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Introduction

This student textbook has been written especially for the WJEC Level 1/2 Vocational Award in Hospitality & Catering (Technical Award) qualiﬁcation that you are taking and matches the course speciﬁcation (all the skills and information you are expected to know by the end of the course) produced by WJEC. 

The course has been designed with the aim of enabling you to gain a good foundation of knowledge, understanding and skills that are required by the Hospitality and Catering industry, which is a major employer of people in the UK and other countries. You will have the opportunity to develop a variety of skills, including food preparation and cooking techniques, organisation, time management, planning, communication and problem solving. 

Success in this course will enable you to progress on to further training if you decide to choose a career in this industry.   

The course is made up of two units:

Unit 1: The Hospitality and Catering IndustryUnit 2: Hospitality and Catering in Action

To pass the course, you must complete the assessments for bothunits.  

In Unit 1, you will learn about: ⦁Topic 1.1: Hospitality and catering provision

 ⦁Topic 1.2: How hospitality and catering providers operate

 ⦁Topic 1.3: Health and safety in hospitality and catering

 ⦁Topic 1.4: Food safety in hospitality and catering

In Unit 2, you will learn about and apply your learning to: ⦁Topic 2.1: The importance of nutrition

 ⦁Topic 2.2: Menu planning

 ⦁Topic 2.3: The skills and techniques of preparation, cooking and presentation of dishes

 ⦁Topic 2.4: Evaluating cooking skills 
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Introduction

Understanding the terminology and mark scheme used in the course

In both units of the course, the information that you will learn about and be assessed on (the subject content) is sub-divided into separate topic areas.

The content of each topic area is headed with a speciﬁcation stem, which shows how you should develop your knowledge, understanding and skills in that area, so that you are ready to take the assessments at the end of the course:

Speciﬁcation stemWhat it means

Learners should knowYou should be able to 

recall facts, e.g. deﬁnitions of words; names of bacteria; who is responsible for the health and safety training of hospitality and catering staff.

Learners should know and understandYou should be able to show that what you know about a topic means that you understand it, by being able to identify, explain, describe, analyse, review, suggest or recommend information about the topic.

Learners should be aware ofThis is used for topics that have a lot of detail and information, e.g. 

health and safety laws and regulations; equipment and materials used in catering kitchens; factors involved in menu planning. You need to show that you are aware of these topics, but you do not need to understand and recall every detail about them.

Learners should be able toYou should be able to 

apply what you know to a speciﬁc situation/scenario or practical situation, e.g. complete an accident form; identify critical control points; plan dishes for a menu.

In Unit 1, you will be assessed by taking a written examination (see pages 108–21).

In Unit 2, you will be assessed by taking a controlled assessment, involving a series of tasks, including practical work (see pages 246–68).

In both assessments, the examiners will want to see how well you use a range of skills to: ⦁answer the exam questions (Unit 1)

 ⦁carry out the series of tasks in the controlled assessment and apply your knowledge (Unit 2).

These skills are set out in three assessment objectives (AOs):

AO1: What you know and understand about the different topics in the speciﬁcation, including knowing and using the correct terminology (special words).

AO2: You can use and apply your skills, knowledge and understanding to answer questions about different topics and situations.

AO3: You can analyse (break information into different parts to explain it) the topic that the question is about and evaluate (make judgements and conclusions about it).

In both assessments, each exam question (Unit 1) and controlled assessment criterion (Unit 2) will be worth a number of marks. Both assessments will be marked according to a mark scheme, which is set by the examination board (WJEC). The marks are set out in mark bands, each of which has a set of descriptors that describe what the examiner is looking for in your answers, in order to decide how well you have met the assessment objectives and give you the marks that reﬂect this.

Here is a chart explaining the mark bands and descriptors that are used for both assessments. Some of the wording in the descriptors has been simpliﬁed to help you understand them:

66







[image: background image]


BandDescriptors

 – what the examiner is looking for in your answers Assessment objectives

AO1AO2AO3

Excellent

 ⦁A wide range of detail and correct information given

 ⦁Full/completeunderstanding of what the question is asking and how to answer it

 ⦁Effective and correct use of the terminology for a topic

 ⦁Knowledge and understanding are always applied to different topics and situations

 ⦁Practical skills (mostly complex preparation and knife techniques) are always and effectively carried out to a high standard

 ⦁Understanding and explanation of a particular topic/situation are fully developed and fully accurate

 ⦁Analysis and evaluation skills are highly effective

 ⦁Evidence collected is used to build an effective and balanced argument

 ⦁Evaluation is detailed and backed up with evidence, leading to secure judgements and rational conclusions 

Very good/Good

 ⦁A range of detail and correct information given

 ⦁Good understanding of what the question is asking and how to answer it

 ⦁Correct use of the terminology for a topic

 ⦁Knowledge and understanding are applied to different topics and situations

 ⦁Practical skills (mostly complex and medium preparation and knife techniques) are carried out competently to a high to medium standard

 ⦁Understanding and explanation of a particular topic/situation are developed and mostly accurate

 ⦁Analysis and evaluation skills are used effectively

 ⦁Evidence collected is used to build a developed but unbalanced argument

 ⦁Evaluation is detailed, with some evidence, leading to generally secure judgements and rational conclusions

Satisfactory

 ⦁Some detail and correct information given

 ⦁Good, but not complete understanding of what the question is asking and how to answer it

 ⦁Mostly correct use of terminology for a topic

 ⦁Knowledge and understanding are mainly applied to different topics and situations

 ⦁Practical skills (mostly medium and basic preparation and knife techniques) are carried out to a medium to low standard 

 ⦁Understanding and explanation of a particular topic/situation are developed and generally accurate

 ⦁Analysis and evaluation skills are used quite well

 ⦁Evidence collected is used to build 

a sound argument OR ⦁Evidence collected is used to build a detailed, one-sided argument 

 ⦁Evaluation leads to some judgements, with some link between conclusions and evidence 

Basic

 ⦁Some detail and correct information given

 ⦁Only partial understanding of what the question is asking and how to answer it

 ⦁Some use of terminology for a topic

 ⦁Knowledge and understanding are partially applied to different topics and situations

 ⦁Practical skills (mostly medium and basic preparation and knife techniques) are carried out to a medium to low standard

 ⦁Understanding and explanation of a particular topic/situation are partially developed and partially accurate

 ⦁Analysis and evaluation skills are used in a suitable way, but may not be precise

 ⦁Evidence collected is used to build a one-sided argument

 ⦁Evaluation leads to generalised judgements and conclusions, with minimal evidence used

Limited

 ⦁Little detail and correct information given

 ⦁Little or no understanding of what the question is asking and how to answer it

 ⦁Very little or no use of terminology for a topic

 ⦁Very little knowledge and understanding is applied to different topics and situations

 ⦁Practical skills are basic and carried out with limited precision

 ⦁Understanding and explanation of a particular topic/situation is very simple or not given, and has little accuracy

 ⦁Analysis and evaluation skills are used with limited ability

 ⦁Evaluation has no evidence and only simple or no judgements or conclusions are made

The number of mark bands that will be used for each exam question or controlled assessment criterion is as follows:

Number of marks an exam question or controlled assessment criterion is worth

Number of mark bands that will be used in the mark scheme

Which bands will be used?

5–7

3Very good; Very good/Good; Basic

8–16 

4Excellent; Very good/Good; Basic; Limited

More than 175Excellent; Very good/Good; Satisfactory; Basic; Limited
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Introduction

How to use this book

The book is set out in the same order as the units, topics and topic areas in the course speciﬁcation, as follows:

 TopicTopic area

Page number in book

Unit 1: The Hospitality and Catering Industry

1.1 Hospitality and catering provision

1.1.1 – Hospitality and catering providers

10

1.1.2 – Working in the Hospitality and Catering industry

211.1.3 – Working conditions in the Hospitality and Catering industry301.1.4 –  Contributing factors to the success of hospitality and catering provision32

1.2 How hospitality and catering providers operate

1.2.1 – The operation of the front and back of house

44

1.2.2 – Customer requirements in hospitality and catering

641.2.3 – Hospitality and catering provision to meet speciﬁc requirements65

1.3 Health and safety in hospitality and catering

1.3.1 – Health and safety in hospitality and catering provision

71

1.3.2 – Food safety

82

1.4 Food safety in hospitality and catering

1.4.1 – Food-related causes of ill health

87

1.4.2 – Symptoms and signs of food-induced ill health

95

1.4.3 – Preventative control measures of food-related ill health1011.4.4 – The Environmental Health Ofﬁcer (EHO)105

Unit 2: Hospitality and Catering in Action

2.1 The importance of nutrition

2.1.1 – Understanding the importance of nutrition

122

2.1.2 – How cooking methods can impact on nutritional value

136

2.2. Menu planning2.2.1 – Factors affecting menu planning

140

2.2.2 – How to plan production

158

2.3 The skills and techniques of preparation, cooking and presentation of dishes

2.3.1 – How to prepare and make dishes

166

2.3.2 – Presentation techniques

224

2.3.3 – Food safety practices

238

2.4 Evaluating cooking skills2.4.1 – Reviewing of dishes

241

2.4.2 – Reviewing own performance

244
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Practice questions

Put it into practice

Scenario

Stretch and challenge

 

 

...know...know

... know and understand... know and understand

...be aware of...be aware of

...be able to...be able to

Features to help you

Features to help you

Throughout the book, there are a number of features to help you to study and progress through the course, which are shown below:

Activities: a range of activities are given throughout the book. They are designed to help you learn a topic more thoroughly and practise answering questions.

Case study: these are activities that ask you questions about people or situations you might come across in hospitality and catering.

Did you know?: these are short pieces of information about aspects of the Hospitality and Catering industry that are included for interest and to further explain a topic.

Key terms: these give you the deﬁnitions of the key terminology (special words) in each of the topics that you need to know and use.

Photographs and drawings: there are many of these throughout the book. They are included to help you further understand and visualise a topic.

Practice questions: these are end-of-topic questions, written in different styles and with a range of command words. They are designed to give you opportunities throughout the course to practise and improve your techniques for answering questions.

Put it into practice: these are activities that involve practising your cooking skills, while at the same time reinforcing what you have learned in a topic.

Scenario: these are activities that use realistic situations/proposals/problems that occur in hospitality and catering. You are asked to consider and make suggestions as to how these situations would be dealt with and/or suggest an appropriate option for hospitality and catering provision, and/or suggest solutions to the problems presented.

Speciﬁcation stems: these are signposts to show and remind you which sections of information you need to ‘know’, ‘know and understand’, ‘be aware of’ and ‘be able to’.

Stretch and challenge activities: these are activities/questions in which you will need to ﬁnd out more about a topic and practise being able to answer questions at a higher level, showing your detailed knowledge and understanding.

The answers to Practice questions, Stretch and challenge questions, Example exam questions, etc. are available online at www.illuminatepublishing.com/hosp&cater2ed

Good luck on your course. We hope that you will enjoy learning about hospitality and catering and will develop your skills and conﬁdence as you progress through the course, and possibly lead on to further training and a career in this industry. 

Activity

Did you know?

Case study 

Key terms 

 

●
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The structure of the Hospitality and Catering industry 

The Hospitality and Catering industry is very large and varied. There are many job roles within it that require different sets of skills to make the industry effective and successful. 

The Hospitality and Catering industry also relies on other outside agencies, businesses and people (suppliers) to supply it with the things it needs, e.g. food commodities, drinks, cleaning materials, tableware, agency staff, equipment, furniture, uniforms, laundering services, waste disposal, ﬂoral displays, etc. 

Catering

Catering services are provided by:

 ⦁Contract food service catering businesses (large and small), caterers who supply businesses and establishments such as airlines, hospitals, schools, care homes and some private functions in hotels. The food is usually prepared in a central place and then delivered to the establishments. They may also supply food to places that do not have catering facilities, such as historical houses, museums, community halls and sports venues, for events such as parties, anniversaries, wedding receptions, open-air concerts and sports events. 

 ⦁In-house catering staff, who work in the kitchen, which is a permanent part of the establishment. 

... know and understand... know and understand

1.1 Hospitality and catering provision 

1.1.1  Hospitality and catering providers

What will  I learn?      

The Hospitality and Catering industry is one of the largest employers in the UK. In this section of the topic, you will learn about the structure of the industry and the wide range of jobs and services it provides.

You will also learn about how the industry is ratedaccording to different sets of standards, e.g. food hygiene, services provided, sustainability and environmental practices.

 

Key terms 

 ●Caterer – a business or person who arranges the preparation, delivery and presentation of food for clients

 ●Catering – providing a food and beverage service to people in a particular location 

 ●Client – a person/business/organisationusing hospitality and catering services 

 ●Establishment – a place from where a business or organisation operates

 ●Hospitality – the business of providing accommodation, meals and drinks to people in a variety of places away from their home 

10
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Commercial sector

COMMERCIAL SECTOR

... know and understand... know and understand

The following table shows the different types of hospitality and catering establishments, the clients they cater for, the services they provide and the job roles in each. The table is divided into the two main sectors (parts) in the Hospitality and Catering industry:

 ⦁The commercial sector, where a business (e.g. a restaurant, hotel, sports stadium, travel company) aims to make a proﬁt from the hospitality and catering services it provides.

 ⦁The non-commercial catering services sector, where an organisation provides catering services (e.g. a staff canteen in a shop, construction site or hospital), but does not necessarily aim to make a proﬁt from them.

Residential

Examples of establishments where hospitality and catering is carried out 

For business, leisure and tourism:

 ⦁Hotels, motels and hostels

 ⦁Bed and breakfast, guest houses and Airbnb 

 ⦁Inns and pubs

 ⦁Farmhouses 

 ⦁Family holiday campsites, caravan parks, lodges, pods and cabins

 ⦁Glamping sites (a type of luxury camping where accommodation and facilities are provided)

 ⦁Cruise ships

 ⦁Long-distance trains 

 ⦁Motorway services

Client groups

Individuals/groups for business/conferences and meetings

Individuals/groups/families for leisure/holidays 

Guests attending a wedding/birthday party/anniversary/funeral/religious celebration/ofﬁce party, etc. 

Overseas visitors/tourists

Individuals/groups taking part in a leisure/tourism/sport/health activity

Students on ﬁeld trips 

Travellers breaking a journey

Passengers on a journey

Hospitality and catering services provided

Accommodation/housekeeping/turn-down service (preparing a guest room for the evening/night, e.g. turning down the bedding, closing the curtains, emptying the rubbish bin) 

Food and beverages in dining rooms or restaurants/24-hour room service/restaurant/bar/cafeteria/takeaway packed-lunch service

Banqueting and formal meals for special occasions

Business/study/training facilities, e.g. conference facilities/meeting rooms/internet access

Transport catering service – before, during and after a journey

Rooms: single, double, king, family, suite (en-suite bath/shower room; shared facilities)

Leisure facilities: spa, gym, swimming  pool

Function facilities: e.g. weddings/wedding receptions, parties, charityfundraising events, etc.

 

Hospitality and catering job roles required (depending on the type and size of the establishment)

Management

 ⦁Managers

 ⦁Administrators

Front of house 

 ⦁Receptionists

 ⦁Porters 

 ⦁Security staff

Food and beverage

 ⦁Kitchen brigade

 

 ⦁Restaurant manager

 ⦁Waiting staff

 ⦁Barista/bartender

Housekeeping

 ⦁Housekeeper

 ⦁Room attendant

 ⦁Maintenance staff

 ⦁Conference staff

11
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1.1.1  Hospitality and catering providers

COMMERCIAL SECTOR... know and understand... know and understand

Non-residential

Examples of establishments where hospitality and catering is carried out

For business, leisure and tourism:

 ⦁Restaurants, bistros and dining rooms

 ⦁Cafés, tearooms and coffee shops

 ⦁Takeaway and fast food outlets

 ⦁Pubs and bars

 ⦁Clubs and casinos

 ⦁Street food 

 ⦁Pop-up restaurants

 ⦁Mobile/road-side food vans

 ⦁Visitor and tourist attractions, e.g. theme parks, museums, National Trust properties, spas 

 ⦁Sport stadiums

 ⦁Concert/gig venues

 ⦁Airlines

 ⦁Vending machines

Client groups

Individuals

Families

Groups – different age groups 

Tourists and visitors

Workers on regular hours and shift workers

Hospitality and catering services provided

Food and beverages – eat in or takeaway

Private rooms for business/celebrations/training facilities, e.g. conference facilities/meeting rooms/internet access

Hospitality and catering job roles required (depending on the type and size of the establishment)

Management

 ⦁Managers

 ⦁Administrators

Front of house 

 ⦁Receptionists

 ⦁Dining room manager  

 ⦁Head of waiting staff

 ⦁Waiting staff

 ⦁Barista/bartender

Food and beverage

 ⦁Kitchen brigade 

Key terms 

 ●Commercial sector – the part of the Hospitality and Catering industry that aims to make a proﬁt

 ●Non-commercial sector – the part of the Hospitality and Catering industry that does not aim to make a proﬁt

 ●Non-residential – a place that provides catering and hospitality services but not accommodation for people to stay in

 ●Residential – a place that provides accommodation for people to stay in, as well as catering and hospitality services

12
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Non-commercial sector

NON-COMMERCIAL SECTOR... know and understand... know and understandResidential

Examples of establishments where hospitality and catering is carried out 

Public sector catering:  

(non-proﬁt making – costs are kept down by efﬁciency measures)

a) Health and welfare: 

 ⦁National Health Service (NHS) hospitals

 ⦁NHS nursing and care homes

 ⦁Hospices

 ⦁Emergency services  

 ⦁Prisons 

 

 

b) Education:

 ⦁Schools, colleges, university residences, boarding schools 

 

c) Armed forces: 

 ⦁Army/Navy/Air Force 

Other:

 ⦁Hostels and shelters   

 ⦁Private nursing and care homes  

Client groups

 ⦁Staff – all departments ⦁Patients – long and short term with different dietary needs

 ⦁Elderly people ⦁People with disabilities ⦁People with mental health issues ⦁Visitors

 ⦁Prisoners ⦁Visitors

 ⦁School-aged children and teenagers ⦁Students ⦁Visitors ⦁Staff 

 ⦁Armed forces personnel – all ranks ⦁Special events

 ⦁Homeless people ⦁People with personal problems  ⦁Staff

 ⦁Elderly people ⦁People with disabilities ⦁People with mental health issues ⦁Staff

Hospitality and catering job roles required (depending on the type and size of the establishment)

Management

 ⦁Managers

 ⦁Administrators

Front of house 

 ⦁Receptionists

 ⦁Porters 

 ⦁Security staff 

 ⦁Staff serving food at counter

Food and beverage

 ⦁Kitchen brigade 

 ⦁Dining room manager

 ⦁Volunteers

Hospitality and cateringservices provided

Accommodation 

Food and beverages throughout the day (and night, where shift work takes place)

13
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1.1.1  Hospitality and catering providers

NON-COMMERCIAL SECTOR... know and understand... know and understandNon-residential

Examples of establishments where hospitality and catering is carried out 

a) Workforce catering:

 

 ⦁Subsidised canteens/dining rooms  for staff in factories, construction sites, shops, etc.  

 

b) Voluntary sector/health and welfare:

 ⦁Senior citizen luncheon clubs

 ⦁Charity food providers, e.g. soup vans, food banks

 ⦁Day-care centres

 ⦁Food delivery services, e.g. Meals onWheels 

 

 

c) Education: 

 ⦁Childcare day nurseries 

 ⦁School holiday clubs

 

 ⦁Schools, colleges and universities 

Client groups

 ⦁Staff from all departments in a business 

 

 

 ⦁Elderly people

 ⦁People with disabilities ⦁Homeless people

 ⦁People with mental health issues

 

 ⦁Babies and pre-school-age children ⦁School-age children and teenagers ⦁Students, teaching/lecturing staff, technicians, administration and other staff       

Hospitality and catering job roles required (depending on the type and size of the establishment)

Management

 ⦁Managers

 ⦁Administrators

Front of house 

 ⦁Receptionists

 ⦁Porters 

 ⦁Security staff 

 ⦁Staff serving food at counter

Food and beverage

 ⦁Kitchen brigade 

 ⦁Dining room manager

 ⦁Volunteers

Hospitality and cateringservices provided

Food and beverages

14







[image: background image]


Types of food service system

Food is served to customers in a variety of different ways (systems), depending on the establishment where the food is eaten. The following table shows the different types of food service systems that are operated by the catering sector to provide customers with food. 

Types of food service system... know and understand... know and understand

Buffet service – food is displayed in containers at an open counter or a central serving station. Customers pick up a plate or bowl and help themselves to food and drinks. 

Some foods may be served to customers, e.g. ﬁsh, meat, poultry. Often used in hotels for breakfast and in ‘all-you-can-eat’ restaurants that charge a ﬁxed price per person for a meal.

Cafeteria – all the types of food and drink on sale are displayed at a long counter. Customers move along the counter with a tray and choose what they want, then queue up to pay at the end. Used in schools, some restaurants and cafés.

 

Fast food – food and drinks are displayed on a menu behind the counter or on an outside screen/poster at a drive-through outlet. The customer places their order and pays at a sales point at the counter or from a communication point at a drive-through fast food outlet. 

Free-ﬂow – different types of food and drinks are displayed at different counters. Customers take their trays and choose what they want from different counters, then pay at a central till.

Multi-point – different types of food and drinks are displayed and paid for at separate counters.

Seated counter service – customers sit at the counter on stools and are served their food. Used in places such as sushi bars, stations and airports.

Carvery service – roasted meat joints are displayed on a counter and carved for customers by a chef. Customers help themselves to  vegetables, sauces, etc.  

Counter service

Customers can see what is available and its price and can easily choose what they want.

Customers have to queue to pay before they can eat the food.

Queueing may take longer at busy times.

The food can be eaten in the establishment or taken away.
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1.1.1  Hospitality and catering providers

Waiters and waitresses (waiting staff) take food orders and serve customers who are seated at a table.

A large restaurant or pub will divide the customer tables into areas. These areas are called ‘stations’. Each member of the waiting staff is allocated to a station to ensurethat all customers are served in good time.

 

For large banquets or special occasions, such as wedding receptions, waiting staff are put into teams, and each team serves a speciﬁc group of people throughout the meal.

Table service means the different ways in which food is served to people at the table:

 ⦁Plate service is where the food that has been ordered is placed on a plate (‘plated’) for each customer in the kitchen, then brought to the table and served by the waiting staff.

 ⦁Family-style service is where all the food that has been ordered is placed in disheson the table for customers to serve themselves.

 

 ⦁Silver service is where food is served by a waiter/waitress to each customer (usually from their left-hand side) from a serving dish (traditionally made of silver) at the table. The waiter/waitress often uses a spoon and fork in one hand to serve the food. Drinks and plated foods are served from the right-hand side. Each part of the meal is eaten with separate cutlery, used in a particular order.

 ⦁Banquet service is for large formal occasions where many people are served meals, e.g. wedding receptions, awards ceremonies and state banquets. The food could be served as a buffet, plate service or silver service.

This trolley service is sometimes used in restaurants for cooking, or preparing for service, particular types of food, e.g. steak, Caesar salad, ﬂambée. A special trolley is taken to the customer’s table. 

Trains: long-distance trains usually have dining carriages for sit-down meals or takeaway cafeteria food available. Mobile food and drinks trolleys are also used to deliver directly to travellers throughout the train.

Aeroplanes: on long-haul ﬂights, customers are given one or two meals that have been made by contract food service caterers and delivered to the ﬂight either frozen or cook-chilled. Customers may be able to pre-order their choice of cuisine (e.g. vegetarian, vegan, gluten-free, oriental) before their ﬂight – this helps the airline to plan their catering. Meals are heated in the aeroplane kitchens and delivered to passengers by ﬂight attendants.

Ships: cruise ships will have a variety of food service options available, including table and counter services. Ferries will usually have a cafeteria service.

Table service

Gueridon system (also called trolley or moveable service)

Transport catering system 

Food is generally more expensive when served in this way, in order to pay the wages of the waiting staff.

Cooking food at the table for customers is a form of entertainment and adds excitement and drama to the meal. It is often performed by one of the waiting staff.

All forms of transport are limited as to what they can take on board, so planning their catering carefully is really important. They need to provide a variety of food options that cater for different customer needs and requirements, e.g. gluten-free, vegetarian, Kosher, etc.
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Types of food service system

Vending machines provide hot and cold drinks, snacks and meals.

They need to have a person or team of people in charge of regularly maintaining and re-stocking them.

Online food delivery service companies collect customers’ ready-to-eat food orders from restaurants and takeaway businesses and deliver them to customers in their homes.

Other food delivery companies deliver frozen or long-life, ready-made meals to customers, including elderly people and people with disabilities, for them to store and heat at home when required.

Vending system

Personal service

These are used in many large organisations and establishments to cater for different requirements.

Ready-to-eat food delivery companies have to work hard in order to deliver the food quickly to the customer, so that it does not cool down and lose its freshly cooked ﬂavour and texture.

Hospitality and catering standards and ratings

Hotels, restaurants, guest houses, etc. are often advertised as having one, two, three, four or ﬁve star status. If an establishment achieves a high star rating, it is likely to be very popular with customers, many of whom will pay more to be assured a high standard of service.  

There are various categories in the Hospitality and Catering industry for which standards and ratings are used, including:

 ⦁Hotel and guest house rating

 ⦁Restaurant rating

 ⦁Food hygiene rating

 ⦁Environmental rating.

... know and understand... know and understand

17











[image: background image]


 

1.1.1  Hospitality and catering providers

The following table describes how such ratings are awarded:

Hotel and guest house standards

What is being inspected?How are the ratings awarded?

 ⦁Open all year round?

 ⦁Number of guest rooms (with/without en suite facilities, luxury apartment suite available?) 

 ⦁Number and type of rooms available for socialising, e.g. lounges, bars

 ⦁Environment – noisy/quiet, interior design, friendly and relaxing?

 ⦁Reception facilities

 ⦁Level of customer care

 ⦁Access to facilities – all day/night or restricted? 

 ⦁Disabled access

 ⦁Number of staff available over 24 hours

 ⦁Meal facilities – availability, choice and standard

 ⦁Licensed to sell alcohol?

 ⦁Public liability insurance cover?

 ⦁Meets all health and safety requirements?

 ⦁Standard and maintenance of facilities, e.g. general cleanliness, décor, furnishings, bedding, lighting, bathrooms, lifts, car parking

 ⦁Extra facilities, e.g. gym, swimming pool, ballroom, spa?

 ⦁Telephone, TV and Wi-Fi availability

Star ratings:





Who inspects?

Organisations such as the AA, Visit Britain, Tourist Boards, etc. visit hotels and guest houses and can award stars as well as advise proprietors about how they can improve their services.

Increasingly, social media reviews are being used to help future customers judge hotels and guest houses, e.g.: ⦁Social media, e.g. Facebook, Twitter

 ⦁Online review sites, e.g. Trip Advisor, Expedia, Booking.com, Google.

Restaurant standards

What is being inspected?How are the ratings awarded?Who inspects?

 ⦁Type/range of food being offered

 ⦁Quality of food and ingredients used

 ⦁Provenance of food (where the food comes from)

 ⦁Consistency of cooking, ﬂavour, appearance and quality of the food 

 ⦁The level of culinary skill, creativity and excellence of the chef(s)

The Michelin Guide awards one, two or three stars:

The AA awards rosettes (one to ﬁve): 

The Good Food Guide scores restaurants between 1 and 10.

Organisations such as the AA, The Good Food Guide and the Michelin Guide, send critics (often anonymously) to different restaurants to eat the food and then write a review about it.
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Hospitality and catering standards and ratings

The Food Hygiene Ratings Scheme

What is being inspected?How are the ratings awarded?Who inspects?

The Environmental Health Ofﬁcer inspecting a business checks how well the business is meeting the law on food hygiene by looking at:

 ⦁How hygienically the food is handled – including preparation, cooking, re-heating, cooling and storage 

 ⦁The cleanliness and condition of facilities and building (including having appropriate layout, ventilation, hand-washing facilities and pest control) to enable good food hygiene 

 ⦁How food safety within the business is managed, including a system or checks in place to ensure that food sold or served is safe to eat, evidence that staff know about food safety, and the Environmental Health Ofﬁcer has conﬁdence that standards will be maintained in future.

The Environmental Health Ofﬁcer will explain to the owner/manager of the business if there are any improvements needed, what these are and how they can achieve a higher rating.

When you eat out or shop for food, look out for a sticker in the window or on the door. If the food outlet is not displaying a sticker, you can ask the staff about the business’s rating. You can also look up food hygiene ratings online at food.gov.uk/ratings.

 ⦁The Food Standards Agency (FSA) runs the scheme in partnership with local authorities in England, Wales and Northern Ireland.

 ⦁A similar voluntary scheme – The Food Hygiene Information Scheme – is run in Scotland. 

Environmental standards

What is being inspected?

How are the ratings awarded?

How well a restaurant or food service meets a set of ten standards aimed at promoting sustainability and reducing the impact of food production on the environment:

Celebrate Local & Seasonal

Serve More Veg & Better Meat

Source Fish Responsibly

Support Global 

Farmers

1. Use more locally grown food to cut down on food transport2. Serve more vegetable-based meals and meat and dairy foods that have been 

produced with high animal welfare 

3. Serve sustainably caught ﬁsh

4. Support farmers in other countries by buying fairly traded food products

Treat People Fairly

Support the 

Community

Feed People Well

5. 

Treat employees equally and fairly and give them opportunities to develop their skills 

6. 

Get involved with the local community

Restaurants are assessed and a percentage (%) score is given to them for how much they are meeting the ten standards:

More than 50% = 1 star rating

60–69% = 2 star rating

More than 70% = 3 star rating

Who inspects?

The Sustainable Restaurant Association (UK)
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Practice questions

1. Name three types of counter food service system. (3 marks)

2.  List four examples of establishments where hospitality and catering is carried out in the residential commercial sector. (4 marks)

3.  List three examples of hospitality and catering services provided in the residential commercial sector.  (3 marks)

4.  List four examples of establishments where hospitality and catering is carried out in the non-residential commercial sector. (4 marks)

5.   List three examples of establishments where hospitality and catering services are provided in the residential non-commercial sector. (3 marks)

6.  List three examples of hospitality and catering job roles required in the non-residential, non-commercial sector. (3 marks)

Environmental standards

What is being inspected?

Value Natural Resources

Reduce Reuse Recycle

Waste No Food

7. Produce healthy, balanced meals

8. Use energy-efﬁcient equipment and avoid water wastage

9. Reduce food wastage 

10. Recycle materials where possible

 1.1.1  Hospitality and catering providers
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1.1.2 Working in the Hospitality and Catering industry

Introduction 

The Hospitality and Catering industry provides a range of jobs, especially in busy locations where there are many hotels and guest houses, restaurants and other places to eat out, busy shopping areas and tourist attractions. A large proportion of hospitality and catering jobs are part-time, but there are full-time jobs in the industry. Therefore, there are plenty of opportunities for those people who are ambitious and are willing to work their way up in an exciting and challenging career.

Supply of and demand for staff

The Hospitality and Catering industry has continued to grow in the past few years and the demand for employees and workers has grown with it.  

There are certain times of the year when the demand for staff for different job roles in the Hospitality and Catering industry increases, e.g. during the summer holiday season, Christmas and other celebrations, such as at New Year. People who are employed to work only at these busy times are known as seasonal workers.

... know and understand... know and understand

... know and understand... know and understand

Job roles in the Hospitality and Catering industry

For a business to run efﬁciently and be successful, it needs to have an employee structure, with different people performing different jobs (see page 25 for a summary of the employee structure in a hotel). This is obviously important in large hospitality and catering businesses, such as hotels, hospitals or restaurants with many employees, but it is also important in small businesses where fewer employees have to perform multiple jobs. 

The chart on the next page shows the job roles and responsibilities of different employees in the Hospitality and Catering industry.

... know and understand... know and understand

What will  I learn?      

In 1.1.1, you learned that there are many job roles available in the Hospitalityand Catering industry. In this section of the topic, you will learn about job requirements and the working conditions in the industry.

 

Key terms 

 ●Employee – someone who works in the industry and has an employment contract

 ●Employer – someone who hires staff to work for them

 ●Worker – someone who works in the industry but does not have an employment contract
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1.1.2    Working in the Hospitality and Catering industry

Managers

What do they do?

 ⦁Responsible for the smooth running of a business

 ⦁Responsible for the ﬁnances and security 

 ⦁Employ/recruit (and dismiss) staff 

 ⦁Staff training, development and promotion 

 ⦁Responsible for making sure customers are satisﬁed with the service they receive

 ⦁Plan and develop the business for the future 

 ⦁Responsible for the health, safety and welfare of customers and staff

 ⦁Responsible for managing the cleaning, maintenance of the buildings and infrastructure (water, gas, electricity, etc.) 

 ⦁Responsible for making sure the laws on health, safety and employment are followed correctly

 ⦁Deal with problems and complaints

Examples in a large hotel

 ⦁General Manager 

 ⦁Finance Manager

 ⦁Sales/Reservations Manager

 ⦁Front Ofﬁce Manager

 ⦁Head Receptionist

 ⦁Human Resources (staff) Manager

 ⦁Restaurant Manager – also called the Maitre d’hotel (or Maitre d’)

 ⦁Conference Manager

 ⦁Food and Beverage Manager

 ⦁Executive Chef

 ⦁Logistics Manager (purchase of supplies, cleaning, maintenance, security, IT)

 ⦁Head Housekeeper

Administrators

What do they do?

 ⦁Help the business to run smoothly 

 ⦁Sort out and deal with correspondence (letters, emails and phone calls)

 ⦁Typing, ﬁling and organisation of paperwork, e.g. staff details, customer bookings, tax forms 

 ⦁Order supplies for the business 

 ⦁Manage events 

 ⦁Organise IT support 

 ⦁Organise the manager’s diary and appointments

 ⦁Marketing to promote the business

Examples in a large hotel

 ⦁Secretary

 ⦁Assistant/Deputy Manager

 ⦁Accountant

 ⦁Cashier

Front-of-house staff

What do they do?

 ⦁Represent thebusiness 

 ⦁Help to promote the reputation of the business (and therefore its level of success)

 ⦁Work in direct contact with customers

 ⦁Act as a vital link between the customers and the back-of-house staff

 ⦁Take bookings

 ⦁Check customers in and out of the establishment

 ⦁Deal with customers’questions and problems

 ⦁Help customers to their rooms

 ⦁Set up rooms for meetings

Examples in a large hotel

 ⦁Receptionist

 ⦁Valet and driver

 ⦁Waiter and waitress

 ⦁Bartender

 ⦁Cashier

 ⦁Concierge (assists guests by booking tours, making theatre and restaurant reservations, etc.)

Back-of-house staff

What do they do?

 ⦁Buy and organise supplies

 ⦁Prepare and cook food

 ⦁Store and organise drinks

 ⦁Clean all areas of the hotel

 ⦁Make sure that guest rooms, communal areas,dining rooms, conference facilities, bathrooms and other facilities are clean, tidy,safe,pleasant  and comfortable 

 ⦁Maintain all areas (inside and outside) of the hotel building and grounds (e.g. replace light bulbs, mend broken appliances, cut the grass, etc.)

 ⦁Maintain security

Examples in a large hotel

 ⦁Stockroom Manager

 ⦁Kitchen brigade (see page 23)

 ⦁Maintenance team

 ⦁Gardener/Groundskeeper

 ⦁Security guard

 ⦁Cleaner

 ⦁Guest room attendant (used to be called chambermaid)
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Kitchen brigade

Kitchen brigade

The kitchen brigade is a system for setting out and explaining the job roles and responsibilities of those people who work in a kitchen. 

The chart below shows what a full kitchen brigade looks like. You would only ﬁnd a large brigade like this in a very large and busy kitchen, such as those in large hotels and restaurants.

... know and understand... know and understand

Chef de Cuisine

(Executive Head Chef) 

In charge of the entire kitchen:menu development, supervision of staff     

Sous Chef

(Under Chef) 

Second in command in the kitchen   

Chefs de partie

(Station chefs) 

In charge of a particular section of the kitchen

Grillardin

(Grill Chef) Prepares all grilled foods

Garde manger

(Cold Foods/Pantry Chef) Prepares cold foods(salads, patés, etc.)

Friturier

(Fry Chef) Prepares all fried dishes

Entremetier

(Vegetable Chef) 

Prepares hot appetisers, soups, vegetables, pastas. May produce egg dishes

ExpeditorExpeditor

(Food runner/co-ordinator) (Food runner/co-ordinator) 

Relays messages between customers, waiting staff, bar staff and kitchen; supports staff by taking food to tables and clearing tables; helps to ensure a smooth and efficient workflowRelays messages between customers, waiting staff, bar staff and kitchen; supports staff by taking food to tables and clearing tables; helps to ensure a smooth and efficient workflow

RotissierRotissier

(Roast Chef) Prepares all roast meats and sometimes grills(Roast Chef) Prepares all roast meats and sometimes grills

Poissonier

(Fish Chef) Prepares all fish and seafood dishes

Patissier

(Pastry Chef) Prepares all baked items, pastries and desserts

Confiseur 

Makes sweets and petit fours

Glacier 

Makes cold and frozen desserts

Kitchen Assistant/Porter/Plongeur

Washing up and other duties

Decorateur

Makes showpieces and special cakes

BoulangerBoulanger

Makes breads and rollsMakes breads and rolls

Commis/apprentice chef

(Trainee Chef) 

Learning the skills required for each station.

Assists the chefs

SaucierSaucier

(Sauté Chef) Prepares all sautéd items and sauces(Sauté Chef) Prepares all sautéd items and sauces

Boucher

(Butcher) Prepares meat, poultry, and sometimes fish

You will notice that the titles of each job role are in French. The French have a long history of writing systems and rules for cooking and passing them on to others, so French words and terms in cooking have been adopted and are in use in many countries. In the late 19th century, a famous French chef, Georges Auguste Escofﬁer, created the kitchen brigade system to simplify the job roles and work in a busy kitchen, so that everyone knows where they ﬁt within it.

Did you know?
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1.1.2    Working in the Hospitality and Catering industry

 Here are some French terms used in cooking. You might see them in recipes. See if you can ﬁnd out what they mean:

Activity: Name these French terms

Bain-marie

Canapé 

Coulis

Jus lie

Ragoût  

Roux

Sauté

Vol-au-vent

Case study 

‘A day in the life of . . . ’

Interview someone who works in a kitchen in a restaurant, café, or other food service business, and ﬁnd out the following information.

1. When do they start and ﬁnish work?

2. What do they do in their job throughout a typical day?

3. What do they like about their job?

4. What do they dislike about their job?

Now write a short report about a typical day in their life in the Hospitality and Catering industry.

Front of house

The staff who work front of house are the ﬁrst people that customers meet when they arrive at an establishment. They have a variety of important roles:

... know and understand... know and understand

Housekeeping

Housekeeping staff work ‘behind the scenes’ to make sure that rooms, communal areas, dining rooms, conference facilities, bathrooms and other facilities are clean, tidy, safe, pleasant, comfortable and well maintained (e.g. replace light bulbs, mend broken appliances, etc.).

... know and understand... know and understand

Concierge

Advise and help customers with tourist trips

Arrange taxis for customers

Park customers’ cars


 
Night porters

 

Work on reception at night

Help late arrivals

Porters

 

Help customers to their rooms

Set up rooms for meetings 

Head Receptionist and assistants Take bookings

Check customers in and out of the establishment


Deal with customers’ 
 


questions and problems









 




 





General cleaning staff

MaintenanceManager and assistants 

Room attendants

Head Housekeeper and assistants 
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Hotel jobs structure

Financial Director

Front Office

Manager 

Human Resources

(HR) Manager
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istant
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Executive Chef 

Front Desk

Receptionist 

Cashier

Concierge

Cashier

Head Waiter and

waiting staff 

Under 
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Butcher

Station chefs 

Roast Chef

Fish Chef

Gri
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 Chef

Vegetable Chef

Fry Chef

Cold Foods Chef

Re

li

ef Chef
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t
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r

/Plongeur

Apprentice Chef

Sauté Chef

Pastry Chef

Valet (car parking)
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Sales Manager

Logistics Manager
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Manager 
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istant Sales

Manager  

Purchase Manager

Maintenance

Manager  
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rvation

Manager   

Expeditor
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Security Manager

Driver
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D
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ty Assistant Manager 

For full details of kitchen brigades, see page 23.

Hotel jobs structure
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1.1.2    Working in the Hospitality and Catering industry

Personal attributes for working in the  Hospitality and Catering industry  

 

A personal attribute is a quality or personality trait that someone has in their character. 

In order for someone to be successful in a particular job role in the Hospitality and Catering industry, there are speciﬁc personal attributes that an employer looks for and would expect employees and workers to have. Some examples of speciﬁc personal attributes are given below:

... know and understand... know and understand

Study tip

REMEMBER: When exam questions ask you to write about the qualities a person needs to work successfully in a job role, these attributes are what you should include in your answer,  NOT a description of what they actually do in the job, e.g.: 

 To be a successful member of the waiting staﬀ in a restaurant, a person needs to be calm and composed, helpful and approachable, hardworking and enthusiastic, a good communicator and listener and  have the ability to take the initiative in a situation. 

 This means they will be able to take customer orders accurately, answer customers’ questions, serve their food carefully and correctly, deal with any diﬃculties that arise, and prepare tables ready for new customers. 

These are the qualities (personal attributes) a waiter/waitress needs     

This is a description of what they actually do in the job.

Flexible/ adaptableto differentsituations

 

Hardworking,enthusiastic,organised, punctual  and reliableGood people skills

Willing to  learn anddevelop skills

 

Ability to take the initiative in a situation

Friendly, helpful, pleasant and approachable

Good team member/player

Calm and composed

Goodcommitment tocompleting a task

Goodcommunicatorand listener

Hygienic

Personal attributes you need in the Hospitality and Catering industry

Ability to takecriticism and act on it
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