GRR: Gross Rooms Revenue

· MOD: Manager On Duty

· OS&E: Operating Supplies & Equipment

· PMP: Performance Management Process

· RevPAR: Revenue Per Available Room

· ROI: Return on Investment



		Unit 2

		Hotel Policies – 2 hours



		Topic

		Objective/Competencies



		2.1 Hotel Policies



		The student will be able to:

· Define and explain the importance of:

· Manager on Duty

· Use of Facilities

· Elevator Courtesy

· Lost and Found












Being a Successful Employee



COURSE DESCRIPTION:

This course is designed to prepare students for success on the job by covering fundamental expectations of employers and the skills necessary to satisfy and exceed those expectations.  Topics covered include personal appearance, professional conduct, organization & time management, sexual harassment definitions and policies, as well as other knowledge and skills to give new employees a better chance at success.



CLOCK HOURS:	9



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into six learning units; each learning unit addresses a specific skill in an effort to allow for direct application in both educational and professional working conditions including respectively: Attitude, Professionalism, Time Management, Employee Policies, Tip Sharing and Sexual Harassment.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructor’s teaching style.  As a general rule, students are expected to commit additional study/practice time outside the class time.  The generally accepted ratio of class to self-study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide imbedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Understand common expectations of employers

Understand importance of being willing to learn

Understand the importance of self-esteem and taking pride in one’s work

Develop personal grooming habits in line with employers’ expectations

Understand the importance of personal appearance and how to show professionalism

Develop healthy personal habits regarding sleep, exercise, food & lifestyle

Create polite and professional voicemail messages

Learn how to accept guidance and criticism without becoming emotional

Understand the importance of punctuality and how to consistently be on time

Develop an interest in continual learning and improvement

Gain skills in organization and time management including:

Using task lists

Prioritizing

Setting deadlines

Taking breaks appropriately

Understand the definition of and know how to deal with sexual harassment



ASSESSMENT GRADING CRITERIA



Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.

 

				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

												



Points		Letter Grade			Pass

98-100 		A+			Pass

94-97			A			Pass

91-93			A-			Pass

88-90			B+			Pass

84-87			B			Pass

81-83			B-			Pass

78-80			C+			Pass

75-77			C			Pass

72-74			C-			Pass

69-71			D+			Fail

66-68			D			Fail

65↓			F			Fail









		Unit 1 

		Best Attitude For Success – 2 hours



		Topic

		Objective



		1.1  

Employer Expectations

		The student will:

· Understand what employers are expecting from their employees including:

· Reliability, positive attitude, teamwork, interpersonal skills, professionalism, self-direction & initiative, flexibility & adaptability



		1.2  

Self Esteem & Personal Pride

		The student will:

· Define self-esteem and explain how it correlates with success at work and in life

· Offer examples of pride taken in one’s work and explain why personal pride in the workplace is important.



		Unit 2 

		Professionalism and Presentation – 1.5 hours



		Topic

		Objective



		2.1 

Professional Appearance

		The student will be able to:

· Develop a professional appearance through

· Wearing clean, appropriate, professional clothing

· Learning professional grooming standards and how to achieve them

· Assess their current life situation and identify areas to improve in terms of general health, sleep, exercise & lifestyle



		2.2 

Professional Conduct





		The student will be able to:

· Understand the difference between a proper and improper voicemail box message

· Create a voicemail box message that communicates professionalism

· Explain the importance of punctuality

· Know what to do when tardiness is unavoidable



		2.3

Continual Learning

		The student will be able to:

· Understand the importance of continual learning with regards to

· Gaining new skills to improve one’s career and personal life

· Improving one’s general quality of life



		Unit 3 

		Organization & Time Management – 1.5 hours



		Topic

		Objective



		3.1 

Organization

		The student will be able to:

· Define physical organization and mental organization

· Implement organizational skills at home and in the workplace, such as

· Erasing clutter

· Designating time to clean and organize

· Developing a habit of disposing of items that are no longer of use

· Developing a habit of putting supplies in regular, proper places

· Explain the importance of to-do lists

· Break larger projects down into manageable tasks

· Explain different working styles: multitasking vs focusing on single tasks








		3.2 

Time Management



		The student will be able to:

· Create to-do lists and prioritize them in terms of urgency and importance

· Effectively decide which tasks to work on and complete first using the ABC + Pareto Analyses Combo technique: 

· A: Categorize tasks as urgent and important

· B: Categorize tasks that are important but not urgent

· C: Categorize tasks that are neither urgent nor important

· Starting with Category A, highlight and complete the tasks that will take the least amount of time first.

· Define the Pomodoro Technique (25-minute work intervals, 5-minute break)



		Unit 4

		Employee Policies – 1 hour



		Topic

		Objective



		4.1  Employee Policies

 



		The student will be able to:

· Define various employee policies within the hotel and explain their importance with regards to safety, appearance & presentation, languages spoken, guest & employee interactions, and more



		Unit 5

		Tip Sharing – 1 hour



		Topic

		Objective



		5.1  Tip Sharing



		The student will be able to:

· Explain how tip sharing helps themselves and other employees to work more efficiently and to make their jobs easier and more rewarding



		Unit 6

		Sexual Harassment – 2 hours



		Topic

		Objective



		6.1  Sexual Harassment

 



		The student will be able to:

· Define sexual harassment 

· Give examples of different types of sexual harassment

· Deal effectively with various forms of sexual harassment

· Assist others who are dealing with harassment












Exceptional Customer Service



COURSE DESCRIPTION:

This fifteen-hour course covers customer service concepts including a more in-depth description of service as well as covering the concepts of reputation management, building rapport, presentation, effective communication, dealing with difficult people, and exceeding guest expectations.  Students who complete this course will gain a better sense of how to provide exceptional customer service to help create memorable experiences for their guests.



CLOCK HOURS:  15 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into four learning units; each unit covers a different aspect of successful customer service including an Introduction to Customer Service, Communication, Dealing with Difficult People and Exceeding Expectations.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Gain a solid foundation of guest service

Understand the importance of presentation and company policy

Understand different types of communication and appropriate etiquette for guest interactions

Develop a series of professional skills that can be applied in various situations beyond the hospitality industry

Apply appropriate skills to deal with various circumstances in hospitality

Understand necessary personal qualities such politeness, integrity, adaptability and friendliness and how they apply to customer service

Learn how to build rapport with customers

Learn how to deal with difficult customers including conflict resolution

Understand reputation management and how to achieve a good reputation

Develop strategies to interact with guests appropriately



ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.

				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail























		Unit 1 

		Introduction to Customer Service – 4 hours



		Topic

		Objective/Competencies 



		1. Introduction





		The student will be able to:

· Define the concept of customer service

· Explain the difference between common customer service and exceptional service

· Define reputation management and how it applies to the job

· Develop skills in building rapport

· Understand how personal presentation affects service



		Unit 2

		High Quality Communication – 4 hours



		Topic

		Objective/Competencies



		2.1 Effective Communication

		The student will be able to:

· Define different types of communication including verbal, non-verbal and body language

· Explain why appearance and professionalism are important and the impressions they give guests

· Explain different social styles and how to behave appropriately and better communicate with people of all styles



		Unit 3

		Dealing with Difficult People – 4 hours



		Topic

		Objective/Competencies








		3.1 Conflict Resolution

		The student will be able to:

· Effectively handle complaints

· Understand the best course of action to take with difficult or upset guests

· Develop problem solving skills

· Develop critical thinking skills

· Resolve conflicts that result in win-win scenarios for the guest and the hotel



		Unit 4

		Going Above & Beyond – 3 hours



		Topic

		Objective/Competencies



		4.1 Going Above & Beyond

		The student will be able to:

· Describe what is meant by ‘going above and beyond’ in terms of customer service

· Give examples of situations where employees have exceeded customer expectations

· Come up with ways in which to provide beyond-standard service in various situations












Hotel Rooms Division



COURSE DESCRIPTION:

This course provides an overview of hotel departments and how they work together, as well as providing information on the responsibilities and duties of the rooms division.  Topics include the importance of the rooms division, the guest cycle duties including cleaning and providing a comfortable environment, customer service, and working with other departments such as engineering/maintenance, front desk and others.  



CLOCK HOURS:  6 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into four learning units; the first unit describes the various departments of the hotel, the second describes duties and responsibilities of the room division; the third unit covers the guest cycle and the fourth explains the importance of teamwork.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3





STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Gain an overview of the various departments of a hotel and how they work together

Understand how the different sections the rooms division works together including:

Executive and Assistant Housekeepers

Rooms division managers and supervisors

Room attendants

General cleaners / Public area attendants

Linen & uniform attendants

Understand how the rooms division works with other departments to create guests’ experience

Understand the guest cycle and how it applies to the rooms division





ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail























		Unit 1 

		Hotel Departments – 2 hours



		Topic

		Objective/Competencies 



		1. Various Departments

 



		The student will be able to:

· Explain the different divisions in a hotel and how they work together including

· Rooms division

· Food and beverage division

· Marketing division

· Engineering division

· Accounting division

· Human resources division

· Security division 



		Unit 2

		Rooms Division Duties & Responsibilities – 2 hours



		Topic

		Objective/Competencies 








		2.1 Rooms Division Positions



		The student will be able to:

· Explain the duties and responsibilities of different types of employees in the rooms division including:

· Executive and Assistant Housekeepers

· Rooms division managers and supervisors

· Room attendants

· General cleaners / Public area attendants

· Linen & uniform attendants

· Explain the duties of each position and how they work together:

· Responsibilities of management & supervisors

· Room attending including trash removal, bed-making, cleaning & amenities

· General cleaning & public areas

· Removal and processing of linens and uniforms



		Unit 3

		Guest Cycle – 1 hour



		Topic

		Objective/Competencies 



		3.1  Guest Cycle



		The student will be able to:

· Explain the guest cycle in terms of:

· Pre-arrival

· Arrival

· Occupancy

· Departure



		Unit 4

		Teamwork – 1 hour



		Topic

		Objective/Competencies 



		4.1  Teamwork



		The student will be able to:

· Explain the importance of teamwork

· Give examples of both good and bad teamwork

· Explain the need for teamwork in terms of housekeeping












Cultural Awareness & Diversity



COURSE DESCRIPTION:

This course provides an opportunity for students to evaluate their own sense of cultural intelligence and provide them with information to better work with and serve people from other cultural backgrounds.  Participants will learn about ways to compare and contrast cultures while gaining a deeper understanding and acceptance of various aspects other cultures.



CLOCK HOURS:  4 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into two learning units; the first is an introduction to cultural awareness in general and the second shows how it applies to the workplace.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.





STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3





STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Understand how cultural backgrounds influence behavior and sense of self

Learn examples of cultural differences around the world

Learn effective methods of communication with people from other cultures

Gain a deeper understanding of their own culture including the cultural basis for their beliefs, values, worldview, and communication styles

Recognize stereotypes, prejudice and discrimination

Learn how to effectively deal with prejudice

Learn how to manage conflict arising from cultural differences





ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail



























		Unit 1 

		Introduction to Cultural Awareness – 2 hours



		Topic

		Objective/Competencies 



		1.1  Introduction

 





		The student will be able to:

· Define culture & diversity

· Analyze cultures based on 5 cultural scales 

· Better understand and explain their own cultural backgrounds in terms of:

· Values

· Beliefs

· Worldview

· Opinions about work, family & relationships

· Communication Styles

· Roles in society

· Summarize the differences in culture that may exist in the workplace

· Explain how diversity can impact a working environment both positively and negatively



		Unit 2

		Cultural Differences at the Workplace – 2 hours



		Topic

		Objective/Competencies 



		2.1

 



		The student will be able to:

· Recognize stereotypes, prejudices & discrimination at the workplace

· Adjust their communication style to better facilitate communication with people of other cultures, ethnicities, genders races and social classes

· Adjust their body language to not offend people from other backgrounds

· Minimize conflict due to misunderstandings

· Resolve conflict that arises from cultural differences












Technology and Social Media



COURSE DESCRIPTION:

This course will give participants an introduction to computers as well as the understanding and rules needed to avoid damaging their organization’s or personal reputation due to the misuse of social media.  Students will get an overview of social media and how it affects the public’s perception and the success of their company.



CLOCK HOURS:  3 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into three learning units; each unit covers a different aspect of computers and social media.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide 



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Gain an overview of social media and the role it plays in personal and professional lives

Understand how social media can positively or negatively affect a business or an individual

Learn rules to successfully manage their social media accounts in order to prevent reputation damage either to themselves or to their organizations

Learn what employers are concerned about in terms of social media postings for potential employees as well as incumbent employees.



ASSESSMENT GRADING CRITERIA:

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail







		Unit 1 

		Basics of Computers & Tablets – 1 hour



		Topic

		Objective/Competencies 



		1.1 Basics

 



		The student will be able to:

· Define what computers and tablets are

· Explain the use of computers & tablets at home and at work

· Explain the use of computers & tablets with regards to housekeeping



		Unit 2

		What is Social Media – 1 hour



		Topic

		Objective/Competencies 



		1.1  Social Media

 



		The student will be able to:

· Define social media and give examples of various types of social media

· Explain how social media can affect a person’s or a business’ reputation both positively and negatively

· Explain how employees are ambassadors for their companies and the importance of using social media responsibly



		Unit 3

		Rules for Safe and Productive Use – 1 hour



		Topic

		Objective/Competencies 



		3.1  Safe Use of Social Media

 



		The student will be able to:

· Explain rules for using social media that protect both the individual and the organization

· Give examples of positive and negative social media posts and explain the effect of those posts on individuals and organizations

· Explain how social media posts could result in termination of a job

· Explain how social media can affect a job application and what types of posts employers may be comfortable or uncomfortable with














Awareness of Safety & Security



COURSE DESCRIPTION:

This course will help students learn how to avoid work related injuries from situations that involve bloodborne pathogens, mixing chemical cleaners and more as well as using proper safety equipment, administering first aid and dealing with emergencies.  In addition, students will learn about the Americans with Disabilities Act, service animals and suspicious activity including suspicious people, terrorism and human trafficking.



CLOCK HOURS:  15 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into three learning units; the first covers hotel safety including emergencies, the second covers health hazards and safety, and the third covers hotel security.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Understand how to deal with bloodborne pathogens and other body fluids

Understand and learn to avoid cross contamination

Learn safe practices when dealing with sharp objects

Learn safe practices with regards to chemical cleaners

Understand OSHA regulations

Understand environmental issues including sustainability and green initiatives

Know how to administer first aid

Learn standard fire safety and evacuation procedures

Learn to recognize and respond appropriately to suspicious activities and people including human trafficking within the hotel

Know when to call for help

Understand key card control





ASSESSMENT GRADING CRITERIA

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail






		Unit 1 

		Hotel Safety – 5 hours



		Topic

		Objective/Competencies 



		1.1  Hotel Safety

 



		The student will be able to:

· Explain safe work practices including

· General safety procedures within the hotel

· How to handle various emergencies

· Environmental safety including sustainability and green initiatives

· Recognizing and dealing with unusual room situations



		Unit 2

		Health Safety – 5 hours



		Topic

		Objective/Competencies 



		1.  Health Safety

		· Define various health safety hazards and explain how to safely handle:

· First aid

· Bloodborne pathogens

· Other body fluids

· Cross Contamination

· Syringes & needles

· Broken glass and sharp objects

· Disinfectants and chemicals 

· Rules on mixing chemicals

· Proper disposal of chemicals and other hazardous materials

· Fire safety and evacuation

· When to call for help

· Explain how to use safety equipment

· Explain OSHA and how it applies to housekeeping

· Define the Americans with Disabilities Act

· Understand the use of service animals








		Unit 3

		Hotel Security – 5 hours



		Topic

		Objective/Competencies 



		3.1 Hotel Security

		The student will be able to:

· Define and recognize suspicious activities 

· Explain how to handle and report suspicious activity

· Explain proper use of key cards and how to control their accessibility 

· Recognize human trafficking within the hotel

· Respond appropriately when witnessing human trafficking









Ergonomics



COURSE DESCRIPTION:

This course will help students learn how to avoid work related injuries from situations that involve heavy lifting, reaching and over-extending, and other physical motions that could cause damage instantly or over long periods of time.  Upon completion of this course, students will be more aware of how to avoid injuries that could inhibit their work.



CLOCK HOURS:  3 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course covers ergonomics in one unit.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Understand the possible injuries involved in room attendant work including:

Damage to muscles and tendons

Cumulative trauma injuries in back, shoulders, neck and wrists

Overexertion

Develop safe ergonomic practices including proper ways to deal with heavy lifting, reaching, twisting, awkward or prolonged postures and repetitive activities

Develop safe ergonomic practices as they relate to specific work tasks such as bed making, scrubbing, vacuuming, dusting and carrying heavy objects such as wet towels, and pushing or pulling the cart



ASSESSMENT GRADING CRITERIA:

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail





















		Unit 1 

		Ergonomics – 3 hours



		Topic

		Objective/Competencies 



		1.1  Ergonomics

 

		The student will be able to:

· Define ergonomics and the importance on the job

· Physical problems that can arise from a lack of ergonomics including cumulative trauma, overexertion, back, neck and wrist problems

· Explain the importance of stretching and warming up

· Demonstrate proper ergonomics in the following situations:

· Lifting heavy objects

· Reaching, bending & twisting

· Bed making

· Vacuuming

· Wiping vertical and horizontal surfaces

· Pushing and pulling the cart










Room Services



COURSE DESCRIPTION:

This section of the course provides students with the actual hands-on training and competencies needed to successfully and safely perform the duties of room attendants within required time of fourteen rooms per day.  This course will cover all facets of room cleaning including, but not limited to ergonomics, chemical cleaners, biohazards, bedmaking, bathroom, floors, amenities and more.  



CLOCK HOURS:  80 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into three main sections which include preparation, cleaning, and putting it all together with a total of thirteen learning units; each unit covers a different aspect of guestroom cleaning.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.





STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from:

The American Hotel and Lodging Educational Institute’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3 and 

The American Hotel and Lodging Educational Institute’s Certified Guestroom Attendant quickSTART Study Guide



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Learn about different types of linens and amenities

Understand green initiatives and eco-friendly chemical cleaners

Know which tools are needed for room attendants

Learn how to prepare the linen cart before service

Know how to enter a room following hotel policy

Learn to assess a room for types of cleaning needed and for damage

Learn how to respond to damage, missing items or illegal items

Learn how to strip the room

Understand which protective personal equipment (PPE) is necessary for each task

Know how to clean the bathroom and replace amenities

Know when to notify the engineering department

Know how to make beds

Know how to clean various floors including carpet, tile, marble, quarry and stone

Know how to vacuum the floor including reaching difficult places with the wand

Be able to evaluate the room during the final walkthrough



ASSESSMENT GRADING CRITERIA:

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.

				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail













		Section 1

		Pre-Room Services & Preparation



		Unit 1

		Room Attendant Tools & Supplies – 6 hours



		Topic

		Objective/Competencies 



		1.1  Tools and Supplies

 



		The student will be able to:

· Explain which supplies are needed for each task including:

· Linens such as bath towels, hand towels, washcloths, bathmats, fitted & flat sheets, pillow cases, duvets

· Amenities including lotion, shampoo, conditioner, soap, brushes & combs, shower cap, powder, shaving cream & razors, toothbrush & toothpaste, dental floss, tissues, refreshments & coffee/tea, toilet tissue, facial tissue, stationary and pens, room service menus

· Cleaning Supplies including window cleaner, all-purpose disinfectant, room deodorizer, furniture polish, toilet bowl cleaner and disinfectant (non-corrosive), mold/mildew remover, chrome polish, gloves

· Tools and supplies including gloves, vacuum, broom, dust pan, wet mop, sponge mop, bucket, dusting brush, scrub brush, grout brush, scrubbing pads, feather duster, hand held duster, sticky roller, toilet brush, plunger, clean rags, trash liners, light bulbs, wedge (for beds), wooden spatula (for beds)

· Which types of chemical cleaners qualify as “green” or “eco-friendly”

· Tablets & devices








		Unit 2

		Room Assignment Sheets & Status Codes – 4 hours



		2.1 Assignment Sheets & Tablet Devices

		The student will be able to:

· Read and understand room assignment sheets

· Understand the use of handheld devices such as iPods as a replacement for room assignment sheets



		2.2 Room Status Codes

		The student will be able to:

· Define and explain various room status codes including:

· Occupied

· Do not disturb

· Stayover

· On change

· Cleaning in progress

· Vacant and ready

· Out of Order (OOO)

· Out of Service (OOS)

· Lock out

· Check out



		Unit 3

		Preparing the Cart – 6 hours



		Topic

		Objective/Competencies 



		3.1  Preparing the Cart

 



		The student will be able to:

· Explain procedures for stocking the cart including required

· Cleaning supplies 

· Amenities

· Tools

· Linens

· Explain why to stock most carts for no more than eight rooms

· Explain the risks over overloading the cart including injury and lack of organization

· Procedures for restocking the cart








		Section 2

		Room Services



		Unit 4

		Entering the Room & Cleaning Sequence – 6 hours



		Topic

		Objective/Competencies 



		4.1  Entering the Room

 



		The student will be able to:

· Explain the procedures for rooms marked with “Do Not Disturb”

· Confirm the status of the room 

· Perform the procedures for entering the room following hotel policy

· Knock with knuckles and announce “Housekeeping”

· Wait 5 seconds for response and knock again

· Open door six inches and announce again

· Enter room and prop open door with doorstop

· If guest is sleeping, quietly withdraw

· If guest is awake, ask when to return

· Place cart at entrance of room blocking the door, flush with the wall, linens facing inward or pull inside following hotel policy

· Guard hotel guestroom key and follow established security policies

· The ABC Method

· A:  Away with the old – remove all trash and dirty linens

· B:  Beds – Make the beds

· C:  Cleaning & Chemicals – Clean the bathroom with correct chemicals

· D:  Dusting – Dust the guestroom surfaces

· E:  Everything in its right place – Replace amenities, rearrange furniture

· F:  Finish up – Vacuuming, close curtains, turn off lights

· Explain the sequence of cleaning a “service” room and a “check-out” room








		Unit 5

		Initial Walkthrough – 4 hours



		Topic

		Objective/Competencies 



		5.1  Initial Walkthrough

 



		The student will be able to:

· Assess the state of the room and what needs to be done by walking the entire room and taking note of:

· Blood, vomit or body fluids on the linen or in the bathroom

· Any broken, damaged or missing items

· Anything else out of the ordinary that will require special attention or additional time

· Know when to call the supervisor using established codes on the room phone or through the hand-held tablet following hotel policy

· How to handle lost and found items following hotel policy



		Unit 6

		Stripping the Room – 6 hours



		Topic

		Objective/Competencies 



		6.1  Stripping the Room

 



		The student will be able to:

· Explain which personal protective equipment (PPE) is needed for each task

· Test all the lights and replace bulbs as needed

· Call engineering if necessary

· Remove all bed and bathroom linen and place dirty laundry in the cart

· Recognize what is or may not be trash; follow lost and found procedures

· Remove all trash including bathroom, under the bed, in the closet

· Gather all required cleaning supplies from the cart

· Open all drapes, blinds and windows and adjust heat/AC

· Complete all tasks involved in stripping the room in less than 3 minutes








		Unit 7

		Cleaning the Bathroom – 9 hours



		Topic

		Objective/Competencies 



		7.1  Cleaning the bathroom



		The student will be able to:

· Perform the procedures necessary to effectively clean the bathroom including:

· Shake shower curtain to release hair and check drains for hair

· Spray all surfaces with disinfectant and allow to set for 10 minutes (while making beds; Unit 8)

· Checking to make sure the toilet or drains are not clogged

· Notify engineering if necessary

· Tidy guests’ personal items

· Disinfect garbage cans

· Clean rubber bath mat

· Clean sink and vanity

· Wash sink, taps and vanity and wipe to a shine

· Wipe towel racks, shower curtain rod, toilet tissue holder and tissue holder

· Clean visible pipes

· Shine walls

· Clean mirrors

· Clean the toilet following safe procedures including using different gloves and equipment exclusively for the toilet

· Finish up bathroom by dusting walls and ceiling vents, wipe door, door knobs and robe hooks

· Replace towels, amenities, toilet paper facing down and folded, glasses, tissues if necessary

· Vacuum floor and clean with disinfectant appropriate to floor material (marble, tile quarry, stone)

· Check for stray hair with sticky roller

· Inspect bathroom and record any deficiencies such as cracks or damage

· Complete bathroom cleaning in less than 10 minutes








		Unit 8

		Making Beds – 9 hours



		Topic

		Objective/Competencies 



		8.1  Making Beds



		The student will be able to:

· Efficiently and safely make beds by following standard procedures:

· Check under bed for items

· Adjust dust ruffle

· Examine bed pad for stains, tears or damage

· Smooth bed pad

· Add first sheet evenly to bed pad and fold under using proper techniques at each corner

· Add remaining sheets using same technique at each corner

· Add the duvet evenly and spread smoothly

· Fold down the top sheet and duvet and spread smoothly

· Adjust edges of duvet to pull it taut 

· Insert pillows into pillow cases by folding pillows in half lengthwise

· Tuck remaining pillowcase into itself

· Arrange pillows on bed following hotel procedures

· Evaluate final product

· Complete bed making in less than 7 minutes per bed








		Unit 9

		Cleaning the Guestroom – 9 hours



		Topic

		Objective/Competencies 



		9.1  Clean the Guestroom



		The student will be able to:

· Follow proper cleaning procedures for the guestrooms including:

· Dust all surfaces in a clockwise rotation

· Check function of room features

· Clean refrigerator and remove items used by guests

· Check liquor items and clean mini bar

· Check drawers for guests’ items and trash

· Clean all windows, windowsills, marks on walls, TV, lamps, light switches, pictures and mirrors

· Check iron, ironing board, closet, robes, slippers, amenities including coffee, tea, menus, magazines, stationary

· Disinfect telephone, remote controls, alarm clock and ice buckets

· Inspect all furniture for damage

· Dust and polish all furniture

· Arrange furniture to floor plan

· Align drapes and clean shutters & blinds

· Check and clean balcony/patio door, door tracks, furniture including chairs, tables, lights, remove debris and sweep floor

· Clean the air conditioning/heating unit including vents and grid and set to appropriate temperature

· Complete all cleaning tasks in less than 7 minutes








		Unit 10

		Vacuuming and Carpet Cleaning – 6 hours



		Topic

		Objective/Competencies 



		10.1  Vacuuming & Carpet Cleaning



		The student will be able to:

· Safely and effectively vacuum and clean the guestroom carpet by following proper procedures:

· Close balcony or patio door before vacuuming

· Start in the furthest corner from the door

· Double check corners and crevices – use the vacuum wand to clean hard-to-reach areas

· Use appropriate cleaner to remove spots in carpet; contact supervisor if unable to remove them

· Move small pieces of furniture and vacuum underneath

· Turn off lights while moving through the room using wall switches

· At end of shift, empty vacuum bag and wipe down vacuum, check roller for debris

· Complete vacuuming and carpet cleaning in less than 5 minutes 



		Unit 11

		Final Walkthrough and Inspection – 3 hours



		Topic

		Objective/Competencies 



		11.1 Inspection



		The student will be able to:

· Effectively evaluate the state of the room upon completion of cleaning including:

· Using inspection sheet to double check every task has been sufficiently completed

· Make sure all cleaning materials have been returned to the cart

· Using either the hand-held tablet or room telephone, enter code for clean room

· Close and lock door behind you, double check that it is closed and locked,  remove housekeeping alert sign from outside of door

· Update clean status on assignment sheet



		11.2 VIP Rooms



		The student will be able to:

· Complete necessary additional tasks required for VIP rooms including:

· Changing linens even when not typically required

· Providing deeper cleaning than typically required

· Including extra amenities and special items as required

· Handling VIP requests as necessary



		Section 3

		Putting it All Together 



		Unit 12

		Stayover Rooms – 6 hours



		Topic

		Objective/Competencies 



		12.1  Stayover Rooms



		The student will be able to:

· Effectively clean a stayover room following the correct order and within 20 minutes including:

· Follow ABC method

· Address room in correct order

· Be aware of guests’ belongings and work around them

· Change sheets and pillowcases only if necessary (dirty, wrinkly, doesn’t look presentable)

· Adding anything special based on the specific guests’ needs or situation such as flowers for birthdays or engagements, extra amenities, etc.

· Complete full cleaning of a stayover room in less than 15 minutes








		Unit 13

		Checkout Rooms – 6 hours



		Topic

		Objective/Competencies 



		13.1  Checkout Rooms



		The student will be able to:

· Effectively clean a checkout room following the correct order and within 50 minutes including:

· Follow ABC method

· Address room in correct order

· Be aware of items the guest may have left behind and follow correct procedures

· Proper deep cleaning of guestroom bathroom, closets and floors

· Complete full cleaning of a checkout room in less than 45 minutes









Job Interviewing Skills



COURSE DESCRIPTION:

This course will give students the skills and confidence they need to successfully pass job interviews and gain employment upon the conclusion of the Room Attendant training program.  Students will learn what to expect before, during and after a job interview as well as what employers are looking for and hoping to hear.   



CLOCK HOURS:  4 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is divided into two learning units; each unit covers a different aspect of job interviews.  Each topic has a recommended length (topic hours) assigned, topic hours are a guideline for instruction that is intended to be adapted to the individual instructors learning style.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.









STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide imbedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3





STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Know what employers are looking for in candidates

Know how to build a strong resume

Understand the purpose of job interviews from the employer as well as the employee’s perspective

Learn how to prepare for a job interview

Become aware of their social media pages and how that might affect their interview

Understand the importance of first impressions

Learn about various types of interviews

Gain an understanding of body language and active listening

Learn to avoid common mistakes in interviews





ASSESSMENT GRADING CRITERIA:

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	25			1			25

Attendance		25			1			25

Participation		25			1			25

Assignments		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail










		Unit 1 

		Preparation for the Job Interview – 2 hours



		Topic

		Objective/Competencies 



		1. Preparation





		The student will be able to:

· Explain what employers are looking for in candidates

· Explain the purpose of job interviews in terms of the employer and potential employee’s perspectives

· Explain how to build a strong resume

· Explain how and why to research a company prior to the interview

· Define and prepare for a variety of job interviews including:

· Phone interviews

· Video interviews

· Panel interviews

· Group interviews

· Pre-screen interviews

· Behavioral interviews



		Unit 2

		During the Interview – 2 hours



		Topic

		Objective/Competencies 



		2.1  During the Interview

 





		The student will be able to:

· Explain how first impressions impact the job interview and how to give a good first impression

· Answer common behavioral interview questions, self-awareness based questions, and other common questions with confidence

· Adjust their body language to show confidence and competence

· Practice active listening

· Close the interview successfully

· Avoid common interview mistakes



















Review and Preparation for the Certified Guestroom Attendant Exam



COURSE DESCRIPTION:

This course provides an opportunity to review all material covered throughout this program and gives the student a chance to prepare for AHLEI’s Certified Guestroom Attendant Examination.



CLOCK HOURS:  4 Hours



PREREQUISITES:	N/A



TEACHING METHODS AND ASSIGNMENTS FOR ACHIEVING LEARNING OUTCOMES:

The course is covered in 1 learning unit.  As a general rule, students are expected to commit additional study/practice time outside the class time, in order to be successful.  The generally accepted ratio of class to study time is 1:2 for this course.



STUDENT TEXTS, READING AND OTHER MATERIALS: 

Unite Here! Room Attendant Participant Guide embedded with material from the AHLEI’s Skills Tasks And Results Training (START) textbook:  ISBN 978-0-86612-330-3



STUDENT LEARNING OUTCOMES:

Upon successful completion of this course, students will:

Be allowed to review aspects of the entire program

Gain test taking skills and techniques

Give and receive feedback for the program

Be ready to take AHLEI’s Certified Guestroom Attendant Examination





ASSESSMENT GRADING CRITERIA:

Students are assessed on knowledge, aptitude and participation.  The following methods of assessment will be used as a basis for grading.



				

Method		Points Each		Total 			Total Points	

Final Written Exam	75			1			75

Attendance		25			1			25

		

								

Points			Letter Grade			Pass

98-100 			A+			Pass

94-97				A			Pass

91-93				A-			Pass

88-90				B+			Pass

84-87				B			Pass

81-83				B-			Pass

78-80				C+			Pass

75-77				C			Pass

72-74				C-			Pass

69-71				D+			Fail

66-68				D			Fail

65↓				F			Fail









		Unit 1

		Review and Exam Preparation – 4 hours



		Topic

		Objective/Competencies 



		1.1  Review & Exam

 



		The student will be able to:

· Review the entire program and ask final questions

· Gain test taking skills and techniques for multiple choice exams

· Give and receive feedback for the program

· Take AHLEI’s Certified Guestroom Attendant Examination














AHLEI Certifications



AHLEI Certified Guestroom Attendant



COURSE TITLE: AHLEI Certified Room Attendant Program



COURSE DESCRIPTION:



The Guestroom Attendant certification recognizes the skills and knowledge needed to keep guest rooms clean, safe and maintained at a lodging property.  

The certification is supported by the START and quickSTART (Skills, Tasks, and Results Training) programs. START resources present concise instructions for training new or prospective employees on how to perform key tasks correctly, along with the general hospitality knowledge, and soft skills needed in the hospitality industry.



CLOCK HOURS: N/A



COURSE FORMAT:  

This course is imbedded throughout the training detailed above.



PREREQUISITES:  N/A



STUDENT LEARNING OUTCOMES:

All Employee Training



After completing the All Employee Knowledge section of the Study Guide, employees should be able to:

1.	Understand property standards for personal appearance

2.	Identify property standards and policies regarding uniforms

3.	Understand your property’s social media policy

4.	List employee policies that affect you

5.	List your property’s fact sheet information

6.	List property policies regarding parking, pets, and guest reservations

7.	Identify airport and local transportation options

8.	Explain the purpose of the Manager on Duty (MOD)

9.	Define guidelines for the use of property facilities

10.	Differentiate between routine and urgent maintenance and describe the purpose of each

11.	Discuss property lost and found procedures

12.	Explain property recycling programs and procedures

13.	Explain your role in your property’s security

14.	Understand procedures to follow in case of emergency

15.	Identify procedures and safety equipment that protects against bloodborne pathogens

16.	Describe OSHA regulations that pertain to your position at the property

17.	Understand safe lifting guidelines

18.	Describe best practices for assisting guests with disabilities

19.	Recall ways to provide exceptional guest service

20.	Understand the role online reviews play in the success of your property

21.	Identify best practices for working with your team and other departments

22.	Explain policies on guest communication, including telephone and elevator courtesy

23.	Identify ways to handle and resolve guest requests and complaints

24.	List the locations of points of interest guests might inquire about on and off your property

25.	Explain the significance of VIPs

26.	Identify procedures for dealing with guests under the influence of alcohol





Room Attendant Training:



After completing the Room Attendant training section of the Study Guide, employees should be able to:

Follow all safety standards and protocols

Explain the use of all cleaning materials, chemicals and tools

Prepare the cart for cleaning

Perform all cleaning duties required to effectively, efficiently and thoroughly clean a guestroom

Evaluate the room upon completion and follow all procedures necessary to pass inspection




AHLEI Certified Guest Service Professional



COURSE TITLE: AHLEI Certified Guest Service Professional (CGSP ®)



COURSE DESCRIPTION:



The Room Attendant apprenticeship provides curriculum similar to AHLEI’s 
Guest Service Gold® which is a comprehensive program designed to accomplish the goal of creating guest service-oriented line level employees who know how to engage with their guests to provide memorable guest service.  Core components include training, employee certification and property certification and can be implemented by any service oriented business, such as restaurants, transportation companies, attractions, retail outlets, not just lodging properties.  It can also be used in academic settings to provide students with a solid foundation in guest service.



CLOCK HOURS: N/A



COURSE FORMAT:  

This course is imbedded throughout the training detailed above.



PREREQUISITES: N/A



STUDENT LEARNING OUTCOMES:

All Employee Training



After completing the All Employee Knowledge section of the Study Guide, employees should be able to:

1.	Understand property standards for personal appearance

2.	Identify property standards and policies regarding uniforms

3.	Understand your property’s social media policy

4.	List employee policies that affect you

5.	List your property’s fact sheet information

6.	List property policies regarding parking, pets, and guest reservations

7.	Identify airport and local transportation options

8.	Explain the purpose of the Manager on Duty (MOD)

9.	Define guidelines for the use of property facilities

10.	Differentiate between routine and urgent maintenance and describe the purpose of each

11.	Discuss property lost and found procedures

12.	Explain property recycling programs and procedures

13.	Explain your role in your property’s security

14.	Understand procedures to follow in case of emergency

15.	Identify procedures and safety equipment that protects against bloodborne pathogens

16.	Describe OSHA regulations that pertain to your position at the property

17.	Understand safe lifting guidelines

18.	Describe best practices for assisting guests with disabilities

19.	Recall ways to provide exceptional guest service

20.	Understand the role online reviews play in the success of your property

21.	Identify best practices for working with your team and other departments

22.	Explain policies on guest communication, including telephone and elevator courtesy

23.	Identify ways to handle and resolve guest requests and complaints

24.	List the locations of points of interest guests might inquire about on and off your property

25.	Explain the significance of VIPs

26.	Identify procedures for dealing with guests under the influence of alcohol



Guest Service Training



After completing the Guest Service training section of the Study Guide, employees should be able to:

Surpass customer expectations

Provide stellar service to improve guests’ experiences

Handle difficult or upset customers effectively

Build rapport with customers in a short time

Ensure that all customer needs are met




COMPETENCY-BASED WORK PROCESS 

Room Attendant



Upon completion of this competency based testing scheme, employees will receive a one-time pay increase to 95% of the Journeyworker’s rate for a Room Attendant.  



Testing Schedule

The testing schedule for this competency-based Room Attendant apprentice will be held the first month of each quarter, which begins in January of each year.  Apprentices can submit notification within 30 days of the testing date to request their competency testing be completed.  



For each apprentice, a maximum of three (3) attempts can be attempted to successfully pass the competency-based testing.



Testing Metrics

Due to the varying tasks and competencies of each work environment, and due to the nature of this competency-based work process schedule, employers are encouraged to review the competency testing form in advance.  Employers should exclude from testing the tasks and competencies that the apprentice will not be exposed to, as applicable to the position they are entering. 



Performance Standards Instructions:

Related Instruction: The curriculum crosswalks to the individual tasks (1, 2, 3.) to ensure that the instructional program addresses each competency area in the work process schedule.

Task Standard: Indicate “Yes,” or “No,” or “N/A.”  For acceptable achievement, all individual tasks (a, b, c.) should receive a “Yes,” “No,” or “N/A” response.  

Performance Level: The duty areas (A, B, C.) receive an overall numeric evaluation using the following criteria.  The mentor will initial date/level achieved.



4= (Outstanding) Needs no supervision to complete the task and is able to demonstrate to others the required skills

3= (Good) Needs little supervision to complete skill or assigned task

2= (Adequate) Needs supervision to complete skill or assigned task

1= (Unacceptable) Unable to complete skill or assigned task without support or supervision



Grading: A passing score involves a “yes” remark under all of the applicable “Task Standard” sections, in conjunction with a score of “2” or higher in each of the competencies.  Any score of “1” is deemed as not passing.  



Only the section considered not passing must be repeated in order to complete the program.  All sections of the test do not need to be retested once a passing score is received.



* When asked to “demonstrate...” a physical task is preferred to certify competency. 

**When asked to “demonstrate knowledge of...” a verbal explanation, or physical demonstration can qualify to certify competency.

***When applicable, a verbal explanation can be substituted for the physical task of completing a competency, due to on-the-job limitations.

****All competencies are based on actual on the job tasks.  “n/a” may be used when the employer deems appropriate.  All employers should complete a test, marking the applicable competencies for each work site.  Any competencies not applicable to the employer should be marked in advance with an “n/a.”



		Room Attendant Competency-based Testing



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		



		Being a Successful Employee



		1.1 Demonstrate a professional appearance

		

		

		



		1.2 Demonstrate professional conduct including:

		

		

		



		· an appropriate voicemail box message

		

		

		



		· Consistent punctuality

		

		

		



		3.1 Demonstrate an organized workspace (cart, linen closet, work locker)

		

		

		



		3.2 Demonstrate an ability to prioritize housekeeping tasks and show effective time management

		

		

		



		4.1 Demonstrate adherence to employee policies

		

		

		



		



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		Exceptional Customer Service



		1.1 Demonstrate ability to provide satisfactory customer service

		

		

		



		2.1 Demonstrate effective verbal & non-verbal communication 

		

		

		



		3.1 Demonstrate ability to handle complaints or resolve conflict

		

		

		



		4.1 Demonstrate an example of ‘going above and beyond’

		

		

		



		



		Hotel Rooms Division



		1.1 Demonstrate knowledge of various hotel departments

		

		

		



		2.1 Demonstrate knowledge of Rooms Division duties

		

		

		



		 3.1 Demonstrate knowledge of the guest cycle

		

		

		



		4.1 Demonstrate teamwork within the rooms division

		

		

		








		



		Cultural Awareness 



		1.1 Demonstrate cultural sensitivity to either coworkers or guests

		

		

		



		



		Technology & Social Media



		1.1 Demonstrate ability to use cell phone, iPod, or computer

		

		

		



		1.2 Demonstrate adherence to hotel policy regarding cell phone use and social media use

		

		

		



		



		Awareness of Safety and Security



		1.1Demonstrate knowledge of hotel codes to inform staff of emergency

		

		

		



		1.2 Demonstrate knowledge of emergency procedures

		

		

		



		1.3 Demonstrate knowledge of evacuation routes

		

		

		



		1.4 Demonstrate knowledge of hotel procedures regarding green/sustainable practices

		

		

		



		1.5 Demonstrate knowledge of procedures dealing with unusual room situations

		

		

		



		2.1 Demonstrate knowledge of first aid practices

		

		

		



		2.2 Demonstrate knowledge of procedures for dealing with bodily fluids

		

		

		



		2.3 Demonstrate ability to avoid cross contamination

		

		

		



		2.4 Demonstrate knowledge of rules regarding mixing chemicals

		

		

		



		2.5 Properly dispose of chemicals and/or hazardous materials

		

		

		



		2.6 Demonstrate knowledge of Material Safety Data Sheets and where they can be found

		

		

		



		2.7 Demonstrate knowledge of OSHA standards within the housekeeping department

		

		

		



		2.8 Demonstrate appropriate methods of dealing with disabled guests

		

		

		



		2.9 Demonstrate knowledge of policies with service animals

		

		

		



		3.1 Demonstrate knowledge of what constitutes suspicious activity

		

		

		



		3.2 Demonstrate knowledge of policies regarding suspicious activity

		

		

		



		3.3 Demonstrate proper use of hotel key cards

		

		

		



		3.4 Demonstrate knowledge of policy & procedures regarding human trafficking

		

		

		








		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		



		Ergonomics



		1.1 Demonstrate proper warm up and stretching techniques

		

		

		



		1.2 Demonstrate proper procedure for lifting heavy objects

		

		

		



		1.3 Demonstrate proper procedures for reaching, bending & twisting

		

		

		



		1.4 Demonstrate proper procedures for pushing the cart

		

		

		



		1.5 Demonstrate proper procedures for vacuuming

		

		

		



		1.6 Demonstrate proper procedures for wiping vertical & horizontal surfaces

		

		

		



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		



		Section 1: Pre-room Services & Preparation



		Room Attendant Tools & Supplies



		1.1 Demonstrate proper use of tools and supplies including:

		

		

		



		· Gloves

		

		

		



		· Cleaning rags (dry vs wet)

		

		

		



		· Sponges (two-sided, magic eraser)

		

		

		



		· Toilet brush

		

		

		



		· Small scrubbing brush for tile

		

		

		



		· Squeegee

		

		

		



		· Duster

		

		

		



		· Lint roller

		

		

		



		· Broom & dustpan

		

		

		



		· Sponge mop

		

		

		



		· Vacuum & attachments

		

		

		



		· Trash liners

		

		

		



		1.2 Demonstrate proper use of chemicals including:

		

		

		



		· Glass cleaner

		

		

		



		· Tile cleaner

		

		

		



		· Toilet bowl cleaner

		

		

		



		· Multi-surface cleaner

		

		

		



		· Wood cleaner

		

		

		



		· Floor cleaner

		

		

		



		· Spot remover (carpets)

		

		

		



		· Air freshener

		

		

		



		-  Wedge or Spatula for bed

		

		

		



		1.3 Demonstrate correct knowledge of the following linens:

		

		

		



		· Bath towels

		

		

		



		· Hand towels

		

		

		



		· Washcloths

		

		

		



		· Bathmats (rubber & cloth)

		

		

		



		· Fitted & flat sheets

		

		

		



		· Top sheet

		

		

		



		· Pillow cases

		

		

		



		· Comforter/Insert

		

		

		



		· Duvet

		

		

		



		· Blanket

		

		

		



		· Roll-away bed linen

		

		

		



		1.4 Demonstrate knowledge of which amenities are needed including:

		

		

		



		- Lotion

		

		

		



		- Shampoo 

		

		

		



		- Conditioner 

- Soaps 	

		

		

		



		- Brushes & combs

		

		

		



		- Shower cap 

		

		

		



		- Powder 

		

		

		



		- Shaving cream & razors 

		

		

		



		- Toothbrush & toothpaste 

		

		

		



		· Dental Floss

		

		

		



		- Mouthwash 

		

		

		



		- Toilet tissue 

		

		

		



		- Facial tissue 

		

		

		



		- Q-tips

		

		

		



		- Cotton pads

		

		

		



		- House slippers

		

		

		



		- Refreshments & coffee/tea 

		

		

		



		- Stationary and pens 

		

		

		



		- Brochures & magazines

		

		

		



		- Room service menus

		

		

		



		- Laundry bag

		

		

		



		- Sewing kit

		

		

		



		- Lint brush

		

		

		



		- Shoe maintenance kit

		

		

		



		- Shoe horn

		

		

		



		- Iron & Ironing board (permanent)

		

		

		



		- Hairdryer (permanent)

		

		

		



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		Room Assignment Sheets / iPods



		2.1 Demonstrate correct use of assignments sheets and/or iPods

		

		

		



		2.2 Demonstrate knowledge of room status codes including:

		

		

		



		- Occupied

		

		

		



		· Do not disturb

		

		

		



		- Stayover

		

		

		



		· On change

		

		

		



		· Cleaning in progress

		

		

		



		· Vacant & ready

		

		

		



		· Out of Order (OOO)

		

		

		



		· Out of Service (OOS)

		

		

		



		· Lock out 

		

		

		



		· Check out

		

		

		



		· To be inspected (VIP)

		

		

		



		Preparing the Cart



		1.1 Demonstrate knowledge of linen room layout and storage

		

		

		



		1.2 Demonstrate knowledge of room type and supplies needed for each type

		

		

		



		1.3 Demonstrate correct assembly of supplies on the cart required for that day’s room assignments

		

		

		



		1.4 Demonstrate effective organization of supplies

		

		

		



		1.5 Demonstrate restocking the cart mid-shift

		

		

		



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		Section 2: Room Services



		Entering the Room & Cleaning Sequence



		1.1 Demonstrate confirmation of room status 

		

		

		



		1.2 Demonstrate correct procedure for entering the room

		

		

		



		1.3 Demonstrate correct placement of cart

		

		

		



		1.4 Demonstrate correct use of key card

		

		

		



		1.5 Demonstrate knowledge of ABC cleaning sequence

		

		

		



		· Away with the old

		

		

		



		· Beds

		

		

		



		· Cleaning & Chemicals

		

		

		



		· Dusting

		

		

		



		· Everything in its right place

		

		

		



		· Finishing up

		

		

		



		1.6 Demonstrate knowledge of procedures regarding checkout & stayover rooms

		

		

		



		Initial Walkthrough



		1.1 Demonstrate knowledge of procedures regarding:

		

		

		



		· Damaged or missing items

		

		

		



		· Lost and Found

		

		

		



		· When to call the supervisor

		

		

		



		Stripping the Room: MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1Demonstrate correct use of personal protective equipment (PPE)

		

		

		



		1.2 Demonstrate correct removal of trash 

		

		

		



		1.3 Assess function of guestroom features including lights, TV, heat/AC 

		

		

		



		1.4 Determine and retrieve required cleaning supplies

		

		

		



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		Cleaning the Bathroom: MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1 Determine and retrieve correct cleaning supplies for the bathroom

		

		

		



		1.2 Demonstrate knowledge of chemicals and correct application times

		

		

		



		1.3 Demonstrate correct procedures for testing shower head, sink & toilet

		

		

		



		1.4 Determine whether to contact engineering due to clogs or other issues

		

		

		



		1.5 Demonstrate correct procedure for cleaning shower walls, glass and bathtub

		

		

		



		1.6 Demonstrate correct procedure for cleaning toilet and toilet area

		

		

		



		1.7 Demonstrate correct procedure for cleaning sink, mirror, countertop and sink area

		

		

		



		1.8 Demonstrate correct placement of amenities and when to replace

		

		

		



		1.9 Demonstrate correct folding and placement of linen/terry

		

		

		



		2.0 Demonstrate correct procedure for cleaning bathroom floor

		

		

		



		Making Beds: MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1 Assemble all appropriate linen

		

		

		



		1.2 Replace pillowcases in efficient manner

		

		

		



		1.3 Replace and/or tuck in bottom sheet using hospital fold

		

		

		



		1.4 Replace duvet cover in efficient manner

		

		

		



		1.5 Tuck in all linens as required using hospital fold or standard procedure

		

		

		



		1.6 Correctly place pillows on bed

		

		

		



		1.7 Lay out additional bed coverings following hotel procedure

		

		

		



		Cleaning the Guestroom: MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1 Demonstrate correct use of materials for each task

		

		

		



		1.2 Demonstrate correct procedures for dusting

		

		

		



		1.3 Demonstrate correct procedures for inspecting furniture and fixtures for damage

		

		

		



		1.4 Replace all amenities in one trip

		

		

		



		1.5 Return all guestroom items to original location

		

		

		



		Vacuuming and Carpet Cleaning: MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1 Effectively clean floors using correct tools

		

		

		



		1.2 Demonstrate effective spot cleaning

		

		

		



		1.3 Recognize and report significant stains for shampooing

		

		

		



		Final Walkthrough and Inspection



		1.1 Evaluate room for any possible errors

		

		

		



		1.2 Update room status according to hotel procedure

		

		

		



		VIP Rooms



		1.1 Demonstrate correct knowledge and procedures for VIP rooms

		

		

		



		1.2 Demonstrate knowledge of specialty items and amenities for VIPs

		

		

		



		1.3 Demonstrate effective handling of VIP requests

		

		

		



		Work Processes/

Competencies

		Task Standard

		Comments

		Performance Level



		Section 3: Putting it all Together



		Stayover Rooms: MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1 Address room in correct order following the ABC method or hotel policies

		

		

		



		1.2 Demonstrate correct method of cleaning around guest belongings

		

		

		



		1.3 Demonstrate correct cleaning procedures

		

		

		



		1.4 Demonstrate special touches based on guest requirements or situation as applicable

		

		

		



		Checkout Rooms:  MUST BE COMPLETED IN STANDARD TIME ESTABLISHED BY EMPLOYER



		1.1 Address room in correct order following the ABC method or hotel policies

		

		

		



		1.2 Demonstrate correct procedures for dealing with items guests may have left behind

		

		

		



		1.3 Demonstrate effective and efficient procedures for deep cleaning of guestroom, bathroom, closets & floors

		

		

		



		



		

		

		

		

		



		Final Result:



		Final Comments:

		












RELATED INSTRUCTION OUTLINE

Room Attendant/Housekeeper (Existing Title: Housekeeper, Co, Res, Ind)

O*NET-SOC CODE:  37-2012.00  RAPIDS CODE:  0943CB



Related instruction - This instruction shall include, but not be limited to:



	APPROXIMATE

	HOURS



		PRE-APPRENTICESHIP/153 HOURS OF CLASSROOM TRAINING

MODULE TOPICS

		HOURS



		Module 1:    Introduction to Rooms Services & Hospitality

· Nature of Guestroom Services and Hospitality

· Role and Duties of the Room Attendant

· Hotel Guests/Roles of the Customer

· Roles of the Host

		6



		Module 2:    Hotel Operations

· Hotel Terminology

· Hotel Policies

· Manager on Duty

· Use of Facilities 

· Elevator Courtesy 

· Lost and Found 

		4



		Module 3:    Being a Successful Employee

· Attitude for Success 

· Professionalism and Presentation

· Organization and Time Management

· Employee Policies

· Tip Sharing

· Sexual Harassment

		9



		Module 4:    Exceptional Customer Service

· Introduction to Customer Service

· High Quality Communication

· Dealing with Difficult People (those under the influence of alcohol)

· Going Above and Beyond 

		15



		Module 5:    Hotel Rooms Division

· Hotel Departments

· Rooms Division 

· Guest Cycle

· Teamwork

		6



		Module 6:     Cultural Awareness & Diversity

· Introduction to Cultural Awareness 

· Cultural Differences at the Workplace

		4



		Module 7:     Technology and Social Media 

· Basics of Computers/Tablets (lab moved to Mod. 10 – Pre-room services)

· What is Social Media 

· Rules for Safe and Productive Use

		3



		Module 8:    Awareness of Safety and Security



Hotel Safety

· Safety in the workplace

· Handle Emergencies

· Sustainability – Green initiatives (recycling)

· Unusual Room Situations 



Health Safety

· Bloodborne Pathogens 

· Safety Equipment 

· OSHA Regulations

· Hazardous Materials – Safety Data Sheets by OSHA

· First Aid

· The Americans with Disabilities Act – Impairments 

· Service Animals 



Hotel Security 

· Suspicious activities

· Human Trafficking 

· Key card control 

		15



		Module 9:    Ergonomics

· Using Ergonomics 

		3



		Module 10:    Room Services 



Pre-Room Services & Preparation (with lab)

1. Room Attendant Tools & Supplies – use of tablets

2. Room Assignment Sheets & Status Codes

3. Preparing the Cart (including guest amenities) 



Room Services (with lab)

1. Entering the Room & Cleaning Sequence

The ABC Method (Cleaning Sequence for Stayover & Checkout)

Special cleaning requirements – children and pets

1. Initial Walkthrough

2. Stripping the Room

3. Cleaning the Bathroom

4. Making Beds

5. Cleaning the Guestroom

Dusting

Cleaning windows

Finishing Touches – replace amenities

6. Vacuuming and Carpet Cleaning

7. Final Walkthrough and Inspection



Putting it all Together

8. Stayover Rooms (aka Service rooms)

9. Checkout Rooms

		













































80



		Module 11:       Job Interview Skills

· Preparation

· Interview

		4



		

Module 12:    Review and Preparation for the Certified Guestroom Attendant Examination

1. Skills Accomplishment Checklist and Feedback

2. Examination Review

3. Exam

		



4



		

 Total Training Hours

		153
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