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HoKa — Hospitality Kampuchea

A Dual-Approach In-House Training for Cambodia
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About HoKa:
Bridging the Gap - Inclusive skills upgradation




About the Programme

4
MIGIP 44

Mekong Inclusive Growth
& Innovation Programme
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HoKs,

L a\
@ 2017 - 2020

..' Small farms and firms

4 )
A . | Sustainable
griculture Tourism
Technology commercialization .
destination management
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h‘ in agriculture and
tourism
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H0Ks,

’
MIGIP focuses on destination management structure, marketing, and g
MiGIP P ¥

skills through public-private partnerships.

Mekong Inclusive Growth
& Innovation Programme

In skills, MIGIP implements HoKa to support hospitality skills
development in tourism. The programme is designed in collaboration
with National Committee for Tourism Professionals (NCTP), Ministry of

Tourism. | v %
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Innovating for better access l—l\()_k&\

deanced
A .
I Certificate
Certificate 4
I Certificate 3
2

Bridging programme aligned to AQF:

Dual-Approach In-House Training
For small businessesin rural area

Un-certified workforce in hospitality
Total direct job in Tourism is 620,000 but only
30% have qualification
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HoKs,

Our Goals

/\ Improve service quality of micro
ﬁ and small hospitality enterprises

in tourism destinations

e Skills upgrading for existing low-

skill workers

& Build training capacity for local
industry professionals to
national standard
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lHoKa
HoKa is aligned with National Policy Natd>-

Human Resources Development presentation include E-Training Needs Assessment (ETNA) designed for NCTP,

HoKa

Ministry of Tourism

N HISINGHI ST ETNA Results Overview  HOKa» oisioniact
jg:‘:..ﬂz D! #
f}ﬁ &’1&‘}?} @ggmﬁé@ ’ Select Province to filter Select eTNA Code to filter Select eTNA date to filter v Select survey submission date range
A4 ﬁﬂm“iﬁlﬂ giifEﬂm All o Al v 1/30/2019 2/12/2019 1/30/2019 4/26/2019
' planning to hire interested to train
- HISFIASTIN ( Hoka Swisscontact ILO SDP ) 32 23,100
ST 78% Est. staff needed in tourism 100%
imggwﬁ ﬁ (e prises sul . I'OVIrlC 5 7 5 - lmg rovince per Year raining ne = N
° 5 New staff neeeded in 22.400 s0% I . s
the coming year . .
: rises surveyed have - .
whigyinmnl Wﬁﬁ!}%ﬁﬁjwwmﬂ“ﬁ > TOT/TOA . - .
il : g nterprises surve pe Total # staff tOday Preah Sihanouk Kampot raining weekday preferen
- ok - L 2267 T
hoad - b > In-house training S TETR (L S e
Total # restaurant seats = R 0%
STRATEGIC PLAN FOR TOURISM HUMAN > RPL I I . P l . . ~ | mHl I ol
s D EVEL 0 P M ENT «° & s @),\‘\c‘" ¢ Average years operation waiter  receptionist  room other & (‘\@&"“:3&\&“\‘ N},,s‘—*\ & g@@
RESOPRC » HoKa (dual-

2017 - 2025

approach training) v’ Design based on ASEAN competency standard
SEC (Senior Expert v’ Online survey and results dashboard

Corps)
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Our Achievements

K ® E-training needs @ 75 hospitality micro,
ETNA &§ ﬁ .
TrainingNeeds.~ @ss@ssment tool on small and medium
Assessment .
ASEAN Standard enterprises
@

Curriculum and training 32 industry trainers to
—#¥| packages for 3 national standard
occupations (F&B
Waiter, Receptionist,
Housekeeping)

@a® 90 low-skilled staffs
a trained

1
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HoKa Documentary
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Play a 5 minutes video
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https://www.youtube.com/watch?v=RUkcPxYH7Ng
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The HoKa Model:
Dual-Approach In-House Training
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HoKa
Handbook
2019
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P v’ In 2019, signed partnership with Preah Sihanouk Department of Tourism
%"“‘ v’ Technical orientation on HoKa implementation to PDoT

- =¥ PDoT assigned training official to facilitate HoKa




Implementation Model
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)

Assessment

Recruit
ToT

Issue
certificate/
skills

passport

f Indt;stry ]

L Trainers

Deliver training

- Promotion&
enrollment

- Organize
training

[
(

Owners/
managers &

Staffs
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“After participated in HoKa training, | gained new knowledge
and skills to apply in my workplace. | am definitely delighted to
know about receiving the certificate after the end of training
which is my opportunity to reach a higher level of skills.”

Ms. Nhem Dalen
Service Staff from Les Manquiers

‘
‘ | decided to register in HoKa training because | want to gain more
knowledge and skills from the training in order to carry on teaching
the staff in my workplace.”

Mr. Seng Hai
Manager from Chey Mean Leap Villa
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HoKa Implementation I"'\O_k}\

hoKa

g

ETNA &

Training Needs
Assessment
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ETNA bj’

Training Needs
Assessment
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Demand-led training adapted to local needs OKd
thought e-Training Needs Assessment (ETNA)

00O

Web based

Online/Offline
Survey

w:mrzz:nman

'NATION RELIGION KING

=}
& 3 .
sy swisscontact H\O@‘

Sgpeesin Somiet -
CERTIFICATE
N

Ministry of Tourism and National Committee for Tourism Professionals
: mad Centifes that : NEAKTY

: 99 §m ocan Date of Birth 11 March, 1987
: Foodand

lmn;s‘“umum Famng: Training Programme
: we tengn g o felfm giwooc From : 29 September to 07 November, 2018
iy emsmiaumoigimnamns

Can be aligned with
any standards

Tool to align with

certification process
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iy ENTA workshop with the industry

 TNA workshop organized in MIGIP’s
target areas with Provincial Department
of Tourism

* Hospitality establishment
owners/managers surveyed (self-
assessment) using via phone/tablet

* Facilitated by ASEAN Master
Trainer/National Trainer to explain
technical terms to industry

* At the end of each workshop, & ‘_;— /
survey results shown live for ‘

participants to agree/endorse ﬁ}y M\k tit i khﬁi\‘
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le® ETNA results were endorsed b

Training Needs
Assessment

Ministry

ETNA Results Overview

Rt
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Sedect Province to filter

Al

32

Enterprises surveyed

Enterprises surveyed by Province

Select eTNA Code 1o filter

Al

% planning

78%
575

Mew staff neeeded in
the coming year

2311
Total # staff today

2267
Total # rooms
858

Total # restaurant seats

4.8
Average years operation

Select TNA date to filter

1/30/2019

2/12/2019

1/30/2019

23,100

Est. staff needed in tourism

inCe per Year

Year @2019

Preah Sikancuk

n%
. -
I

raom ather
attendant

Select survey submiszion date rangs

2/12/2019

erested to train

e industry and the

» Results of skills gaps (performance
criteria) filtered by location, occupation,
etc. for curriculum adaptation

ETNA Results - Wait Staff

=
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» Results of enterprise data, human recourses
needs, and interest/preference for training

Skills to be covered:

Select eTNA Code to filter ~

All N

Select Province to filter v

All v

Select eTNA date to filter v
1/30/2016  2/12/2019

Selact survay submission date ra..
1/30/2019  2/12/2019

cut-off rating ~

12 ~

What PCs were rated as the most valuable to provide training in?

UC label English

PC label EN

UC1: Work effectively with colleagues and customers
UC1: Work effectively with colleagues and customers
UC1: Work effectively with calleagues and customers
UC1: Work effectively with colleagues and customers
UC1: Work effectively with colleagues and customers
UC1: Work effectively with colleagues and customers
UC1: Work effectively with colleagues and customers
UC1: Work effectively with colleagues and customers
UCT: Work effectively with colleagues and customers
UC1: Work effectively with colleagues and customers
UCT: Work effectively with colleagues and customers

UCO1E01PCO1: Relay information in a clear and concise manner using appropriate communication te...
UCO1E01PCO2: Use language and tone appropriate to a particular audience, purpose and situation, t...
UCO1E01PCO3: Use active listening and questioning to facilitate effective two-way communication wi...
UCO1E01PCO4: Identify potential and existing conflicts and seek solutions in conjunction with all invo..
UCO1E01PCO5: Complete routine workplace documentation accurately in a timely manner
UCO1E02PCO1: Meet both internal customers’ and external customers’ needs and expectations in acc...
UCO1E02PC02: Assist to resolve workplace conflict and manage difficulties to achieve positive outco.
UCO1EQ2PC03: Use formal feedback and informal feedback to identify and implement improvements...
UCO1E02PC04: Handle complaints positively, sensitively and politely in consultation with the persony.
UCO1E02PCO5: Maintain a positive and co-operative manner

UCO1EQ03PCO1: Request or provide assistance so that work activities can be completed

UCS5: Converse in English at a basic operational level

UC14: Provide a link between kitchen and service area
<

UCO5EQ06PCO2:

UC14E01PCO1: Relay information in a clear and concise manner using appropriate communication te...

Identify indicators of informal expressions in English

>

<

What UC was rated as the most val

le to provide

UC label English #PCsinUC # PCs covered % PCs covered
. by HoKa by HoKa

UC1: Work effectively with colleagues and customers 17 1 65%
UCS5: Converse in English at a basic operational level ‘ 17 1 6%
UC14: Provide a link between kitchen and service area ‘ 15 15 100%
UC15: Provide food and beverage services 43 15 35%
UC16: Develop and maintain food & beverage product knowledge ‘ 11 10 91%
UC17: Prepare and serve coktails ‘ 9 8 89%
UC18: Prepare and serve non-alcoholic beverages 9 2 22%




2 Workshops organized by
Gov. partners (in provinces)

80 participants from 48
Hospitality SMEs

.........
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3 curriculum customized
based on ETNA results, for 2 Tourism and the system will

occupations (adapted per be handed over to the
province) Ministry

Endorsed by Ministry of

H0Ks,

Benefits we have seen:

v'Demand-led training adapted to
local needs

v'Fast- uses less time to complete
the survey

v Flexible- it could be used
anywhere and anytime by saving
the completed questionnaire

v’ Credible/Transparent —
stakeholders appreciate the
immediate results
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Then the curriculum and toolbox were customised l—l\()_k&‘
based on ETNA results and ASEAN Toolbox

v’ Curriculum endorsed by NCTP, Ministry of Tourism
v TOOLBOX: Trainer Guide, PowerPoint, Principle & Practice, Workbook

v Resources: Industry resources



lHoKa
Example of Food& Beverage Server curriculum —

8 Unit of Competency:

e 12 modules:

My job as a server
 Communication in Hospitality
» Service Excellence

Work effectively with colleagues and
customers .
Work in a socially diverse environment :

. * Restaurant Equipment
Clean and tidy beverage and food . , .
cervice areas v’ Aligned with ASEAN Menu Knowledge

Develop and Maintain Food and Competency Standard MEEEGCIEINGAZELRE
e Selling Skills

* Service Skills

* Drinks Service

* Service Procedure

* Restaurant Procedure

* Hygiene, Safety and Security

Beverage knowledge
Take food orders and provide table
service
Provide food and beverage services
Prepare non-alcoholic beverages
Provide advice to patrons on food and
beverage services

—
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Build training
capacity for local and
industry
professionals (ToT)

v’ Recruited from
hospitality
industry/schools

v 6 DAY on Learning active
teaching method

v' How to use training
materials

v' To be assessed and
recognised as national
trainers

g W i g
o et




HoKa Launch for Kampot Province H\Ok&\

B v Inaugurated by H.E. Pak Sokhom,
Secretary of State, Ministry of Tourism
v’ Certificate presentation to national
trainers




Dual-Approach In-House Training Model

/ Orientation for \

Owner/ Manager
- 2 [ A =
5 b Owner/manager orientated'on HoKa to support I

leaner’s practice at own-werkplace

¥

v Support in-house training and knowledge sharing in the
establishment

v Improve service quality already during the training

==

/Training at venue\

(1 day/week)

Deliver training: Trainer-led workshop in venue — teach
BN and demenstrate

h— | | & _h -l e
. “ i »” ;\
e [N By ,_L-
Ny Vi
- 2

v’ 1day a week for 7 weeks J /b 2%
v Practical and interactive training which receive very j ¥ %

positive feedback from learners and their managers

« ¥ Less than 5% drop out rate in Kampot (¢ g Q R ¢ )
r g NI /
4

Practice at workplace — each_learners receive a folder
of training materials and workbook

ssssssssssss

HoKs,

Skills Test \
(1 day)

Practice at workplace
(3-4 days/week)
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v Support in;house training and knowledge sharing in the
establishment

v Improve service quality already during the training
period




A P o

PRISE DEVEy,
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e

v 1 day a week for 7 weeks
v’ Practical and interactive training which receive very
positive feedback from learners and their managers

« ¥ Less than 5% drop out rate in Kampot

i -
& ; _- o | / !?_ : .
el f / ~ame'l b
—y o3 ! =, o
2 (| ."_* T

v, iy




Practice at workplace — each learners receive a folder
of training materials and workbook

>
H\_O-K}! swisscontact
an ra aSowbce
Flf—’o(:o:lag'na Beverage Server
In-house Training Programme
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v Assessment on the Performance Criteria of the ASEAN
standard (Unit of Competency) HoKa training is aligned with

iy o S AN




Certificate and Skills Passport issued by the Ministry H\C)_k}‘

B
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_ v’ Performance Criteria of Unit of Competency are listed.

v’ Learners can continue with more training to reach Level 1 of AQF
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