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UV31171
Development of working 
relationships in hospitality

The aim of this unit is to develop your knowledge and 
understanding of working relationships in the hospitality 
industry. You will learn how to build relationships with 
customers and staff through positive communication and 
practice.

You will learn the importance of providing honest 
feedback to colleagues, building team strength, respecting 
individuals and the team, and in dealing with conflict and 
confidentiality. 

You will cover the importance of a professional image, the 
need to adapt techniques in handling different customers 
and the need to keep customers informed. You will learn 
the limits of your authority and the procedures to follow 
when experiencing complaints.
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV31171

1. Understand the key elements that 
encourage good working relationships

2. Understand the principles of maintaining 
good working relationships with colleagues

3. Know how to work well with a manager

4. Know how to maintain good customer 
relations

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 the key elements that encourage good working 
relationships

You can: Portfolio reference 

a. Explain the importance of clear communication in the workplace 

b. Identify methods for communicating clearly with colleagues, 
managers and customers

c. Identify the basic legal requirements that cover working with 
colleagues

d. State the importance of recognising and valuing diversity

e. Explain the importance of meeting the special needs that 
colleagues and customers may have

 



UV311716

Learning outcome 2 

Understand the principles of maintaining good working 
relationships with colleagues

You can: Portfolio reference

a. State the importance of working as a team 

b. State the importance of providing honest, helpful and motivating 
feedback to colleagues on their performance

c. State the importance of discussing issues with colleagues 

d. Explain how to build colleagues’ strengths and weaknesses in the 
context of a team 

e. State the importance of showing that colleagues are respected as 
individuals

f. Explain how to deal with disagreements between colleagues

g. Identify the types of information about colleagues and customers 
that should be kept confidential
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Learning outcome 3 

Know how to work well with a manager

You can: Portfolio reference

a. State the importance of keeping managers up-to-date with work-
related issues

b. Describe situations where a manager’s help and advice should be 
sought

c. State the importance of responding positively to feedback from a 
manager

d. State the importance of having procedures to follow when 
someone has a disagreement with their manager
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Learning outcome 4 

Know how to maintain good customer relations

You can: Portfolio reference

a. Describe how to present a positive and professional image to 
customers

b. Identify the need to adapt behaviour for different customers 

c. Identify types of issues customers need to be kept informed about

d. Describe how to explain to customers when their needs and 
expectations cannot be met

e. State the value of exceeding customers’ expectations

f. Identify the importance of knowing limits of personal authority 
when solving customers’ problems

g. State the importance of having procedures for dealing with 
customer complaints

h. State the importance of having procedures for dealing with 
customers who are aggressive and abusive

 



Outcome 1: Understand the key elements that encourage good working 
relationships

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 communication: 
Accuracy, clear, to the point, minimise 
misunderstanding, uphold standards, 
support teamwork. 

Methods for communicating clearly: 
Verbal (face to face, telephone, tone, 
pitch, appropriate use of language), 
written (electronic, letter), non-verbal 
(body language), spelling, grammar used, 
layout of text, punctuation, appropriate 
to situation, appropriate for audience 
(colleagues, management, customers, 
suppliers). 

Basic legal requirements: Legislation 
(employment law, health and safety, equal 
opportunities, race relations, disability 
discrimination, equality and diversity, 
equal opportunities), organisational (clear 
procedures, duty of care, standards of 
performance), training (task, updates, 
skills), culture towards customers and staff 
(behaviour, attitudes, approach towards, 
authority). 

Importance in recognising and valuing 
diversity: Working within legislation and 
regulation (equality and diversity, equal 
opportunities, race relations, disability 
discrimination, human rights, sex 
discrimination, health and safety, duty of 
care, demographic changes in population), 
social belonging (ethnicity, age, disability, 
gender, religion, nationality), organisational 
impact (reputation in community, staff/
customer relations), recognising 
(differences, similarities, issues, negative 
behaviour), consequences of non-

compliance (prosecution, employment 
tribunal, fines, negative personal and 
organisational publicity).

The importance in meeting special 
needs of colleagues: Reduce tension 
in the workplace, assist productivity, 
promotes motivation, team member, health 
and safety considerations, capability 
issues.

Special needs: Physical disability, 
mental disability, external pressure, 
internal pressure of work, religion, beliefs, 
supporting (support meeting/changing shift 
requirements, cover for absence, coaching 
and mentoring, occupational health, 
counselling, training).

The importance in meeting special 
needs of customers: Maintain customer 
perceptions of organisation, customer 
loyalty, customer referrals, health and 
safety considerations, complaints 
reduction, reduce accidents and injuries. 

Special needs: Physical disability, 
mental disability, external pressure, 
internal pressure of work, religion, beliefs, 
internal customers, external customers, 
contractors, visitors.



Outcome 2: Understand the principles of maintaining good working 
relationships with colleagues
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Importance of working as a team: 
Meeting organisational and departmental 
aims and objectives, positive customer 
perception, efficient image, effective 
operation, reduced conflict, team member 
satisfaction, high motivation, increased 
capability. 

Teams: Department (housekeeping, 
kitchen, restaurant, bar, management, 
stores, maintenance, banqueting), section 
teams (kitchen; starter, mains, pastry). 

Importance of providing honest, helpful 
and motivating feedback to colleagues 
on their performance: Maintain customer 
perceptions, increase personal capability, 
develop a positive open team culture, 
promote ideas and problem solving 
in workplace, increase organisational 
profitability, promote team integration, 
promote enhanced performance, promote 
job satisfaction, demonstrate caring. 

Honest – objective, clear, realistic, 
constructive performance of individual.  

Helpful – offer solutions and guidance, 
promote learning and investigation, 
promote discussion, caring, concerned, 
performance aims and objectives.

Motivating – positive, personal 
development, set timescales, morale 
building, team-building activities.

Importance of discussing issues with 
colleagues: Sharing problem or issue, 
problem solving, higher motivation, 
higher levels of self-esteem, additional 
perspectives, making informed choices. 

Issue – with colleagues, equipment, 
standards, practice, procedures, 
management, health and safety, 
organisational changes in structure.

Colleagues’ strengths and weaknesses: 
Knowledge, own skills, ability to work as 
part of a team, responsible for own actions, 
communication skills, reflect on own 
performance.    

How to build colleagues strengths 
and weaknesses: Discussion, coaching 
and mentoring, skills development, 
management review, self-reflection, peer 
buddy, knowledge development.

Importance of showing that colleagues 
are respected: Inclusion, promoting 
equality and diversity in the team, value 
individual contributions, develop the team 
culture, demonstrating caring and sharing, 
shared responsibility towards success, 
build confidence in team, build confidence 
in individuals. 

How to deal with disagreements: Type of 
disagreement (straightforward, grievance), 
cause of disagreement (working conditions, 
lack of clarification in delegation, conflict 
of instructions, personal), investigation 
(participants versions of disagreement, 
effective listening, accurate recording, 
witnesses names and contribution), identify 
a solution to disagreement (agreement by 
all parties involved, grievance, disciplinary, 
industrial tribunal), follow organisational 
procedures. 

Confidential information of colleagues: 
Pay levels, contract of employment, 
personal work records, personal details. 

Confidential information of customers:  
Personal information disclosed, financial 
details, personal address, family details.



Outcome 3: Know how to work well with a manager
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Importance in keeping managers 
up-to-date: Make informed business 
decisions, implementation of changes 
required, enable a proactive approach to 
problem solving, demonstrate duty of care, 
monitoring accuracy of staff performance, 
enhance team relationship, build reputation 
of organisation. 

Work-related issues: Conditions of work, 
conflict between staff, work practice, stress, 
unexpected situations, health and safety, 
health and hygiene related.

Situations: Disagreements between 
staff/other managers, workload, stress, 
performance issues, personal advice 
(family, own health, family health, own 
financial problems, childcare constraints), 
performance of staff (accompanied, 
training, confidential meetings, feedback 
sessions), staff problems (disagreement, 
discrimination, harassment, bullying), 
workplace development (self, team 
members, training, promotion, standards of 
work).

Help and advice: Follow organisational 
procedures (disciplinary procedures, 
whistle blowing), supportive measures 
(reduce workload, change in shift 
patterns, flexible working hours or days, 
compassionate leave). 

Importance in responding positively 
to feedback: Learning and development, 
review team performance, identify new 
objectives, build relationships with team 
and others. 

Feedback: Written (staff appraisals, 
emails, letter), verbal (formal, informal).  

Importance of having procedures: 
Working within regulations (legal, 
organisational), find a resolution, reduce 

escalation, avoid court resolution, reduce 
organisational costs, reduce negative 
impact on organisation, maintain trust in 
workforce, facilitate policy review, reduce 
staff turnover, enhance reputation in work 
place and community.   

Disagreement with manager: Treatment 
different to others, bullying, discrimination, 
harassment, unfair workload, unrealistic 
demands and expectations. 



Outcome 4: Know how to maintain good customer relations
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Positive and professional image: 
Personal appearance (clean and ironed 
uniform, good personal hygiene, no or 
minimal make-up, no or minimal jewellery, 
no strong smelling fragrance), attitude 
(positive, empathy with customers, good 
eye contact, positive body language), 
communication skills (tone, language, 
smiling, listening skills, meet and greet 
customers, clear and accurate written 
communication), develop relationship with 
customer (use of name, remembering 
key customer details, room number, 
special requirements), maintaining 
brand (use of logo, branded stationery, 
colour integration), organisational image 
(standards of performance, maintained 
equipment, maintained decoration), training 
(task, updates).

Need to adapt behaviour: Exceed 
customer expectations, up-to-date 
appropriate product knowledge, appropriate 
use of language for customer type 
(children/language difficulties, simple clear, 
no jargon), allow more time for customers 
with specific needs (hearing impaired, non-
English speakers), non-confrontational and 
calmly (customers under the influence of 
illegal drugs or alcohol, violent customers, 
customers making a complaint), obtain 
support from other staff members. 

Issues: Menu changes (changes in 
composition, availability of items, special 
customer requirements, quality, value, 
product substitution), food service 
(time delays, equipment availability, 
table allocation, product substitution), 
administration (changes in agreed service, 
complaint progress), accommodation (room 
not ready, availability).  

When needs and expectations cannot 
be met: Apologise, explain situation, 
attitude (positive, empathy with customers, 
good eye contact, positive body language, 
active listening skills), stay calm, 
reducing escalation (explore customers’ 
expectations, negotiation skills, explore 
opportunities, present solution, agree on 
solution), keep customer informed.

Value in exceeding customer 
expectations: Satisfied customer, 
customer referral (word of mouth publicity), 
increase in new business, increase in 
sales, repeat business, customer loyalty, 
enhanced reputation. 

Importance of knowing limits of 
personal authority: Organisational 
procedures/standards of performance 
(customers treated fairly and equally), 
maintaining food safety, maintaining health 
and safety, quality assurance standards 
met, minimise cost implication. 

Importance for having procedures for 
customer complaints: Meet regulations 
and legal requirements, improve standards, 
improve performance, improve efficiency, 
reduce problems of similar nature, periodic 
review, informed changes to procedure and 
policy, inform training. 

Importance for having procedures 
for dealing with customers who are 
aggressive and abusive: Protect 
employees, support employees when 
dealing with situation, minimise risk of 
injury, duty of care, meet regulations and 
legal requirements. 


