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Abstract 171 13 5

The objective of this study is to develop the process of determining the Thai front
office’s occupational standard. The study is based on the occupational standard
framework in UK (NVQs/SVQs). The process began at the annual seminar of the British
Council under a Thai-UK VET Working Group project. The Seminar first established the
framework for developing Thai front office’'s occupational standard using functional
mapping. The second step was to conduct the functional analysis using DACUM
method with participants from members of Thai Hotel Association Western Chapter. The
outcome of the study of Thai hospitality occupational standard emphasized Thai culture
and Thai hospitality complemented by the international standard of NVQs/SVQs
hospitality framework. Each occupational standard level consists of key functions, units
of competence and elements of competence. Each element of competence consists of
four components: performance criteria, which is a standard description; range of
environment that extends to the work performance; and knowledge and understanding
necessary to perform the duty to the final conclusion. The third step was to set up the
competence assessment by education and training professionals at a meeting to create
a model of assessment. The assessment was divided into competent and knowledge
assessment by seeking the ICO relevancy between high level of competency and
knowledge by hote! experts. The fourth step was to find an appropriate assessment of
the occupational standard levels 1, 2 and 3 and applied them to a real situation. Ten
front office staffs with different responsibilities were selected from the Hua Hin Grand
and Plaza (where ISO 9001 standard has been certified) to test the hypothesis of
agreed competency and knowledge by using the model created by us. The results

showed that ten out of ten passed the first level of Thai hotel occupational standard,
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i.e. 100%: seven out of 10 passed the second level of Thai hotel occupational standard,
i.e. 70%: and three out of ten passed the third level of Thai hotel occupational standard.
These results showed that the established assessment standard of levels 1,2, and 3
were appropriate in the actual workplace as they form the pyramid of front office's
administration. The fifth step was to organize a seminar of experts from the THA
members for the consultation of the standard and the setting up the TVQ Institute. They
were also provided with a set of occupation standard to study and trial out for one
month. After the trial out, participants were asked about the satisfaction of the standard,
and the benefit to an enterprise, staff and the country. The results were 3.8 out of score

of 4 for the satisfaction of standard, and 3.5 out of 4 for the benefits.
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