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UV31038
Customer service in the 
hospitality industry

The aim of this unit is to develop your knowledge, 
understanding and practical skills needed for customer 
service. You will learn some basic communication skills to 
help you communicate effectively with customers. You will 
also learn why personal presentation is important and why 
you need to follow uniform or dress codes when working in 
customer service. 
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UV31038

1. Be able to communicate with customers

2. Know the importance of good personal 
presentation

3. Know the importance of good customer 
service

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

UV31038

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:

UV31038

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 communicate with customers
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a. Communicate positively in routine situations 
(to include verbal and non-verbal)



Learning outcome 2

You can:

UV31038

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Present self appropriately to serve 
customers

Know the importance of good personal presentation
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*May be assessed by supplementary evidence.



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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Know the importance of good personal presentation

You can: Portfolio reference 

b. Give examples of good personal presentation

 

Learning outcome 2 
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Learning outcome 3 

Know the importance of good customer service

You can: Portfolio reference

a. State why good customer service is important

 



Outcome 2: Know the importance of good personal presentation

Good personal presentation: Shower/
wash daily, clean teeth, fresh breath, 
deodorant (avoid overpowering perfume/
aftershave), clean hair, clean nails, nails 
of a suitable length, nail polish in line with 
organisation’s policy, clean hands (after 
toilet breaks, after smoking, between 
tasks), correct uniform or follow dress 
code (clean, ironed, in good repair, 
suitable footwear, make-up in line with the 
organisation’s standards, jewellery in line 
with the organisation’s standards), name 
badge if required.  

Importance: Image, first impressions, 
hygiene, health and safety requirements, in 
line with other staff, easily recognisable for 
customer.

Outcome 1: Be able to communicate with customers

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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Communication skills: Verbal (tone, 
pitch, language, pace), non-verbal (body 
language, eye contact, facial expressions), 
one way (public address system, email, 
letter, text), two way (face to face, 
telephone).

Positive communication: Welcoming 
greeting, smile, ‘can do’ attitude, helpful 
manner.

Outcome 3: Know the importance of good customer service

The importance of good customer 
service: Customer satisfaction, exceed 
customers expectations, repeat business, 
more customers for organisation, increase 
in sales for the organisation, a good 
reputation for the organisation.


