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Introduction

About EDI

EDI is one of the largest awarders of accredited vocational qualifications in the UK and has
been involved in providing qualifications for employment for over 100 years. We work with over
1400 centres and we award over 140,000 vocational qualification certificates every year. Our
vocational qualifications are developed in collaboration with industry and are used by students
and employers as a benchmark for practical skills and quality. They include National
Vocational Qualifications (NVQs), Scottish Vocational Qualifications (SVQs), Vocationally
Related Qualifications (VRQs), Technical Certificates, Apprenticeships and Skills for Life
gualifications.

EDI qualifications are accredited on the National Qualifications Framework and are eligible for
government funding. EDI qualifications are also accredited on the Qualifications and Credit
Framework (QCF). EDI offers unrivalled centre support, through online administration,
resources and customer care.

In addition, EDI provides a wide range of services for training providers, colleges, employers
and schools including customised assessments, bespoke training programmes, innovative
interactive online assessments mapped to the national curriculum, an electronic portfolio
system, access to high volume printing and broadband facilities. For more details, please visit
the EDI website: www.ediplc.com.

The Support Pack

This support pack has been developed to provide additional guidance for training providers,
who will be helping candidates to achieve the EDI Level 2 NVQ Diploma in Food and Beverage
Service.

It has two purposes:

(a) to provide, in one place, all of the additional information that may be needed to prepare
for, and then support the successful delivery of this qualification;

(b) by collecting this information together, to provide a resource that can be updated easily
and quickly when it becomes necessary, and made available to all users.

This support pack has a version number and date on the front cover. An up to date copy of this
support pack is always downloadable from our website www.ediplc.com in pdf format.

If this pack is updated we will let you know in EDI Qualifications Update i our monthly
newsletter to approved centres. This is available to download from our News section on our
website www.ediplc.com alternatively if you would like to receive an electronic copy of the EDI
Qualifications Update each month, please contact our enquiries team on
engquiries@ediplc.com.

Note T use of terms

Note that throughout this support pack, the
to gain this qualification.

term
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What is the QCF?

The Qualifications and Credit Framework (QCF) is a unitised qualification framework
underpinned by a system of credit accumulation and transfer. Every unit on the framework will
have a level and a credit value which is based on the notional learning hours for that specific
unit (for further information see the section: What is credit?). The QCF is designed to allow
learners to achieve credit for individual units or qualifications, providing learners with the
opportunity to accumulate credit at their own pace and use it to claim for a qualification when
they are ready.

Quialifications within the QCF
There are three sizes of qualifications in the QCF:

A Awards (1-12 credits)
A Certificates (13-36 credits)
A Diplomas (37 credits or more)

It is possible to have all three of these qualifications at each level, for example, Level 1 Award,
Certificate or Diploma in Business Skills. This is because the classification of the qualification
as an Award, Certificate or Diploma refers to the size of the qualification, not the level of
difficulty.

Each qualification title will contain the level of qualification (eg Entry 2), the size
(award/certificate/diploma) and details indicating the content of qualification. For example:

A EDI Level 2 Award in Business Skills
A EDI Level 1 Certificate in IT Users (ITQ)

What is credit?

Every unit and qualification on the QCF has been given a credit value, which denotes the
number of credits that will be awarded to each learner who successfully completes the unit or
gualification.

A 1 credit represents 10 notional learning hours

Notional learning hours represent the amount of time a learner is expected to take, on average,
to complete the learning outcomes of the unit to the standard required within the assessment
criteria. It is important to note that notional learning hours are not the same as guided learning
hours (GLH). GLH represent the hours during which a tutor or trainer is present and
contributing to the learning process. Notional learning hours represent the hours which are
needed to successfully cover all the learning required to achieve the unit, either guided or
independently.



Rules of ¢ ombination

Every qualification on the QCF is structured through rules of combination. Rules of
combination are important because they define the number of credits which need to be
achieved and where these credits must come from in order for a learner to achieve the
qualification. Rules of combination also state what the potential is for learners to transfer
credits between qualifications and awarding bodies.

The rules of combination for the Level 2 NVQ Diploma in Food and Beverage Service are
included later in this pack.

Unique Learner Number and Personal Learner Record

You will be provided with a Unique Learner Number (ULN), a ten digit number that will enable
all units and qualifications that you achieve to be logged online within your Personal Learner
Record (PLR). Once you have been allocated your ULN this number will be used to log all your
future learning achievements. You will have access to your PLR, and you will also able to give
training providers and/or employers access to your PLR to enable them to view your records as
evidence of which units and qualifications you have achieved.



Customer Service Statement

EDI is committed to the highest possible level of customer service. The following customer
service statement aims to provide a summary of the service levels that we offer to our centres
and candidates.

All requests for information will be responded to within 3 working days of receipt. Verbal
enquiries are usually deCentre Support Teams ynmdelidtehd s Enqui r
Complaints are responded to within 3 working days.

Our Enquiries or Centre Support teams can be contacted between the hours of 0830 and 1700

Monday to Friday by using the contact details below or outside those hours by leaving a
message on our voicemail service. All messages will be returned the next working day.

Enquiries team (General enquiries)

Telephone helpline: 08707 202 909
Fax: 02476 516559
Email: enquiries@ediplc.com

Our Enquiries Team will be happy to assist you with any general enquiries that you may have.
For example:

A information relating to new or existing products and services, including launch dates,
award content and links with existing products

enquiries regarding qualification structures and content

pricing enquiries including price lists requests

support on the usewwedigcbdmds websites eg
international customer service queries

general information requests including, address, fax number etc

initial enquires from new centres interested in working with EDI

P W D P P 2

maintaining accurate contact details for centres
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Centre support team (campus and administration enquiries)

Telephone helpline: 08700 818 008
Fax: 02476 516566
Email: centresupport@ediplc.com

Our centre support team will be happy to assist with any administration related enquiries you
may have. For example:

enquiries relating to EDI centre approval

centre induction and training

campus user guidance

queries relating to Quality Advisors (previously referred to as external verifiers)
campus technical support, including IT support for online and off-line examinations

the progress of an order or a query relating to a candidate registration

> P> >y P>y > B>y D

the progress of results, issues with claims including manual claims and certification
queries

A invoice queries

EDI logs and monitors response times to all queries to customer services in order to achieve
ongoing customer service standard improvements.

EDI can also be contacted by post:

EDI

International House

Siskin Parkway East
Middlemarch Business Park
Coventry

CV3 4PE

UK
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QCF service level agreements
Centre approval

A Applications for approval to offer QCF with EDI for the first time will be processed within
40 days of receipt.

A Request to offer additional QCF from existing EDI Centres will be processed within 2
weeks of receipt.

Registration materials
A Orders will be despatched within 5 working days of processing.
Candidate enrolments

A Candidates will be enrolled and a candidate number allocated within 5 working days of
receipt. Enrolments using Campus will be processed immediately.

Certificates

A All certificate claims will be processed and despatched within 5 working days; we aim to
process all certificates within 2 working days. For Centres with direct claims status using
Campus, certificates will be despatched within one working day.

Queries

A All requests for information will be responded to within 3 working days of receipt. Verbal
enquiries are usually dealt with by the Centre Support and Enquiries team immediately.

Centre approval and quality assurance

EDI offers detailed information and guidance on the following areas of the EDI QCF Centre
approval process:

A the terms and conditions of approved centre status (Form CAUK)
A how applications for approval are processed (Form CAUK)

EDI also encourages all Centres to develop customer service standards in order to build a high
level of customer service into the qualification process.

Fees

Fees for candidate registration, certification (including unit certification), centre approval and
additional verification visits are available in the EDI Price List.

Complaints and appeals procedures

Details relating to all aspects of complaints and appeals for centres, including circumstances
under which a centre or learner is entitled to appeal can be found within this support pack or by
contacting our enquiries team on 08707 202 909.

Every EDI candidate pack includes details of the complaints and appeals procedure.

All complaints will be responded to within 3 working days.



Equal opportunities policy

EDI operates an equal opportunities policy, further details of which can be found on our website
www.ediplc.com.

Further general information about Qualifications offered by EDI can be obtained by contacting
our Enquiries team on 08707 202 909 or by emailing enquiries@ediplc.com.
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Administrative Procedures

This section of the support pack details the range of administrative procedures that will need to
be in place in order for you to deliver these qualifications.

It includes:

A centre approval
A the candidate pack

A learner registration

A campus

A ongoing quality assurance.

Centre approval

In order to offer these qualifications, you must be approved by EDI. Centre approval is based
upon the training provideroés ability to show tha
systems are in place to maintain standards of delivery and quality.

Centre approval is based upon completion of Form CAUK, which is a formal statement from the
provider confirming what will be provided. This form can be found on our website or requested
from our enquiries team.

Approval visit
Once we have received your Form CAUK, a Quality Advisor will carry out an approval visit.

The purpose of this visit is to verify the statements made on Form CAUK and to provide
guidance and support to all those who will be responsible for delivering these qualifications.



The Candidate Pack

After a centre has been approved, the first stage in the procedure for registering learners with
EDI is to purchase a credit for the qualification or unit. This can be done by using Campus,
EDI 6s online administration system.

Please contactour CentreSupport team on 08700 818 008 for fur
Campus system.

The candidate pack is individual to each learner and includes everything that is needed for the
individual to complete all of the requirements for the unit or qualification.

The candidate pack includes:

A guidance for the learner
A the standards

A evidence matrices, to be completed by the learner and the assessor as part of the
l earner6s portfolio

A learner and assessor statements forms, for each claim, to be signed off by the External
Verifier before they are sent to EDI.

Learner registration

The next stage is to register the | earners by na
system.
Campus
EDI 6s online examination and QCF administration .

available to EDI approved centres. Campus is an integrated solution providing everything from
candidate registration through to exam paper production (or online assessment) and result and
certification release.

Campus can be accessed by using the following link: http://Campus.ediplc.com or through the
login section on www.ediplc.com.

Campus guidance documents can be found on the website or they can be obtained by
contactingED|l 6 s Centr e S08300B818008.t eam on

Ongoing quality assurance

EDI maintains the quality of delivery and assessment of these qualifications through a system
of ongoing monitoring visits undertaken by a suitably qualified consultant.

To ensure consistency, all Consultants are trained by EDI to undertake these visits, which are
focused on completion of Form CAUK. These visits will also be used by the Consultant to
provide updated information to you about the delivery of these qualifications, for example,
interpretation of standards or the assessment strategy.
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EDI Level 2 NVQ Diploma in Food and Beverage Service

There are three qualifications available relating to Food and Beverage Service:

EDI Level 2 NVQ Diploma in Food and Beverage Service
EDI Level 2 NVQ Diploma in Food Service
EDI Level 2 NVQ Diploma in Beverage Service

Aims

The EDI Level 2 NVQ Diploma in Food and Beverage Service is aimed at those working or
who are seeking to start a career in food and beverage service. It can be taken whilst in the
workplace to allow hands on experience as you train. It develops skills for serving all types of
drinks as well as food in a professional and customer focused environment.

The EDI Level 2 NVQ Diploma in Food Service is aimed at those working or who are seeking
to start a career in food and beverage service. It can be taken whilst in the workplace to allow
hands on experience as you train. It develops skills for serving all types of food in a
professional and customer focused environment.

The EDI Level 2 NVQ Diplomain Beverage Service is aimed at those working or who are
seeking to start a career in beverage service. It can be taken whilst in the workplace to allow

hands on experience as you train. It develops skills for serving all types of beverages in a
professional and customer focused environment.

Credit

The credit values of the qualifications are as follows:

EDI Level 2 NVQ Diploma in Food and Beverage Service | 37 credits

EDI Level 2 NVQ Diploma in Food Service 37 credits

EDI Level 2 NVQ Diploma in Beverage Service 37 credits

Guided learning hours

We recommend that following guided learning hours (GLHSs) provide a suitable course length
foran6averagedéd | earner at this | evel

EDI Level 2 NVQ Diploma in Food and Beverage Service | 279-291 GLH

EDI Level 2 NVQ Diploma in Food Service 294-309 GLH

EDI Level 2 NVQ Diploma in Beverage Service 266-274 GLH

Guided learning hours include direct contact hours, as well as other time when learners are

completing work that has been agreed with teachers or training providers. It is the responsibility

of the centre to decide the appropriate course d
of existing knowledge. It is possible, therefore, that the number of GLHs can vary significantly

from one training provider to another according to learners' needs.

Age ranges and geographical coverage

These qualifications are appropriate for learners aged 14+. They are accredited for learners in
England, Wales and Northern Ireland.
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Previous lear ning requirements

There are no formal entry requirements; these qualifications are open to all learners who are
preparing to work, or who already work, in the hospitality industry.

Progression

Learners may progress onto other Hospitality related qualifications such as the Level 3 Diploma
in Hospitality Supervision and Leadership Skills, which forms part of an apprenticeship
framework. If they are not already in employment, these qualifications may enable learners to
gain employment in the Hospitality industry.

Learners with particular requirements

We recognise that some |l earners wild/l have particl
with particular requirements is stated in the EDI Guide for Centres, which is available via
www.ediplc.com or by contacting Customer Services.

11
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Appeals Procedure for Centres

A Centre has the right to lodge an appeal directly with EDI. The main reasons for an appeal
are likely to be:

A Approval has been withdrawn, following an unsatisfactory quality advisory visit
A Centres are dissati sf i ejddgemént (excluding @ecigibns bny
individual learners when the learner procedure should be used).

Appeal against Quality Advisor decisions

If centres are not satisfied with the judgements made by the Quality Advisor, they should first
contact EDI Customer Support and EDI will then seek to resolve the problem by discussion
between the centre and the Quality Advisor. Occasionally, the views of a second Quality
Advisor will be sought.

The appeal must be submitted in writing by the Head of Centre, including the grounds for
appeal and any supporting documents. The Appeal must be sent to the Quality Assurance
Manager (email qualityassurance@ediplc.com).

EDI will acknowledge receipt of the appeal within three working days. Upon receipt of the
appeal, the Quality Assurance Manager will initiate an internal review. A fee will be charged
(please see current fee sheet). This fee will be refunded if the appeal is upheld.

Internal Review

A review of the Appeal will be undertaken by the Quality Assurance Manager and a sector
specific Quality Advisor. The purpose of the review will be to consider whether the Quality
Advisords original |judgemehefollomimgs sound and

A A discussion with centre staff and/or learners and EDI personnel

A A request for further information from the centre, learners or EDI personnel
A A centre visit authorised by EDI personnel

A Any other action that EDI deems appropriate to resolve the case.

The outcome of the review will then be communicated to the centre within 10 working days
stating justification for the decision.
External Review

If centres are dissatisfied with the outcome of the internal review, they may apply to the
Appeals Panel.

The Appeals Panel will comprise three independent members, the Innovation Manager and a
member of the Quality Assurance Department. One of the independent members shall be
appointed chair of the Panel.

The Appeals Panel will review the case and determine whether the action that EDI has taken to
resolve the case has been both sufficient and appropriate.

12
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The Appeals Panel will either:

a) Agree that the action that EDI has taken has been both sufficient and appropriate and
therefore reject the appeal; or

b)  Uphold the appeal and authorise further action to be carried out. The further action may
include:
A The appointment of an independent Quality Advisor
A Any other action that the Appeals Panel deems appropriate to resolve the case.

The outcome of the appeal, including the results of any further action, will be communicated to
the centre within 10 working days of the conclusion of any further work authorised.

Note - The decision of the Appeals Panel will be final.
Appeal to Regulatory Body

Following appeal to the awarding body, if centres are unsatisfied with the result, then they are
entitled to appeal to the relevant regulatory body.

A QCF regulatory body 7 Ofqual (Office of Qualifications and Examinations

) Regulation)
A SVQ regulatory body i SQA (Scottish Qualifications Authority)

13



Assessment Strategy

1. Introduction

The sector assessment strategy applies to all competence based units and qualifications that
sit within the industries represented by People 1st. Competence based units and qualifications
are those that are accredited to the Qualifications and Credit Framework, for England, Wales
and Northern Ireland, which include National Vocational Qualifications (NVQs). In Scotland it
applies to all sector Scottish Vocational Qualifications (SVQs). The sector assessment strategy
comes into force on the 1st August 2009 and will apply to any new competence based units
and qualifications. It will also replace other assessment strategies, currently used for existing
NVQs and SVQs, as and when they are updated and re-accredited. See www.peoplelst.co.uk
for a list of all competence based units and qualification that are covered by the sector
assessment strategy.

There are four components to the sector assessment strategy which set out requirements and
guidance relating to:

A external quality control

A assessment principles

A occupational expertise of assessors and verifiers
A continuous professional development

The purpose of the sector assessment strategy is for People 1st and awarding
organisations/bodies to work in partnership to:

maxi mi se the quality assurance arrangements fo
and

qualifications and maintain standardisation across assessment practice

assure employers and candidatest hat t he sector6s competence be
qualification are

consistently assessed to the national occupational standards, and

promote continuous professional development amongst assessors and verifiers

> > >

The content of the assessment strategy has been reviewed in close consultation with
employers, awarding organisations/bodies, training providers and other sector stakeholders.
While many of these stakeholders have an interest in the assessment strategy, its primary
audience are awarding organisations/bodies that offer competence based units and
qualifications in the hospitality, leisure, travel and tourism industries. Prospective or approved
centres should not need to work directly with this document as its requirements will be
incorporated within the procedures of their chosen awarding organisation/body.

The strategy should be used alongside the assessment and quality assurance guidance
published by the regulatory authorities. Further information about competence based units and
gualifications can be found at www.peoplelst.co.uk. Feedback or comments on the sector
assessment strategy can be emailed to qualifications@peoplelst.co.uk.

14
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2.  External Quality Control
2.1 Risk Assessment and Management of Centres

External quality control is achieved through rigorous monitoring and standardisation of
assessment decisions. Awarding organisations/bodies achieve this by operating their existing
systems for quality monitoring, risk assessment and management of their approved centres,
following guidance issued by the regulatory authorities.

As part of this process People 1st requires awarding organisations/bodies to:

A ensure that external verification, monitoring and support provided to centres takes into
account their level of risk. For example new assessment centres, and those that are
experiencing difficulty in meeting the assessment requirements, should be given
additional support by their awarding organisation/body
A supply People 1st with standardised information on their statistical monitoring, including
registration and certification figures, on a quarterly basis. This data will remain
confidentialandnoi ndi vi dual awarding organisationé6s/ bo
A report annually on the outcomes of, and any issues arising from, external verification and
quality control arrangements
A highlight specific issues relating to the asse
units and qualifications that require immediate attention, as and when they arise
A contribute to the awardi ng eviewgradmiscasamattarsn s 6/ bodi
relatingtot he assessment of the sector 0scations.mieet ence
forum will meet at least biannually, or during key stages of projects and reviews
A resolve issues relating to the assessment and verification ofthes ect or 6 s compet en¢
based units and qualifications with the action(s), and in the timeframe, agreed

3. Assessment

People 1st advocate the integration of national
organisations in order to achieve a national level of competenceacro s s t he sect or 6s | ¢
market. As such, assessment of the sectlficaborswil,lo mpet enc

ideally, take place within the workplace and assessment should, where possible, be conducted
bythec a n di duapendgsérsand/or line managers. People 1st recognise, however, that it is
not always feasible for candidates to be assessed in the workplace and as such it permits the
use of assessment within Realistic Working Environments (RWE). Additionally, where sector
employers do not have the infrastructure to manage assessment independently, it values the
role of peripatetic assessors to support the assessment process.

Within these parameters, People 1st expects that:

A the majority of as s empstameerbasedahits danthqualifcatiens wilk 6 s c o
be based on performance evidence , i.e. direct observation, outputs of work and witness
testimony within the workplace or an RWE approved by an awarding organisation/body,
(see section 3.4).

A opportunitiestoasce r t ai n c accrdditaticm bf @ridrslearning  is maximised by
early contact between the assessor and candidate and during initial assessment /
induction period.

Please note: External tests do not form part of People 1st' s assessment strategy, other than linkage to
IATA approved tests in Unit TT27, Sell Multi-Sector Air Travel, part of the Travel SINVQ (where it may be
a specific requirement and therefore applicable in that instance).
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3.1 Witness Testimony

People 1st recognise the use of witness tes timony and expert witness testimony as
appropriatemet hods f or assessors to collect evidence o

Witness testimonies can be obtained from people that are occupationally competent and

whom may be familiar with the national occupational standards, suchas t he candi dat eds
manager. They may also be obtained from people who are not occupationally competent, and

do not have a knowledge of the national occupational standards, such as other people within

t he ¢ an ddrkglace, eudtemers and suppliers. The assessor must judge the validity of

the witness testimony and these may vary depending on the source. Witness testimonies can

only support the assessment process and may remove or reduce the need to collect

supplementary evidence, however, the awarding organisationés/
requirements must be met.

Expert withesses may be used where additional support relating to the assessment of
technical competence is required. Expert withesses may be:

A other approved assessors that are recognised to assess the relevant national
occupational standards, or

A line managers, other managers or experienced colleagues that are not approved
assessors, but whom the awarding organisation/body agrees has current occupational
competence, knowledgeand expertise to make a judgement o
competence.

Expert witnesses must be able to demonstrate through relevant qualifications, practical

experience and knowledge that they are qualified to provide an expert opinion on a candidated s
performance in relation to the unit being assessed. People 1st believe that it is unlikely for an

expert withesstobef ul |y expert within any of the sectords
twelve months to two years. The final judgement on the validity of the expert witness testimony

rests with the assessor and such testimonies may only be used in line with awarding

organi sationdés/ bodybs requirements.

3.2 Professional Discussion

Professional discussion is encouraged as a supplementary form of evidence to confirm a
candidatebs competence. Such dapesailmdlistoihns shoul d |
guestions but be a structured discussion which enables the assessor to gather relevant

evidence to ensure the candidate has a firm understanding of the standard being assessed.

3.3 Simulation

Simulation can only be used to assess candidates
qualifications where the opportunity to assess naturally occurring evidence is unlikely or not

possible, for example assessment relating to health and safety, fire and emergency

procedures. It should not include routine activities that must be covered by performance

evidence.

There are no People 1st units that can be solely achieved by simulation. In the case of
imported units, where simulation is acceptable in the evidence requirements, it should only be
used when performance evidence is unlikely to be generated through normal working practices.

See Annex A for competence based units which permit the use of simulation.

16



Awarding organisations/bodies must issue adequate guidance which informs centres how
simulation should be planned and organised, ensuring that demands on candidates are neither
more nor less than they would encounter in a real work situation. In particular:

acentreds overall strategy for simulation must
verifier

all simulations must be planned, developed and documented by the centre in a way that

ensures the simulation correctly reflects what the unit seeks to assess

ideally, there should be a range of simulations to cover the same aspect of the standard

the physical environment for the simulation, and the nature of the contingency, must be

realistic

candidates should carry out the simulation in a professional manner

the candidate should be given no indication as to what the simulation will present.

> > > P

3.4 Realistic Working Environment
Assessment of the sectordéds competence based unit.
out within the workplace, however, where this is not possible candidates can be assessed
within an approved Realistic Working Environment (RWE) that replicates a real work setting.
The criteria for RWE currently operated in the sector can be found at Annex B .

4.  Occupational expertise of ass essors and verifiers

The requirements relating to the occupational expertise of assessors and verifiers is set out in
Annex C . Guidance on additional qualifications and / or training relevant to assessors and
verifiers can be found in Annex D

4.1 Using employers'in -house training programmes to as sess competence based
units and qualifications (please note thi s section is not applicable for  centres
which are either colleges or training providers)

(a) People 1st recognises that employers within the Sector provide robust in-house training,
development and assessment programmes which meet the standards for Assessors and
Verifiers. Where an employer maps its in-house training, development and assessment
programme to the Assessor and Verifier standards and has this approved by their awarding
organisation/body, People 1st fully supports the removal of the need to achieve the Assessor
and Verifier Units. The individual assessing and verifying the qualifications must still meet the
other mandatory requirements for occupational competence as specified in Annex C .

(b) It should also be noted that People 1st encourages employers and awarding
organisations/bodies to examine in-house employer training, development and assessment
programmes to see whether these provide robust evidence against the relevant competence
based units and/or qualifications (England, Wales and Northern Ireland) or the SVQs
(Scotland). Where a direct mapping of the in-house training, development and assessment
programme can be made to the:

A relevant Units (based on the National Occupational Standards), and assessment meets
the requirements of the assessment strategy and awarding organisation/body evidence
requirement,

then awarding organisations/bodies should recognise this training for the purposes of
achievement of the specified qualification or Unit.

In both instances specified in (a) and (b) above the awarding organisation/body will be required
to ensure that a copy of the mapping is available to the Qualification Regulators.

17



5. Continuo us Professional Development
To maintain high standards of quality and standardisation within assessment, and achieve best

practice People 1st require all external verifiers, internal verifiers and assessors to maintain a
record of their continuous professional development | see guidance at Annex E .

18



Annex A

Competence based u nits in Hospitality, Leisure, Travel and Tourism
that permit s simulation

Competence based

Unit Number Unit Title gualifications that the
unit is used in
1GEN1 Maintain a safe, hygienic and secure Level 1 & 2 NVQ/SVQ
working environment Hospitality and Catering
HSL4 Maintain the health, hygiene, safety and Level 3 Diploma in
security of the working environment Hospitality Supervision
and Leadership Skills
(NVQ) and Level 3 SVQ in
Hospitality Supervision
and Leadership
GS3009 Maintain the health, hygiene, safety and Level 3 NVQ Gambling

security of the working environment

(adapted from HS4)

Operations

People 1st have a special dispensation for the imported Customer Service units listed below to
be assessed in a Realistic Working Environment (RWE) conforming to People 1st's criteria
specified in Annex B of this Assessment Strategy. This would only apply to these Units when
delivered as part of the L3 Diploma in Hospitality Supervision and Leadership (NVQ) and L3
Hospitality Supervision and Leadership SVQ.

ICS Unit 26

Improve the customer relationship

Level 3 Diploma in
Hospitality Supervision
and Leadership Skills
(NVQ) and Level 3 SVQ in
Hospitality Supervision
and Leadership

ICS Unit 32

Monitor and solve customer service

problems

Level 3 Diploma in
Hospitality Supervision
and Leadership Skills
(NVQ) and Level 3 SVQ in
Hospitality Supervision
and Leadership

ICS Unit 42

Lead a team to improve customer service

Level 3 Diploma in
Hospitality Supervision
and Leadership Skills
(NVQ) and Level 3 SVQ in
Hospitality Supervision
and Leadership
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People 1st does not permit the use of simulation, other than as listed below:

The overarching principle to be applied to units identified as suitable for simulation is that it

should only be undertaken in a minority of cases where

A thereis a high risk to the security or safety of the candidate, individuals, key people in their
lives and others

A the opportunity to present evidence from work-based practice happens infrequently and
therefore insisting that candidates wait for such an occurrence would be unreasonable or
create blockages in the assessment system and might carry the risk of de-motivating
candidates

A there would otherwise be a breach of confidentiality or privacy.

The following two units are the only accepted Realistic Working Environments, and no other
Realistic Working Environments will be accepted.

TTO9 Assist with travel and tourism problems and | Level 2 NVQ/SVQ in
emergencies Travel Services and Level
2 NVQ/SVQ in Tourism
Services
TT37 Deal with travel and tourism problems and Level 3 NVQ/SVQ in
emergencies Travel Services and Level
3 NVQ/SVQ in Tourism
Services
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Annex B

Criteria for Realistic Working Environment s

It is essential for organisations operating a Realistic Working Environment (RWE) to ensure it
reflects current and real work settings. By doing so, sector employers can be confident that
competence achieved in an RWE will be continued into employment. RWEs can offer many
opportunities to employers and individuals that have limited access to assessment.

The number of hours candidates work and their input is not prescribed, as it is acknowledged
that RWEs cannot operate without some flexibility. However, centres must provide evidence

that the following criteria are being met as well as fulfilling the awardingor gani sati onds/ bc

criteria for this purpose. E.V.s are expected to ensure RWEs meet the criteria set out below on
at least one visit.

Hospitality

1 The work situation A The type of work situation being represented mirrors the relevant
being represented is setting e.g. quick service takeaway, restaurant, brasserie,
relevant to the café/snack bar, cafeteria, housekeeping department, front office,
competence based reception or reservations.
units and A Appropriate industrial equipment, furnishings and resources
qualifications being (e.g. ingredients and technology) that replicate the work situation
assessed are used, ensuring that assessment requirements can be

covered.

A Industry trends are considered in the product and service offer.

2 The candi dat A Candidates operate in a professional capacity with
activities reflect those corresponding job schedules and/or descriptions.
found in the situation A Candidates are clear on their work activities and responsibilities.
being represented

3 The RWE is operated A Customers are not prompted to behave in a particular manner.
in the same manner to A Customer feedback is maintained and acted upon.
as a real work
situation

4 The RWE is A Organisational charts indicate the anticipated job roles in the
underpinned by RWE and their hierarchical structure taking into account
commercial principles supervisory requirements.
and responsibilities. A There is evidence of business planning, for example

product/service plans, staffing/rotas, costing, promotions.

A Candidates are encouraged to carry out their function in line with
business expectations, e.g. within timescales and budget,
minimising wastage.

A Legislative regulations are adhered to e.g. food safety, health
and safety, equal opportunities, trade description.

A Consumer information is provided on products and services e.g.

allergy advice on food products.
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Annex B (Continued)

Gambling

1 The work situation A The type of work situation being represented mirrors the relevant
being represented is setting e.g. betting shop, bingo hall, casino.
relevant to the A Appropriate industrial equipment, furnishings and resources that
competence based replicate the work situation are used, ensuring that assessment
units and requirements can be covered.
qualifications being A Industry trends are considered in the work situation represented.
assessed

2 The candi dat| A Candidates operate in a professional capacity with
activities reflect those corresponding job schedules and/or descriptions.
found in the situation A Candidates are clear on their work activities and responsibilities.
being represen ted

3 The RWE is operated A Customers are not prompted to behave in a particular manner.
in the same manner to A Customer feedback is maintained and acted upon.
as a real work
situation

4 The RWE is A Organisational charts indicate the anticipated job roles in the
underpinned by RWE and their hierarchical structure taking into account
commercial principles supervisory requirements.
and responsibilities. A There is evidence of business planning, for example

product/service plans, staffing/rotas, costing, promotions.

A Candidates are encouraged to carry out their function in line with
business expectations, e.g. within timescales and budget,
minimising wastage.

A Legislative regulations are adhered to e.g. health and safety,

eqgual opportunities, trade description.
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Annex C

Occupational Expertise of Assessors and Verifiers

The requirements set out below relates to all assessors and verifiers. The only exception may relate to in-house
employees and managers that are not required to achieve the regulatory approved assessor and verified units based

on the arrangement referred to in section 4.1 of this assessment strategy.

V = mandatory

Assessors, Internal Verifiers and External
Verifiers must:

EV

Have a good knowledge and understanding of the national
occupational standard and competence based units and
qualifications that is being assessed or verified.

Hold or be working towards relevant assessment and/or
verification qualification(s) as specified by the appropriate
authority, confirming their competence to assess or externally
verify competence based units and qualifications assessment.
These should be achieved within eighteen months of commencing
their role. These are as follows:

D35 or V2

D34 or V1 - In the case that the IV is working towards their V1
unit, a representative sample of verification decisions, as agreed
with the awarding organisation/body, must be counter-signed by a
colleague who has achieved either the D34 or V1 unit. This
colleague must have the same occupational expertise.

D32/D33 or A1/A2 - In the case that the assessor is working
towards the A1/A2 units, a representative sample of assessment
decisions, as agreed with the awarding organisation/body, must
be counter-signed by a colleague who has achieved either the
D32/D33 or A1/A2 units. This colleague must have the same
occupational expertise.

Have relevant occupational expertise and knowledge, at the
appropriate level of the occupational area(s) they are assessing
and verifying, which has been
experience in the industry.

Adhere to the awarding organisationd s / body 6s asse
requirements and practice standardised assessment principles

Have sufficient resources to carry out the role of assessor or
verifier, i.e. time and budget

Have supervisory/management, interpersonal and investigative
skills, including the ability to analyse information, hold meetings,
guide, advise, plan and make recommendations at all levels,
taking into account the nature and size of the organisation in
which assessment is taking place. High standards of
administration and record keeping are also essential.

Hold qualifications, or have undertaken training, that has
legislative relevance to the competence based units and
qualifications being assessed (See Annex D).

Good
practice

Good
Practice

Update their occupational expertise and industry knowledge in the
areas being assessed and verified through planned Continuous
Professional Development (see Annex E).

\%

\%
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Annex D
Qualifications and Training relevantto Assessors and Verifiers

The following sets out areas in which assessors, verifiers and external verifiers should either
received training or achieve qualifications. People 1st is not stipulating that assessors, verifiers
or external verifiers must achieve specific qualifications, there is the option to either undertake
appropriate training or an accredited qualification.

V = mandatory

Qualification / Competence based

Training unit / qualification A 2

Health and Safety Al sector units and \% Good Good
gualifications Practice Practice

Food Safety Food Processing and \% Good Good
Cooking Practice Practice

Multi-Skilled Hospitality
Services

Professional Cookery
Food and Drink Service
Hospitality Supervision

and Leadership (with food
and drink units)

Licensing Food and Drink Service \% Good
Practice
Hospitality Supervision
(with food and drink units)
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Annex E

Continuous Professional Development
for Assessors and Verifiers

It is necessary for assessors and verifiers to maintain a record of evidence of their continuous
professional development (CPD). This is necessary to maintain currency of skills and
understanding of the occupational area(s) being assessed, and can be achieved in a variety of
ways. It should be a planned process, reviewed on an annual basis, for example as part of an
individual 6s performance review.

Assessors and verifiers should select CPD methods that are appropriate to meeting their
development needs. The following provides an example of a variety of methods that can be
utilised for CPD purposes.

Internal and external work placements

Work experience and shadowing (e.g. within associated
departments)

External visits to other organisations

Updated and new training and qualifications
(www.uksp.co.uk)

Training sessions to update skills

Visits to educational establishments

Trade fairs

Updating occupational
expertise

P >y PP

Relevant sector websites

Membership of professional bodies

Papers and documents on legislative change
Networking events

Seminars, conferences, workshops, membership of
committees / working parties (e.g. People 1st events)
Staff development days

Keeping up to date with
sector developments
and new legislation

> P> > >

Regular standardisation meetings with colleagues

Sharing best practice through internal meetings, news letters,
email circulars

Comparison of assessment and verification in other sectors
Attending awarding organisation/body meetings/seminars

Standardising and best
practice in assessment

> P>

Downloadable guidance on CPD can be found at  www.ifl.ac.uk
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Claiming Competence

Each of the units achieved wil.l appear on the | ea
complete the requirements for a full qualification, they will be awarded a credit certificate for
the units in which the learner has demonstrated competence.

In order to claim the unit(s) or the qualification, the learner will need to complete a claim to
competence, which is split into two sections: the evidence matrix and learner statement and
summative assessor statement. These are located at the rear of the Candidate Pack.

Learner Statement and Assessor Summative S tatement

Each time a learner completes a unit and has signed off the evidence matrix the assessor will be
required to complete the details on the claim to competence form, ie. the unit number and the
date of the summative assessment. Both learner and assessor are required to enter their initials.
If the internal verifier has sampled that unit, he or she will also be required to enter the date and
his or her initials.

Once the learner has completed some or all of the units and decides that it is time to claim these,
the learner will need to write a statement showing how he or she achieved the unit/s. This should
show

A How the learner completed the units/award and what she or he has learnt from the
experience
A How long the learner has been in his or her current role and working towards this
gualification
A The assessment methods used to show competence
A How this has affected the way the learner approaches his or her job.
The assessor is also required to write a statemen

statement and any supplementary information about how the learner achieved the unit/s drawing
onthelearner 6s particular circumstances.

An example of a completed claim to competence form with learner and assessor summative
statements follows. This is for guidance only to give an indication of the kind of things that should
be mentioned.

A claim should only be submitted when there is sufficient evidence to fulfil all of the above.

It is understood, however, that learners may not always have evidence to cover the full range of
situations that are indicated. Nonetheless, the Claim to Competence cannot be agreed and
signed by the assessor until the assessor is sure that the learner could operate across a range of
different situations. As such, where visible evidence is not present, the assessor will need to
interview the learner to cover these aspects. Overall it is recommended that the portfolio is as
complete as possible in order to fully demonstrate and support the Claim to Competence and in
order to clarify this claim to the assessor as effectively as possible.

A completed 6l earnsesost auenman i VYoam(coin@eted mpbotht 6
learner and assessor) and blank form are to follow.
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EDI ===
and perrormance

Learner Statement and Assessor Summative Statement

Registration

Candidate name : .
number:

Number of units

Qualification title: complet ed for this claim Full Award:
(write in words) Yes/No
UNIT Summative Learner Assessor Internal \ UNIT Summative Learner Assessor Internal \%
No Assessment Initials Initials Verifier Initials No Assessment Initials Initials Verifier Initials
Date Date Date Date

LEARNER STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

Completing these 3 units has been very enjoyable and | have realised whilst doing them that | have learnt a great deal about the way
| work and also about my employment rights and responsibilities. | have gathered evidence from my job role within The Office, my
workplace and have used specific work situations that clearly show how | am able to interact and work within my team and also how
| take responsibility for ensuring that | work within the requirements of my organisation. | am always keen to keep up to date with new
changes within work and also | like to learn new tasks and take on new challenges.

Within my evidence | have shown that | am sensitive and able to work with a diverse work force and also that | take note of
coll eaguesd needs and beliefs. | am fully awaereeen guidedoojleaguespol 0 Y
websites | used for research for their own learning.

I am an H&S rep in the office and so completing this unit was not a problem for me. | used copies of risk assessments that | had
carried out and also my assessor carried out a discussion with me around this unit.
Across all of the units, my assessor has observed me and has questioned me to back up the observations.

| realise now just how much | do at work and how completing these 3 units have made me strive to achieve even higher standards
within my work.

| confirm the evidence | have submitted to claim competence is authentic

Learner Signature: Date:

ASSESSOR SUMMATIVE STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

A.N. Candidate has used a wide selection of work situations to show exactly how he works within his business environment, carried
out his responsibilities at work and also how he ensures his own actions reduces risks to health and safety.

A.N. has carried out research prior to being assessed in terms of employment rights and responsibilities, which was an area where
he highlighted more knowledge was needed. This has helped him in his work as he is now more aware of what he is legally able to
do and he is now acting as a mentor to other colleagues in this area.

A.N. is the office H&S rep, so collecting evidence for $his
competence at ensuring all of his colleagues and his safety.

Throughout the period of assessment within the units completed, A.N. has shown his knowledge and competence and this is shown
within assessor observation, discussions and witness testimony that accompanies his work product evidence and personal
statements.

| am satisfied that evidence used clearly demonstrates the requirements for these 3 units fully, well done A.N.

| confirm the evidence | have assessed is authentic

Assessor Signature Date:

Internal Verifier Signature Date:
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Supporting learning
and performance

Learner Statement and Assessor Summative Statement

Candidate Registrat ion
name: number:

Number of units

ualification .
'Ei?tle' completed for this Full Award:
' claim ( write in words) Yes/No
UNIT Summative Learner Assessor Internal \Y UNIT Summative Learner Assessor Internal IV Initials
No Assessment Initials Initials Verifier Initials No Assessment Initials Initials Verifier
Date Date Date Date

LEARNER STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

| confirm the evidence | have submitted to claim competence is authentic

Learner Signature: Date:

ASSESSOR SUMMATIVE STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

| confirm the evidence | have assessed is authentic

Assessor Signature Date:

Internal Verifier Signature Date:
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Rules of Combination : Food and Beverage Service

To achieve the EDI Level 2 NVQ Diploma in Food and Beverage Service , learners must
attain a minimum of 37 credits. Learners must achieve fifteen credits from the mandatory units
in Group A, a minimum of three credits from the optional units in Group B (Food Service) and a
minimum of three credits from optional units in Group C (Beverage Service). The remaining
sixteen credits can come from either Groups B, C or D.

Group A T Mandatory Units T must achieve a minimum of fifteen credits

EDI Unit
unit Level Unit title credit | CGLH
code
CU908 1 Mamt_enance_ of a Safe, Hygienic and Secure 3 o5
Working Environment
CuU909 1 Working Effectively as Part of a Hospitality Team 3 22
Give Customers a Positive Impression of Yourself
CU796 2 and Your Organisation (ICS) 5 33
CcuU921 > Maln_taln Food Safety When Storing, Holding and 4 31
Serving Food

Group B T Food Service Optional Units - must achieve a minimum of t hree credits

LIJEI’I]:I)'[I Level Unit title CLrJ:éEt GLH
code
Cu922 1 Provide a Counter and Takeaway Service 3 30
Ccu924 2 Serve Food at the Table 4 31
CuU925 2 Provide a Silver Service 6 51
CuU926 2 Provide a Buffet and Carvery Service 4 32

Group C T Beverage Service Optional Units 1 must achieve a minimum of three credits

EDI Unit
unit Level Unit title . GLH
credit
code
Cu911 2 Serve Alcoholic and Soft Drinks 5 46
Cu912 2 Prepare and Serve Cocktails 5 40
CuU913 2 Prepare and Serve Wines 5 41
cu9l4 2 Prgpare and Serve Dispensed and Instant Hot 3 30
Drinks
CU915 > Prepare and Serve Hot Drinks Using Specialist 4 36
Equipment
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Group D T Optional Units

EDI

unit Level Unit title Un't. GLH
credit

code

CU927 1 Prepare and Clc_aar Areas for Counter and 3 o5
Takeaway Service

Cu910 2 Prepare and Clear the Bar Area 4 29
CuU916 2 Maintain Cellars and Kegs 3 23
Cu917 2 Clean Drink Dispense Lines 3 26
Cu918 2 Receive, Store and Issue Drinks Stock 3 24
cu923 2 Prepare and Clear Areas for Table Service 4 32
CuU919 2 Maintain and Deal with Payments 4 30

Ccu797 2 Promote Additional Services or Products to 5 40
Customers (ICS)

Deal With Customers Across a Language Divide

Cu809 2 (ICS)

Maintain Customer Service Through Effective

Ccus12 2 Handover (ICS)

4 27

Ccusi15 2 Resolve Customer Service Problems (ICS) 6 40

Employment Rights and Responsibilities in the

cu920 2 Hospitality, Leisure, Travel and Tourism Sector

Assessment methods

Assessment for this qualification is through ongoing review of candidate performance by the
assessor and internal wverifier who will judge th

Assessment and grading ¢ riteria

Each unit is achieved by meeting each of the assessment criteria outlined in the unit
specification. All of the assessment criteria must be met for the units offered; high achievement
in one or more units cannot compensate for failure to achieve all the assessment criteria for
other units.

The EDI Level 2 NVQ Diploma in Food and Beverage Service is awarded to learners who

achieve a minimum of 37 credits. There are no further categories of pass; the certificate is not
graded.
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Rules of Combination : Food Service

To achieve the EDI Level 2 NVQ Diploma in Food Service , learners must attain a minimum of
37 credits. Learners must achieve fifteen credits from the mandatory units in Group A, and a
minimum of eight credits from optional units in Group B (Food Service). The remaining 14
credits can come from the optional units in Group B or Group C.

Group A T Mandatory Units T must achieve a minimum of fifteen credits

EDI Unit
unit Level Unit title credit | CGLH
code
CU908 1 Mamt_enance_ of a Safe, Hygienic and Secure 3 o5
Working Environment
CuU909 1 Working Effectively as Part of a Hospitality Team 3 22
Give Customers a Positive Impression of Yourself
CU796 2 and Your Organisation (ICS) 5 33
CcuU921 > Maln_taln Food Safety When Storing, Holding and 4 31
Serving Food

Group B i Food Service Optional Units T must achieve a minimum of eight credits

EDI Unit
unit Level Unit title credit | CLH
code
Cu922 1 Provide a Counter and Takeaway Service 3 30
Ccu924 2 Serve Food at the Table 4 31
CuU925 2 Provide a Silver Service 6 51
CuU926 2 Provide a Buffet and Carvery Service 4 32
Ccu923 2 Prepare and Clear Areas for Table Service 4 32
Group C i Optional Units
EDI .
unit Level Unit title Unit GLH
credit
code
CU927 1 Prepare and Clgar Areas for Counter and 3 o5
Takeaway Service
Cu910 2 Prepare and Clear the Bar Area 4 29
CuU913 2 Prepare and Serve Wines 5 41
cu914 > Pr(_epare and Serve Dispensed and Instant Hot 3 30
Drinks
CU915 > Prepare and Serve Hot Drinks Using Specialist 4 36
Equipment
Cu919 2 Maintain and Deal with Payments 4 30
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Promote Additional Services or Products to
cu7er 2 Customers (ICS) 40
CU8S09 2 Deal With Customers Across a Language Divide 53
(ICS)
Maintain Customer Service Through Effective
cusl2 2 Handover (ICS) 21
Ccus15 2 Resolve Customer Service Problems (ICS) 40
Employment Rights and Responsibilities in the
CuU920 2 Hospitality, Leisure, Travel and Tourism Sector 16

Assessment methods

Assessment for this qualification is through ongoing review of candidate performance by the

assessor

and internal veri fier

Assessment and gr ading c riteria

wh o

Wi

Each unit is achieved by meeting each of the assessment criteria outlined in the unit
specification. All of the assessment criteria must be met for the units offered; high achievement
in one or more units cannot compensate for failure to achieve all the assessment criteria for

other units.

judge

The EDI Level 2 NVQ Diploma in Food Service is awarded to learners who achieve a minimum

of 37 credits. There are no further categories of pass; the certificate is not graded.
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Rules of Combination : Beverage Service

To achieve the EDI Level 2 NVQ Diploma in Beverage Service, learners must attain a
minimum of 37 credits. Learners must achieve eleven credits from the mandatory units in
Group A, and a minimum of seven credits from optional units in Group B (Beverage Service).
The remaining nineteen credits can come from the optional units in Group B or Group C.

Group A T Mandatory Units T must achieve a minimum of eleven credits

EDI Unit
unit Level Unit title credit | CLH
code
CU908 1 Mamt_enance_ of a Safe, Hygienic and Secure 3 o5
Working Environment
CuU909 1 Working Effectively as Part of a Hospitality Team 3 22
Give Customers a Positive Impression of Yourself
CU796 2 and Your Organisation (ICS) 5 33

Group B T Beverage Service Optional Units 1 must achieve a minimum of seven credits

EDI Unit
unit Level Unit title credit GLH
code
Cu910 2 Prepare and Clear the Bar Area 4 29
Cu911 2 Serve Alcoholic and Soft Drinks 5 46
Ccu912 2 Prepare and Serve Cocktails 5 40
CuU913 2 Prepare and Serve Wines 5 41
cu9la 2 Prgpare and Serve Dispensed and Instant Hot 3 30
Drinks
CU915 5 Prepare and Serve Hot Drinks Using Specialist 4 36
Equipment
Group C i Optional Units
EDI .
unit Level Unit title Um'g GLH
credit
code
CU916 2 Maintain Cellars and Kegs 3 23
Cu917 2 Clean Drink Dispense Lines 3 26
Ccu91s8 2 Receive, Store and Issue Drinks Stock 3 24
CuU919 2 Maintain and Deal with Payments 4 30
CcU797 > Promote Additional Services or Products to 6 40
Customers (ICS)
CUS09 > (DI(e:z;I)Wlth Customers Across a Language Divide 8 53
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Maintain Customer Service Through Effective

cusl2 Handover (ICS) 21
Ccus15 Resolve Customer Service Problems (ICS) 40
CU920 Employment Rights and Responsibilities in the 16

Hospitality, Leisure, Travel and Tourism Sector
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CuU908 Maintenance of a Safe, Hygienic and Secure Working
Environment

Unit summary

This unit is about basic health, hygiene, safety and security. This includes maintaining a clean
and hygienic personal appearance, getting any cuts and grazes treated and reporting illness
and infections. The unit also covers safety and security in your workplace i helping to spot and
deal with hazards and following emergency procedures when necessary

Evidence requirements

Maintenance of a safe, hygienic and se cure working

Unit CU908 .
environment

Learning outcome 1 Be able to m aintain personal health and hygiene

The assessor must assess assessment criteria 1.1 & 1.2 by directly observing the
candidatebds wor k.

The assessor may assess assessment criteria 1.3, 1.4 & 1.5 through questioning or
witness testimony if no naturally occurring evidence is available.
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Learning outcome 3

Be able to maintain a hygienic, safe and secure workplace

The assessor must assess assessment criteria 3.1, 3.3, 3.4 and 3.5 by directly observing
the candidateds wor k.

The assessor may assess assessment criteria 3.2 through questioning, witness
testimony or simulation if no naturally occurring evidence is available.

What you must
COVER for Learning
outcome 3

There must be performance evidence, gathered through

observing the candidateds wor

A atleast one from hazards

a) relating to equipment
b) relating to areas where you work
c) relating to personal clothing

A none from ways of dealing with hazards

a) putting them right yoursel f
b) reporting them to appropriate colleagues
c) warning other people

A atleast one from emergency procedures

a) fire
b) threat
C) security

Evidence for the remaining
may be assessed through questioning, withess testimony or
simulation.

po
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Description of evidence or activity

Ccu9o08 Maintenance of a Safe, Hygienic and Secure Working Environment
Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Be able to maintain personal health and hygiene

Assessment criteria

151 Wear clean, smart and appropriate clothing, footwear and headgear
obs

152 Keep hair neat and tidy and wear it in line with organisational standards
obs

1.3 | Make sure any jewellery, perfume and cosmetics worn are in line with
organisational standards

1.4 | Get any cuts, grazes and wounds treated by the appropriate person

1.5 | Reportillness and infections promptly to the appropriate person

The assessor may assess assessment criteria 1.3 7 1.5 through questioning or witness
testimony if no naturally occurring evidence is available.

Learning outcome 2: Know how to maintain personal health and hygiene

Assessment criteria

2.1 | State own responsibilities under the Health and Safety at Work Act

2.2 | State general rules on hygiene that must be followed

2.3 | State correct clothing, footwear and headgear that should be worn at all
times

2.4 | State the importance of maintaining good personal hygiene

2.5 | Describe how to deal with cuts, grazes and wounds and why it is
important to do so
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Learning outcome 3: Be able to h elp maintain a hygien ic, safe and

secure workplace

Assessment criteria

3[31 Identify any hazards or potential hazards and deal with these correctly

[0] 655

3.2 | Report any accidents or near accidents quickly and accurately to the
proper person

353 Follow health, hygiene and safety procedures during work

0oDsS

354 Practise emergency procedures correctly

0oDns

355 Follow organisational security procedures

0oDsS

The assessor may assess assessment criteria 3.2 through questioning, witness testimony or
simulation if no naturally occurring evidence is available.

What wu must cover for Learning outcome 3

Hazards

Ways of dealing with

Cl | (obs at least 1) C2 hazards
(obs none)

a | relating to a | putting them right
equipment yourself

b | relating to b | reporting them to
areas where appropriate
you work colleagues

c | relating to ¢ | warning other people
personal
clothing

Emergency

procedures

C3

(obs at least 1)

a | fire
b | threat
C | security

Evi

dence for

t he

remai

guestioning, witness testimony or simulation
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Learning outcome 4: Know how to maintain a hygienic, safe and secure
workplace

Assessment criteria

4.1 | State the importance of working in a healthy, safe and hygienic way

4.2 | State where information about Health and Safety in your workplace can
be obtained

4.3 | Describe the types of hazard in the workplace that may occur and how
to deal with these

4.4 | State hazards that can be dealt with personally and hazards that must
be reported to someone else

4.5 | State how to warn other people about hazards and why this is important

4.6 | State why accidents and near accidents should be reported and who
these should be reported to

4.7 | Describe the type of emergencies that may happen in workplace and
how to deal with these

4.8 | State where to find first aid equipment and who the registered first-aider
is in the workplace

4.9 | State safe lifting and handling technigues that should be followed

4.10 | State other ways of working safely that are relevant to own position
and why these are important

4.11 | Describe organisational emergency procedures, in particular fire, and
how these should be followed

4.12 | State the possible causes for fire in the workplace

4.13 | Describe how to minimise the risk of fire

4.14 | state where to find fire alarms and how to set them off

4.15 | State why a fire should never be approached unless it is safe to do so

4.16 | State the importance of following fire safety laws

4.17 | Describe organisational security procedures and why these are
important

4.18 | State the correct procedures for dealing with customer property

4.19 | State the importance of reporting all usual/non-routine incidents to the
appropriate person
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Supplementary evidence for CU908

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

Cu908

Maintenance of a Safe, Hygienic and Secure Working Environment

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:

42



CU909 Working Effectively as Part of a Hospitality Team

Unit summary

This unit assesses |l earnerbdés skills and knowl edg:
include line managers, supervisors as well as other people in the same team and those working

at the same level. The unit includes planning and organising work, working effectively as part of

a team and getting feedback from others to support his/her own learning and development.

Evidence require ments

Unit CU909 Working effectively as part of a hospitality team
Example
Learning outcomes Assessment Examples of Evidence
Methods
Be able to plan and organise Observation Observation sheets
your own work Witness testimony Notes of meetings with line
Questioning manager
Witness assessment criteria
Be able to work effectively with | Observation Records of oral questioning
team members Witness testimony Question/answer sheets
Questioning Records of professional
discussion Cross reference to
outcome 1
Be able to develop your own Observation Observation sheets
skills Witness testimony Notes of meetings with line
Questioning manager

Witness assessment criteria

Should evidence for the following contingency assessment criteria not occur during the period

of assessment, alternative assessment methods may be used.

Alternative

Contingencies Assessment Examples of evidence
Methods

1. ask for help from the Simulation Observation sheet

relevant person if you need
it

Oral questions
Written questions

Professional
discussion

Question/answer sheets

Records of professional
discussion
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Description of evidence or activity

CuU909 Working effectively as part of a hospitality team

Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Be able to plan and organise own work

Assessment criteria

1.1 | Make sure the requirements of the work are understood

1.2 | Ask questions if the requirements of the work are not clear
1.3 | Accurately follow instructions

1.4 | Plan work and prioritise tasks in order of importance

1.5 | Keep everything needed for the work organised and available
1.6 | Keep work areas clean and tidy

1.7 | Keep waste to a minimum

1.8 | Ask for help from the relevant person if it is needed

1.9 | Provide work on time and as agreed

Learning outcome 2: Be able to work effectively with team members

Assessment criteria

2.1 | Give team members help when they ask for it

2.2 | Ensure the help given to team members is within the limits of own job
role

2.3 | Ensure the help given to team members does not prevent own work
being completed on time

2.4 | Pass on important information to team members as soon as possible

2.5 | Maintain good working relationships with team members

2.6 | Report any problems with working relationships to the relevant person

2.7 | Communicate clearly and effectively with team members

Learning outcome 3: Be able to develop o wn skills

Assessment criteria

3.1 | Seek feedback on own work and deal with this feedback positively

3.2 | Identify with the relevant person aspects of own work which are up to
standard and areas that could be improved

3.3 | Agree what has to be done to improve their work

3.4 | Agree a learning plan with the relevant person

3.5 | Seek opportunities to review and develop learning plan

45




Learning outcome 4: Know how to plan and organise own work

Assessment criteria

4.1 | State why it is essential to understand the requirements of the work

4.2 | List the benefits of planning and organising work

4.3 | Describe how to make the most efficient use of time and avoid things
that may cause unnecessary disruptions

4.4 | List the benefits of keeping everything needed for own work organised
and available

4.5 | State why it is important to keep work areas clean and tidy

4.6 | State why it is important to keep waste to a minimum

4.7 | State when to ask for help and who can be asked

Learning outcome 5: Know how to work effectively with team members

Assessment criteria

5.1 | State the importance of effective teamwork

5.2 | State the people in own team and explain how they fit into the
organisation

5.3 | List the responsibilities of the team and why it is important to the
organisation as a whole

5.4 | Describe how to maintain good working relationships with team
members

5.5 | State how to determine if helping a team member will prevent own work
from being completed on time

5.6 | State the limits of own job role and what can and cannot be done when
helping team members

5.7 | State why essential information needs to be passed on to a team
member as soon as possible

5.8 | List the types of behaviour that help teams to work effectively and
behaviours that do not

5.9 | State why problems with working relationships should be reported to
the relevant person

5.10 | Describe how to communicate clearly and why it is important to do so

Learning outcome 6: Know how to develop own skills

Assessment criteria

6.1 | State the importance of improving own knowledge and skills

6.2 | Describe how to get feedback from team members and how this is
helpful

6.3 | Describe how a learning plan can improve own work

6.4 | State why it is important to regularly review own learning plan

46




Supplementary evidence for CU909

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

CU909

Working Effectively as Part of a Hospitality Team

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:

48



Cu921 Maintain Food Safety When Storing, Holding and Serving

Food

Unit summary

This unit reflects current

Cleaning and preventing Cross-contamination. It provides staff with the knowledge and skills of

food safety guidance in the UK and integrates the key themes of

reviewing hazards and using hazard based procedures such that they are part of a team
maintaining food safety. This unit is appropriate to staff who store, hold and serve food.
Separate units are available for those who cook and prepare food, and for managers and
supervisors who have wider responsibilities for food safety in a catering operation.

Evidence requirements

Unit CU921

Maintain Food Safety When Storing, Holding and Serving
Food

Learning outcome 2

Be able to keep self clean and hygienic

The assessor must assess assessment criteria 2.1, 2.2 and 2.4 by directly observing the

candi dat eds

wor k.

The assessor may assess assessment criteria 2.3, 2.5, 2.6 and 2.7 through questioning
or witness testimony if no naturally occurring evidence is available.

What you must
COVER for Learning
outcome 2

Understanding of why you must be clean and hygienic must be
assessed through guestioning.

Learning outcome 4

Be able to keep working area clean and hygienic

The assessor must assess assessment criteria 4.1, 4.2 and 4.5 by directly observing the

candi dat eds

wor k.

The assessor may assess assessment criteria 4.3, 4.4, 4.6 and 4.7 through questioning
or witness testimony if no naturally occurring evidence is available.

What you must
COVER for Learning
outcome 4

There must be performance evidence, gathered through
observing the candidateds wor

A both from surfaces and equipmen t
a) surfaces and utensils used for displaying and
serving food

b) appropriate cleaning equipment

Evidence for the remaining po
may be assessed through questioning or witness testimony.
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Learning outcome 6 Be able to store food safely

The assessor must assess assessment criteria 6.1, 6.2, 6.3, 6.4, 6.5 and 6.6 by directly
observing the candidateds wor k.

The assessor may assess assessment criteria 6.7 and 6.8 through questioning or witness
testimony if no naturally occurring evidence is available.

What you must There must be performance evidence, gathered through
COVER for Learning |[0bserving the candidateds wor

outcome 6 .
A at least one from storage areas

a) ambient temperature
b) refrigerator
c) freezer

Evi dence for the remaining poi
may be assessed through questioning or witness testimony.

Learning outcome 8 Be able to h old and serve food safely

The assessor must assess assessment criteria 8.1, 8.3 by directly observing the
candidateds wor k.

The assessor may assess assessment criteria 8.2 and 8.4 through questioning or witness
testimony if no naturally occurring evidence is available.

What you must There must be performance evidence, gathered through
COVER for Learning |[0bserving the candidateds wor

outcome 8 ;
A at least three from hazards

a) sources of bacteria and other organisms
b) chemical

¢) physical

d) allergenic

Evidence for the remaining po
may be assessed through questioning or witness testimony.
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Description of evidence or activity

Cu921 Maintain Food Safety When Storing, Holding and Serving Food
Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Be able to maintain food safety

Assessment criteria

1.1 | Describe what might happen if significant food safety hazards are not
controlled

1.2 | Describe the types of significant food safety hazards likely to come
across when handling and storing food

1.3 | Describe how these hazards should be controlled by personal hygiene,
cleaning , safe storage and the avoidance of cross-contamination

1.4 | State why some hazards are more important than others in terms of
food safety

1.5 | State who to report significant foods safety hazards to

Learning outcome 2: Be able to keep self clean and hygienic

Assessment criteria

251 Wear clean and suitable clothes appropriate to the jobs to be done
[0] o]

2.2 | Only wear jewellery and other accessories that do not cause food
obs | safety hazards

2.3 | Change clothes when necessary to prevent bacteria spreading

254 Wash hands thoroughly at appropriate times
ons

2.5 | Avoid unsafe behaviour that could contaminate the food

2.6 | Report any cuts, graze, iliness and infections promptly to the proper
person

2.7 | Make sure any cuts and grazes are treated and covered with an
appropriate dressing

The assessor may assess assessment criteria 2.3, 2.5, 2.6 and 2.7 through questioning or
witness testimony if no naturally occurring evidence is available.
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Learning outcome 3: Know how keep self clean and hygienic

Assessment criteria

3.1 | State why clean and suitable clothes appropriate to job must be worn

3.2 | State what types of clothes are appropriate to different jobs in the
handling and serving of food

3.3 | Describe how jewellery and accessories can cause food safety hazards

3.4 | State when to change clothes to prevent bacteria spreading and why
this is important

3.5 | State why hands should be washed after going to the toilet, when going
to food preparation and cooking areas, after touching raw food and
waste before serving food

3.6 | State the importance of not handling food with an open wound

3.7 | State how to deal with open wounds when handling food

3.8 | State the importance of reporting illnesses and infections promptly

3.9 | State why it is important to reporting stomach illnesses in particular

3.10 | State the importance of avoiding touching face, nose, or mouth,
chewing gum, eating, smoking when working with food

Understanding of why you must be clean and hygienic must be assessed through questioning.
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Learning outcome 4: Be able to keep working area clean and hygienic

Assessment criteria

4.1 | Make sure surfaces and equipment for displaying and serving food
obs | are clean and in good condition

4.2 | Use clean and suitable cloths and equipment for wiping and cleaning
obs | between tasks

4.3 | Remove from use any surfaces and equipment that are damaged or
have loose parts

4.4 | Report any surfaces and equipment that have damaged or loose parts
to the person responsible for food safety

4.5 | Dispose of waste promptly, hygienically and appropriately
obs

4.6 | ldentify, take appropriate action on and report to the appropriate person
any damage to walls, floors, ceilings furniture and fittings

4.7 | ldentify, take appropriate action on and report to appropriate person
any signs of pests

The assessor may assess assessment criteria 4.3, 4.4, 4.6 and 4.7 through questioning or
witness testimony if no naturally occurring evidence is available.

What you must cover for Learning outcome 4

Surfaces and
equipment

(obs both)

a | Sufaces and
utensils used for,
displaying and
serving food

C1

b | Appropriate
cleaning
equipment

Evidence for the remaining points under
questioning or witness testimony.
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Learning outcome 5: Know h ow to keep working area clean and
hygienic

Assessment criteria

5.1 | State why surfaces and equipment must be clean before beginning a
new task and how to do so

5.2 | State the importance of only using clean and suitable cloths and
equipment when cleaning between tasks and how to do so

5.3 | State why surfaces and equipment that are damaged or have loose
parts can be dangerous to food safety

5.4 | List the types of damaged surfaces and equipment that can cause food
safety hazards

5.5 | Describe how to deal with damaged surfaces and equipment that are
dangerous to food safety

5.6 | State the importance of clearing and disposing of waste promptly and
safely

5.7 | Describe how to clear and dispose of waste safely

5.8 | State how damage to walls, floors, ceiling , furniture and fittings can
cause food safety hazards

5.9 | State what types of damage to look for in walls, floors, ceiling, furniture
and fitting that could cause food safety hazards

5.10 | List the types of pests that could be found in catering operations

5.11 | Describe how to identify the signs that pests are present
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Learning outcome 6: Be able to store food safely

Assessment criteria

61 |Check that food is und-bwmadatedhasd:
obs | heen received

6.2 | prepare food for storage
obs

6.3 | Put food in the correct storage area as quickly as necessary to
obs | maintain its safety

6.4 | Make sure storage areas are clean and maintained at the correct
obs | temperature for the type of food

6.5 | Store food so that cross-contamination is prevented
obs

6.6 | Follow stock rotation procedures
obs

6.7 |[Safely dispose of f-wmydddthead i s bg

6.8 | Keep necessary records up-to-date

The assessor may assess assessment criteria 6.7 and 6.8 through questioning or witness
testimony if no naturally occurring evidence is available.

What you must cover for Learning outcome 6

Storage areas
Cl | (obs atleast 1)

a | Ambient
temperature

b | Refrigerator

c | freezer

Evidence for the remaining points under O6éwhat yo
guestioning or witness testimony.
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Learning outcome 7: Know how to store food safely

Assessment criteria

7.1 | State the importance of making sure food deliveries are undamaged
and withi#dyt daitredduse

7.2 | State why it is Important that food is stored at the correct temperature

7.3 | Describe how to ensure food is stored at the correct temperature

7.4 | State the importance of preparing food for storage whist retaining
important labelling information

7.5 | State why food must be put in the correct storage area

7.6 | State what temperature different foods should be stored at

7.7 | State the importance of clean storage areas

7.8 | Describe what do to if storage areas are not kept clean

7.9 | Describe how to check food is stored at the correct temperature

7.10 | State the importance of separating raw and ready-to-eat food

7.11 | List what types of food are raw and which are ready-to-eat

7.12 | Explain why stock rotation procedures are important

713 |Stat e why f ood -bydatemudtbe disposedaf s e
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Learning outcome 8: Be able to hold and serve food safely

Assessment criteria

8.1 | Handle food in a way that protects it from hazards
obs

8.2 | Follow organisational procedures for items that may cause allergic
reactions

8.3 | Use methods, times and temperatures that maintain food safety

obs

8.4 | Keep necessary records up-to-date

The assessor may assess assessment criteria 8.2 and 8.4 through questioning or witness
testimony if no naturally occurring evidence is available.

What you must cover for Learning outcome 8

Hazards
Cl | (obs at least 3)

a | Sources of
bacteria and othg
organisms

b | Chemical

c | Physical

d | Allergenic

Evidence for the remaining points under Owhat yo
questioning or witness testimony.

Learning outcome 9: Know how to hold and serve food safely

Assessment criteria

9.1 | Describe how to check food during holding and serving

9.2 | State the importance of knowing that certain foods can cause allergic
reactions

9.3 | State what procedure to follow to deal with food that can cause allergic
reactions

9.4 | State what to do if a customer asks if a particular dish is free from a
certain food allergen

9.5 | Describe how cross contamination can happen between raw food and
food that is ready to eat

9.6 | Describe how to avoid cross contamination between raw and ready to
eat food

9.7 | State the holding temperature and times that must be used for the food
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Supplementary evidence for CU921

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

Cu921

Maintain Food Safety When Storing, Holding and Serving Food

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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CU796 Give Customers a Positive Impression of Yourself and
Your Organisation (ICS).

Unit summary
Excellent customer service is provided by people who are good with people.
Your behaviour affects the impression that customers form of the service they are receiving.

This unit is all about communicating with customers and giving a positive impression of yourself
whenever you deal with a customer. By doing this you will also be giving a positive impression
of your organisation and the customer service it provides.

All of us enjoy the experience of good customer service if we feel that the person serving us
really wants to create the right impression, respond to us and give us good information. Every
detail of your behaviour when dealing with a customer counts.

Key words and phrases for this unit:

meet and greet customers

communicate with customers

adapt behaviour for customers

identify customer expectations

give information to customers

check customer understanding

respond appropriately to customers
locate information for customers

explain problems of delivery to customers

T I v T I I D
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Evidence requirements

1.  Your evidence should be collected when carrying out a real job, whether paid or
voluntary, and when dealing with real customers, whether internal or external to the
organisation. However, for this Unit, evidence collected in a realistic working environment
or a work placement is permissible. Simulation is not allowed for any performance
evidence within this Unit.

(Guidelines for a Realistic Working Environment can be found in the Assessment
Strategy for Customer Service at S/INVQ Levels 1,2,3 and 4 i March 2010)

2. You may collect the evidence for the Unit through work in a private sector organisation,
a not-for-profit organisation or a public services organisation.

3. You must provide evidence that shows you have done this over a sufficient period of
time with different customers on different occasions for your assessor to be confident
that you are competent.

4, Your communication with customers may be face to face, in writing, by telephone, text
message, e-mail, internet (including social networking), intranet or by any other method
you would be expected to use within your job role.

5. You must provide evidence of creating a positive impression with customers:
a during routine delivery of customer service
b during a busy time in your job
c during a quiet time in your job
d when people, systems or resources have let you down.
6. You must provide evidence that you communicate with customers effectively by:
a using appropriate spoken or written language
b applying the conventions and rules appropriate to the method of communication

you have chosen.
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Description of evidence or activity

CuU796 Give Customers a Positive Impression of Yourself and Your
Organisation
Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Establish rapport with  customers

Assessment criteria

11 |[Meet their organisati ono sbehavioarnd a i

1.2 | Greet their customer respectfully and in a friendly manner

1.3 | Communicate with their customer in a way that makes them feel valued
and respected

14 |l dentify and confexpecttionshei r cust of

1.5 | Treat their customer courteously and helpfully at all times

1.6 | Keep their customer informed and reassured

1.7 | Adapt their behaviour to respond to different customer behaviour

Learning outcome 2: Respond appropriately to  customers

Assessment criteria

2.1 | Respond promptly to a customer seeking help

2.2 | Choose the most appropriate way to communicate with their customer

2.3 | Check with their customer that they have fully understood their
expectations

24 |Respond promptly and positively
comments

2.5 | Allow their customer time to consider their response and give further

explanation when appropriate

Learning outcome 3: Communicate information to  customers

Assessment criteria

3.1 | Quickly find information that will help their customer

3.2 | Give their customer information they need about the services or
products offered by their organisation

3.3 | Recognise information that their customer might find complicated and
check whether they fully understand

3.4 | Explain clearly to their customers any reasons why their expectations

cannot be met
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Learning outcome 4: Understand how to give customers a positive
impression of themselves and the  organisation

Assessment criteria

41 |Descri be their organi sat i onbéhavioart i

42 |Expl ai n t hei mguidelings Bomhowst@recogniseadvhat their

customer wants and respond appropriately

43 |l dentify their organisationés r

methods of communication they use

ul

4.4 | Explain how to recognise when a customer is angry or confused

4.5 | Identify theiro r g a n i sstndards fobtimeliness in responding to
customer questions and requests for information
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Supplementary evidence for CU796

Provide evidence to cover any gaps:

Ass essment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

CU796

Give Customers a Positive Impression of Yourself and Your Organisation (ICS)

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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Cu922 Provide a Counter and Takeaway Service

Unit summary

This wunit is about taking customersé orders and
takeaway basis. It also covers maintaining the counter and service areas, with items such as

trays and utensils, and displaying food and drink items in the correct manner.

Evidence requirements

Unit CU922 Provide a Counter and Takeaway Service

Learning outcome 1 | Be able to s erve customers at the counter

The assessor must assess assessment criteria 1.1-1.5 by directly observing the
c andisdvark.e 0

What you must There must be performance evidence, gathered through

COVER forLearning |[observing the candidateds wor
outcome 1
A one from customers

a) customers with routine needs
b) customers with non -routine needs

A at least two from inf ormation:

a) items available
b) ingredients
c) prices, special offers and promotions

A atleast two from food and drink items:

a) hot food
b) cold food
¢) hot drinks
d) cold drinks

A at least two from condiments and accompaniments:
a) seasonings
b) sugars /sweeteners

Cc) prepared sauces/dressings

Evidence for the remaining po
may be assessed through questioning or witness testimony.
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Learning outcome 3 Be able to m aintain counter and service areas

The assessor must assess assessment criteria 3.1-3.6 by directly observing the
candidateds wor k.

What you must There must be performance evidence, gathered through

COVER for Learning |observing the candidateds wor
outcome 3
A At least three from service items:

a) service utensils

b) food containers/dispensers
c) trays

d) crockery

e) cutlery

f) disposable items

A At least two from food and drink items:

a) hot food
b) cold food
¢) hot drinks
d) cold drinks

Evidence for the remaining po
may be assessed through questioning or witness testimony
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Description of evidence or activity

Ccu922 Provide a Counter and Takeaway Service

Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Be able to serve customers at the counter

Assessment criteria

1.1 | Give customers information that meets their needs and promotes

obs | organisations products and services

1.2 | Find out what customers require, and if necessary tell them about any

obs | waiting time

1.3 | Process the order promptly
obs

1.4 | Serve food and drink items at recommended temperature, using

obs | clean, hygienic and undamaged service equipment of the appropriate

type

1.5 | Make sure there are appropriate condiments and accompaniments

obs | available for customers

What you must cover for Learning outcome 1

Customers Information
Cl | (obs atleast 1) C2 | (obs at least 2)
a | Customers with a | ltems available
routine needs
b | Customers with b | Ingredients
nonroutine need:;
c Prices, special offers 4
promotions
Food and Drink Item Condiments and
accompaniments
C3 | (obs at least 2) C4 (obs at least 2)
a | Hot food a | Seasongs
b | Cold food b | Sugars/sweeteners
¢ | Hot drinks ¢ |Prepared
sauces/dressings
d | Cold drinks
Evidence for the remaining points under Owhat

guestioning or witness testimony.
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Learning outcome 2: Know how to serve customers at the counter

Assessment criteria

2.1 | Describe safe and hygienic working practices for serving customers at
the counter and why these are important

2.2 | State why it is important to use separate serving equipment for each
food item

2.3 | State why portions must be controlled when serving customers

2.4 | State why food and drink items must be served at the correct
temperature

2.5 | State why information given to customers must be accurate

2.6 | Outline the types of unexpected situations that may occur when serving

customers and how to deal with them

Learning outcome 3: Be able to maintain counter and service areas

Assessment criteria

3.1 | Keep work area tidy, hygienic and free from rubbish and food debris
obs | during service

3.2 | Maintain enough stock of clean service items

obs

3.3 | Restock food and drink items when necessary

obs

3.4 | Display and store food and drink items in line as required

obs

3.5 | Clear work area of used and un-required service items at appropriate
obs | times

3.6 | Dispose of rubbish, used disposable items and food waste as required
obs

What you must cover for Learning outcome 3

C1

Service items Food and drink ites

(obs at least 3) C2 | (obs at least 2)

a | Service utensils a | Hot food

b | Food containers; b | Cold food
dispensers

c | Trays c | Hot drinks

d | Crockery d | Cold drinks

e | Cutlery

f | Disposable items
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Learning outcome 4: Know how to maintain counter and service areas

Assessment criteria

4.1 | Describe safe and hygienic practices for clearing and why these are
important

4.2 | State why food which is prepared first should be served first

4.3 | State why counter service preparation areas and dining areas must be
kept tidy and free from rubbish and food debris throughout service

4.4 | State why waste must be handled and disposed of correctly

4.5 | State why a constant stock of service items should be maintained

4.6 | State why maintaining food at the correct temperature is important and
how this can be ensured

4.7 | Outline the types of unexpected situations that may occur when
clearing away and how to deal with these

73




Supplementary evidence f or CU922

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

Cu922

Provide a Counter and Takeaway Service

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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Cu924 Serve Food att he Table

Unit summary

This unit is about greeting and assisting customers when they arrive, giving them accurate
information about dishes and taking their orders. It also covers serving customer orders,
providing customers with items such as cutlery and condiments and keeping the dining area
clean and tidy during service.

Evidence requirements

Unit CU924 Serve Food at the Table

Learning outcome 1 Be able to g reet customers and take orders

The assessor must assess assessment criteria 1.1, 1.2, 1.3, 1.4, 1.6 and 1.7 by directly
observing the candidateds wor k.

The assessor may assess assessment criteria 1.5 through questioning or witness
testimony if no naturally occurring evidence is available.

What you must There must be performance evidence, gathered through

COVER for Learning |[observing the candi dateds wor
outcome 1
A at least one from customers

a) with special requirements
b) without special requirements

A at least two from customer requirements
a) correct number of place settings
b) diet ary requirements
) special seating requirements

A at least one from service operations

a) table service
b) function service

A at least two from information

a) dishes available

b) dish composition and method of cooking
C) prices

d) special offers and promo tions

Evidence for the remaining po
may be assessed through questioning or witness testimony.
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Learning outcome 3

Beabletoser ve customer so

area

order s

4
q

The assessor must assess assessment criteria 3.1-3.7 by directly observing the

candi dat eods

wor k.

What you must
COVER for Learning
outcome 3

There must be performance evidence, gathered through

observing the candidateds
A at least three from table items

a) crockery

b) cutlery and sil verware

c) glassware

d) napkins

e) condiments and accompaniments

at least two from service equipment

a) dishes/linens, flats

b) trays/trolley service cutlery and silverware
c) service cloths/linen

at least one from service method

a) plated items
b) served items

Evidence for the remaining
may be assessed through questioning or witness testimony.

p o
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Description of evidence or activity

Cu924

Serve Food at the Table

Date

Description of evidence/activity

APP/Box
number

Assessor
signature

v
initial
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Learning outcome 1: Be able to greet customers and take orders

Assessment criteria

1.1 | Greet customers and identify their requirements and check any
obs | booking records as appropriate to the service operation

1.2 | Provide customers with assistance when they arrive

obs

1.3 | Make sure customers have access to the correct menu

obs

1.4 | Give accurate information on individual dishes according to customer
obs | requirements

1.5 | Maximise the order using appropriate sales techniques

1.6 | Assist customers to make a choice where appropriate

obs

1.7 | Identify, record and deal with orders promptly

obs

The assessor may assess assessment criteria 1.5 through questioning or witness testimony if
no naturally occurring evidence is available.

What you must cover for Learning outcome 1

Customers Customer requirements
Cl | (obsatleast 1) C2 | (obs at least 2)
a | With special a | Correct number of
requirements place settings
b | Without b | Dietary requirements
special
requirements
c | Special seating
requirements
Service Information
i obs at least 2
3 | operations ca ( )
(obs at least 1)
a | Table service a | Dishes available
b | Function b | Dish composition and
Service methOd Of COOking
c | Prices
d | Special offers and
promotions
Evidence for the remaining points under O6what

questioning or witness testimony.
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Learning outcome 2: Understand how to greet customers and take
orders

Assessment criteria

2.1 | Describe organisational standards for customer service

2.2 | State why menus should be checked before use

2.3 | Explain why information about the menu should be given accurately to
customers

2.4 | Explain why it is important to have knowledge about food being served

2.5 | Describe the types of assistance that customers may need when they
arrive and how to deal with these

2.6 | Outline the types of unexpected situations that may occur when
greeting customers and dealing with orders and to deal with them
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Learningoutcome 3: Be abl e to serve customer
the dining area

Assessment criteria

3.1 | Provide customers with the correct table items for the food to be
obs | served at the appropriate times

3.2 | Serve food with clean and undamaged service equipment of the
obs | appropriate type

3.3 | Serve food of the type, quality and quantity required using the

obs | appropriate service method

3.4 | Keep customer area tidy and clean

obs

3.5 | Remove and replace used table items as required and maintain the
obs | correct stocks

3.6 | Remove leftover food items, condiments and accompaniments form the
obs | table when required and deal with them correctly

3.7 | Carry out work with the minimum of disturbance to customers

obs

What you must cover for Learning outcome 3

C1

Table items Service equipment

(obs at least 3) C2 | (obs at least 2)

a | Crockery a | Dishes/linens, flats

b | Cutlery and b | Trays/trolley service
silverware cutlery and silverware
Glassware c | Service cloths/linen

d | Napkins

e Condimen;s and
accompaniments

C3

Service method
(obs at lest 1)

a | Plated items

b | Served items

Evi

dence for the remaining points under

questioning or witness testimony.
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Learning outcome 4: Understand howto ser ve customer 09
maintain the dining area

Assessment criteria

4.1 | Describe safe and hygienic working practices when serving customer
orders

4.2 | State which condiments and accompaniments best complement each
menu item

4.3 | State which service equipment is appropriate for different menu items

4.4 | Explain why food should be arranged and presented in line with the
menu specifications

4.5 | Describe safe and hygienic working practices when maintaining dining
and service areas

4.6 | State why dining and service areas must be kept tidy and free from
rubbish and food debris

4.7 | State why waste must be handled and disposed of correctly

4.8 | Explain why a constant stock of linen, table items and accompaniments
must be maintained

4.9 | Outline the types of unexpected situations that may occur when serving

food at table and how to deal with these
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Supplementary evidence for CU924

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
approp riate)

83




Unit Achievement Record

Cu924

Serve Food at the Table

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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CuU925 Provide a Silver Service

Unit summary

This unit is about silver serving various foods including soups and sauces, bread rolls and
potatoes, meat and poultry, vegetables and sweets. This unit also covers clearing finished
courses including cutlery, crockery and other table items such as glassware.

Evidence requirements

Unit CU925 Provide a Silver Service

Learning outcome 1 Be able to s ilver serve food

The assessor must assess assessment criteria 1.1-1.5 by directly observing the
candidatebs wor k.

What you must There must be performance evidence, gathered through

COVER for Learning |[observing the candi dateds wor
outcome 1
A at least two from servi ce equipment

a) dishesl/liners/flats
b) service cutlery/silverware
c) service cloths/linen

A at least one from silver operation

a) function silver service
b) restaurant silver service
¢) buffet/carvery silver service

A at least five from food items

a) soups

b) gravies/sauces

c¢) bread rolls/potatoes/other solid items

d) sliced meat/poultry

e) rice/vegetables/other small chopped items
f) pies/tarts/flans/gateaux

g) puddings/spooned desserts

h) cheese

Evidence for the remainingyvpea
may be assessed through questioning or witness testimony.
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Learning outcome 3

Be able to c lear finished courses

What you must DO
for Learning outcome
3

The assessor must assess assessment criteria 3.1-3.3 by
directly observinkh the candid

What you must
COVER for Learning
outcome 3

There must be performance evidence, gathered through
observing the candidateds wor

A at least all from courses
a) starter
b) main course
c) dessert
A at least one from service operation
a) function si Iver service
b) restaurant silver service
¢) buffet/carvery silver service
A at least two from table items
a) glassware
b) condiments and accompaniments

c) table decorations

Evidence for the remaining po
may be assessed through questioning or witness testimony.
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Description of evidence or activity

CuU925

Provide a Silver Service

Date

Description of evidence/activity

APP/Box
number

Assessor
signature

v
initial
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Learning outcome 1: Be able to silver ser ve food

Assessment criteria

1.1 | Make sure that service equipment is clean and undamaged and ready
obs | for service according to the service operation

1.2 | Make sure that the food to be served is of the type and quantity

obs | required and that it is arranged allowing for easy service

1.3 | Portion, serve and arrange the food items using the recommended
obs | service equipment

1.4 | Deal with surplus food items and used service equipment correctly

obs

1.5 | Carry out work with the minimum of disturbance to customers

obs

What you must cover for Learning outcome 1
Service equipment Service Operation
Cl | (obs at least 2) C2 | (obs at least)
a | Dishesl/liners/flat a | Function silver sees
b | Service b | Restaurant silver servig
cutlery/silverwar;
c | Service c | Buffet/carvery silver
cloths/linen service
Food items
C3 | (obs at least 5)
a | Soups
b | Gravies/sauces
c | Bread rolls/
potatoes/ other
solidtems
d | Sliced
meat/poultry
e | Ricelvegetables/
other small
chopped items
f | Pies/tarts/flans/
gateaux
g | Puddings/spoon
desserts
h | Cheese
Evidence for the remaining points sedttireugh 6what

guestioning or witness testimony.
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Learning outcome 2: Understand how to silver serve food

Assessment criteria

2.1 | Describe safe and hygienic working practices when providing a silver
service

2.2 | State why it is important to be familiar with the available menu items

2.3 | Describe the operational procedures for serving courses

2.4 | State what food has to be carefully portioned during service

2.5 | Explain why care has to be taken to serve and arrange food correctly

2.6 | State why care should be taken to avoid accidents

2.7 | State why and to whom all customer incidents should be reported

2.8 | Ouitline the types of unexpected situations that may occur when
providing silver service and how to deal with these

Learning outcome 3: Be able to clear finished courses

Assessment criteria

3.1 | Clear finished courses , crockery and cutlery systematically from the
obs | table at the appropriate time according to the service operation

3.2 | Check crockery, cutlery and other table items and replace or remove
obs | them as appropriate

3.3 | Clear waste and food debris from the table in line with the service
obs | operation

What you must cover for Learning outcome 3
Courses Service Operation

Cl | (obsall) C2 | (obs at least)
a | Starter a | Function silver service
b | Main course b | Restaurant silver service
c | Dessert c | Buffet/carvery silver serv
Table items

C3 | (obs at leas?)

a | Glassware

b | Condiments and
accompaments

c | Table decoration

Evidence for the remaining points under o&éwhat yo
guestioning or witness testimony.
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Learning outcome 4: Know how to clear finished courses

Assessment criteria

4.1 | Describe safe and hygienic working practices when clearing finished
courses

4.2 | Describe the operational procedures for clearing finished courses

4.3 | State why and to whom any incidents or accidents should be reported

4.4 | Outline what the hygienic aspects are to clearing tables

4.5 | Outline the types of unexpected situations that may occur when

clearing courses and how to deal with these

90




Supplementary evidence for CU925

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

CuU925

Provide a Silver Service

Candidate declaration:

All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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CuU926 Provide a Buffet and Carvery Service

Unit summary

This unit is about preparing the carvery or buffet display by arranging items such as crockery,
cutlery and napkins. It also covers serving customers at the carvery or buffet which includes
portioning the food and using the correct service style. Finally the unit covers keeping

customer dining areas clean by clearing tables and dealing with spillages.

Evidence requirements

Unit CU926

Provide a Carvery and Buffet Service

Learning outcome 1

Prepare and maintain a carvery/buffet display

The assessor must assess assessment criteria 1.1-1.6 by directly observing

work.

t he cand

What you must
COVER for Learning
outcome 1

There must be performance evidence, gathered through observing the

candidatebs work for:
A at least one from service style

a) served buffet/carvery
b) self -serviced buffet/carvery

A at least three from table items

a) crockery

b) cutlery/silverware
c) glassware

d) table coverings
e) napkins

f) decorative items
g) flowers

A at least two from service equipment
a) dishes/flats/plates
b) service cutlery/silverware
c) service cloths/linen
A at least two from food items
a) hot food
b) cold food

C) accompaniments

Evidence for the remaini
assessed through questioning or witness testimony.

ng point
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Learning outcome 3

Serve and assist customers at the carvery/b  uffet

The assessor must assess assessment criteria3.1-3. 7 by directly

work.

obse

What you must
COVER for Learning
outcome 3

There must be performance evidence, gathered through observing the

candidatebds work for:
A atleast one from service style

a) served buffet/carvery
b) self -service buffet/carvery

A at least two from service equipment
a) dishes/flats/plates
b) service cutlery/silverware
c) service cloths/linen
A at least two from food items
a) hot food
b) cold food

C) accompani ments

Evidence for the remaining
assessed through gquestioning or witness testimony.

poi

nt
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Description of evidence or activity

CuU926 Provide a Buffet and Carvery Service

Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Be able to prepare and maintain a buffet and
carvery display

Assessment criteria

1.1 | Make sure the carvery and buffet table is clean, undamaged and
obs | positioned according to the service style

1.2 | Make sure table items are clean and undamaged and arrange them
obs | correctly for food service

1.3 | Make sure service equipment is clean, undamaged and position it
obs | ready for use

1.4 | Display the food items ready for service

obs

1.5 | Display and store food items according to food safety requirements
obs

1.6 | Replenish food items as necessary and keep the carvery or buffet free
obs | from food debris during food service

What you must cover for Learning outcome 1

Service style Table items
Cl | (obs atleast 1) C2 | (obs at least 3)
a | Served a | Crockery
buffet/carvery
b | Selfserviced b | Cutlery/silverware
buffet/carvery
c | Glasswe
d | Table coverings
e | Napkins
f Decorative items
g | Flowers
Service equipment Food items
C3 | (obs at least 2) c4 | (obs atleast 2)
a | Dishes/flats/platg a | Hot food
b | Service dlery/ b | Cold food
silverware
¢ | Service c | Accompaniments
cloths/linen
Evidence for the remaining points under O6what

questioning or witness testimony.
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Learning outcome 2: Understand how to prepare and maintain a buffet
and carvery display

Assessment criteria

2.1 | Describe safe and hygienic working practices when maintaining a
carvery or buffet display

2.2 | Explain why food items should be replenished and displayed correctly
throughout service

2.3 | State why dining service areas must be kept tidy and free from rubbish
and food debris

2.4 | State why service equipment should be turned on before service

2.5 | State why heating, air conditioning, ventilation and lighting should be
checked before use when preparing areas for service

2.6 | State why table items should be checked for damage and cleanliness
before service

2.7 | Outline the types of unexpected situations that may occur when

preparing and maintaining the carvery or buffet and how to deal with
these
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Learning outcome 3: Be able to serve and assist customers at the

carvery and buffet

Assessment criteria

31 |Give information that meets the (
obs | products and service of organisation

3.2 | Serve food with service equipment of the appropriate type that is

obs | clean and undamaged using correct service style

3.3 | Serve only food items that are of the required type and quality

obs

3.4 | Portion and arrange food in line with organisation style and customer
obs | requirements

3.5 | Keep customer dining areas tidy and free from rubbish and food debris
obs

3.6 | Clear any unused table items and left over food items when necessary
obs

3.7 | Carry out work with the minimum of disturbance to customers

obs

What you must cover for Learning outcome 3

Service style Service equipment
Cl | (obsat least 1) C2 | (obs at least 2)
a | Served a | Dishes/flats/plates
buffet/carvery
b | Selfservice b | Service cutlery/silverwarg
buffet/carvery
c | Service cloths/linen
Food items
C3 | (obs at least 2)
a | Hot food
b | Cold food
c | Accompanimenty
Evidence for the remaining points undegh édwhat

questioning or witness testimony.
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Learning outcome 4: Understand how to serve and assist customers at
the carvery and buffet

Assessment criteria

4.1 | Describe safe and hygienic working practices when serving customers
at buffet or carvery

4.2 | State why potions should be controlled when serving food to customers

4.3 | State why information given to customers should be accurate

4.4 | Explain why maintaining food at the correct temperature is important
and how you can ensure this

4.5 | State why and to whom all customer incidents should be reported

4.6 | Describe safe and hygienic working practices when maintaining a
customer dining area

4.7 | State why waste must be handled and disposed of correctly

4.8 | State why and to whom breakages should be reported

4.9 | Outline the types of unexpected situations that may occur when serving
customers from the carvery or buffet and how to deal with them
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Supplementary evidence for CU926

Provide evidence to cover any gaps:

Ass essment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

CU926

Provide a Buffet and Carvery Service

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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CuU911 Serve Alcoholic and Soft Drinks

Unit summary

This unit is about providing customers with a range of alcoholic and non-alcoholic drinks T
bottled, draught, cans and cartons, and those served by free pouring or optics, for example
spirits and liqueurs.

Evidence requirements

Unit CU911 Serve alcoholic and soft drinks

Learning outcome 1 Be able to t ake customer orders

The assessor must assess assessment criteria 1.1 7 1.6 by directly observing the
candidateds wor k.

The assessor may assess assessment criteria 1.7 through questioning or witness
testimony if no naturally occurring evidence is available.

What you must There must be performance evidence, gathered through

COVER for Learning |observing the candidateds wor
outcome 1
A at least two from information

a) price

b) alcoholic content

¢) name and type of drink
d) style characteristics

A atleast two from drinks

a) bottled drinks

b) draught drinks

¢) drinks in cans or cartons

d) drinks served by free pouring or optics

A at least two from drink accompaniments
a) ice/lwater
b) food garnishes for drinks

c) decorati ve items/stirrers

Evidence for the remaining po
may be assessed through questioning or witness testimony.
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Learning outcome 3

Be able to s erve alcoholic and non -alcoholic drink s

The assessor must assess assessment criteria 3.1-3.4 by directly observing the

candi dat eds

wor k.

The assessor may assess assessment criteria 3.5 through questioning or witness

testimony if no naturally

occurring evidence is available.

What you must
COVER for Learning
outcome 3

There must be performance evidence, gathered through

observing the candidateds wor

A at least three from drinks

a) bottled

b) draught

c) drinks in cans

d) drinks in cartons
e) free pouring/optics

A at least one from customer

a) with routine needs
b) with non -routine needs

A at least one from service style

a) at the bar
b) at the table

Evidence for the remaining
may be assessed through questioning or witness testimony.

po
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Description of evidence or activity

Cu911 Serve Alcoholic a nd Soft Drinks

Date | Description of evidence/activity APP/Box | Assessor | IV
number signature | initial
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Learning outcome 1: Be able to take customer orders

Assessment criteria

1.1 | Deal with customers in order of arrival where possible

obs

1.2 | Maintain focus on the customer and their needs

obs

1.3 | Offer customers accurate information on available drinks

obs

1.4 | Take the opportunity to maximise sales through up-selling in line with
obs | current best practice and or legislation

1.5 | Identify customer requirements accurately and offer them drink

obs | accompaniments appropriate to the type of drink

1.6 | Provide alcoholic drinks to permitted people only

obs

1.7 | Deal with customer incidents effectively and inform the proper person

where necessary

The assessor may assess assessment criteria 1.7 through questioning or witness testimony if
no naturally occurring evidence is available.

What you must cover for Learningcome 1

Information Drinks
Cl | (obs at least 2) C2 | (obs at least 2)
a | Price a | Bottled drinks
b | Alcoholic conten b | Draught drinks
c | Name and type ¢ c | Drinks in cans or cartons
drink
d | Style d | Drinks served by free pou
characteristics or optics
Drink
c3 | @ccompaniments
(obs at least 2)
a | Ice/water
b | Food garnishes f
drinks
c | Decorative
items/stirrers
Evidence for the remaining points udthreugh 6 what

questioning or witness testimony.
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Learning outcome 2: Understand how to take customers orders

Assessment criteria

2.1 | State the Licensing Objectives relevant to the country working within

2.2 | State current legislation to licensing and weights and measures

2.3 | State why it is important to check glassware for damage

2.4 | Explain why drinks should be stored at the correct temperature

2.5 | Describe how to deal with violent/disorderly customers

2.6 | Explain why it is important to offer customers accurate information e.g.
about strength of drinks and their basic characteristics

2.7 | Explain why it is important to offer customers accurate information
about special offers and promotions

2.8 | State what legal measures must be used to serve alcohol and why they
must be used

2.9 | State what the law is in relation to serving underage drinkers and how
this affects the bar staff

2.10 | State what the law is in relation to the time of day/night that alcohol may
be served

2.11 | Describe the symptoms that indicate when a customer has drunk
excessive amounts and what are the legal responsibilities in relation to
this

2.12 | State under what circumstances customers must not be served with
alcohol

2.13 | Describe how to respond to signs that someone might be under the
influence of drugs or buy/selling drugs

2.14 | Describe what procedures to follow in response to people smoking in a
no smoking area

2.15 | Describe the types of non-routine needs that customers may have and
how to deal with them

216 |Descri be organisations6 standar d:;{

2.17 | Describe different service styles within organisation

2.18 | Describe why customers should be dealt with in order of arrival where

possible
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Learning outcome 3: Be able to serve alcoholic and non -alcoholic

drinks

Assessment criteria

3.1 | Select aglassin which to serve thedrink accor ding to g
obs | procedures and customer requirements

3.2 | Check that the glass is clean and undamaged

obs

3.3 | Pour drink according to the product being served

obs

3.4 | Ensure that the drink is at the correct temperature before serving

obs

3.5 | Promote additional products to the customer as appropriate

The assessor may assess assessment criteria 3.5 through questioning or witness testimony if
no naturally occurring evidence is available.

What you must cover for Learning outcome 1

Drinks Customer
C1l | (obs at least 3) C2 | (obs atleast 1)
a | Bottled drinks a | With ratine needs
b | Draught drinks b | With nomoutine needs
c | Drinks in cans
d | Drinks in cartong
e | Free
pouring/optics
Service style
C3 | (obs at least 1)
a | At the bar
b | Atthe table

Evidence for the remaining points
questioning or witness testimony.
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Learning outcome 4: Understand how to serve alcoholic and non -
alcoholic drinks

Assessment criteria

4.1 | Describe the correct way to open capped, screw top and corked bottles
and how to use the appropriate equipment

4.2 | State why the bottle should be left facing the customer

4.3 | Describe the correct way to pour and serve different draught drinks

4.4 | Describe the correct way to pour and serve different drinks for free or
optic pouring

4.5 | Describe types of glasses available to serve drinks and which ones to
use according to organisations procedures and customer requirements

4.6 | State correct temperature for different types of drinks
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Supplementary evidence for CU911

Provide evidence to cover any gaps:

Assessment
criteria
reference

Evidence (eg witness testimony)

Appendix (if
appropriate)
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Unit Achievement Record

Cu911

Serve Alcoholic and Soft Drinks

Candidate declaration:
All of the evidence presented is representative of my current performance and is valid and safe.

Print name: Signature: Date:

Assessor summative statement:

Print name: Signature: Date:

Internal verifier (if sampled)

Print name: Signature: Date:
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CuU912 Prepare and Serve Cocktails

Unit summary

This unit is about preparing cocktail making equipment and cocktail ingredients. It also covers
mixing and serving cocktails and giving customers accurate information about them.

Evid ence requirements

Unit CU912 Prepare and serve cocktails

Learning outcome 1 Be able to p repare areas and equipment for serving
cocktails

The assessor must assess assessment criteria 1.1-1.4 by directly observing the
candidateds wor k.

What you must There must be performance evidence, gathered through

COVER for Learning |observing the candidateds wor
outcome 1
A at least five from equipment

a) pourers

b) blenders

c¢) shakers/mixers

d) stirring equipment

€) squeezers and strainers

f) knives and cho pping board
g) glasses/jugs

h) ice scoops

i) cocktail list/menu

A at least three from ingredients

a) fruit

b) fruit juices/soft drinks
c) cream/milk

d) alcohol

A at least three from accompaniments

a) ice

b) food garnish

c) salt/sugar

d) decorative items

Evi dence for the remaining po
may be assessed through questioning or witness testimony.
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