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How to use this study and revision guideUnit 1: The Hospitality and Catering Industry


How muchof the qualification is this worth?


40%


Unit 1 covers the following topics: ⦁Topic 1.1 –Hospitality and catering provision ⦁Topic 1.2 –How hospitality and catering providers operate ⦁Topic 1.3 –Health and safetyin hospitality and catering ⦁Topic 1.4 –Food safetyin hospitality and catering


What do you have to do?


Answer questions on a variety of topics in a written examination.


Unit 2: Hospitality and Catering in Action


How muchof the qualification is this worth?


60%


In Unit 2, you will learn about and applyyourlearning 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


What do you have to do?


Apply what you havelearned to a Learner Assignment Brief,which willgiveyou a scenario that you have to answer. Youwill write an accountof what you have done and takea practical cooking assessment to showyourskills.


Features to help you


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


Specification stems (see pages 96-98) indicate that questions on certain topics willneed to be answered in a particular way:


 


 


 


 


Activity


A rangeof activities are given throughout the book. They are designed to help you learn a topic more thoroughlyand practise answering questions.


Key terms 


These give you thedefinitions of the key terminology (words) in each of the topics that you need to know and use.


Knowledge check – can you remember ... ?


These are end-of-topic questions that are designed to help you remember key points when you are revising for the Unit 1 Assessment. 


Practice exam questions


These are end-of-topic questions, written in different styles and with a range of command words. They are designed to give you the chance to practise and improve the way youanswer questions.


Scenario


These are activities that use realistic situations/proposals/problems that occur in hospitality and catering. Youare asked to consider and make suggestions as to howthese situations would be dealt with and/orsuggest a suitable option for hospitalityand catering provision, and/orsuggest solutions to theproblems presented.


Stretch and challenge questions 


These are activities/questions in which you will need to find out more about a topic and practise answering questions at a higher level, showing your detailed knowledge and understanding.


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


...know


... know and understand


...be aware of


...be able to


Introduction


This study andrevision guide has been written to help you get ready for the online e-assessment in Unit 1 (this can also be taken as a written examination) and the controlled assessment task that you will do for Unit 2 in the WJEC Vocational Award in Hospitality and Catering Level 1/2 qualification. 


The student textbook gives you more information about the types of questions you may be asked in the Unit 1 written exam and the Unit 2controlled assessment task.


Good luck on your course. We hope that you will enjoy learning about hospitality and catering, and will develop your skills and confidenceas you progress through the course and possiblyon to furthertraining and a career in this industry.
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Hospitality and catering providers


Topic 1.1 Hospitality and catering provision


The structure of the hospitality and catering industry 


 


 


... know and understand


Unit 1: The Hospitality and Catering IndustryUnit 1: The Hospitality and Catering Industry


The hospitality and catering industry is one of the biggest employers in the UK. It uses many outside agencies, businesses and people to supply it with everything it needs.


Hospitality means providing people with a place to stay (accommodation), meals, drinksand entertainment in a variety of places.


 


Catering means providing people with a food and drink service in a variety of places.


Caterers supply businesses and places with food that is made in a central kitchen/factory, then delivered to order. 


Key learning and terms you should try to include in your answers


Catering


Food and drinks


Hospitality


Somewhere to stay (accommodation), food, drinks and entertainment


Where?  


Restaurants, bistros, dining rooms, canteens, cafés, tearooms, coffee shops, takeaway and fast foodoutlets, pubs, bars, clubs, casinos, street food stalls, pop-up restaurants, mobile/


roadside food vans, motorway services, visitor and tourist attractions (theme parks, museums, zoos, etc.), sport stadiums, concert/gig venues, hospitals, schools, prisons, care homes, customers’ homes (parties, funerals, etc.)


Where?  


Hotels, guest houses, Airbnbs, bed and breakfasts, inns, pubs, farmhouses, holiday camps and parks, family cabins, lodges, pods, luxury camping (glamping)sites, cruise ships, long-distance trains, airlines,motorway services, hostels 


Suppliers provide:


Agency staff/employees (temporary and permanent)Cleaning materials


DrinksEquipmentFlower arrangementsFood FurnitureLaundering services  (washing and drying clothes and bed sheets, etc.)


Tableware – knives, forks, spoons, glasses, plates, etc.


UniformsWastedisposaletc.
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The commercial sector of the H&C industry 


 


What do you need to know? 


 ⦁Types of hospitalityand catering places that provide services for different customers ⦁Types of services provided ⦁Job roles.


Commercialsectorhospitalityand catering businesses aim to make a profit.


They canbe places where people stayin the accommodation provided (residential).


They can be places where hospitalityand catering services are provided, but thereis no accommodation for people to stayin (non-residential).


... know and understand


Residential commercial sector


Places


 ⦁Hotels ⦁Motels ⦁Guest houses ⦁Airbnbs ⦁Bed and breakfasts ⦁Inns ⦁Pubs ⦁Farmhouses ⦁Holiday camps and parks, lodges, pods


 ⦁Glamping (luxury camping) sites


 ⦁Cruise ships ⦁Long-distance trains ⦁Motorway services ⦁Hostels 


Customers


Individuals and groups:  ⦁Business conferences and meetings 


 ⦁Family events ⦁Guests at a social event  ⦁Tourists  ⦁Participants in leisureactivities 


 ⦁Student field trips  ⦁Travellers breaking a journey 


 ⦁Passengers on a journey 


H&C services


 ⦁Accommodation  ⦁Housekeeping  ⦁Turn down bed  ⦁Room food and drinks service 


 ⦁Packed lunches  ⦁Formal meals  ⦁Study and training facilities ⦁Conference rooms  ⦁Internet access  ⦁Transport catering service ⦁Rooms: single, double, king, family, en suite 


 ⦁Leisure facilities: spa, gym, swimming pool


 ⦁Function facilities: e.g.weddings, parties, etc.


Job roles


 ⦁Managers  ⦁Administrators  ⦁Receptionists  ⦁Porters  ⦁Security  ⦁Kitchen brigade  ⦁Waiting staff  ⦁Baristas  ⦁Bartenders  ⦁Housekeeping  ⦁Room attendants  ⦁Maintenance staff  ⦁Conference staff


Job roles


 ⦁Managers ⦁Administrators ⦁Security ⦁Kitchen brigade ⦁Receptionists ⦁Waiting staff ⦁Baristas ⦁Bartenders ⦁Housekeeping ⦁Maintenance staff


H&C services


 ⦁Eat in or takeaway food and drinks


 ⦁Private rooms for business or celebrations


 ⦁Training facilities ⦁Meeting rooms ⦁Internet access


Customers


 ⦁Individuals, families, groups of different ages


 ⦁Tourists ⦁Visitors ⦁Workers on regular hours and shift workers 


Places


 ⦁Restaurants ⦁Bistros, cafés ⦁Dining rooms ⦁Canteens ⦁Tearooms, coffee shops ⦁Takeaway and fast food outlets ⦁Pubs, bars ⦁Clubs ⦁Casinos ⦁Street foodstalls ⦁Pop-up restaurants ⦁Mobile/roadside food vans ⦁Motorway services ⦁Visitor and tourist attractions  (theme parks, museums, zoos, etc.) 


 ⦁Sport stadiums ⦁Concert/gig venues ⦁Vending machines ⦁Airlines


Non-residential commercial sector
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The non-commercial sector of the H&C industry  


What do you need to know? 


 ⦁Types of hospitalityand catering establishments that provide services for different clients ⦁Services provided ⦁Job roles.


Non-commercialsectorhospitalityand catering businesses are non-profit making. 


They canbe places where people stayin the accommodation provided (residential).


They can be places where hospitalityand catering services are provided, but thereis no accommodation for people to stayin (non-residential).


... know and understand


Residential non-commercial sector


Establishments


1. Health and welfare:  ⦁NHS hospitals ⦁Hospices ⦁NHS nursing and care homes ⦁Emergency services ⦁Prisons


2. Education: ⦁Colleges/universities ⦁Boarding schools


3. Armed forces: ⦁Army/Navy/Air Force


4. Other: ⦁Hostels/shelters  ⦁Private nursing and carehomes


Clients


1.  Staff,patients, elderlypeople, people withdisabilities, mental health patients, visitors, prisoners


2. Students, schoolchildren, visitors, staff


3. Armed forces personnel (all ranks), specialevents visitors


 


4. Homeless people, people with personal problems, elderly people, people with disabilities, people with mental health issues, staff


H&C services


 ⦁Accommodation  ⦁Food and drinks  throughout  day andnight  


Job roles


 ⦁Managers ⦁Administrators ⦁Receptionists ⦁Porters ⦁Security ⦁Kitchen brigade ⦁Food counterstaff ⦁Housekeeping/


maintenance staff


 ⦁Volunteers


Establishments


1. Workforce catering: ⦁Subsidised canteens ⦁Dining rooms in factories, construction sites, shops, etc.


2. Voluntary sector/Health & welfare: ⦁Senior citizen luncheon clubs ⦁Charity food providers, e.g. soup vans, food banks and cafés 


 ⦁Day-care centres ⦁Food delivery service, e.g. Meals on 


Wheels


3. Education: ⦁Childcare daynurseries ⦁School holiday clubs


4. Public sector catering: ⦁Schools ⦁Colleges and universities


Clients


1.  Staff from alllevels and departments


2. Elderly people, people with disabilities, people with mental health issues, staff


3. Babies, pre-schooland school-age children and teenagers


4. School-age children, teenagers, students, lecturing staff, technicians, administration and otherstaff


H&C services


 ⦁Food and drinks


Job roles


 ⦁Managers ⦁Administrators  ⦁Porters ⦁Security ⦁Receptionists ⦁Kitchen brigade ⦁Food counterstaff ⦁Dining room manager ⦁Maintenance staff ⦁Volunteers


Non-residential non-commercial sector
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Types of food service systems  


What do you need to know?


 ⦁How foodis served to people in different ways (food servicesystems) in different places (establishments)


Counter service 


 ⦁Customers choose food from a display


 ⦁Customers queue to paybefore they eat the food – queue maybe lengthy at busy times, e.g. at lunchtime


 ⦁Food can be eaten in the place or taken away


Table service


 ⦁Waiting staff take food orders and serve customers seated at a table ⦁Large restaurants divide tables into areas called stations  ⦁There are differenttypes oftableservice:


 –Plate service: food is placed on a plate in the kitchen, then served at the table by a waiter


 –Family-styleservice: all the food is put in dishes on the table for customers to serve themselves


 –Silver service: food is served by a waiter to each customerfroma serving dish (traditionallymade of silver) at thetable. Each part of the mealis eatenwith separate cutlery in a particular order.


 –Banquet service: is for large occasions where manypeople are served meals, e.g. a wedding reception. The food could be served as a buffet, plate service or silver service.


 –Gueridon system (trolley/moveable)service: food is prepared/cooked at the table to entertain customers. 


... know and understand


Counter service system


Free-flow


Cafeteria


Multi-point


Carvery


Fast food


Seated counter service


Buffet


Food being flambéed by the waiter
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Transport catering


Careful planning is needed to make sure that: ⦁Food is kept safe to eat ⦁Different customer needs are catered for:


Trains


 –Restaurant carriages on some long-distance trains


 –Takeaway cafeteria or trolley service available 


Aeroplanes


 –Frozen orcook-chilled meals provided on long-distance flights – heated bymicrowave


 –Trolley drink and snack service available on manyshort-distance flights


Ships 


 –Cruise ships provide a variety of foodservice options


 –Ferries usuallyhave a cafeteria service


Vending system 


 ⦁Vending machines sell hot and cold meals, snacks and drinks in a varietyof places ⦁A team of people is needed to servicethem and maintain theirstocks 


Personal service


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


 ⦁Other food-deliverycompanies deliver frozen or long-lifeready-made meals to customers, including elderlyor disabled people, for them to storeand heat at home when required.


 ⦁Ready-to-eat (hot) food-deliverycompanies have to deliver thefood quickly to the customer, so that it does not cool down and lose its freshlycooked flavour and texture.


Hospitality and catering standards and ratings  


What do you need to know?


 ⦁A hospitality and catering business with a high rating will attract more customers ⦁Ratings give customers an assurance of a high standard ofservice


 ⦁The following charts show how ratings are awarded in the hospitality and catering industry:


... know and understand


Food trolley service on a Japanese train
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Hotels and guest houses


Who does the inspections?Type of rating awardedWhat is being inspected?


Organisations, e.g.:


AA/RAC


Tourist Boards


Visit Britain


Customers on social media, e.g.:


Facebook


Twitter


TripAdvisor


Google


Booking.com


Stars:

















Open times, (i.e. all yearor seasonal)


Number of guest rooms


En suite facilities


Reception facilities


Customer care


Environment (noisy/quiet, friendly, relaxing, clean?)


Facilities/accessibilityfor people with disabilities


Staff


Catering standards


Insurance cover


Healthy and safety


Security


Maintenance of facilities


Extra facilities, e.g. gym, swimming pool, internet availability, TV, etc.


Car parking


Licence for saleof alcohol


Restaurants


Who does the inspections?Type of rating awardedWhat is being inspected?


Organisations, e.g.:


AA


The Good Food Guide


Michelin Guide


AA: 1–5 rosettes


The Good Food Guide: Score 1–10


Michelin Guide: 1, 2 or 3 stars


Type/range of food


Quality of food and ingredients


Where food comes from (provenance)


Standard ofcooking, flavour, presentation, quality


How skilful and creative the chefs are


Food hygiene


Who does the inspections?Type of rating awardedWhat is being inspected?


Organisations, e.g.:


Food Standards Agency and Local Authorities in England, Walesand Northern Ireland


Food Hygiene Information Scheme in Scotland


Environmental Health Officers


Food Hygiene Rating 0–5 How hygienically the food is handled during preparation, cooking, reheating, cooling, storage, presentation


Cleanliness and condition ofkitchen and buildings


Pest control


Ventilation


Hand-washing and toilet facilities forstaff


Training of staffin food safety


How foodsafety is managed – HACCP (seepages 69–72)


10


1.1.1 Hospitality and catering providers
















[image: background image]



1.What ‘hospitality’ means?


2.What ‘catering’ means?


3.Five types of placewherehospitality is provided?


4.Five types of placewherecatering is provided?


5.Five things that suppliers provide the hospitality and catering industrywith?


6.Three different ways in which food is served to customers in different places?


7.Three hospitalityand catering services provided byresidential commercialbusinesses?


8.Three hospitalityand catering services provided bynon-residentialcommercial businesses?


9.Two hospitality and catering services provided byresidential non-commercialbusinesses?


10.One hospitality andcatering service provided bynon-residentialnon-commercial businesses?


11.Three things that are inspected in hotelsand guest houses when they are given arating?


12.Three things that are inspected in restaurants when giving them a rating?


13.Three things that are inspected during food hygiene checks in catering businesses when theyare given a rating?


14.Two things that are inspected during environmental sustainability checks in cateringbusinesses when they are given a rating?


15.Why itis good fora hospitalityand catering business to be given a high rating.


Knowledge check – can you remember ... ?


Environmental sustainability


Who does the inspections?Type of rating awardedWhat is being inspected?


Organisations, e.g.:


The Sustainable Restaurant Association


Percentage (%) score for how much the H&C providermeets the 10 standards set:


Less than 50% = 1 star


50–69% = 2 stars


More than70% = 3 stars 


Tenstandards:


1–4: Where food is sourced:  ⦁Locally? ⦁Less meat and dairyfoods– more plant foods? ⦁Sustainably caught fish? ⦁Support for farmers and fairtrade?


5–6: People:


 ⦁Are employees treated equallyand fairly? ⦁Can employees develop their skills? ⦁How involved is the business in the localcommunity?


7–10: Care of the environment: ⦁Healthy,balanced meals produced? ⦁Energy-efficient equipment used?  ⦁Waternotwasted?  ⦁Food waste reduced?  ⦁Materials recycled where possible?
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Short-answerquestions


1. Hospitality and catering businesses provide a range ofservices.List fourservices providedby each of the following:


 


a)  Alarge inner-city hotel [4 marks]


b)  Afamily holiday park [4 marks]


c)  Acruise ship [4 marks]


2. Food is served to customers in a variety of different food service systems. Describe how customers receive theirfood in the following systems:


 


a)  Cafeteria [2 marks]


b)  Buffet service [2 marks]


c)  Table service [2 marks]


d)  Seated counter service [2 marks]


Practice exam questions


A restaurant has been taken over by a new management team. The restaurant is located in the centre of a small country town that attracts manytourists. It has previouslyreceived onlyaverage ratings for its food, customer service and food hygiene standards.


The new management want to improve these ratings.


Suggest a variety of ways in which the managementcould help the restaurantto score high ratings for: 


a)  The food they offer [4 marks]


b)  Food hygiene standards [4 marks]


c)  Customer service [4 marks]


Stretch and challenge question 
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Employee – someone who works in the industry and has an employment contract


Employer – someone who owns a business and pays an employee to work there


Worker – someone who works in the industry but does not have an employment contract


Key terms you should try to include in your answers


There are many different types of job in the hospitality and catering industry, especially part-time and temporary (seasonal) jobs.


There are lots of opportunities for people who are willing to work hard to build a career.


At busy times of the year (e.g. summer holiday season, Christmas and New Year), the hospitalityand catering industry hires seasonal workers. 


 


Many hospitality and catering workers come from different countries around the world.


You can train to get a job in the hospitality and catering industry by:


 ⦁Doing some work experience


 ⦁Going to college when you leave school to take a course


 ⦁Working and training as an apprentice.


 


Key learning


Working in the hospitality and catering industry


What type of person do you need to be to worksuccessfully in the hospitality and catering industry? 


(What personal attributes do you need to have?)


Flexible/ adaptableto differentsituations


Hardworking


Usually ontime andreliable


Willing tolearn anddevelop skills


 


Able totake thelead in asituation


Helpful/ friendly/


easy totalk to


 


Able to takecriticism and dosomething about it


A goodteammember


Calm andunlikely toget angry


Alwayskeen tocompletea task


 


Good ability totalk and listen topeople


Interestedand keen


Are you ... ?


Do you have ... ?
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Job roles in the hospitality and catering industry   


What do you need to know? 


The different types of jobs in the hospitalityand catering industry


... know and understand


Managers 


Examples in a hotel:General Manager


Finance Manager


Sales and Bookings Manager


Head Receptionist


Human Resources (staff) Manager


Restaurant Manager(also called the Maitre d’hotelor Maitre d’)


Conference Manager


Head (Executive) Chef


Head Housekeeper


What are theyresponsible for?


The smooth running of the business


Finances


Security


Employment/dismissal ofstaff


Staff training and development


Customer satisfaction


Business development and planning


Health, safety and welfare of customers and staff


Cleaning and maintenance ofbuildings


Making sure the business follows health, safety and employment laws


Sorting out problems and complaints


Administrators 


Examples in a hotel:(usuallyonlyin large businesses)


Secretary


Assistant/Deputy Managers


Accountant


Cashier


What are theyresponsible for?


The smooth running of the business


Organising the Manager’s diary


Sending letters and emails, making phone calls


Typing, filing, organising staff and customerdetails, bookings, taxation, etc.


Ordering and paying for supplies, e.g. cleaning materials, food, drinks


Managing events


Organising ICT support


Marketing to promote the business


Front-of-house staff 


Examples in a hotel:Receptionists


Waiting staff


Valets (park cars for customers) and drivers


Bartenders


Cashier 


Concierge (assists guests/customers)


What are theyresponsible for?


Representing and promoting the business


Working directlywith customers and back-of-house staff


Taking bookings


Checking customers in and out of the building


Dealing with customerquestions and problems


Assisting customers to their rooms


Setting up meeting rooms


Back-of-house staff 


Examples in a hotel:Stockroom Manager


Kitchen brigade (allthepeople who work in a kitchen – see facing page)


Maintenance team


Gardeners/Groundskeeper


Security guards


Cleaners


Guest room attendants (used to be called chambermaids)


What are theyresponsible for?Buying and organising supplies


Storing, preparing and cooking food


Storing and organising drinks


Ensuring all areas of the buildings (premises) are regularlycleaned, tidy, safe, comfortable and pleasant


Ensuring all areas outside arewellmaintained and working properly


Maintaining security
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Head 


Chef


Sous Chef


Station Chefs


Relief Chef


Commis (trainee) Chef


Expeditor (food runner)


Kitchen Porters


In each sector of the hospitality and catering industry, the jobs are put into an order (called ahierarchy), according to the number of people and activities each job role is responsible for.The person at the top of the hierarchy has the most responsibilities. For example, in a restaurant/catering kitchen, the Head Chef is at the top and has responsibilityfor:


 ⦁The activities, behaviour and welfare of all the people who work in the kitchen ⦁Hiring new staff to work in the kitchen ⦁Planning and writing the menu ⦁Choosing, buying and storing the food ⦁Food hygiene and safety ⦁Personal safety ⦁The kitchen equipment ⦁The production ofthe food  ⦁Managing the costs of running the kitchen  ⦁Organising and maintaining the kitchen.


The hierarchyin a catering kitchen is called the kitchen brigade. The kitchen brigade is shown in detailbelow.


Executive Head Chef


 


Under Chef (Sous Chef)


Station Chefs(Chefs de partie)


Grill Chef


Fry Chef


Butcher


Sauté ChefSauté Chef


Roast ChefRoast Chef


Cold foods Chef


Vegetable Chef


Fish Chef


Pastry ChefPastry Chef


Confectioner


Glacier 


ExpeditorExpeditor


(works in kitchen and front of house)(works in kitchen and front of house)


Kitchen Porters


Decorator


BakerBaker


Apprentice/trainee Chef (Commis Chef)


Relief Chef


The hierarchyin a catering kitchen
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Activity: Job roles and responsibilities


Match each job role/responsibilityto the right member of staff in a hotel:


Job role/responsibility 


Finances; security; health, safety and welfare of customers and staff; customer satisfaction


A


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


B


Prepare hot appetisers, soups, vegetables, pastas


C


Order supplies; ICT support; manage events; typing; ﬁling;Manager’s diary


D


Buy and organise supplies; store and organise drinks


F


Work directly with customers; check customers in and out of building; take bookings


I


Ensure all areas of the hospitality and catering premises (buildings) are well maintained and working properly


E


Pass orders from dining room tochefs; ensure food reaches dinersproperly


H


Park customers’ cars


G


Prepare all baked items, pastries and desserts


J


Which member ofstaff?


Valet1


Maintenance team2


Manager5


Executive Chef8


Stockroom Manager3


Pastry Chef6


Vegetable Chef9


Expeditor  (food runner)


4


Front-of-house receptionist


7


Administrator10
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What do you need to be able to do and know for different jobs? ... know and understand


What skills and knowledge do you need to work in the hospitality and catering industry?


Here are someexamples:


What does a person need to be able to do and knowfor this job (which skills and knowledge should they have)?


A hotel receptionist needs to have:


 ⦁Good personal communication and customerservice skills  ⦁Good computer skills 


 ⦁Good local knowledge to answer customer questions and 


provide advice and information ⦁Good knowledge of the business and how it isrun ⦁Good organisationalskills.


A hotel receptionist needs to be able to: ⦁Do more than one thing at a time (multi-task)  ⦁Deal with any problems that happen.


A chef needs to have: ⦁A wide range of good practical cookery skills  ⦁A good knowledge of food ⦁A good knowledge of food safetyand hygiene ⦁Good organisationalskills.


A chef needs to be able to: ⦁Present food creatively ⦁Use a variety oftoolsand equipment  ⦁Multi-task.


A baristaneeds tohave: ⦁A good knowledge of coffee and other drinks ⦁A good knowledge of food safetyand hygiene ⦁Good organisationalskills. 


A baristaneeds tobe able to: ⦁Present drinks creatively ⦁Use a variety oftoolsand equipment  ⦁Multi-task.


A stockroom manager needs to have: ⦁Good computer skills ⦁A good knowledge of food safetyand hygiene ⦁Good organisationalskills. 


Hotel receptionist


Chef in a restaurant


Barista in a busy coffee bar


Stockroom manager in a large kitchen
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Activity: Skills and knowledge needed by hospitality and catering employees


Fill in the chart to showwhich skills and knowledge you think each of the following employeesin the hospitalityand catering industry needs.


Job role in the hospitality and catering industry


What does a person need to be able to do and know for this job (which skills and knowledge should they have)?


A maintenance team member needs to have:


A maintenance team member needs to be able to:


A housekeeping team member needs to have:


A housekeeping team member needs to be able to:


A restaurant waiterneeds tohave:


A restaurant waiterneeds tobe able to:


A hotel concierge needs to have:


A hotel concierge needs to be able to:


A maintenance team member


A hotel housekeeping team member


A restaurant waiter


A hotel concierge
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Permanent contract – one that lasts indefinitely. If the worker decides to leave, they must give the employer enough notice.


The employer can cancel the contract if the person does something wrong or does not do their job properly.


Temporary contract – this means that the worker is only employed for a set amount of time, and the date the contract ends must be given in the contract.


Key terms you should try to include in your answers


Working conditions in the hospitality and catering industry


There are rules and laws about howpeople work: 


Rule


Which law?What does it mean?


Number ofworking hours in a week


Working Time DirectiveA worker cannot be expected to work for more than 48 hours a week (but can choose to work longer if they want to).


Age


Working Time DirectiveA worker under 18 yearsof age cannot work more than 8 hours a day, or 40 hours a week.


Days off/rest breaksWorking Time DirectiveA worker must have one dayoff each week. 


If theywork6 or more hours a day, they must have a rest breakof at least 20 minutes.


Earnings


National Minimum WageThe minimum amount working people are paid each hour,for most workers over school-leaving age.


National Living WageThe minimum amount all workingpeople aged 25 years and over should earn.


There are different types of employment contract: 


Type of contractHours/start and end timesSick pay?Holiday pay?


Full-time – permanent 


or temporaryemployee


Written down in thecontractYesYes


Part-time – permanent or temporaryemployee


Written down in thecontractYesYes


Casual worker– contract from an agency


Varyaccording towhat is needed


YesNo


Zero-hours workerNo set hours or times – a worker may or may notaccept work offered to them by an employer


YesYes


A wageis the amountof moneysomeone is paid for each hour they work.


A salaryis a fixed amount of money someone is paid each year in return for thework they do for an employer. 


There are extra paymentsthat people may earn: 


Tips– money given to a worker by a customer to say thank you for good service (tips maybe shared out between staff).


Service charges– an amount of money added to a customer’s bill to reward the employees who have given the customera good service. 


Bonus payment – given bysome employers to reward their staff fortheirhard work during the yearthat helped to makethe business successful. 


...be aware of


... know and understand


...be aware of
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Pension


A pensionis a way of saving moneywhile someone is working, for when theyretire fromwork.


A state pensionis a regular payment of money that most people in the UK can claim when they reach state pension age. The amount they receive depends on how manyNationalInsurance payments they made when they worked.


A workplace pensionis arranged byan employer.Each time a worker is paid, some of their pay is automatically put into thepension scheme. Many employers add extra moneyto the pension scheme for their workers.


All employers must, by law,provide a workplace pension scheme for workers who: ⦁Are 22 years or older, but not yet at state pension age ⦁Earn at least £10,000 a year ⦁Usually work in the UK.


1.What a seasonalworkeris?


2. Five things (personal attributes) a person needs to be/have to work successfullyin thehospitality and catering industry?


3. Three types of skill/knowledge a hotelreceptionist needs?


4. Three types of skill/knowledge a chef needs?


5. Three types of skill/knowledge a barista needs?


6. Three types of skill/knowledge a kitchen stockroom manager needs?


7. The maximum numbers of hours a week a person can be expected to work?


8. What the NationalMinimum Wagemeans?


9. What a tip is?


10. What a service charge is?


Knowledge check – can you remember ... ?


Short-answerquestions


1.  There aremany differenttypes ofjob in the hospitality and catering industry. 


a)  List fourpersonalattributes that someone needs (what typeof person they need to be) to be able to work successfullyin the hospitalityand catering industry. [4 marks]


b)  List three things a person needs to be able to do orknowfor each of the following jobs:


i)  Head Chef [3 marks]


ii)  Front-of-house Manager in a hotel restaurant [3 marks]


iii)  Night porter in an inner-city hotel [3 marks]


Practice exam questions 
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Money 


 


To run a hospitality and catering business, moneyis needed for many things, including: 


... know and understand


Food/ingredients


Health and safety


Waste and waste disposal


Cleaning materials and equipment


Pest control


Equipment


Staff wages, pensions and National Insurance payments


Contributing factors to the success of hospitality and catering provision
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1.1.41.1.4


The success of a hospitality and catering business is affected by:


Money – what it costs to run the business and how much money it makes (profit).


Employees – do they work well together to help the success of the business? Are they well trained and happy?  


Customer service and satisfaction – do customers like the service they get? Do they comeback again?


 


Trends – is the business keeping up to date and always trying to improve what it does?


Competition – are there similar businesses nearby which compete for customers?


Key learning
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Making a profit 


To successfullycontinue in business, it is important to make aprofit.


A profitis the amountof moneymade from selling something, after all the costs of making and serving it to customers have been taken out.


For example, in a restaurant, the profit fora menu item is worked out likethis:


Menu item: 


Fried fish and chips, with mushy peas – one portion


Cost of ingredients:  £2.25 


+


Overheads:£8.30   Total costs: £10.55 (cost of ingredients + overheads)


Price: £11.95


Gross profit: =  selling price – cost of ingredients:


£11.95    –    £2.25 = £9.70


Net profit: =    selling price –total costs: 


£11.95   –    £10.55 = £1.40


The amount of profit that a hospitality and catering business makes isaffected bya variety of things:


What affects how much profit is made?Why doesit affect the amount ofprofit made?


Ordering ingredients and materialsOrdering the right amounts prevents wastage and loss of profits


Wastage 


Wasted ingredients and materials have to be paid for,so the moneythey cost to buy is lost ifthey are thrown away


A trained and skilled workforceTrained and skilled workers are less likely towaste ingredients ormaterials 


Popular menu choicesCustomers willbuy these menu items, so the food used to make 


them will not be wasted


... know and understand


Administration (paperwork): insurance, licences, printing, advertising, phone bills, taxes, ICT support, etc.


Heating, lighting, gas supply


Maintenance work, gardening, decorating


Breakages and repairs


Gross profit – the difference between how much the ingredients in a menu item cost and how much it is sold for


Net profit – the profit made once all the costs of running a restaurant have been taken out


Overheads – the additional costs of running a hospitality and catering business (apart from the cost of ingredients), including staff wages, electricity and gas, cleaning, rent, council tax, etc.


Key terms you should try to include in your answers
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What affects how much profit is made?Why doesit affect the amount ofprofit made?


The range of services providedSome services cost more than others to provide orcan be sold for a higher profit


Breakages and repairsBreakages have to be replaced orrepaired; both ofwhich cost 


money


Planning for events


Carefullyplanned events are less likely tolose money than badly planned events


Feedback/reviews from customersGood feedback and reviews will encourage new and returning customers to use the business


How wellthe economy of the country is doing


 


If the country’s economy is struggling, people have less money to spend, fewer tourists visit and spend money, and the cost of things such as electricity and gas, food and materials may increase. These can all affect the amount of profit a business can make. 


...be aware of


A business that provides what customers expect


Staff who are welltrained, helpful, cheerful, smiling and friendly


Staff who understand customers’ needs and wants


A business that provides an efficient and well-run service


Abusiness that takes action on customer feedback


Staff who listen to customers and answer their questions


Staff who aim to solve customer complaints promptly and politely


Trends 


A trendmeans the ways in which something is developing orchanging and becoming well known and/orpopular. Hospitality and catering businesses should be aware of and keep up with trends which will affect their success. An example of atrend which continues to affect the success ofbusinesses in allindustries is information and computer technology (ICT), and thereare some important trends that areused to attract customers to hospitalityand catering providers and improve theirexperience of the service:


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


Customer service and satisfaction   


 


Good customer service skills and satisfaction are an essentialpart of the image and success of a hospitalityand catering business, and they should be of a high standard in allof the services that the business provides. Ifcustomers arehappy and satisfied with the service they have received, they will tell other people about it and recommend the business to them. They are also likely to come back and become regular customers. 


What makes a customerin a hotelor restaurant happy?


... know and understand


Satellite technologyand beacons– these showpeople on their mobile phones theirlocation orthe directions to another location. They are also used bybusinessesto: 


 ⦁Find would-be customers and show them nearbyrestaurants, hotels, bars, etc.


 ⦁Give customers links to the services provided so theycan choose what to eat ordrink.


Customer Relationship Management systems (CRMs)– these enable customers to make onlinebookings, order food and drinks, etc. directlywith a hospitality and catering business. Arestaurant, for example, then knows how many customers are expected and can manage its kitchen, ordering and customer needs more efficiently. 
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Apps (ICT applications) – these aredownloaded to a mobile phone or tablet to allow customers, workers, managers, etc. to perform specific tasks in a convenient and efficient way. 


Social media– this enables businesses to receive feedback (good and bad!) from customers who write reviews and send photographs or videos oftheirexperiences to other people. 


Smartphones and smart devices – devices such as smart watches linked to smartphones use apps to monitorthings and allow people to send requests or instructions to other devices. Hospitalityand catering businesses are using this technology to enable customers to:


 ⦁Place orders for food, etc. when they are elsewhere ⦁Check in to hotels online ⦁Unlock theirhotelroom door ⦁Control their TV,hotel room heating, lighting, etc.  ⦁Make contactless payments for goods and services instead ofusing cash.
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