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The qualification

Introduction National Occupational Standards (NOS)

The VTCT Level 3 Award in Hospitality 
Supervision and Leadership Principles is 
a knowledge-based qualification that has 
been designed to support practical-based 
qualifications in hospitality and catering.

This qualification will develop your knowledge 
and understanding of the principles of leading 
a team and supervising operations in the 
hospitality industry. You will also learn about 
the principles of supervising customer service 
performance. 

Throughout this qualification you will be 
supervised by specialist staff and assessed on 
your occupational competence. 
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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:
• Level 3 NVQ Diploma in Hospitality 

Supervision and Leadership
• Level 3 Award in Principles of Supervision 

Customer Service Performance in 
Hospitality, Leisure, Travel and Tourism

Alternatively, you may wish to seek employment 
as:
• Bar manager
• Catering manager
• Restaurant manager
• Kitchen manager



4

Qualification structure

Mandatory units -    11 credits
VTCT unit 
code

Ofqual unit 
reference Unit title Credit value GLH

UV31194 R/502/3964 Principles of leading a team in the hospitality 
industry 5 30

UV31164 D/502/3952 Supervision of operations in the hospitality 
industry 4 28

UV31188 L/600/1066
Principles of supervising customer service 
performance in hospitality leisure travel and 
tourism

2 20

Total credits required - 11 (minimum)

4

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

5

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. 

6
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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

UV31194 Principles of leading a team in the 
hospitality industry 0 û 

UV31164 Supervision of operations in the 
hospitality industry 0 û 

UV31188
Principles of supervising customer 
service performance in hospitality 
leisure travel and tourism

0  

7
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Unit glossary
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.

Guided 
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. 



UV31194
Principles of leading a team in 
the hospitality industry

The aim of this unit is to develop your knowledge and 
understanding of leading a team in the hospitality industry. 
You will learn the principles that underpin effective 
leadership. This will include learning about different types 
of hospitality organisations, their characteristics and their 
impact on the external environment. 

You will explore the need for and benefits of effective 
communication with your team, and will examine different 
approaches for communicating with staff, customers and 
suppliers. You will learn to analyse different methods of 
leadership and identify key differences when applied in 
different situations.

UV31194_v5



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

30

5

3

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV31194

1. Know the different types of hospitality 
organisations

2. Understand the need for effective 
communication

3. Understand how to lead a team effectively

4. Understand factors that impact on 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.                 

11

Principles of leading a team in 
the 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.

UV3119412



Knowledge
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Learning outcome 1 

Know the different types of hospitality organisations

You can: Portfolio reference 

a. Describe key types of hospitality organisations

b. Describe the characteristics of different service styles in the 
hospitality and catering industry

c. Outline internal and external factors that affect hospitality 
organisations
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Learning outcome 2 

Understand the need for effective communication

You can: Portfolio reference

a. Describe key ways in which supervisors can communicate with: 
• colleagues (peers/managers) 
• customers/clients 
• suppliers

b. Explain the benefits of effective communication

c. Analyse a range of effective methods of communication used 
within hospitality organisations

d. Explain why different methods of communication are used in 
different scenarios
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Learning outcome 3 

Understand how to lead a team effectively

You can: Portfolio reference

a. Describe how to support, motivate and develop staff in a team

b. Explain the importance of effective working relationships and the 
impact on the organisation

c. Explain the importance of performance management and its 
impact on the organisation

d. Identify various leadership styles and how they differ

e. Explain how different styles of leadership can be effective within 
the hospitality and catering industry

f. Explain the principles of developing daily and weekly work plans 
including: 
• monitoring trends 
• contingency planning 
• operating constraints 
• outside influence 
• allocation of work

g. Explain the importance of setting objectives in daily and weekly 
allocations of work

h. Explain the importance of ongoing review of work allocation

i. Describe internal and external operational factors that affect 
decision-making

j. Produce daily and weekly work plans

k. Identify factors that may influence long-term work planning
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Learning outcome 4 

Understand factors that impact on the hospitality industry

You can: Portfolio reference

a. Describe requirements of key legislation that apply to the 
hospitality industry

b. Describe the impact of key regulations and codes of practice on 
behaviour and service delivery in the hospitality industry

c. Explain the consequences of failing to follow key internal and 
external regulations and codes of practice

d. Outline environmental issues that affect the hospitality industry 
including:  
• recycling and waste management 
• energy utilisation

e. Describe the health, safety and security responsibilities of 
individuals and team leaders in hospitality organisations

f. State common hazards and risks in hospitality organisations

g. Describe the consequences of not following health and safety 
procedures for staff, the business and the company

h. State supervisor responsibilities for responding to identified risks in 
hospitality organisations

 



Outcome 1: Know the different types of hospitality organisations

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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Key types of hospitality organisations: 
Hotels (individual ownership, company 
owned), clubs (membership, in-house), 
bars (themed, nightclubs), pubs (proprietor, 
company owned), restaurants (proprietor, 
company chain, themed), events, 
contract (food suppliers, bar service, 
accommodation).

Characteristics of different service 
styles: Counter service (serve and collect 
food/drink, payment point), silver service 
(served at table, traditional place settings, 
traditional service of food and drink), plated 
service (table service), buffet service (self-
service, assisted service, range of foods, 
hot and cold, themed), factors impacting 
choice (cost, service numbers, location, 
skills of staff, customer’s preference), 
equipment for service style, service 
location. 

Internal factors that affect hospitality: 
Political/economical/social/technological 
analysis (PEST analysis), staffing 
(supervision levels, contract type, 
availability, skill levels), religion (beliefs, 
custom), health and safety (licensing 
limitations and requirements, numbers 
allowed), equipment (availability, correct 
type, shortfalls), premises (layout with 
adequate space, service routes, functional 
and effective, safe and secure, ventilation), 
back of house (facility cleaning, rubbish 
removal, preparation), sales (cost, menu, 
bar, facilities). 

External factors that affect hospitality: 
PEST analysis, legal regulation and 
constraints (licensing limitations and 

requirements, government restrictions, 
health and safety), demand (meet 
customer requirements, interest rates, time 
of year, trends in type), global, national 
and local economy (disposable income, 
tourism, spending trends).   



Outcome 2: Understand the need for effective communication

UV3119418

Communication: Leadership style 
(approach, ability to listen, allow 
contribution from others), formal, 
informal, technology (apps, texts, current 
developments), telephone, digital 
conferencing, verbal, written (letter, email, 
staff handbooks, staff and customer 
notices), body language, face to face, 
group, merchandising messages, one way, 
two way.  

Benefits: Accuracy (understanding by 
team, customer and supplier reduce 
mistakes and misinterpretation), 
organisational (profitability, efficient, 
effective, right first time), positive 
relationships (customers, staff, suppliers), 
reputation (positive customer perception, 
motivated staff, good service from 
suppliers), customers (repeat business, 
loyalty, referrals).

Analyse: Type of communication, number 
of people to communicate with, level of 
confidentiality, recording requirements, 
data protection considerations, coverage 
requirements, cost, length, nature, 
complexity. 

Why different methods of 
communication are used: Audience 
(customers, staff, suppliers), limitations 
(confidentiality, circulation, legislation 
constraints), type of communication 
(general updates, meeting minutes, 
reports, sales and marketing, orders, 
confirmations). 



Outcome 3: Understand how to lead a team effectively
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Support, motivate and develop staff: 
Theories (Hawthorne effect, Maslow’s 
Theory of Human Motivation, Herzberg 
How to Motivate Employees, McClelland 
Management Theory), techniques (coaching 
and mentoring, personal performance 
reviews, job shadowing, education and 
training, on-the-job, team building), use 
of reward (level, bonuses, satisfaction, 
organisational recognition), communication 
(level, content, transparency, updates).

Importance of effective working 
relationships: Motivation, meet targets, 
achieve goals, minimise conflict, happy 
staff, increased levels of commitment, 
increased levels of staff morale, increased 
levels of customer satisfaction. 

Impact: Achieve organisation’s targets, 
effective use of resources, staff retention, 
overall profitability. 

Importance of performance 
management: Strategic (contribution 
to organisational business objectives, 
contribution towards departmental 
business objectives), organisational 
(personal performance review, analysis 
of performance, accurate data collection, 
appraisals, disciplinary, grievance, appeals), 
methods (balanced score card, personal 
performance review), process (target 
setting, use of SMART objectives (specific, 
measurable, achievable, realistic, timely), 
individual training needs, accurate record 
completion, barriers to completion, advice 
and support, feedback).

Impact: Ability to meet organisational 
objectives, effective use of resources, 
teamwork, motivated staff, ability to deal 
with underperforming staff. 

Various leadership styles: Bureaucratic, 

autocratic, democratic, empowerment, 
committee, laissez-faire, leadership theories 
(Hersey and Blanchard’s Situational 
Leadership Theory, Drucker’s Managing for 
the Future, Fiedler’s A Theory of Leadership 
Effectiveness).

How they differ: Staff involvement in 
business, centralised power, dictatorial, 
divide and rule, decision-making by 
consensus, culture in organisation. 

How different styles of leadership 
can be effective: Situation (team size, 
type of business, organisational culture, 
management style), empowerment 
(team contribution, autonomy, levels of 
delegation), autocratic (limited numbers 
making decisions, limited collection of 
information and views), bureaucratic 
(excessive red tape, extended timescales 
for decision-making, loss of opportunity), 
committee (extended timescales in 
decision-making, decisions by committee 
vote).

Principles of developing daily and 
weekly work plans: Organisational 
(strategic objectives, departmental 
objectives, accurate performance data 
collection, customer research, policies, 
monitoring trends, staff cost projections), 
business levels (numbers, types of 
events, specific customer requirements, 
staffing projections), operational (planning, 
discussion with stakeholders, contingency 
planning, constraints, forecasting potential 
problems, forecasting equipment resources, 
outside constraints), allocation of work 
(identify service requirements, staffing 
capabilities, allocation, identify development 
needs), communication (stakeholders, 
accurate information, plans for tasks, 
confirm). 



Outcome 3: Understand how to lead a team effectively (continued)
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Importance of setting objectives in 
daily and weekly allocation: Use of 
SMART objectives, process (clarity, 
defined, recorded, tangible for review 
and evaluation), direction (clarity, team, 
supervisor, interpretation).

Importance of ongoing review of work 
allocation: Objective monitoring (team, 
department, organisational, shortfalls, 
identify variances), plans (review against 
proposed targets/objectives, propose 
adjustments), forecast against (actual hours 
worked against forecast, hours worked 
record completed, identify variances, 
propose adjustments), communication 
(team updates, shortfalls, staffing, 
equipment).

Internal operational factors that affect 
decision-making: Communication 
(inadequate information flow between 
departments/teams), management (levels 
of authority to make decisions, delegation), 
feedback from staff, information (inaccurate, 
changes, numbers, notified staff, channels 
used), staffing (conflict, inadequate 
leadership, union action, mistakes, 
misunderstanding, levels, sickness, 
capabilities), resources (shortages, 
accidents, delivery times, equipment 
breakdown), exchange of good practice 
between teams.

External operational factors that 
affect decision-making: Staffing (levels, 
sickness, union action, capabilities), 
deliveries (timescales, breakdowns, 
technical, incomplete, order inaccurate), 
communication (inadequate channels, 
inaccurate order taking, inadequate 
information flow), regulations (changes, 
requirements not met).

Factors that may influence long-term 
planning: Staffing (availability, capabilities, 
current levels, leverage opportunity), 
equipment (current levels, budget 
limitations, projected levels), implementing 
changes as required by legislation (health 
and safety, licensing, food safety, equality 
and diversity, employment law, data 
protection and accommodation), current EU 
directives (working time, health and safety), 
global/national/local economy.



Outcome 4: Understand factors that impact on the hospitality industry

UV31194 21

Key legislation: Health and safety, hotel 
health and safety specific, human rights, 
disability discrimination, race relations, sex 
discrimination, immigration, data protection, 
food safety, equality and diversity, age, 
employment law, alcohol sales.

Requirements: To ensure that the 
organisation/employees/suppliers/
customers are aware of and comply with 
current and relevant legislation. 

Impact of key regulations on behaviour 
and service: Ways of working, quality 
systems, drive standards of performance, 
implementation, costs, training of staff, 
update training, record keeping, provide 
framework, cultural development, 
customers’ rights.

Codes of practice on behaviour and 
service: Assist interpretation, achieve 
consistency in interpretation, guidance to 
employers and employees. 

Consequences of failing to follow 
regulations: Prosecution (civil, criminal, 
fines, imprisonment), organisational (loss 
of reputation, loss of professional image, 
closure, loss of employment).

Environmental issues: Recycling 
(compliance with legal requirements, 
responsible employer, recognition of 
benefits, minimise impact on environment, 
positive customer perception, staff training, 
evolvement of culture), waste management 
(compliance with legal requirements, 
responsible employer, positive customer 
perception, cost control, preventing 
pollution), energy utilisation (reduce raw 
material usage, cost reduction, lessen 
impact on the environment, reduce 
operational costs, maximise impact on 
profit margins, staff training). 

Health, safety and security 
responsibilities: Working within 
regulations and procedures (legal, 
organisational), policies (health and 
safety, security, fire, control of substances 
hazardous to health, working with 
electricity, personal protective equipment 
(PPE), health and safety statement), 
risk assessment (reduce hazards and 
accidents, promote safe working, record, 
review periodically, implement solutions), 
training (meet requirements, updates), first 
aid (nominated, legal requirements).

Common hazards and risks: Substances 
(cleaning chemicals, bleach, drain cleaner, 
oven cleaner, gases, gels, spirit), electrical 
(fire, leads, flexes), equipment, physical, 
consequences (accidents, slips, trips, falls, 
incapacity, sickness, reduced productivity, 
financial).

Consequences of not following health 
and safety procedures: Prosecution 
(civil, criminal, fines, imprisonment), 
organisational (loss of reputation, loss 
of professional image, closure, loss of 
employment).

Supervisor responsibilities for 
responding to identified risks: Working 
within regulations and procedures (legal, 
organisational standards of performance, 
organisational policies), training (meet 
requirements, updates), risk assessment 
(reduce hazards and accidents, promote 
safe working, record, review periodically, 
implement solutions). 
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Notes 
Use this area for notes and diagrams



UV31164
Supervision of operations in the 
hospitality industry

The aim of this unit is to develop your knowledge and 
understanding to effectively supervise hospitality operations 
and enable you to understand the principles of customer 
service supervision. 

You will explore different types of customer groups, benefits 
of good service, monitor standards and deal with customer 
issues. You will be able to utilise resources and use 
supplies effectively, and recognise the need for appropriate 
staffing levels.

You will learn about the principles of stock control and 
develop your understanding of how to monitor stock to 
avoid wastage. You will be able to assess the impact, both 
financially and operationally, if correct stock levels are not 
maintained.

UV31164_v6



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

28

4

3

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV31164

1. Understand customer service supervision

2. Understand the principles of stock control

3. Understand how to use resources 
effectively

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.                 

25

Supervision of operations in the 
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.

UV3116426



Knowledge
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Learning outcome 1 

Understand customer service supervision

You can: Portfolio reference 

a. Describe different customer groups

b. Explain the benefits of good customer service to: 
• colleagues 
• customers/clients 
• the organisation

c. Describe ways in which service standards can be internally and 
externally monitored effectively

d. Describe ways of improving customer service

e. Describe how to deal with unsatisfactory customer experiences

f. Outline ways to promote a customer service culture within a team

 



UV3116428

Learning outcome 2 

Understand the principles of stock control

You can: Portfolio reference

a. State key types of supplies available to a supervisor

b. Describe stock ordering processes

c. Describe procedures for receiving stock

d. Explain the principles of storing stock

e. Describe the factors that influence stock levels in a hospitality 
organisation

f. Describe how to monitor use of stock to avoid wastage and to 
maintain sufficient levels

g. Explain the financial and operational impacts of not maintaining the 
correct levels of stock
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Learning outcome 3 

Understand how to use resources effectively

You can: Portfolio reference

a. Describe how to use key types of supplies cost effectively

b. State the importance of encouraging others to use supplies 
efficiently

c. Explain the need to maintain appropriate staffing levels

 



Outcome 1: Understand customer service supervision

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.

UV3116430

Different customer groups: External 
customers (individuals, groups, corporate, 
people with young children), internal 
customers (front of house, back of house, 
management).

Benefits of good customer service: 
Staff (relationships, commitment to 
organisation, service, retention), customers 
(good customer reputation, loyalty, 
brand awareness), business (profitability, 
reduced costs, reduced staff turnover, 
staff retention, customer retention, repeat 
customers, customer referrals, loyalty of 
customers).

Ways in which service standards can be 
internally and externally monitored:
Internally – guest questionnaires (website, 
paper, post, telephone, contracted, 
suggestion methods), surveys (telephone, 
contracted, website, post), organisational 
data review (new business, repeat 
business, individuals, groups, corporate), 
market research (competition, products, 
customer segments).

Externally – membership organisations 
(AA, RAC), market research (telephone, 
competitions, mystery guests), websites 
(trip advisor, company customer 
comments).

Ways of improving customer service: 
Training (refresher, updates, initiatives), 
culture (service, right first time), 
communication (results from internal 
monitoring, external monitoring, staff ideas), 
reward (company recognition, qualifying for 
company products, qualifying bonus).

How to deal with unsatisfactory 
customer experiences: Regulations 
(legal), organisational (complaint policy, 
procedure to follow), investigation (nature 
of customer problem, identify customer 
expectations, confirm, discuss potential 
solutions, seek an agreed way forward, 
conclude and confirm solution), behaviour 
of person investigating (empathy, 
professional at all times, calm and 
relaxed, listening, confirming), solutions 
(verbal apology, written apology, product 
compensation, monetary compensation), 
prosecution (fines, imprisonment).

Ways to promote a customer service 
culture: Approach (professional example 
set, confidence in role, effective, efficient, 
positive attitude), culture (embedded 
customer service, promote teamwork, 
transparency and openness, problem 
solving, enthusiasm), training (refresher, 
updates, initiatives), advice and support 
(authority limits, coaching and mentoring, 
other team members, management).



Outcome 2: Understand the principles of stock control
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Key types of supplies: Perishables 
(food and drink products, use-by date, 
best before), non-perishables (stationery 
supplies, chemicals, equipment).

Stock ordering process: Regulations 
(legal), organisational (procurement policy 
and procedure), specification (product, 
service), suppliers (centralised, nominated, 
tendered, wholesaler, cash and carry, retail 
outlet), costs (discounted, market value), 
stock levels (allocated levels to monitor 
against, agreed monetary value, bar 
coding), ordering stock (telephone, website, 
representative, electronic, purchase 
order, purchase number, value allocated), 
payment (account, cash, cheque, credit), 
invoicing (paper, electronic).

Procedures for receiving stock: 
Regulations (legal, health and safety), 
documentation for delivery (delivery note, 
invoice, credit note, returns note), goods 
(check order against actual delivery, 
identified discrepancies), quality of delivery 
(temperature check, record delivery 
information, contamination, inadequate 
quality, does not meet specification), 
returned goods (organisation procedure, 
returns note, credit note, record reasons for 
return), storage (chilled, frozen, dry).

Principles of storing stock: Working 
within regulations (food safety 
requirements, health and safety), risk 
assessment, principles of temperature 
control (probing, recording information), 
prevent rodent and insect infestation 
(rats, mice, ants, flies, cockroaches), 
prevention of cross-contamination 
(chemicals, physical, bacteria) prevention 
of deterioration of foodstuffs, well ventilated 
(air flow, air extraction), security (locked, 
safe), cost (utilise space, racking).

Factors that affect/influence stock 
levels: Busy periods (conferences, 
meetings, festive holidays), supply 
(shortages, suppliers gone out of business, 
non-payment of account, supply and 
demand), stock control systems (stock 
takes, stock valuation, revised stock levels, 
policy, inadequate stock rotation), theft of 
stock.

How to monitor use of stock to avoid 
waste and to maintain sufficient levels: 
Working within regulations (food safety 
requirements), training (correct stock 
rotation, first in, first out, consequences), 
staff (involvement, suggestions), monitoring 
(performance, data).

Financial and operational impacts of 
not maintaining the correct levels of 
stock: Organisational (higher operating 
costs, decrease in potential profitability, 
unable to service customers’ needs, loss of 
employment), procedures (identifying stock 
levels, stock ordering, shortages), negative 
reputation (staff, customer perceptions).



Outcome 3: Understand how to use resources effectively
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How to use key types of supplies: 
Training (correct use, stock rotation, 
health and safety, updates, coaching and 
mentoring), usage (follow manufacturer’s 
instructions, availability of standards of 
performance).

Importance of encouraging others 
to use supplies efficiently: Working 
within regulations and procedures 
(legal, health and safety, food safety 
organisational, compliance), training 
(correct use, stock rotation, health and 
safety, updates, coaching and mentoring), 
stock rotation (first in, first out), waste 
(minimise, recycling of waste, reputation), 
organisational (lower operating costs, 
increase in potential profitability, ability to 
service customers’ needs, business growth, 
additional employment).

The need to maintain appropriate 
staffing: Working within regulations 
and procedures (legal, health and 
safety, food safety, organisational, 
compliance), customers (demands, 
meet perceptions, loyalty, recommend to 
others), organisational (business forecasts, 
business planning, work schedules), staff 
(capabilities, time off, availability).



UV31188
Principles of supervising 
customer service performance 
in hospitality leisure travel and 
tourism

The aim of this unit is to develop your knowledge and 
understanding of building teams and motivating colleagues 
to promote customer service excellence within the 
business. You will learn about the way in which customer 
service is implemented, monitored and measured to 
drive the continuous improvement of customer service 
performance.

You will also learn about the role of the supervisor in 
developing a customer service culture and the impact that 
customer service has on the performance of the business.
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UV31188

1. Understand how to build teams and 
motivate colleagues through techniques 
such as on-site coaching

2. Understand how to develop a customer 
service culture within your business

3. Understand how to effectively monitor and 
communicate levels of customer service 
performance

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

UV31188

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:

UV31188

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

*May be assessed by supplementary evidence.

Understand how to build teams and motivate colleagues 
through techniques such as on-site coaching

37

a. Apply appropriate methods to deliver 
feedback to staff*



You must practically demonstrate that you have:

Range

UV31188

Provided feedback using a minimum of 1 method Portfolio reference

Meeting

Staff appraisal

Provided a minimum of 1 form of feedback Portfolio reference

Personal development and growth

Training and development needs (personal or team)

Target setting (personal or team)

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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Understand how to build teams and motivate colleagues 
through techniques such as on-site coaching

You can: Portfolio reference 

b. Analyse how effective teams can be developed to deliver excellent 
customer service

c. Explain the importance of staff development in ensuring that 
excellent customer service is delivered

d. Describe the role of the supervisor in developing teams

e. Describe how training and coaching sessions can be implemented 
to improve the delivery of customer service

f. Describe the importance of providing feedback to staff

 

Learning outcome 1 
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Learning outcome 2 

Understand how to develop a customer service culture within 
your business

You can: Portfolio reference

a. Describe the role of the supervisor in leading by example when 
delivering excellent customer service

b. Explain the impact of customer service on the performance of the 
business

c. Explain the relationship between delivering customer service and 
selling services

d. Identify and apply good practice techniques to monitor the delivery 
of customer service against organisational standards
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Learning outcome 3 

Understand how to effectively monitor and communicate levels 
of customer service performance

You can: Portfolio reference

a. Analyse the importance of developing and implementing clear 
customer service standards

b. Describe appropriate ways in which supervisors can monitor and 
measure the performance of team members

c. Describe appropriate corrective actions that can be taken to 
resolve failures in the delivery of customer service

d. Explain how performance against customer service standards can 
be recorded and communicated

e. Identify ways in which measurement of the effectiveness of 
customer service can be used to improve future performance

 



Outcome 1: Understand how to build teams and motivate colleagues 
through techniques such as on-site coaching

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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Appropriate methods to deliver 
feedback: Meetings, staff appraisal, one-
to-ones, performance reviews, individually 
or as group, choosing a suitable time and 
place, delivering the positive before the 
negative.

Effective teams: Effective recruitment 
and induction, motivation of the team, 
training and personal development of 
team members, setting team goals, 
understanding team members’ strengths/
knowledge/role within the team (Belbin), 
building good working relationships 
(co-operation and understanding of 
others’ feelings, promoting courtesy and 
respect, encouraging a ‘no blame’/non-
critical culture, building of loyalty, giving 
praise where it is due, explaining why 
decisions have been made, listening to 
and empathising with staff points of view, 
effective communication and interpersonal 
skills), monitoring performance, providing 
support and feedback on performance, 
retention of team members, understanding 
the threats to team development (high 
member turnover, weak or authoritarian 
leadership, poor definition of goals).

Importance of staff development: Areas 
of staff development (product knowledge/
communication/interpersonal skills, use 
of equipment, knowledge of company 
policies and procedures, knowledge of 
legislation, training to achieve standards 
of performance), importance (so that staff 
understand the aims and objectives of the 
business, to enhance staff performance, to 
reduce mistakes, to make improvements).

Role of the supervisor: Monitoring and 
assessing staff performance, identifying 
training needs, selecting appropriate 
methods to develop staff, helping staff to 
put into practice what they have learned, 
motivating and leading the team, taking 
initiative, able to defuse and resolve 
conflict, demonstrating fairness in decision-
making, monitoring the impact of staff 
development. 

Implementation of training and 
coaching: Recognising what training and 
coaching is required, planning training and 
coaching to fit the needs of the business 
and the staff, setting objectives, using 
appropriate techniques (shadowing to 
allow observation of best practice by 
an experienced member of staff/expert, 
providing one-to-one support to staff 
members through mentoring, classroom 
training in a specific environment on 
specific subjects, role play can be used 
to simulate situations and improve 
interpersonal skills, use of on-line training), 
monitoring and evaluating the outcome of 
the training.

Importance of providing feedback to 
staff: To motivate, to assist personal 
development and growth, to identify further 
training and development needs, to aid 
target setting, to ensure staff understand 
the aims/objectives/performance 
requirements against targets of the 
business, to assist the development of the 
team.  



Outcome 2: Understand how to develop a customer service culture within 
your business
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Role of the supervisor: Demonstrating 
good customer service skills (personal 
presentation, knowledge of products and 
services, communication and listening 
skills, anticipating customers’ needs and 
expectations, creating unique customer 
service experiences, dealing with and 
rectifying customer problems promptly), 
communicating team goals, working 
according to organisational procedures, 
demonstrating a positive attitude, effective 
leadership.

Impact of customer service: Increased 
sales and productivity, enhanced 
reputation, repeat business and brand 
loyalty, referred customers, fewer 
complaints, reduced staff turnover, 
increased job satisfaction and staff 
motivation, increased competitiveness, 
mitigates the risks of negative feedback 
(loss of business, damaged reputation, cost 
of damage repair).

Relationship between delivering 
customer service and selling services: 
Customer loyalty is as a direct result of 
delivering customer service satisfaction, 
staff are able to build rapport with 
customers through person to person 
interaction, value can be added to the 
products and services through the staff 
description of them, the customers’ 
needs can be established and products 
and services matched to them, building 
relationships with customers can have 
a direct impact on the number of sales, 
upselling and cross-selling, repeat 
business and enhancing the organisation’s 
reputation.

Monitor delivery of customer service: 
Organisational standards (the way 
business is conducted, what is deemed 

as acceptable and expected behaviour, 
standards of performance), techniques 
(use of performance indicators, analysis 
of customer feedback, investigation and 
analysis of complaints, use of mystery 
shoppers, using information to review and 
improve standards).



Outcome 3: Understand how to effectively monitor and communicate levels 
of customer service performance
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Importance of developing and 
implementing clear customer 
service standards: Benefits (allows 
standardisation of practices and 
procedures, encourages consistency in 
the level of service provided, enables staff 
to complete jobs and tasks in a set way 
to achieve the same outcome and level 
of service, encourages transparency of 
service and provision), must be clear/
measurable/written/accessible/appropriate 
to product or service.

Appropriate ways in which supervisors 
can monitor and measure the 
performance of team members: 
Self-assessment and target setting, 
using customer feedback (surveys, 
informal comments, complaints, mystery 
shopping), using financial data to 
indicate performance (turnover, repeat 
business, profit), monitoring performance 
against team objectives, using appraisal 
and performance review, observation, 
benchmarking.

Appropriate corrective actions that can 
be taken to resolve failures: Investigate 
what has gone wrong, determine the 
cause of the problem, offer support and 
development to underperforming team 
members, involve staff in the process, 
consider revision of team responsibilities, 
review and evaluate working arrangements 
and practices, feedback any changes to 
staff, apologise and resolve customer 
problems.

Recording and communicating 
performance against customer service 
standards: Verbally (in team meetings or 
one-to-ones), in writing (reports, memos, 
emails, target scoreboard).

Improving staff performance: Identify 
areas for improvement, identify areas of 
good practice, identify training needs, re-
evaluate customer needs/expectations, 
indicate the need to implement new 
initiatives (loyalty schemes, incentives, 
prices), lead to the amendment of 
standards of performance.
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Notes 
Use this area for notes and diagrams


