
AT20366F_v5

VTCT Level 2 Diploma in 
Professional Food and Beverage 
Service
Operational start date:    1 April 2012
Credit value:     44
Total Qualification Time (TQT): 440
Guided learning hours (GLH): 320
Qualification number:    600/4851/7

Statement of unit achievement
By signing this statement of unit achievement you are confirming that all learning outcomes, 
assessment criteria and range statements (if/where applicable) have been achieved under 
specified conditions, and that the evidence gathered is authentic.

This statement of unit achievement table must be completed prior to claiming certification. 

Unit code Date achieved Learner 
signature

Assessor 
initials

IQA signature  
(if sampled)

Mandatory units

UV21082

UV21096

UV21097

UV21093

UV21078

UV21152

UV21094

UV21113

UV21128

UV21153

UV21146



222222222

The qualification

Introduction National Occupational Standards (NOS)

The VTCT Level 2 Diploma in Professional 
Food and Beverage Service is a preparation 
for work qualification that can be assessed in 
a workplace or realistic working environment 
(RWE).

This qualification will develop your knowledge 
and understanding of professional food and 
beverage services. You will learn about the 
health and safety in catering and hospitality, 
principles of customer service in hospitality, 
leisure, travel and tourism and the legislation in 
food and beverage services. You will also learn 
the principles of beverage product knowledge 
and about the handling of payments.
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This qualification has been mapped to 
the relevant NOS, and is regulated on the 
Regulated Qualifications Framework.

This qualification is approved and supported 
by People 1st, the sector skills council for 
hospitality, leisure, travel and tourism.

Prerequisites

There are no formal prerequisite qualifications 
that you must have prior to undertaking this 
qualification. 

Your centre will have ensured that you have 
the required knowledge, understanding and 
skills to enrol and successfully achieve this              
qualification.
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Progression

On completion of this qualification you may 
choose to undertake further study; qualifications 
you could progress to include:
• VTCT Level 3 NVQ Diploma in Professional 

Cookery
• VTCT Level 3 Diploma in Advanced 

Professional Cookery
• VTCT Level 3 Diploma in Food and 

Beverage Service Supervision

Alternatively, you may wish to seek employment 
as:
• Waiter/waitress 
• Bar/cellar person
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Qualification structure

Mandatory units -    44 credits
VTCT unit 
code

Ofqual unit 
reference Unit title Credit value GLH

UV21082 D/500/8934 Investigate the catering and hospitality 
industry 4 20

UV21096 H/500/8935 Health and safety in catering and 
hospitality 3 12

UV21097 H/502/0132 Food safety in catering 1 9

UV21093 F/600/4269 Legislation in food and beverage service 2 12

UV21078 A/600/4271 Principles of beverage product knowledge 4 34

UV21152 T/600/1059 Principles of customer service in 
hospitality, leisure, travel and tourism 1 10

UV21094 F/600/4272 Service of hot beverages 5 34

UV21113 J/600/4273 Food and beverage service skills 15 119

UV21128 L/600/4274 Handling payments and maintaining the 
payment point 3 24

UV21153 T/600/4270 Menu knowledge and design 3 21

UV21146 T/500/8938 Applying workplace skills 3 25

Total credits required - 44
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All mandatory units must be completed.
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Guidance on assessment

External assessment  
(any requirements will be shown in the unit)

Externally assessed question papers 
completed electronically will be set and marked 
by VTCT. 

Externally assessed hard-copy question papers 
will be set by VTCT, marked by centre staff and 
sampled by VTCT external quality assurers.

This book contains the mandatory units that make up this qualification. Optional units will be 
provided in additional booklets (if applicable). Where indicated, VTCT will provide assessment 
materials. Assessments may be internal or external. The method of assessment is indicated in 
each unit.

Internal assessment  
(any requirements will be shown in the unit)

Assessment is set, marked and internally 
quality assured by the centre to clearly 
demonstrate achievement of the learning 
outcomes. Assessment is sampled by VTCT 
external quality assurers.

Assessment explained
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VTCT qualifications are assessed and quality 
assured by centre staff. Work will be set to 
improve your practical skills, knowledge and 
understanding. For practical elements, you will 
be observed by your assessor. All your work 
must be collected in a portfolio of evidence and 
cross-referenced to requirements listed in this 
record of assessment book. 

Your centre will have an internal quality assurer 
whose role is to check that your assessment 
and evidence is valid and reliable and meets 
VTCT and regulatory requirements.

An external quality assurer, appointed by 
VTCT, will visit your centre to sample and 
quality-check assessments, the internal quality 
assurance process and the evidence gathered. 
You may be asked to attend on a different day 
from usual if requested by the external quality 
assurer.

This record of assessment book is your 
property and must be in your possession when 
you are being assessed or quality assured. It 
must be kept safe. In some cases your centre 
will be required to keep it in a secure place. 
You and your course assessor will together 
complete this book to show achievement of all 
learning outcomes, assessment criteria and 
ranges. 
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Creating a portfolio of evidence

As part of this qualification you are required to 
produce a portfolio of evidence. A portfolio will 
confirm the knowledge, understanding and skills 
that you have learnt. It may be in electronic or 
paper format. 

Your assessor will provide guidance on how to 
prepare the portfolio of evidence and how to 
show practical achievement and understanding 
of the knowledge required to successfully 
complete this qualification. It is this booklet 
along with the portfolio of evidence that will 
serve as the prime source of evidence for this 
qualification.

Evidence in the portfolio may take the following 
forms:

• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies

All evidence should be documented in the 
portfolio and cross-referenced to unit outcomes. 
Constructing the portfolio of evidence should not 
be left to the end of the course. 
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Unit assessment methods

This section provides an overview of the assessment methods that make up each unit in this 
qualification. Detailed information on assessment is provided in each unit.

Mandatory units 
External Internal

VTCT unit 
code Unit title Question 

paper(s) Observation(s) Portfolio of 
Evidence

UV21082 Investigate the catering and 
hospitality industry 0 û 

UV21096 Health and safety in catering and 
hospitality 0 û 

UV21097 Food safety in catering 0 û 

UV21093 Legislation in food and beverage 
service 0 û 

UV21078 Principles of beverage product 
knowledge 0 û 

UV21152
Principles of customer service 
in hospitality, leisure, travel and 
tourism

0 û 

UV21094 Service of hot beverages 0  
UV21113 Food and beverage service skills 0  

UV21128 Handling payments and 
maintaining the payment point 0  

UV21153 Menu knowledge and design 0 û 
UV21146 Applying workplace skills 0  
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Unit glossary
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Description

VTCT product 
code

All units are allocated a unique VTCT product code for identification purposes. 
This code should be quoted in all queries and correspondence to VTCT. 

Unit title The title clearly indicates the focus of the unit.

National 
Occupational 
Standards 
(NOS)

NOS describe the skills, knowledge and understanding needed to undertake a 
particular task or job to a nationally recognised level of competence.

Level
Level is an indication of the demand of the learning experience; the depth 
and/or complexity of achievement and independence in achieving the 
learning outcomes. 

Credit value
This is the number of credits awarded upon successful achievement of all unit 
outcomes. Credit is a numerical value that represents a means of recognising, 
measuring, valuing and comparing achievement.

Guiding 
Learning hours 
(GLH)

The activity of a learner in being taught or instructed by - or otherwise 
participating in education or training under the immediate guidance or 
supervision of - a lecturer, supervisor, tutor or other appropriate provider of 
education or training.

Total 
qualification 
time (TQT)

The number of hours an awarding organisation has assigned to a qualification for 
Guided Learning and an estimate of the number of hours a learner will reasonably 
be likely to spend in preparation, study, or any other form of participation in 
education or training. This includes assessment, which takes place as directed - 
but, unilke Guided Learning, not under the immediate guidance or supervision of 
- a lecturer, supervisor, tutor or other appropriate provider of education or training.

Observations This indicates the minimum number of competent observations, per outcome, 
required to achieve the unit.

Learning 
outcomes

The learning outcomes are the most important component of the unit; they set 
out what is expected in terms of knowing, understanding and practical 
ability as a result of the learning process. Learning outcomes are the results 
of learning.

Evidence 
requirements This section provides guidelines on how evidence must be gathered. 

Observation 
outcome

An observation outcome details the tasks that must be practically 
demonstrated to achieve the unit. 

Knowledge 
outcome

A knowledge outcome details the theoretical requirements of a unit that must 
be evidenced through oral questioning, a mandatory written question paper, a 
portfolio of evidence or other forms of evidence.

Assessment 
criteria

Assessment criteria set out what is required, in terms of achievement, to meet 
a learning outcome. The assessment criteria and learning outcomes are the 
components that inform the learning and assessment that should take place. 
Assessment criteria define the standard expected to meet learning outcomes.

Range The range indicates what must be covered. Ranges must be practically 
demonstrated in parallel with the unit’s observation outcomes. 



UV21082
Investigate the catering and 
hospitality industry

The aim of this unit is to develop your knowledge and 
understanding of the size, scope and scale of the catering 
and hospitality industry. You will learn about the different 
sectors of the industry and investigate key factors that have 
impacted on its development.

You will investigate the national and international 
employment opportunities available in the hospitality 
industry and the differences in job roles and working 
conditions between sectors. 

UV21082_v6



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

20

4

2

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV21082

1. Understand the hospitality and catering 
industry

2. Understand the national and international 
employment opportunities available in the 
hospitality industry

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Investigate the catering and 
hospitality industry



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge

UV21082 13

Learning outcome 1 

Understand the hospitality and catering industry

You can: Portfolio reference 

a. Compare and contrast the features of establishments in hospitality 
and catering by explaining the different features of the different 
sectors

b. Assess the impact of key influences on the industry by describing 
the key influences

c. Describe the terms ‘hospitality’ and ‘catering’

d. Identify the structure, scope and size of the hospitality and catering 
industry

e. Describe the key influences on the development of the hospitality 
and catering industry

f. Explain the differences between types of operations

g. Explain the different features of the commercial and service 
sectors

h. Explain the importance of the industry to the national economy
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Learning outcome 2 

Understand the national and international employment 
opportunities available in the hospitality industry

You can: Portfolio reference

a. List the main job roles in catering establishments

b. Explain the difference in staff roles and conditions in the industry 
including legal requirements

c. Describe the main job roles in a catering establishment

d. Describe the differences in staff roles and conditions in the 
different sectors

e. Identify the legal requirements to work within the law

f. Identify sources of information about the hospitality and catering 
industry

g. Describe the functions of professional associations related to 
catering occupations and describe their functions in relation to 
national and international context

 



Outcome 1: Understand the hospitality and catering industry

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Hospitality and catering sectors: 
Contract food service providers (education, 
defence, healthcare, business and 
industry), events (festivals, sporting 
events, conferences and exhibitions, 
corporate hospitality, holiday parks), 
hospitality services (transport catering, 
visitor attraction catering), hostels, hotels 
(budget, one-five star, boutique, branded, 
independent), membership clubs (sporting 
clubs, employment or association clubs), 
pubs, bars and nightclubs, restaurants (fine 
dining, fast food, branded, ethnic), self-
catering accommodation. 

Features of establishments: Size 
of business, ownership (independent, 
national, international), staffing, diversity 
of products and services offered (food 
and beverage, accommodation), leisure 
service, prices charged, range of customer, 
opening times, differences between 
different types of operation.

Terms ‘catering’ and ‘hospitality’: 
Definition of catering and of hospitality.

Structure of the hospitality industry: 
Commercial sector, public sector, 
hospitality and catering sectors (hotels, 
restaurants, contract catering services), 
types and size of company within each 
sector (regional, national, international, 
partnership, independent, franchise, limited 
company).

Size and scope of the hospitality 
industry: Size of the industry, number of 
businesses, numbers employed, economic 
value of the industry, turnover. 

Key influences on the industry: Political 
(legislation, tax policy, government 
type and stability), economic (inflation, 
unemployment and employment rates, 
interest rates, exchange rates, monetary 
policy), social and cultural (demographics, 
lifestyle changes, fashions and fads, health 
and welfare), technology (new discoveries 
and development, the internet, reduced 
costs of materials), influence of the media, 
impact on the catering and hospitality 
industry.

Different features of the commercial 
and service sectors: Aims and objectives, 
purpose, types of customer, products and 
services offered, pricing considerations.

Importance of the industry to the 
national economy: Economic value, 
employment opportunities, contribution to 
GDP and taxation, transferability of skills, 
contribution to the tourism product.



Outcome 2: Understand the national and international employment 
opportunities available in the hospitality industry

UV2108216

Main job roles in catering 
establishments: Manager, supervisor, 
craft roles, waiter, chef, room attendant, 
receptionist, bartender, room service 
attendant, reservation clerk, porter, 
restaurant manager, housekeeper, 
executive chef, reception manager, 
concierge, patisserie, chocolatier, duties 
and responsibilities, hours of work.

Difference in staff roles and conditions 
in the industry: Level of responsibility, 
level of authority, qualifications and entry 
requirements, working conditions, pay 
scales, progression opportunities, working 
hours, type of contract (salary, hourly paid, 
job perks, permanent, live-in, seasonal, 
full-time, part-time, freelance, agency staff), 
personal qualities and skills. 

Legal requirements to work within 
the law: Equal opportunities, working 
time regulations, health and safety at 
work, control of substances hazardous 
to health legislation, data protection, visa 
requirements.

Sources of information: Professional 
magazines, local and national newspapers, 
the internet and company websites, job 
centres and employment agencies, job 
fairs.

Functions of professional associations: 
Associations (Institute of Hospitality, British 
Hospitality Association, British Institute 
of Innkeeping), functions (promoting 
the industry, providing advocacy for the 
profession).



UV21096
Health and safety in catering 
and hospitality

The aim of this unit is to develop your knowledge and 
understanding of health and safety legislation and its 
impact within the catering and hospitality industry. You will 
have the opportunity to explore potential benefits and the 
operational implementation in the workplace. 

You will learn about the responsibilities of both employers 
and employees, and understand the role of enforcement 
officers. You will identify the common causes of ill health 
and accidents, explore ways to reduce injuries and identify 
correct procedures for lifting objects. 

You will learn the process for correct risk assessment, the 
benefits of carrying out risk assessments and controlling 
risks. You will learn the legal importance of reporting 
injuries and disease, and the function of the accident 
book. You will explore the function of personal protective 
equipment (PPE) and the impact this can have on accident 
and injury prevention.

UV21096_v6



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

12

3

2

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV21096

1. Understand the importance of health 
and safety in the catering and hospitality 
industry

2. Be able to identify hazards in the catering 
and hospitality workplace

3. Understand how to control hazards in the 
workplace

4. Understand how to maintain a healthy and 
safe workplace

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Health and safety in catering 
and hospitality



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge

UV21096 21

Learning outcome 1 

Understand the importance of health and safety in the catering 
and hospitality industry

You can: Portfolio reference 

a. Identify the groups who have responsibilities in current legislation

b. Identify the legal responsibilities of employers and employees

c. Discuss the power of enforcement officers

d. Identify the action available to the enforcement officers in the event 
of non-compliance

e. State regulations covering specific safety issues

f. Identify common causes of ill health and accidents

g. List the potential costs of non-compliant health and safety 
practices

h. List the potential benefits of compliant health and safety practices
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Learning outcome 2 

Be able to identify hazards in the catering and hospitality 
workplace

You can: Portfolio reference

a. List causes of slips, trips and falls in the workplace

b. State the steps to minimise the risk of slips, trips and falls

c. Identify the main injuries from manual handling

d. State ways to reduce the risk of injury from lifting, carrying and 
handling

e. Identify the correct lifting procedure

f. Identify ways machinery/equipment can cause injuries

g. List control measures to avoid accidents from machinery/
equipment

h. State types of hazardous substances

i. List control methods for hazardous substances to prevent 
exposure and ensure protection of employees

j. Indicate the main causes of fire and explosions

k. State how elements of the fire triangle can be used to extinguish a 
fire

l. Identify dangers associated with electricity

m. Identify the measures to prevent electrical dangers

n. State methods to deal with electrical dangers
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Learning outcome 3 

Understand how to control hazards in the workplace

You can: Portfolio reference

a. Define the term ‘hazard’

b. Define the term ‘risk’

c. List the steps in the risk assessment process

d. Identify the benefits of risk assessment

e. State the control measures to reduce risk

f. State the reasons for reporting accidents

g. Explain the legal requirement for accident reporting

h. Outline the information to be recorded in the accident book

i. State the functions of PPE

j. State the employers’ and employees’ responsibilities regarding 
provision, use, care and maintenance of PPE

k. State how the main types of safety signs can be identified
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Learning outcome 4 

Understand how to maintain a healthy and safe workplace

You can: Portfolio reference

a. Briefly describe the sources of information which can assist in 
developing health and safety systems in the workplace

b. Identify the features in the food preparation area which will affect 
safe working practices

c. Identify the welfare facilities required for the staff in catering and 
hospitality operations

d. Define incident reporting

e. Outline the procedure to be followed when an incident is reported

f. Identify situations where emergency procedures must be followed

g. State the emergency procedure in the event of a serious accident/
incident

 



Outcome 1: Understand the importance of health and safety in the catering 
and hospitality industry

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.

UV21096 25

Groups who have responsibilities: 
Authorities (local councils, environmental 
health officers, health and safety executive, 
health and safety inspectors), employers 
(directors, senior managers), employees 
(managers, supervisors, staff), contractors 
(self-employed, companies, individuals).

Legal responsibilities: Employers (health 
and safety and related policies, health and 
safety statement, certificate of insurance 
displayed, staff training, risk assessment, 
equipment maintenance, health and safety 
of visitors), employees (responsibility for 
own health and safety, responsibility for 
others, safe and secure environment, 
reporting spillages/threats/accidents, attend 
training and updates).

Power of enforcement officers: 
Visits (entry to premises announced, 
entry unannounced, routine, advice 
and support), investigate (premises, 
individuals, organisation, seize records, 
seize equipment, collect samples, destroy 
stock, take photographic evidence, arrest 
individuals).

Action available to the enforcement 
officers: Issue (prohibition notices, 
improvement notices, closure), prosecution 
(magistrate court, crown court, fines, 
imprisonment), advice.

Regulations covering specific safety 
issues: Control of substances hazardous 
to health, manual handling, PPE, fire 
precautions, safe use of equipment. 

Common causes of ill health and 
accidents: Unsafe practice (manual 
handling, use of chemicals and 
substances, equipment, inexperience of 
staff, supervision, inadequate training, 
inadequate enforcement, inadequate 
risk assessment), premises (inadequate 
lighting, excessive noise, temperature, 
inadequate ventilation), behaviour 
(inappropriate, inadequate concentration, 
excessive workload, excessive hours).

Potential costs of non-compliance: 
Prosecution (fines, imprisonment), notices 
(improvement, prohibition, closure), costs 
(legal, upgrades, compensation to staff 
and customers), poor reputation (customer 
perceptions, staff, contractors, industry), 
increased accident levels, staff (illness, 
incapacity to work, sickness, stress, 
turnover), visits.

Potential benefits of compliance: 
Enhanced reputation (staff, customers, 
industry peers, contractors), increased 
profitability (financial, productivity), reduced 
costs (legal, upgrades, compensation to 
staff and customers), staff (motivated, safe 
and secure), reduced accident levels.



Outcome 2: Be able to identify hazards in the catering and hospitality 
workplace
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Causes of slips, trips and falls: 
Regulations and procedures (legal and 
organisational non-compliance), defects 
(report to supervisor or manager), signage 
(non-compliance in usage), human error 
(loss of concentration, practice), poor 
training, workplace conditions (dirty and 
untidy), equipment (design, incorrect 
usage, defective, leads and flex storage), 
premises.

Steps to minimise slips, trips and 
falls: Regulations and procedures 
(legal and organisational, risk assess 
task, reporting defects enforcement), 
PPE (training, correct use, reporting of 
defects), training (correct technique, use of 
safety notification, procedures, updates), 
workplace conditions (well lit, adequate 
ventilation, clean and tidy), equipment 
(correctly maintained, flex and leads stored 
correctly), enforcement (management, 
health and safety representative, 
monitoring), correct levels of signage 
(spillage warnings, cleaning in progress, 
defective equipment, maintenance in 
progress).

Main injuries from manual handling: 
Injuries (muscular, back and spinal, breaks, 
fractures, sprains, bruises and cuts).

Ways to reduce the risk of injury from 
lifting, carrying and handling: Training 
(technique, updates), preparation (visual 
risk assessment, weight and size, proposed 
safe route, assess assistance required, 
agree on planned approach, additional 
lifting equipment, check visibility, clear 
route), carry out task (correct technique, 
good communication, adhere to agreed 
approach), completing task (position object 
safely, visual risk assessment, ensure 
secured).

Correct lifting procedure: Preparation 
(visual risk assessment, weight and size, 
proposed safe route, assess assistance 
required, agree on planned approach, 
additional lifting equipment, check visibility, 
clear route), carry out task (correct 
technique and posture, keep object close 
to torso, maintain good communication, 
adhere to agreed approach), completing 
task (ensure posture and technique are 
correct, position object safely, visual risk 
assess, ensure secured).

Ways machinery and equipment can 
cause injuries: Equipment (defective, 
maintenance, entanglement, trapped 
leads or wires, incorrect use of equipment, 
unsafe use), location (site, visibility 
problems).

Control measures to avoid accidents: 
Training (correct use, updates, safe 
working procedures), PPE (correct use, 
correct equipment), reporting (defects in 
equipment and environmental conditions).

Types of hazardous substances: 
Substances (cleaning chemicals, bleach, 
drain cleaner, oven cleaner, gases, gels, 
spirit).

Control methods for hazardous 
substances: Training (correct use, 
updates, records, safe working 
procedures), PPE (correct use, correct 
equipment), reporting (defects in 
equipment and environmental conditions).

Main causes of fire and explosions: 
Equipment (electrical faults, defective 
equipment, overheating, incorrect site, 
poor ventilation), gas (leaks, defective 
equipment, build up), smoking, chemicals 
and substances (incorrect use, incorrect 
mixing), naked flame (tools, maintenance).



Outcome 2: Be able to identify hazards in the catering and hospitality 
workplace (continued)

UV21096 27

How elements of the fire triangle can be 
used: Heat (remove, reduce, eliminate), 
oxygen (restrict, remove), fuel (remove, 
reduce, eliminate).

Dangers associated with electricity: 
Death, shock, burns, fire, affect self and 
others.

Measures to prevent electrical 
dangers: Training (correct use, when 
not to use equipment, updates, safe 
working procedures), PPE (correct use, 
correct equipment), reporting (defects in 
equipment and environmental conditions, 
use of defective equipment), maintenance 
(testing, use of qualified electricians), visual 
checks (staff, managers, supervisors, safe 
storage of cables and flex).

Methods to deal with electrical dangers: 
Regulations and procedure (legal and 
organisational), power supply (switch off if 
safe), raise alarm (call emergency services, 
evacuate building, first aider).



Outcome 3: Understand how to control hazards in the workplace
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Steps in the risk assessment process: 
Process (identify hazard, identify who is at 
risk, calculate the risk, implement control 
measures, record the review and file, 
periodically review and re-assess risk).

Benefits of risk assessment: Working 
within regulations (legal, compliance), 
process (reduces likelihood of accidents 
and injury, identify control methods, 
inform health and safety policy review, 
inform training updates and needs), 
non-compliance (prosecution – self and 
organisation, closure, warnings, loss of 
employment).

Control measures to reduce risk: 
Organisational (documented standards 
of performance, safe working practice), 
training (risk assessment, updates), 
enforcement (management, supervisors, 
coaching and mentoring), working groups 
(employee contribution, raise concerns, 
involvement), personal protection 
equipment (provide, upgrade).

Reasons for reporting accidents: 
Investigation analysis (provide evidence 
and information, conclusion as to why 
accident occurred, recommendations), 
prevention of accidents (implement revised 
control measures).

Legal requirement for accident 
reporting: Employer (reporting of injuries, 
disease and dangerous occurrences 
regulations, maintain accident book, keep 
records, complete reports), employee 
(report accidents/incidents to management, 
report concerns of potential hazards).

Information to be recorded in the 
accident book: Information (date, time, 
name of person affected, description of 
accident summary, witness names, action 

taken by those involved, resulting action).

Function of PPE: Protection (individual, 
other staff, customers), hazards (control of 
self and others).

Employer’s and employees 
responsibilities regarding provision, 
use, care and maintenance of PPE: 
Employers (working within legal and 
organisational regulations, policies and 
procedures, risk assessment, medical 
access), equipment (provision of PPE, 
facilities (staff changing, washing, storage, 
disposal), employees (working within 
legal and organisational regulations 
and procedures), reporting (defects in 
equipment and environmental conditions), 
policy compliance (use of PPE).

Main types of safety signs: Mandatory, 
hazard warning signs, safety signs, 
prohibition signs, fire-fighting signs.



Outcome 4: Understand how to maintain a healthy and safe workplace
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Sources of information which can 
assist in developing health and safety 
systems: Acts of Parliament (laws, 
regulations, procedures), European Union 
(directives), Health and Safety Executive 
(regulations, procedures, inspectors, 
advisory and information channels), 
local authorities (environmental health 
officers, enforcement officers, advisory and 
information channels).

Features in the food preparation 
area which can affect safe working: 
Working practice (inadequate standards 
of performance, clearing of rubbish and 
obstacles), premises (working layout, 
design of building, workflow, floor 
material, door location, stair location and 
type, lighting, ventilation, temperature, 
inadequate maintenance), equipment 
(inadequate maintenance, repairs).

Welfare facilities required for staff: 
Facilities (basins for handwashing, toilets, 
showers, dryers, changing areas, changing 
storage, PPE storage, rest rooms, drinking 
water).

Definition of incident reporting: Working 
within regulations and procedures (legal 
and organisational), communication 
(manager or supervisor, verbal, written, 
electronic), types (security threats, physical 
and verbal abuse, assault).

Procedure to be followed when an 
incident is reported: Working within 
regulations and procedures (legal and 
organisational), incident record (electronic, 
written), investigation (recorded), incident 
risk assessed (recorded), implementation 
of controls, periodic review, training 
(updates).

Situations where emergency procedures 
must be followed: Situations (accidents, 
incidents, deaths, fire, security threats, 
serious injury).

Emergency procedure in the event of 
a serious accident/incident: Procedure 
(raise alarm, contact emergency services, 
locate appointed first aider, remove 
casualty from danger if safe to do so).
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Notes 
Use this area for notes and diagrams



UV21097
Food safety in catering

In this unit you will learn about the importance of food 
safety in catering. You will develop knowledge on the 
responsibilities of individuals, the significance of personal 
hygiene, the importance of keeping work areas clean and 
hygienic, and how to keep food safe.
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21097

1. Understand how individuals can take 
personal responsibility for food safety

2. Understand the importance of keeping 
yourself clean and hygienic

3. Understand the importance of keeping the 
work areas clean and hygienic

4. Understand the importance of keeping food 
safe

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Understand how individuals can take personal responsibility 
for food safety

You can: Portfolio reference 

a. Outline the importance of food safety procedures, risk assessment, 
safe food handling and behaviour

b. Describe how to report food safety hazards

c. Outline the legal responsibilities of food handlers and food 
business operators
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Learning outcome 2 

Understand the importance of keeping yourself clean and 
hygienic

You can: Portfolio reference

a. Explain the importance of personal hygiene in food safety including 
its role in reducing the risk of contamination

b. Describe effective personal hygiene practices, for example 
protective clothing, hand washing, personal illnesses, cuts and 
wounds
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Learning outcome 3 

Understand the importance of keeping the work areas clean 
and hygienic

You can: Portfolio reference

a. Explain how to keep the work area and equipment clean and tidy 
to include cleaning and disinfection methods, safe use and storage 
of cleaning chemicals and materials, and waste disposal

b. State how work flow, work surfaces and equipment can reduce 
contamination risks and aid cleaning

c. Outline the importance of pest control
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Learning outcome 4 

Understand the importance of keeping food safe

You can: Portfolio reference

a. State the sources and risks to food safety from contamination and 
cross-contamination to include microbial, chemical, physical and 
allergenic hazards

b. Explain how to deal with food spoilage including recognition, 
reporting and disposal

c. Describe safe food handling practices and procedures for storing, 
preparing, cooking, chilling, reheating, holding, serving and 
transporting food

d. Explain the importance of temperature controls when storing, 
preparing, cooking, chilling, reheating, holding, serving and 
transporting food

e. Describe stock control procedures including deliveries, storage, 
date marking and stock rotation

 



Outcome 1: Understand how individuals can take personal responsibility for 
food safety

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Importance of food safety procedures, 
risk assessment, safe food handling and 
behaviour: Potential to harm customers/
staff, legal compliance, risk of legal action 
(against business, against self), impact on 
reputation.

Food safety procedures: Legal 
requirements/compliance, storage, 
preparation, follow organisational 
guidelines. 

Risk assessment: Assess hazards, plan 
action according to risk, take preventative 
action to minimise risk. 

Safe food handling: Follow organisational 
guidelines, prevent cross-contamination, 
wear gloves when required.  

Behaviour: Personal hygiene (washed 
and clean clothes/uniform, clean hair tied 
back if necessary, avoid overpowering 
perfume/aftershave, short clean nails, 
minimal or no jewellery, discreet or no 
make-up, comfortable clean shoes, cover 
cuts with blue plaster, wash hands after 
coughing, sneezing, touching face, nose, 
touching raw food waste products, cleaning 
materials, toilet breaks, smoking breaks), 
follow organisational guidelines, impact 
behaviour has on food preparation (transfer 
of bacteria, cross-contamination, creating 
hazards). 

Report food safety hazards: Report to 
supervisor or line manager, report to health 
and safety officer. 

Food safety hazards: Broken equipment, 
broken or cracked tools, unsafe working 

practices, non-compliance issues (incorrect 
storage of foods, passed the sell-by date, 
unacceptable behaviour by colleagues). 

Legal responsibilities of food handlers: 
Personal hygiene, illness (reporting in line 
with current legislation), knowledge of food 
hygiene, food poisoning prevention.  

Legal responsibilities of food business 
operators: Compliance with current 
legislation, food hygiene regulations, local 
authority registration.



Outcome 2: Understand the importance of keeping yourself clean and 
hygienic
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The importance of personal hygiene in 
food safety including its role in reducing 
the risk of contamination: Prevention 
of transmission, cross-contamination of 
pathogenic, physical and chemical.

Personal hygiene practices: Clothes/
uniform (washed, clean, fit for purpose), 
hair (clean, tied back, hair nets), avoid 
overpowering perfume/aftershave, short 
clean nails, minimal or no jewellery, 
discreet or no make-up.

Hand washing: Prevent cross-
contamination (after coughing, sneezing, 

touching face, nose, touching raw food 
waste products, cleaning materials, toilet 
breaks, smoking breaks), separate sink for 
hand washing. 

Personal illnesses: Report illness to 
supervisor/line manager, stay off work until 
fit and fully covered. 

Cuts and wounds: Reporting cuts and 
wounds, cover cuts with blue plaster,  
report septic cuts and wounds. 

Outcome 3: Understand the importance of keeping the work areas clean 
and hygienic

Keep the work area and equipment 
clean and tidy: Cleaning (correct use 
of chemicals, use of health and safety 
signs, follow equipment manufacturer’s 
instructions, schedules for daily, weekly 
and monthly cleaning), disposal of waste, 
disinfection methods (correct dilution, 
correct storage of chemicals), waste 
disposal (food, other items, recycling, in 
line with organisational policy), compliance 
with COSHH and current regulations/
guidelines, washing, wiping, sanitising, 
sterilising. 

Reducing contamination risks: Use of 
correct equipment (cutting boards, knives, 
cleaning cloths), cleaning (high water 
temperature, use of detergence) work flow 
(cyclical, linear), care of work surfaces 
(porous, non-porous).

Importance of pest control: Prevent food 
contaminations, prevent infestation, comply 
with current food hygiene and health and 
safety regulations, customer satisfaction, 
business reputation.
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Outcome 4: Understand the importance of keeping food safe

Sources and risks to food safety from 
contamination and cross-contamination 
to include microbial, chemical, 
physical and allergenic hazards: 
Microbial (bacteria, yeasts, moulds, cross-
contamination), chemical (use of cleaning 
materials, use of poisons and insect 
repellent/treatment), physical (dirt from 
unclean produce, dirt from production area, 
food packaging, hair, insects), allergens (all 
nuts, gluten, dairy products, shellfish).

How to deal with food spoilage 
including recognition, reporting and 
disposal: Check delivery (against order, 
for quality), recognise spoilage (sight, 
odour, colour, damaged packaging), 
disposal of unsafe food.

Food spoilage: Recognition of unsafe 
food (sight, smell, temperature), reporting 
procedures (line manager, supplier), 
returning to supplier, informing EHO.

Food practices: 
Storage – comply with current legislation, 
prevent cross-contamination, use-by dates, 
packaging and wrapping, length of storage, 
defrosting, correct temperatures. 

Preparation – comply with current 
legislation, appropriate surfaces, cleaning 
and hygiene practices, correct use of 
equipment. 

Chilling – correct temperature, chill within 
suitable timeframe. 

Cooking – correct cooking temperatures, 
correct cooking time for food item. 

Reheating – comply with current 
regulations, reach appropriate temperature 
for recommended time.

Holding – comply with current regulations, 
monitor temperature, monitor length of time 

food held for. 

Serving – wear appropriate clothing (hat, 
hair net, gloves, overalls), clean serving 
area, clean dished and serving equipment. 

Transporting – at correct temperature, 
monitor temperature, correct storage while 
transporting. 

Importance of temperature controls – 
minimise bacteria growth, prevent cross-
contamination, reduce risk of illness. 

Stock control procedures – check order 
on arrival (quality, quantity), store item 
immediately, store items correctly, follow 
organisations guidelines for stock control. 
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Notes 
Use this area for notes and diagrams



UV21093
Legislation in food and beverage 
service

The aim of this unit is to develop your knowledge and 
understanding of the legal aspects of serving food and 
beverages. You will learn the laws that affect the service 
and the consequences of not obeying them. 

UV21093_v6



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

12

2

2

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV21093

1. Understand how legislation impacts on the 
service of food and beverages

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Understand how legislation impacts on the service of food and 
beverages

You can: Portfolio reference 

a. Explain the purpose and requirements of legislation in the service 
of food and beverages

b. Identify law enforcement bodies and the consequences to the 
employee/employer of non-compliance

 



Outcome 1: Understand how legislation impacts on the service of food and 
beverages

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.

UV2109348

Legislation: Weights and measures 
(intoxicating liquor), price marking (food 
and drink), data protection, smoke-free 
legislation, licensing, sale and supply of 
goods, trade descriptions, health and 
safety, food hygiene, fire regulations.  

The purpose and requirements of 
legislation: Health and safety of staff 
and customers, customer satisfaction, 
protection of minors, consumer protection. 

Law enforcement bodies: Environmental 
health office, police, fire brigade, revenue 
and customs, health and safety executive, 
trading standards department.

The consequences of non-compliance: 
Employer (poor reputation, loss of 
customers, improvement notice, loss 
of licence, fine, closure of business, 
imprisonment), employee (fine, loss of 
employment, imprisonment).



UV21078
Principles of beverage product 
knowledge

The aim of this unit is to develop your knowledge and 
understanding of the characteristics and production 
methods of different types of alcoholic and non-alcoholic 
beverages served in UK hospitality establishments. This 
will include wine, cocktails, spirits, liqueurs, beers, ciders 
and perrys.
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21078

1. Know the characteristics of non-alcoholic 
beverages

2. Know types of beers, ciders and perrys and 
how they are served

3. Understand the characteristics and mixing 
of cocktails

4. Understand the characteristics of spirits and 
liqueurs

5. Understand the characteristics of wine and 
how they relate to food

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Know the characteristics of non-alcoholic beverages

You can: Portfolio reference 

a. Identify the characteristics of a range of mineral waters

b. Identify a range of aerated waters

c. Describe juices, smoothies, squashes and cordial

d. Define non-alcoholic and low alcoholic beverages
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Learning outcome 2 

Know types of beers, ciders and perrys and how they are 
served

You can: Portfolio reference

a. Explain how beer, cider and perry are produced and packaged

b. Describe the characteristics of different beers, ciders and perrys

c. Identify the different unit sizes of beers, ciders and perrys

d. Identify different considerations when serving different types of 
beer, cider and perry

e. Describe different faults that can occur in beer, cider and perry
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Learning outcome 3 

Understand the characteristics and mixing of cocktails

You can: Portfolio reference

a. Define the terms cocktail and mixology

b. Identify equipment used in the mixing of cocktails

c. Describe the different methods for the mixing of cocktails

d. Describe how to make a range of cocktails (alcoholic and non-
alcoholic)

e. Explain the importance of presentation in cocktail making
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Learning outcome 4 

Understand the characteristics of spirits and liqueurs

You can: Portfolio reference

a. Explain how spirits and liqueurs are produced

b. Explain the purpose of an aperitif and digestif as part of the meal 
experience

c. Identify spirit-based and wine-based beverages
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Learning outcome 5 

Understand the characteristics of wine and how they relate to 
food

You can: Portfolio reference

a. Describe the types and styles of wine

b. Describe the main grape varieties

c. Describe the information presented on a wine label

d. Describe how different types and styles of wines are produced

e. Define the terms vintage, non-vintage, New World wines, Old 
World wines, unit of alcohol

f. Explain the principles of wine tasting

g. Explain why wine and food are matched

h. Outline the process to follow when at the table

i. Describe the different faults that can occur in wine

 



Outcome 2: Know types of beers, ciders and perrys and how they are 
served

Produced: Ingredients, fermentation 
process, brewing process, packaging 
(kegs, bottles).

Characteristics: Alcohol by volume, types 
of beer (ales, lagers, stouts), colour, smell, 
taste, regional influence.

Unit sizes: Nips, half pint, pint, litre, half 
litre.

Considerations: Pouring technique, 
temperature, glassware, storage, sediment.

Faults: Cloudy, flat, sour, foreign bodies. 

Outcome 1: Know the characteristics of non-alcoholic beverages

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Characteristics of mineral waters: Still, 
sparkling, carbonated, mineral, spring.

Aerated waters: Tonic, soda, dry ginger, 
bitter lemon, cola, ginger beer, lemonades.

Non-alcoholic and low alcoholic: 
Low alcohol – no more than 1.2% abv. 
Alcohol free – no more than 0.05% abv. 
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Outcome 3: Understand the characteristics and mixing of cocktails

Equipment: Shakers, mixing glass, 
stirrers, strainers, blenders, pourers, 
knives, chopping board, glasses, 
measures, bottle openers, swizzle sticks, 
drinking straws, ice buckets, tongs, whisks, 
ice crusher, muddler, cocktail spoon.

Methods: Shake, stir, build, pour, layer, 
muddle.

Range: Daiquiri, Mojito, Caipirinha,  
Margarita, Sours, Tom Collins, Sloe Gin 
Fizz, Singapore Sling, Bramble, Sidecar, 
Martini, Manhattan, the old fashioned 
Sazerac, Cosmopolitan, Champagne 
Cocktail, Bellinis, Red Snapper, Bloody 
Mary.

Presentation: Glassware, 
accompaniments, garnishes, decorative 
items.

Outcome 4: Understand the characteristics of spirits and liqueurs

Produced: Distillation, pot still, continuous 
still, maceration, infusion (heat), maturing.

Spirit-based and wine-based beverages: 
Gin, brandy, rum, vodka, whisky (blended/
malt), calvados, eau de vie, pastis, tequila, 
vermouths, Baileys, Tia Maria, Disarono, 
Cointreau, Grand Marnier, Benedictine.



Outcome 5: Understand the characteristics of wine and how they relate to 
food

UV2107860

Types: Sparkling, still, fortified.

Styles: Colour, sweetness, body, tannin, 
oak, acidity.

Main grape varieties: White grape 
varieties (sauvignon, chardonnay, reisling), 
red grape varieties (cabernet sauvignon, 
pinot noir, merlot, syrah/shiraz).

Information on wine label: Name of wine, 
origin, alcohol by volume, size of bottle, 
supplier, grower, grape, variety, vintage, 
region, quality, taste.

Produced: Viticulture, vinification, 
fermentation, maturing.

Principles of wine tasting: Appearance 
(clarity, colour, condition), nose (aromas, 
intensity, condition), swirl, taste (attack 
phase - sweetness/acidity/tannin, 
evolution phase - fruit/oak/spice, finish 
- body/length), recording details, tasting 
technique.

Wine and food matching: Characteristic 
of the wine (acidity, age, oak, sweetness, 
tannin, weight), flavour of the food (spicy, 
rich, light), type of food (fish, shellfish, 
meat, desserts, cheeses).

Process when at the table: White, red, 
sparkling, by the bottle, by the glass, 
equipment for service, temperatures, 
advice, taste, pour.

Faults: Corked, oxidation, acidification, 
sediment, sulphur dioxide.



UV21152
Principles of customer service 
in hospitality, leisure, travel and 
tourism
The aim of this unit is to develop your knowledge and 
understanding of customer service in hospitality, leisure, 
and travel and tourism. You will develop an understanding 
of why it is important to provide excellent customer service, 
and of the importance of the role you can play as an 
individual to deliver effective customer service. 

You will develop the skills required to respond to internal and 
external customers’ needs and expectations, whether you are 
part of the hospitality, leisure or travel and tourism industries.
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21152

1. Understand the importance to the 
organisation in providing excellent customer 
service in the hospitality, leisure, travel and 
tourism industries

2. Understand the role of the individual 
in delivering customer service in the 
hospitality, leisure, travel and tourism 
industries

3. Understand the importance of customers’ 
needs and expectations in the hospitality, 
leisure, travel and tourism industries

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 

63

Principles of customer service 
in hospitality, leisure, travel and 
tourism



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Understand the importance to the organisation in providing 
excellent customer service in the hospitality, leisure, travel and 
tourism industries

You can: Portfolio reference 

a. Describe the role of the organisation in relation to customer service

b. Identify the characteristics and benefits of excellent customer service

c. Give examples of internal and external customers in the industries

d. Describe the importance of product knowledge and sales to 
organisational success

e. Describe the importance of organisational procedures for customer 
service
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Learning outcome 2 

Understand the role of the individual in delivering customer 
service in the hospitality, leisure, travel and tourism industries

You can: Portfolio reference

a. Identify the benefits of excellent customer service for the individual

b. Describe the importance of positive attitude, behaviour and 
motivation in providing excellent customer service

c. Describe the importance of personal presentation within the industries

d. Explain the importance of using appropriate types of communication

e. Describe the importance of effective listening skills
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Learning outcome 3 

Understand the importance of customers’ needs and 
expectations in the hospitality, leisure, travel and tourism 
industries

You can: Portfolio reference

a. Identify what is meant by customer needs and expectations in the 
industries

b. Identify the importance of anticipating and responding to varying 
customers’ needs and expectations

c. Describe the factors that influence the customers’ choice of 
products and services

d. Describe the importance of meeting and exceeding customer 
expectations

e. Describe the importance of dealing with complaints in a positive 
manner

f. Explain the importance of complaint handling procedures

 



Outcome 1: Understand the importance to the organisation in providing 
excellent customer service in the hospitality, leisure, travel and tourism 
industries

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Role of the organisation in relation 
to customer service: Provide a range 
of services and products to customers, 
consistently monitor and evaluate and 
continually improve customer service 
standards within the organisation through 
customers’ feedback, analyse data and 
records, comply with key legislation 
(current health and safety, data protection, 
equality, food safety, consumer, sale of 
goods, supply of goods and services, 
trade descriptions, consumer protection, 
consumer credit). 

Characteristics of excellent customer 
service: Meet customer needs, exceed 
customer expectations, establish a rapport 
with customers, consistently meet customer 
service standards, effectively respond to 
changes in customers’ needs, actively 
collect customer feedback and act upon if 
appropriate. 

Benefits of excellent customer service: 
Repeat business, customer loyalty, 
customer satisfaction, increase in usage, 
sales and demand, increase in customers,  
increased staff morale, lower staff turnover, 
increased job satisfaction, reputation, fewer 
complaints. 

Internal customers in the industries: 
Colleagues (from within the same 
department, organisation, group), supplier, 
contractors. 

External customers in the industries: 
Groups (affinity, non-affinity), individuals, 
with specific needs (dietary, disability, non-

English speaking, health issues, cultural 
difference), age range (children, young 
adults, adults, older adults).

Importance of product knowledge and 
sales to organisational success: Offer 
best possible advice and guidance, be able 
to answer questions, create a professional 
environment, cross-selling, up-selling, 
match products and services to customer 
needs, encourage secondary spend, 
provide excellent customer service. 

Product knowledge: Price (discounts, 
offers, concessions), availability (opening 
times, stock levels, how long for delivery if 
ordered, room/table occupancy), suitable 
alternatives (similar products, later or 
earlier availability), product information 
(double/twin room, table by window, 
vegetarian menu, menu specials), special 
requirements (disabled room, babysitting 
service booking, ground floor room, early/
late check-out). 

Importance of organisational procedures 
for customer service: Standard approach, 
standards of care, consistent service levels, 
confident and well-trained staff, ensure safe 
and secure environment. 

Organisational procedures: 
Implementation of customer charter 
(dealing with complaints, standard service 
levels), collection and monitoring of 
complaints and feedback, emergency/
evacuation, monitoring of health and 
safety and security legislation and codes of 
practice.
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Outcome 2: Understand the role of the individual in delivering customer 
service in the hospitality, leisure, travel and tourism industries

Benefits of excellent customer service 
for the individual: Job satisfaction, 
motivation, increase in sales, monetary 
rewards, acknowledgment from 
organisation (employee of the month), 
build relationships with customer, possible 
promotion.

Importance of positive attitude, 
behaviour and motivation in providing 
excellent customer service: Create a 
positive first impression, create helpful and 
approachable environment, make customer 
feel important and valued, create positive 
relationship with customer. 

Positive attitude, behaviour and 
motivation: Open body language, friendly 
and polite, professional approach, helpful, 
knowledgeable, excellent communication 
skills, behaviour (conduct, attitude, 
timekeeping, dependability), presentation 
of work area and equipment.

Importance of personal presentation: 
Create positive first impression of self 
and organisation, present a professional 
image, to comply with health and safety, 
to meet job requirements, to maintain the 
organisation’s brand image.

Importance of using appropriate types 
of communication: Meet the needs of the 
customer, be understood, most appropriate 
for situation (formal letter, informal letter, 
email, text, telephone call, face to face 
situation). 

Communication types: Verbal (face 
to face, telephone), non-verbal (body 
language, written). 

Appropriate: Positive, no jargon, clear 
and concise, adapted to customer’s needs 
(talking to a child or an adult), polite, 

reinforced by positive body language (eye 
contact, smiling, listening), in line with 
organisation’s guidance (letter style, font, 
standard content), follow a verbal script.  

Importance of effective listening skills: 
Establish customer’s needs, engage with 
customer, be able to repeat information 
given by customer, quickly and effectively 
respond to customer. 

Listening skills: Look like you are 
listening, eye contact, positive body 
language, do not interrupt, respond in 
appropriate places during conversation,  
look for customers’ body language to judge 
situation, focus on the customer, verifying, 
summarising.



Outcome 3: Understand the importance of customers’ needs and 
expectations in the hospitality, leisure, travel and tourism industries
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Customer needs in the industries: 
Information (price, availability, product 
knowledge), guidance (where to go for 
additional information), advice (product 
best suited to their needs), health and 
safety and security. 

Customer expectations in the 
industries: Level of service (information 
given is correct and reliable), value for 
money, assistance when needed (help with 
luggage), reliable (products and services 
available when promised). 

Importance of anticipating and 
responding to varying customers’ needs 
and expectations: Meet customer’s 
individual needs, repeat business, 
customer loyalty. 

Factors that influence the customer’s 
choice of products and services: Price, 
value for money, levels of service received, 
organisation’s reputation, referral from 
friends, existing customer. 

Importance of meeting and exceeding 
customer expectations: Customer 
experience, customer satisfaction 
reputation, advertising via word of mouth, 
increase in sales.

Importance of dealing with complaints 
in a positive manner: Turn a negative 
situation into a positive one if dealt with 
correctly, customer satisfaction, create 
a positive impression, alter customer’s 
perception of organisation or staff. 

Importance of complaint handling 
procedures: Standard approach, deal with 
each situation fairly, follow guidance for 
compensation.



UV21094
Service of hot beverages

The aim of this unit is to develop your knowledge, 
understanding and practical skills when serving hot 
beverages. You will learn about the types of equipment 
used for making hot beverages and the processes for using 
the equipment, as well as preparing for and cleaning down 
after use.

You will be able to serve a range of coffee, hot chocolate 
and tea, and provide the relevant accompaniments. You 
will also learn the production methods for, and possible 
problems with the quality of hot beverages.
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UV21094

1. Be able to identify, check and clean 
equipment

2. Be able to prepare and serve coffees

3. Be able to prepare and serve hot chocolate

4. Be able to prepare and serve teas

weeks is recommended as competence 
must be demonstrated on a consistent and 
regular basis. 

4. Range                                                          
All ranges must be practically demonstrated 
or other forms of evidence produced to 
show they have been covered.

5. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

6. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes and 
cover ranges in this unit. All outcomes and 
ranges must be achieved. 

7. External paper                                   
There is no external paper requirement for 
this unit.                 

1. Environment                                     
Evidence for this unit may be gathered 
within the workplace or realistic working 
environment (RWE). 

2. Simulation                                             
Simulation may be used in this unit, where 
no naturally occurring evidence is available. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least two occasions. Assessor 
observations, witness testimonies and 
products of work are likely to be the most 
appropriate sources of performance 
evidence. Professional discussion may be 
used as supplementary evidence for those 
criteria that do not naturally occur. 
 
Assessed observations should not be 
carried out on the same day for the 
same learning outcome. There should be 
sufficient time between assessments for 
reflection and personal development.  
 
You need to meet the same standard on a 
regular and consistent basis. Separating 
the assessments by a period of at least two 
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Achieving observation outcomes Achieving range

Achieving observations  
and range

UV21094

Your assessor will observe your performance 
of practical tasks. The minimum number of 
competent observations required is indicated in 
the Evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
will be asked questions to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
through professional discussion and/or oral 
questioning. This evidence will be recorded 
by your assessor in written form or by other 
appropriate means.

Your assessor will sign off a learning outcome 
when all criteria have been competently 
achieved.

The range section indicates what must 
be covered. Ranges should be practically 
demonstrated as part of an observation. Where 
this is not possible other forms of evidence may 
be produced. All ranges must be covered. 

Your assessor will document the portfolio 
reference once a range has been competently 
achieved.
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Learning outcome 1

Observations

You can:

UV21094

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

*May be assessed by supplementary evidence.

Be able to identify, check and clean equipment

75

a. Check and clean equipment before and 
after use



Learning outcome 2

You can:

UV21094

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Prepare and serve a range of coffees with 
accompaniments

Be able to prepare and serve coffees

76

*May be assessed by supplementary evidence.



Learning outcome 3

You can:

UV21094

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Prepare and serve a range of hot 
chocolates with accompaniments

Be able to prepare and serve hot chocolate

77

*May be assessed by supplementary evidence.



Learning outcome 4

You can:

UV21094

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Prepare and serve a range of teas with 
accompaniments

Be able to prepare and serve teas

78

*May be assessed by supplementary evidence.



Range

You must practically demonstrate that you have:
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Checked and cleaned a minimum of 3 pieces of equipment 
before use Portfolio reference

Grinder

Espresso machine

Filter machine

Water boiler

Milk steamer wand

Checked and cleaned a minimum of 4 pieces of equipment 
after use Portfolio reference

Grinder

Espresso machine

Coffee filter

Water boiler

Milk steamer

Knockout box

Prepared and served a minimum of 4 types of coffee Portfolio reference

Espresso

Cappuccino

Latte

Americano

Mocha

Filter

Instant

Cafetiere

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.



You must practically demonstrate that you have:
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Used a minimum of 3 accompaniments when making coffee Portfolio reference

Milk

Cream

Sugar

Biscuits

Flavoured syrup

Prepared and served hot chocolate using a minimum of 1 type 
of mix Portfolio reference

Syrup

Powdered

Solid

Used a minimum of 2 accompaniments when making hot 
chocolate Portfolio reference

Milk

Cream

Sugar

Biscuits

Marshmallows

Cinnamon stick

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.
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You must practically demonstrate that you have:
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Prepared and served a minimum of 2 types of tea Portfolio reference

Black

Green

Fruit

Speciality

Used a minimum of 2 accompaniments when making tea Portfolio reference

Milk

Sugar

Biscuits

Lemon

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.

UV2109482



Knowledge
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Learning outcome 1 

Be able to identify, check and clean equipment

You can: Portfolio reference 

b. Identify a range of equipment available

c. Explain the brewing/production process relevant to equipment

d. Describe the checks required for equipment

e. Describe cleaning processes for equipment

f. Describe how common faults in equipment are identified

g. Describe the actions to take to rectify common faults

h. Explain the importance of leaving the areas clean, tidy and safe

i. Outline methods of dealing with waste and rubbish
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Learning outcome 2 

Be able to prepare and serve coffees

You can: Portfolio reference

b. Describe the processing of the coffee bean

c. Outline the storage requirements for coffee

d. Describe the importance of roast, blend and grind on taste

e. Describe the characteristics of a range of coffees

f. Describe the range of coffee products available

g. Describe how to correct problems with quality when preparing 
coffee
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Learning outcome 3 

Be able to prepare and serve hot chocolate

You can: Portfolio reference

b. Describe how the origins and production methods of the cocoa 
bean impact on the final product

c. Outline the storage requirements for hot chocolate

d. Describe the characteristics and effects of a range of hot 
chocolates

e. Describe the range of hot chocolate products available

f. Describe how to correct problems with quality when preparing hot 
chocolate
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Learning outcome 4 

Be able to prepare and serve teas

You can: Portfolio reference

b. Describe the processing of the tea leaf

c. Outline the storage requirements for tea

d. Describe the importance of blend and leaf size on the making of 
tea

e. Describe the characteristics and effects of a range of teas

f. Describe the range of tea products available

g. Describe how to correct problems with quality when preparing tea

 



Outcome 1: Be able to identify, check and clean equipment

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Checking equipment and cleaning 
before use: Grinder has fresh beans, 
espresso machine is heated for service, 
filter machine has papers, water boiler is 
heated for service, milk steamer wand is 
clean.

Checking equipment and cleaning 
processes after use: Remove coffee 
beans from grinder, backflush and switch 
off espresso machine, remove and clean 
coffee filter, wipe down milk steamer, 
empty knockout box. 

Range of equipment: Espresso machines, 
grinder, tamper, cafetieres, filter machines, 
crockery, milk jug, water boiler, milk 
steamer, knockout box.

Brewing process relevant to equipment: 
Espresso machine and grinder (espresso, 
americano, latte, cappuccino, mocha), milk 
steamer (latte, cappuccino, mocha), water 
boiler (filter coffee, coffee filter, chocolate, 
tea, herbal tea).

Common faults in equipment: Electrical, 
machinery not working, water supply, 
absence of product, blocked drainage, 
build-up of waste, needs calibration, 
inappropriate coffee, leakage, liquid visible.

Rectify common faults: Call maintenance, 
recalibration, inform supervisor.

Importance of leaving areas clean, tidy 
and safe: Hygiene, legal requirement, 
customer satisfaction, professional pride.

Dealing with waste and rubbish: Bin with 
lid, throughout and after service, crush 
plastic bottles and cans.



Outcome 3: Be able to prepare and serve hot chocolate

Hot chocolate accompaniments: 
Biscuits, sugar, cream, milk, 
marshmallows, cinnamon stick.  

Origins of cocoa: West Africa (Ghana, 
Nigeria), South East Asia, South America 
(Brazil), Central America.

Production methods of cocoa: 
Fermented, dried, roasted, blended, 
ground.

Impact on the final product: Flavour, 
quality, cost, usage.

Storage requirements: Stock rotation 
(use-by/best-before dates), cool dry place, 
airtight containers, secure from pests, 
secure from theft.

Characteristics and effects of a range 
of hot chocolates: Sweeter, bitter, milkier, 
smoother.

Range of hot chocolates: Powdered, 
syrup, solid.

Correct problems with quality when 
preparing hot chocolate: Not hot enough 
(correct by calibrating temperature of 
machine, heating milk to temperature), too 
weak (add more chocolate).

Outcome 2: Be able to prepare and serve coffees
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Coffee accompaniments: Biscuits, 
chocolate powder, sugar, cream, milk, 
flavoured sugars, flavoured syrups.

Processing of the coffee bean: Wet 
processing, dry processing, roasting, 
blending.

Storage requirements for coffee: Stock 
rotation (use-by/best-before dates), cool 
dry place, airtight containers, secure from 
pests, secure from theft.

Importance of roast, blend and grind 
on taste: Different blends (milder, harsher, 
more caffeine), different roasts (light, 
medium, full, double roast, release oils 
and flavour), different grinds (suitable for 
different methods, filter, espresso).

Characteristics of a range of coffees: 
Espresso (small/strong flavour), 
cappuccino (strong with milk foam), latte 
(strong with milk), americano (strong coffee 
with water added), mocha (flavoured with 
chocolate).

Coffee products available: Instant, 
decaffeinated, beans, ground, syrup.

Correct problems with quality when 
preparing coffee: Not hot enough (correct 
by calibrating temperature of machine, 
heating milk to temperature), too weak 
(correct by calibrating grinder, selecting 
correct cup size on espresso machine), 
poor crema (correct by calibrating 
temperature of machine), poor milk 
texture (correct by foaming milk to correct 
temperature, banging out air bubbles).
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Outcome 4: Be able to prepare and serve teas

Tea accompaniments: Biscuits, sugar, 
cream, milk, lemon.

Processing of the tea leaf: Harvested, 
dried, bruised and fermented (black tea), 
broken (green tea).

Storage requirements: Stock rotation 
(use-by/best-before dates), cool dry place, 
airtight containers, secure from pests, 
secure from theft.

Importance of blend and leaf size: Blend 
ensures consistent flavour, large leaf, 
slower infusion, small leaf, faster infusion.

Characteristics of a range of teas: 
English breakfast (black, strong), Earl 
Grey (black, flavoured with bergamot),  
Darjeeling (black subtle flavour), Lapsang 
Souchong (green, smokey flavour), herbal/
fruit teas. 

Range of tea products: Leaf tea, teabags, 
instant tea, iced tea.

Correct problems with quality when 
preparing tea: Not hot enough (warm the 
pot, ensure the water is boiling), too weak 
(add more tea or leave to infuse longer).



UV2109490

Notes 
Use this area for notes and diagrams



UV21113
Food and beverage service skills

The aim of this unit is to develop your food and beverage 
service skills for a range of meal occasions. You will 
develop an understanding of the preparation of the service 
area, the service of customers and the maintenance of the 
service area in order to adhere to standards during service. 

You will learn how to set up, prepare, maintain and clear 
the bar area for service, complying with legal requirements 
throughout, and maintaining stock to accepted levels. You 
will be able to set up for service and serve beverages at 
tables, helping customers to make choices by imparting a 
range of information.

You will also learn how to serve food at tables for different 
styles of service, and how different customer requirements 
impact service area preparation. 
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UV21113

1. Be able to set up, prepare, maintain and 
clear for bar service

2. Be able to set up, serve, maintain and clear 
for service of beverages at table

3. Be able to set up, serve, maintain and clear 
for service of food at table

4. Understand the purpose of different food 
and beverage establishments

You need to meet the same standard on a 
regular and consistent basis. Separating 
the assessments by a period of at least two 
weeks is recommended as competence 
must be demonstrated on a consistent and 
regular basis. 

4. Range                                                          
All ranges must be practically demonstrated 
or other forms of evidence produced to 
show they have been covered.

5. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

6. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes and 
cover ranges in this unit. All outcomes and 
ranges must be achieved. 

7. External paper                                   
There is no external paper requirement for 
this unit.                 

1. Environment                                     
Evidence for this unit may be gathered 
within the workplace or realistic working 
environment (RWE).  

2. Simulation                                             
Simulation may be used in this unit, where 
no naturally occurring evidence is available. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least two occasions. Assessor 
observations, witness testimonies and 
products of work are likely to be the most 
appropriate sources of performance 
evidence. Professional discussion may be 
used as supplementary evidence for those 
criteria that do not naturally occur. 
 
Assessed observations should not be 
carried out on the same day for the 
same learning outcome. There should be 
sufficient time between assessments for 
reflection and personal development.  
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Achieving observation outcomes Achieving range

Achieving observations  
and range

UV21113

Your assessor will observe your performance 
of practical tasks. The minimum number of 
competent observations required is indicated in 
the Evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
will be asked questions to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
through professional discussion and/or oral 
questioning. This evidence will be recorded 
by your assessor in written form or by other 
appropriate means.

Your assessor will sign off a learning outcome 
when all criteria have been competently 
achieved.

The range section indicates what must 
be covered. Ranges should be practically 
demonstrated as part of an observation. Where 
this is not possible other forms of evidence may 
be produced. All ranges must be covered. 

Your assessor will document the portfolio 
reference once a range has been competently 
achieved.
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Learning outcome 1

Observations

You can:

UV21113

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

*May be assessed by supplementary evidence.

Be able to set up, prepare, maintain and clear for bar service

95

a. Set up a bar area

b. Prepare a range of beverages within legal 
requirements

c. Select the glassware, garnishes, equipment 
and accompaniments for beverages

d. Maintain, clear and clean the bar area after 
service



Learning outcome 2

You can:

UV21113

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Set up and clear tables

b. Provide information to customers on the 
beverages available

c. Provide beverage service at the table

d. Provide a wine service at the table

Be able to set up, serve, maintain and clear for service of 
beverages at table

96

*May be assessed by supplementary evidence.



Learning outcome 3

You can:

UV21113

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Set up and clear tables and service stations 
for different styles of service

b. Interact with customers

c. Provide table service

d. Select the equipment and accompaniments 
for the food items to be served

Be able to set up, serve, maintain and clear for service of food 
at table

97

*May be assessed by supplementary evidence.



You must practically demonstrate that you have:

Range

UV21113

Adhered to all legal requirements Portfolio reference

Trade descriptions

Weights and measures

Licensing act

Sale of goods

Health, safety and hygiene

Followed all procedures when maintaining the bar area Portfolio reference

Clean and tidy

Check and refill all stock, glasses and equipment

Check storage area and storage temperature

Check equipment for damage and cleanliness (chips, cracks, breaks)

Clean as you go during service

Dispose of waste correctly

Made a minimum of 5 drinks Portfolio reference

Traditional beers

Bottled beers

Speciality beers

Wines

Spirits

Fortified wines

Liqueurs

Alcopops

Non-alcoholic

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.
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You must practically demonstrate that you have:
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Used a minimum of 2 accompaniments Portfolio reference

Ice

Fruit

Cocktail decorations

Straws

Used a minimum of 5 types of service equipment Portfolio reference

Bottle openers/corkscrews

Optics, measures/pourers

Glassware

Drip trays and drip mats

Ice buckets and tongs

Knives and chopping boards

Coasters and drink mats

Set up tables using both items Portfolio reference

Glassware

Drink menus

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.



You must practically demonstrate that you have:

UV21113

Provided information to customers on a minimum of 2 types of 
drinks Portfolio reference

Draught ales/lagers

Bottled ales/lagers

Wine

Soft drinks

Spirits and mixers

Cocktails

Fortified wine

Followed a minimum of 3 procedures during beverage service Portfolio reference

Take a drinks order

Serve drinks in correct glassware

Serve drinks with correct accompaniments

Ensure customers get correct drinks order

Clear away once customers have finished

Followed a minimum of 3 procedures whilst serving wine Portfolio reference

Give out wine menu

Take wine order

Present wine for tasting

Serve wine in correct glassware

Place wine in cooler if appropriate

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.
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You must practically demonstrate that you have:

UV21113 101

Provided a minimum of 2 types of table service Portfolio reference

Function

Silver

Family

Gueridon

Plated

Placed and cleared a minimum of 5 table items Portfolio reference

Crockery

Cutlery/silverware

Glassware

Menus/menu folders

Table decorations

Condiments and accompaniments

Napkins and table coverings

Interacted with customers using a minimum of 3 techniques Portfolio reference

Greet customers

Confirm reservation

Show customers to table

Up-sell additional products and services as appropriate

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.



You must practically demonstrate that you have:
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Followed a minimum of 5 procedures during food service Portfolio reference

Explain the menu, including daily specials, promotions and special 
offers

Take food order

Ensure table is set with correct equipment for food ordered

Serve correct food to correct customers

Serve correct accompaniments and side dishes

Give customer the bill

Take payment

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.
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Developing knowledge
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Achieving knowledge outcomes

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.



Knowledge
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Be able to set up, prepare, maintain and clear for bar service

You can: Portfolio reference 

e. Describe the preparation activities for service

f. Explain the importance of communicating stock levels in the bar 
area prior to and during service

 

Learning outcome 1 
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Learning outcome 2 

Be able to set up, serve, maintain and clear for service of 
beverages at table

You can: Portfolio reference

e. Describe the preparation activities for service
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Learning outcome 3 

Be able to set up, serve, maintain and clear for service of food 
at table

You can: Portfolio reference

e. Describe the preparation activities for service

f. Explain how different customers’ needs impact on the preparation 
for service

 



UV21113 107

Learning outcome 4 

Understand the purpose of different food and beverage 
establishments

You can: Portfolio reference

a. Explain why customers use food and beverage establishments

b. Explain customer expectations of the different styles of service in a 
range of establishments

c. Explain the staff requirements of different styles of service

 



Outcome 1: Be able to set up, prepare, maintain and clear for bar service

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Set up bar area: Check area is clean and 
tidy, check stock levels are correct, check 
the stock is being stored in the correct 
way and at the correct temperature, check 
sufficient glassware (pint, half pint, Slim 
Jim, sherry, liqueur, wine, champagne flute, 
tumbler), check sufficient service equipment 
(ice, slice of citrus, olives, cherries, cocktail 
decorations, straws, trays, drinks menus, 
waiter’s friend, wine cooler, measures), 
check equipment for damage and 
cleanliness (chips, cracks, breaks), take any 
necessary corrective action to ensure that 
the area is set up to the required standard 
(order extra stock, replace damaged 
glassware, clean and tidy where necessary), 
follow health/safety/hygiene guidelines.

Range of beverages: Traditional beers 
(cask, keg, ales, lagers), bottled beers, 
speciality beers (wheat beers, fruit beers), 
wines (red, white, rosé, sparkling), spirits 
(whisky, gin, vodka, rum, brandy), fortified 
wines (sherry, port), liqueurs, alcopops, 
non-alcoholic (cordials, juice, mixers, cola, 
lemonade), water.

Legal requirements: Trade descriptions, 
weights and measures, licensing act, sale of 
goods, health/safety/hygiene.

Glassware, garnishes, equipment 
and accompaniments for beverages: 
Glassware (pint, half pint, Slim Jim, sherry, 
liqueur, wine, champagne flute, tumbler), 
garnishes and accompaniments (ice, lemon, 
lime, orange, cherries, cucumber, olives), 
equipment (cocktail decorations, straws, 
trays, drinks menus, waiters friend, wine 
cooler, measures).

Maintain, clear and clean the bar area: 
Restock drinks/garnishes/accompaniments, 
clear empty glasses and bottles, wash 
and polish glasses, clean and wipe down 
surfaces and equipment as needed, empty 
the rubbish, dispose of bottles and drinks 
containers appropriately, empty drip trays, 
replace used beer mats, clean up spillages 
immediately, report damage or problems 
with equipment, constantly maintain 
standards, follow health/safety/hygiene 
guidelines.

Preparation activities for service: Check 
the bar area is set up to the required 
standard, listen to staff briefing (to discuss 
business levels, any special requirements, 
each member of staff’s particular role), 
check stock levels of drinks/glasses/
garnishes/accompaniments, check personal 
presentation, report any problems. 

Importance of communicating stock 
levels: To maintain the required level 
of stock, to identify any problems with 
stock levels (missing stock, shortages), to 
meet the needs of customers, to prevent 
customer complaints and disappointment, to 
aid efficiency, to ensure stock is replenished 
in a timely manner.



Outcome 2: Be able to set up, serve, maintain and clear for service of 
beverages at table
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Set up tables: Check the glass requirements 
for the tables (how many glasses, which 
type, positioning of glass, gather the correct 
amount and types of glassware, ensure 
glasses are sufficiently polished), lay tables, 
check all the tables are laid-up correctly 
and to the required standard, prepare and 
stock service station, report any problems 
(damaged or broken equipment, missing 
stock, not enough space for covers booked, 
issues with layout of tables), take any 
necessary corrective action to ensure that the 
area is set up to the required standard, follow 
health/safety/hygiene guidelines.

Clear tables: Follow standards of 
performance (standards might include clear 
from the right, using a tray to clear to), disturb 
the customer as little as possible, ensure the 
customer is happy for the glass to be taken, 
replenish glasses if necessary, avoid carrying 
too much in one go, follow health/safety/
hygiene guidelines.

Provide information to customers: 
Recognise customers’ needs to establish 
preferences, display product knowledge 
(classic combinations, matching texture and 
flavour, how different foods can affect the 
palate and taste sensation), give accurate 
and appealing descriptions (aroma, taste, 
intensity of flavours, pungency, light/medium/
full bodied, crisp, acidic, fruity, delicate, 
complex), engage with the customer, ensure 
accuracy of information (to avoid complaints 
or customer disappointment, to comply with 
legislation).

Provide beverage service: Present 
customer with a drinks menu, take a drinks 
order from the customer (in accordance with 
company procedure, when they indicate 
that they would like to order drinks, upon 
noticing that they have finished what their 

drinks, at each different course), help the 
customers make their choice if they need 
assistance (offer advice on the compatibility 
of beverages with different food items, assist 
according to taste and price preference), 
repeat the order back to the customer to 
check for accuracy, collect or prepare the 
customers’ order using the correct glasses/
garnishes/accompaniments, when serving 
drinks repeat order back to customers and 
ensure that each customer is given the 
correct drink, offer to replenish/pour drinks 
periodically, clear glasses, check customer 
satisfaction, deal with problems (drink not 
available, corked wine, poor quality).

Provide wine service: Present customer 
with a wine menu, take a wine order from 
the customer (in accordance to company 
procedure, when they indicate that they 
would like to order drinks, upon noticing 
that they have finished their drinks, at each 
different course), help the customers make 
their choice if they need assistance (offer 
advice on the compatibility of wines with 
different food items, assist according to 
taste and price preference), repeat the order 
back to the customer to check for accuracy, 
collect or prepare the customers’ order using 
the correct glasses, present and open the 
bottle, give the customer the option of tasting 
according to the organisation’s standards, 
offer to pour the wine and ensure white wine 
is placed in a wine cooler. 

Preparation activities for service: Check 
the tables and bar area are set up to the 
required standard, listen to staff briefing 
(to discuss business levels, any special 
requirements, each member of staff’s 
particular role), check stock levels of drinks/
glasses/garnishes/accompaniments, check 
personal presentation, report any problems. 



Outcome 3: Be able to set up, serve, maintain and clear for service of food 
at table
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Different styles of service: Function 
service, silver service, family service, 
gueridon, plated.

Set-up tables: Check the lay-up 
requirements for the table, gather the 
correct equipment (cutlery, napkins, 
condiments, accompaniments, service 
equipment, crockery, glasses, menus), 
clean/organise/lay tables, check all tables 
are laid-up correctly and to the required 
standard, prepare and stock service 
station, report any problems (damaged 
or broken equipment, missing stock, not 
enough space for covers booked, issues 
with layout of tables), take any necessary 
corrective action to ensure that the area 
is set up to the required standard, follow 
health/safety/hygiene guidelines.

Clear tables: Follow standards of 
performance (standards might include clear 
from the right, waiting until all customers 
at one table have finished eating before 
clearing, clear plates after customers finish 
their food), disturb the customer as little 
as possible, crumb down if necessary, 
replenish cutlery if necessary, pile dirties 
neatly to avoid dropping, avoid carrying 
too much in one go, follow health/safety/
hygiene guidelines.

Interact with customers: Greet customers 
(warm welcome), confirm reservation if 
appropriate, provide excellent customer 
service (polite, good body language, 
displaying good product knowledge, 
identify requirements, taking the time 
to explain products and service, check 
availability of products and services 
requested, offer alternatives if first request 
is unavailable, deal with requests promptly, 
give accurate information, promote special 
offers and promotions if appropriate, follow 

organisation’s guidelines and standards of 
performance), up-sell if appropriate to do 
so.

Provide table service: Present customers 
with a menu, inform of daily specials/
promotions/special offers, take the 
food order from the customers, help 
the customers make their choice if they 
need assistance (offer advice on dish 
composition and cooking methods, assist 
according to taste and price preference), 
repeat the order back to the customers to 
check for accuracy, take the food order 
to the kitchen, complete a cover change 
if necessary, collect the customers’ order, 
when serving food repeat order back to 
customers and ensure that each customer 
is given the correct dish, offer the correct 
garnishes and accompaniments, carry out 
quality checks as appropriate, clear after 
each course, deal with problems (food 
not available, poor quality, not cooked 
according to customers’ request), present 
bill, take money, thank customers for their 
custom.

Select equipment and accompaniments 
for the food items to be served: Glasses 
(larger glass for red wine, smaller glass for 
white wine, brandy balloon, liqueur glass, 
sherry glass), cutlery (soup spoon, fish 
knife and fork, steak knife), finger bowl 
if required, accompaniments (cranberry 
sauce for turkey, horseradish for beef, 
mint sauce for lamb, tartare sauce for fish, 
mustard, vinegar, salad dressing).

Preparation activities for service: 
Check the tables and service area are 
set up to the required standard, listen to 
staff briefing (to discuss business levels, 
any special requirements, each member 
of staff’s particular role), check stock 



Outcome 3: Be able to set up, serve, maintain and clear for service of food 
at table (continued)
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levels of cutlery/crockery/garnishes/
accompaniments, check personal 
presentation, report any problems. 

Customers’ needs: Meal occasion 
(celebration, business, leisure, 
convenience, formal dinner), special 
requirements (religion, disability, special 
diet, birthday cake).

How different customers’ needs 
impact on the preparation for service: 
Seating plan, level of staffing, lay-up, 
style of service (plated, silver service, 
family service, gueridon), communicating 
dietary requirements to the chef (vegan, 
vegetarian, gluten free).



Outcome 4: Understand the purpose of different food and beverage 
establishments
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Why customers use food and beverage 
establishments: Celebration, business, 
leisure, convenience, staying or working 
away from home, during a business 
meeting or conference, to experience fine 
dining.

Range of establishments: Hotels, 
guest houses, restaurants (fine dining, 
family, cafés and fast food, ethnic, casual, 
brasserie), public houses, travel (trains, 
airlines, ferries, coaches), tourism, 
recreation and leisure (museums, historic 
buildings, theme parks, visitor attractions), 
public service sector (hospitals, residential 
homes), contract catering services 
(workplace catering, college refectory, 
school meals and prison services).

Customer expectations of the different 
styles of service: Styles of service (silver 
service, family, plated, self-service, buffet, 
counter, banqueting), relevant service skills 
(appropriate to meal occasion, price being 
paid).

Staff requirements of different styles 
of service: Staff roles (commis waiter, 
chef de rang, head waiter, restaurant 
manager, maitre d’hotel, bartender, barista, 
sommelier, cashier), skill levels, numbers of 
staff required.



UV21128
Handling payments and 
maintaining the payment point

The aim of this unit is to develop your knowledge, 
understanding and practical skills in handling payments 
and maintaining the payment point. You will learn how to 
open, maintain and close a payment point, how to deal 
with payments, and the importance of the cashier’s role in 
maintaining security.

You will learn the security procedures involved in 
maintaining the payment point and the purpose of the 
control systems used to process customer bills.

UV21128_v5
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UV21128

1. Be able to deal with payments

2. Be able to open, maintain and close a 
payment point

3. Understand the security procedures at the 
payment point

4. Range                                                          
All ranges must be practically demonstrated 
or other forms of evidence produced to 
show they have been covered.

5. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

6. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes and 
cover ranges in this unit. All outcomes and 
ranges must be achieved. 

7. External paper                                   
There is no external paper requirement for 
this unit.                 

1. Environment                                     
Evidence for this unit may be gathered 
within the workplace or realistic working 
environment (RWE). 

2. Simulation                                             
Simulation may be used in this unit, where 
no naturally occurring evidence is available. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least two occasions. Assessor 
observations, witness testimonies and 
products of work are likely to be the most 
appropriate sources of performance 
evidence. Professional discussion may be 
used as supplementary evidence for those 
criteria that do not naturally occur. 
 
Assessed observations should not be 
carried out on the same day for the 
same learning outcome. There should be 
sufficient time between assessments for 
reflection and personal development.  
 
You need to meet the same standard on a 
regular and consistent basis. Separating 
the assessments by a period of at least two 
weeks is recommended as competence 
must be demonstrated on a consistent and 
regular basis. 
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Achieving observation outcomes Achieving range

Achieving observations  
and range

UV21128

Your assessor will observe your performance 
of practical tasks. The minimum number of 
competent observations required is indicated in 
the Evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
will be asked questions to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
through professional discussion and/or oral 
questioning. This evidence will be recorded 
by your assessor in written form or by other 
appropriate means.

Your assessor will sign off a learning outcome 
when all criteria have been competently 
achieved.

The range section indicates what must 
be covered. Ranges should be practically 
demonstrated as part of an observation. Where 
this is not possible other forms of evidence may 
be produced. All ranges must be covered. 

Your assessor will document the portfolio 
reference once a range has been competently 
achieved.
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Learning outcome 1

Observations

You can:

UV21128

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

*May be assessed by supplementary evidence.

Be able to deal with payments
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a. Prepare and present customer bills

b. Carry out payment transactions

c. Balance payment received



Learning outcome 2

You can:

UV21128

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Prepare the payment point for service

b. Maintain float and equipment

c. Perform close-down procedure

Be able to open, maintain and close a payment point

118

*May be assessed by supplementary evidence.



Range

You must practically demonstrate that you have:
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Dealt with a minimum of 2 materials Portfolio reference

Cash

Cash equivalents

Relevant stationery

Till/credit/debit rolls

Dealt with a minimum of 2 types of payments Portfolio reference

Cash

Cheques

Credit cards

Debit cards

Cash equivalents

Completed a minimum of 3 payment procedures Portfolio reference

Take ‘z’ or ‘x’ reading 

Count float

Count takings

Check balance against till readings

Completed record sheets

Followed procedures for reporting discrepancies

Secured takings

It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Be able to deal with payments

You can: Portfolio reference 

d. Explain the responsibilities in preparing a customer bill

e. Identify types of problems that might occur when taking payments

f. Explain procedures for dealing with unexpected situations when 
processing payments
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Learning outcome 2 

Be able to open, maintain and close a payment point

You can: Portfolio reference

d. Describe the checks required to set up and close a payment point

e. Explain the purpose of a float
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Learning outcome 3 

Understand the security procedures at the payment point

You can: Portfolio reference

a. Explain the role of a cash handler in maintaining the security of the 
payment point

b. Explain the procedures for secure handling of payments

c. Explain the purpose of the control systems used to process 
customer bills

 



Outcome 1: Be able to deal with payments

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Prepare customer bills: Use payment 
point (electronic, manual), ensure 
sufficient stationery (till roll, bills, stapler, 
pens), knowledge of prices (price lists, 
menus, pre-programmed till, dockets, 
VAT receipts), post charges (accurately, 
promptly, to the correct revenue 
department), sub-total and total as 
necessary, check before printing. 

Present customer bills: Ask them to 
check bill, uphold customer service 
standards, follow company procedure, 
process payment efficiently, file dockets 
with bill. 

Carry out payment transactions: Accept 
payment following company procedure, 
tell the customer how much they have to 
pay, cash (check amount tendered, count 
change back to customer, secure cash), 
cheques (print or ask customer to fill out 
cheque, obtain customer signature, check 
signature, valid to and from dates, card 
number and payee details, ensure amount 
is within card guarantee limits), credit and 
debit cards (entering into card machine, 
following instructions, card processing 
protocols), cash equivalents (follow 
organisation’s procedures), acknowledge 
the customer’s payment, give the correct 
change and issue receipt when required 
by the customer, put the payment in the 
right place according to the organisation’s 
procedures, comply with legislation, uphold 
customer service standards, follow cash 
point security procedures at all times.

Balance payment received: Take ‘z’ or 
‘x’ reading as appropriate, count float, 

count takings, check balance against till 
readings, completing record sheets, follow 
procedures for reporting discrepancies, 
deal with takings as appropriate (place in 
safe, ask for it to be collected).

Responsibilities in preparing a 
customer bill: Follow organisation’s 
procedures (customer satisfaction, efficient 
service, reducing errors and theft, ensure 
charges are posted to the correct revenue 
department), post charges promptly and 
accurately, report discrepancies and 
errors immediately, keep the payment area 
secure (ensuring payment point is not left 
unattended, restricting access), follow 
procedures for declining payment, prompt 
and polite response to customer request for 
bill, advise customer of any delays, receive 
payment and give change as required, 
putting the payment in the right place, 
follow cash point security procedures at all 
times.

Problems that might occur when taking 
payments: Equipment breakdown, card 
declined, insufficient notes or change, 
delays (queues, customer forgets pin, card 
will not swipe), customer unable to make 
payment, incorrect customer bill, attempted 
fraud or theft.

Procedures for dealing with unexpected 
situations: System or power failure 
(manual processing of transactions, report 
breakdown), emergency evacuation of 
premises (securing monies, logging out 
of till system, printing any necessary 
reports), suspicious use of card, runner, 
opportunist theft or customer unable to pay 



Outcome 1: Be able to deal with payments (continued)
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(follow organisation’s procedure, acting 
promptly), PDQ breakdown (switch to 
manual/telephone processing), suspected 
counterfeit notes (make checks and follow 
establishment procedures).

Outcome 2: Be able to open, maintain and close a payment point

Prepare the payment point: Make 
sure the equipment is switched on 
and in working order, log on/sign in 
to the till and PDQ machine following 
company procedure, ensure there are 
sufficient materials (till roll, VAT receipts, 
customer bills, pen, stapler, bill wallets), 
ensure sufficient change, count float, 
complete relevant paperwork, report any 
discrepancies.

Maintain float and equipment: Promptly 
identify and report low levels of change, 
follow cash point security procedures at all 
times, maintain agreed levels of stationery, 
identify and resolve discrepancies with 
float within limits of own authority, report 
overs and shortages as soon as they are 
detected, follow organisation’s procedures.

Perform close-down procedure: Take ‘z’ 
or ‘x’ readings as appropriate, count float, 
count takings, check balance against till 
readings, complete record sheets, follow 
procedures for reporting discrepancies, 
deal with takings as appropriate (place in 
safe, ask for it to be collected).

Checks required to set up and close a 
payment point: Agree/accept/sign float, 
check sufficient additional materials (pens, 
till rolls, receipts), balance takings against 
till reading, handover float.

Purpose of a float: Allow trading at start of 
day prior to sales, provide change for items 
sold, prevent delays at the payment point, 
allow uplifts without reducing amount of 
change available.



Outcome 3: Understand the security procedures at the payment point
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Role of a cash handler in maintaining 
the security of the payment point: 
Follow organisation’s procedures for 
accepting payments to reduce risk of fraud 
or mistakes, ensure bills are up to date, 
available for the customer and accurate, 
secure monies and documentation, secure 
payment point from unauthorised access, 
carrying out balancing procedures.

Procedures for secure handling of 
payments: Cash (check amount tendered, 
count change back to customer, secure 
cash), cheques (print or ask customer to 
fill out cheque, obtain customer signature, 
check signature, valid to and from dates, 
card number and payee details, ensure 
amount is within card guarantee limits), 
credit and debit cards (entering into card 
machine, following instructions, card 
processing protocols), cash equivalents 
(follow organisation’s procedures), deal 
with mistakes/refunds/voids, use of PDQ 
machines, report anything unusual or 
suspicious.

Purpose of the control systems used 
to process customer bills: Security of 
payment, minimising risks of fraud/theft/
mistakes, to support stock control, to assist 
accuracy of sales data and management 
reports, accuracy of bills, customer 
satisfaction.



UV21153
Menu knowledge and design

The aim of this unit is to develop your knowledge and  
understanding of the wide range of menu styles used in 
the hospitality industry. You will be able to identify different 
menus and the service items that are used with them. You 
will also be able to identify different dietary requirements of 
customers and how this links to menu knowledge. 
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21153

1. Know menu styles

2. Know service items

3. Understand dietary requirements

4. Understand menus and dish composition

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Know menu styles

You can: Portfolio reference 

a. Describe styles of menu within the hospitality industry

b. Describe how factors impact on menu planning

c. Identify the information that must be included in a menu
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Learning outcome 2 

Know service items

You can: Portfolio reference

a. Identify cutlery, crockery and equipment for different types of menu 
items

b. Identify accompaniments and sauces for different types of menu 
items

c. Identify the benefits of table theatre

d. Identify the equipment required for table theatre
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Learning outcome 3 

Understand dietary requirements

You can: Portfolio reference

a. Describe the requirements of different dietary needs

b. Describe why service staff must know the ingredients of all items 
on a menu
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Learning outcome 4 

Understand menus and dish composition

You can: Portfolio reference

a. Explain the benefits of menu knowledge

b. Identify the ingredients in a range of dishes

c. Identify dishes that can be cooked or prepared in the kitchen to the 
customer’s taste

d. Explain the main cooking terms used in a menu and how differently 
cooked items are presented

 



Outcome 1: Know menu styles

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Styles of menu: 
Commercial – hotels, restaurants, cafés, 
fast food outlets, travel and leisure outlets 
(trains, airlines, cruises and coaches),  
tourism and recreation outlets (museums, 
historical buildings, theme parks, visitor 
attractions), event management.

Public service sector – hospitals, 
residential homes, contract catering 
services (industrial catering, college 
refectory, school meals, prison services).

How factors impact on menu planning: 
Seasonality, type of service, time, location, 
staffing, trends, costs, competition, number 
of covers, occasion.

Information in a menu: Explanation 
of items, dietary (nutrition, type, style), 
accurate sourcing, pricing, measurements/
weight, current legal requirements (trade 
descriptions, consumer protection). 

Outcome 2: Know service items

Cutlery, crockery, equipment: Knives 
(fish, steak, main course, butter, side), 
forks (dessert, main course, fish), spoons 
(dessert, teaspoon), serving cutlery, plates 
(side, dinner, dessert), bowls (pasta, soup, 
dessert), serving dishes, cups and saucers 
(tea, coffee), hot plates, specialist service 
dishes (soup terrine, scallop shells, balti 
dishes). 

Menu items: Steak, roast meat, fish, 
poultry, pasta, salads/starters, soups, 
cheeses, desserts. 

Accompaniments and sauces: 
Vegetables, salads, garnishes (lemon, 
watercress), savoury sauces (béchamel, 
espagnole, velouté, hollandaise, tomato, 
mayonnaise), salad dressing, croutons, 
bread, crackers, chutney, syrups, custards, 
cream, ice cream. 

Table theatre: Flambé, carving, mixed 
salads, gueridon, boning/filleting.

Benefits of table theatre: Entertainment, 
personal attention, freshness, charge a 
higher price. 

Equipment for table theatre: Flambé 
trolley, carving trolley, fuel, service 
crockery, lighter, burner, carving boards, 
cleaning material, skilled staff. 



Outcome 3: Understand dietary requirements

Dietary needs: Vegetarian, vegan, 
coeliac, lactose intolerant, religious (e.g. 
Jewish, Hindu, Muslim, Buddhist), diabetic, 
allergies (dairy, nuts, wheat), health. 

Service staff: Health and safety 
compliance (avoid allergic reaction), 
ensure adherence to religious beliefs, give 
accurate information on food choices. 
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Outcome 4: Understand menus and dish composition

Menu knowledge: Cooking methods, 
ingredients, costs, cooking terms, dish 
composition.

Benefits of menu knowledge: Levels of 
customer service, ability to advise on menu 
choices. 

Ingredients: Main ingredients (meat, 
fish, fruit, vegetables, pulses), additional 
ingredients in cooking (oil, sauce, coating), 
additional ingredients in presentation 
(sauces, side dishes).   

Dishes: Mixed salads, flambé dishes, 
filleted or boned fish, freshly cooked meat, 
eggs. 

Cooking terms: Roasted, poached, grilled, 
baked, steamed, braised, fried.

Presentations: Plates, en papillote, served 
from a trolley.



UV21146
Applying workplace skills

The aim of this unit is to develop the knowledge, 
understanding and skills needed to prepare you for work 
and job applications. You will learn about the importance of 
personal presentation and show that you are able to work 
effectively with customers and colleagues.

You will explain the purpose of a job application, and 
demonstrate your own skills in preparing for a job 
application and taking part in an interview.

You will evaluate your own workplace skills and develop 
a plan for their development, working towards targets you 
have set yourself. 

UV21146_v5



Observation(s)

GLH

Credit value 

Level

External paper(s)

2

25

3

2

0



On completion of this unit you will:

Learning outcomes

Evidence requirements
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1. Be able to maintain personal presentation

2. Be able to work effectively with customers 
and colleagues

3. Be able to prepare for a job application

4. Be able to produce a plan to develop skills

4. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

5. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

6. External paper                                   
There is no external paper requirement for 
this unit.                 

1. Environment                                     
Evidence for this unit may be gathered 
within the workplace or realistic working 
environment (RWE).  

2. Simulation                                             
Simulation may be used in this unit, where 
no naturally occurring evidence is available. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least two occasions. Assessor 
observations, witness testimonies and 
products of work are likely to be the most 
appropriate sources of performance 
evidence. Professional discussion may be 
used as supplementary evidence for those 
criteria that do not naturally occur. 
 
Assessed observations should not be 
carried out on the same day for the 
same learning outcome. There should be 
sufficient time between assessments for 
reflection and personal development.  
 
You need to meet the same standard on a 
regular and consistent basis. Separating 
the assessments by a period of at least two 
weeks is recommended as competence 
must be demonstrated on a consistent and 
regular basis. 
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Achieving observation outcomes Achieving range

Achieving observations  
and range
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Your assessor will observe your performance 
of practical tasks. The minimum number of 
competent observations required is indicated in 
the Evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
will be asked questions to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
through professional discussion and/or oral 
questioning. This evidence will be recorded 
by your assessor in written form or by other 
appropriate means.

Your assessor will sign off a learning outcome 
when all criteria have been competently 
achieved.

There is no range section that applies to this 
unit.
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Learning outcome 1

Observations

You can:

UV21146

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

*May be assessed by supplementary evidence.

Be able to maintain personal presentation

141

a. Maintain personal, professional appearance

b. Demonstrate a positive and professional 
approach in your working condition



Learning outcome 2

You can:

UV21146

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Demonstrate a positive attitude and 
behaviour with customers and colleagues

b. Demonstrate use of correct procedures and 
good practice in dealing with customers and 
colleagues

c. Communicate effectively to identify 
and provide support to customers and 
colleagues to solve problems, should they 
arise

d. Demonstrate working with others to achieve 
targets

Be able to work effectively with customers and colleagues
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*May be assessed by supplementary evidence.



Learning outcome 3

You can:
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Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Demonstrate a variety of interview skills

Be able to prepare for a job application
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*May be assessed by supplementary evidence.



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Learning outcome 1 

Be able to maintain personal presentation

You can: Portfolio reference

c. Explain what is considered to be professional presentation of 
oneself

d. Describe the reasons for maintaining professional presentation 
and the effect this has on the organisation

e. Explain the skills required to maintain the work area
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Learning outcome 2 

Be able to work effectively with customers and colleagues

You can: Portfolio reference

e. Describe the skills required to work effectively with customers and 
colleagues to provide a quality service or product

f. Describe how to identify and solve customer and colleague 
problems and complaints, should they arise

g. List the key stages in working to meet team targets
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Learning outcome 3 

Be able to prepare for a job application

You can: Portfolio reference

b. State the purpose of a curriculum vitae (CV) and the information to 
be included

c. Explain the purpose of a covering letter and its importance

d. State the importance of professional presentation and quality of 
content of the CV and covering letter

e. List the preparations that should be made for an interview

f. Explain the importance of evaluating an interview

g. Produce a CV and covering letter
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Learning outcome 4 

Be able to produce a plan to develop skills

You can: Portfolio reference

a. Evaluate current skills against job aims

b. Identify an opportunity to develop a skill

c. Set and work towards a target

d. Keep a record of skills development

e. Describe the purpose of a personal development plan

f. Describe how development plans are produced

g. Explain the importance of feedback

 



Outcome 1: Be able to maintain personal presentation

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Personal professional appearance: 
Appearance (uniform, dress, hair, make-
up, jewellery), personal hygiene.

Positive and professional approach: 
Presentation of work area and equipment, 
personal and professional appearance 
of oneself, behaviour (conduct, attitude, 
timekeeping, dependability).

Reasons for maintaining professional 
presentation: To present a professional 
image to colleagues and customers, to 
demonstrate personal pride, to develop 
self-confidence, to promote health and 
safety, to comply with workplace legislation, 
to maintain the organisation’s brand image, 
to meet job requirements. 

Effect on the organisation: First 
impressions, customer perception of the 
organisation, repeat business, staff morale 
and motivation, improved profit, reputation.

Skills required to maintain the work 
area: Planning, organising, communication, 
time management, cleaning and tidying, 
controlling stock.



Outcome 2: Be able to work effectively with customers and colleagues
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Customers and colleagues: Internal 
(colleagues, supervisors, staff, staff teams), 
external (existing, new, individuals, groups, 
suppliers, agents, non-English speaking, 
different ages, different cultures, gender, 
families), special needs. 

Positive attitude and behaviour:  
Showing respect for customers and 
colleagues (courtesy, interest, responding 
to different customer behaviour, dealing 
promptly with problems), personal 
attributes (patience, tact, diplomacy, team 
player, honesty, initiative, self-motivation).

Correct procedures and good practice: 
Dealing with customer problems 
(apologising, offering replacements, 
offering alternatives, a gesture of goodwill), 
dealing with colleagues’ problems (open 
discussion, listen, ask someone to mediate, 
following company policy).

Customer and colleague problems: 
Urgent, non-urgent, difficult, routine.

Effective communication: Observing 
and listening to customers, use of voice 
(tone, pitch, pace, language), observing 
and being aware of own body language 
(posture, facial expression, gestures, eye 
contact), appropriateness to situation, 
asking appropriate questions, following 
company procedure, demonstrating 
product knowledge.

Skills: Co-operation, communication, 
observation, anticipating needs of 
customers and colleagues, team working, 
problem solving, interpersonal skills 
(attitude, behaviour). 

Key stages in working in a team: Setting 
individual and team targets, creating work 
plans, delegating tasks, disseminating 
information, seeking guidance, providing 

support, measuring and evaluating 
performance, taking corrective action, 
reflecting upon final outcome, keeping 
records.



Outcome 3: Be able to prepare for a job application
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Interview skills: Preparation, first 
impressions, attitude and manner, 
listening, answering questions, 
communication skills and attributes, 
awareness of body language, smile.

Curriculum vitae (CV): Purpose (to 
allow employers to gain insight into 
who you are, to establish if you have 
the right experience/qualifications/
skills for the job, to give the employer 
a first impression of you, a selling tool, 
demonstration of successes), content 
and structure (personal details, contact 
details, career objectives, education 
and qualifications, work experience, 
membership of associations, personal 
skills, accomplishments, referees).

Covering letter: Makes the employer 
want to learn more about you, focuses 
the employer’s attention on the 
experience and background that apply 
directly to the job you are applying for, 
showcases your communication skills, 
explains how your skills match the 
company’s needs. 

Importance of professional 
presentation and quality of content: 
Creates a first impression, shows 
attention to detail, shows the effort you 
have put in to applying for the job, the 
job market can be very competitive, 
employer’s decision to offer an interview 
is often based on the presentation and 
content of the CV.

Preparation for an interview: Company 
knowledge, knowledge of job, dress code 
and personal appearance, anticipate the 
questions, preparation (journey time, 
questions, practice, gather information 
and documentation you might need).

Importance of evaluating an 
interview: Identify what went well and 
where improvements could be made, 
opportunity to learn from the experience, 
can request feedback to support 
development.

Preparing a CV and covering letter: 
Research good practice, target it on a 
specific job, ensure it is clearly laid out/ 
logically ordered/easy to read, proof read 
for accuracy in content/spelling/grammar.



Outcome 4: Be able to produce a plan to develop skills
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Employability skills: Communication 
(verbal, non-verbal, formal, informal, 
adapting for different situations), teamwork 
(willingness to participate, positive attitude, 
reliability, enthusiasm, respect for others), 
problem solving, time management, ability 
to respond to instructions.

Target setting: Use of SMART targets 
(specific, measurable, achievable, realistic, 
timely), arising from prior learning and 
experience, personal targets (arrive on 
time, attend each day, complete work on 
time), work-related targets (learn a new 
skill, complete a given task).

Records of skill development: Portfolio 
of work, diary, video diary, audio recording, 
witness statements, employer evaluations.

Producing a personal development plan: 
Carrying out a skills audit, setting goals 
and an individual action plan, reflecting on 
skills achieved and progress made, use of 
personal records of progress, use of tools 
for self-assessment/self-evaluation, use of 
feedback to develop skills, use of feedback 
to amend targets.

Purpose of a personal development 
plan: Identifying progress towards 
personal targets and goals, describing 
the experience, recognising what was 
learned, how this was learned and how it 
felt, recognising what went well, what went 
less well, what might be done differently 
another time, identifying how skills could be 
improved and targets amended.

Importance of feedback: To evaluate 
performance, to improve own performance, 
to set career goals, to motivate.


