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BTEC First qualifi cation titles covered by this 
specifi cation

Edexcel BTEC Level 2 Certifi cate in Hospitality 

Edexcel BTEC Level 2 Extended Certifi cate in Hospitality 

Edexcel BTEC Level 2 Diploma in Hospitality 

These qualifications have been accredited to the Qualifications and Credit Framework (QCF) and are eligible 
for public funding as determined by the Department for Children, Schools and Families (DCSF) under 
Sections 96 and 97 of the Learning and Skills Act 2000.

The qualification titles listed above feature in the funding lists published annually by the DCSF and the regularly 
updated website www.dcsf.gov.uk/. The QCF Qualifications Accreditation Number (QAN) should be used by 
centres when they wish to seek public funding for their learners. Each unit within a qualification will also have 
a QCF unit code.

The QCF qualification and unit codes will appear on learners’ final certification documentation.

The QANs for the qualifications in this publication are:

Edexcel BTEC Level 2 Certificate in Hospitality (QCF) 500/8305/3

Edexcel BTEC Level 2 Extended Certificate in Hospitality (QCF) 500/8307/7

Edexcel BTEC Level 2 Diploma in Hospitality (QCF) 500/8306/5

These qualification titles will appear on learners’ certificates. Learners need to be made aware of this when 
they are recruited by the centre and registered with Edexcel.
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What are BTEC Firsts?

BTEC First qualifications are undertaken in further education and sixth-form colleges, schools and other 
training providers, and have been since they were introduced in 1983. Their purpose, approaches to 
teaching, learning and assessment are established and understood by teaching professionals, employers and 
learners alike.

The BTEC First qualifications within this specification have been revised to fit the new Qualifications and 
Credit Framework (QCF). As such the revised titles are: 

Edexcel BTEC Level 2 Certificate in Hospitality

Edexcel BTEC Level 2 Extended Certificate in Hospitality

Edexcel BTEC Level 2 Diploma in Hospitality.

But for clarity and continuity they are referred to generically as BTEC First qualifications, where appropriate 
and maintain the same equivalences, benchmarks and other articulations (for example SCAAT points) as their 
predecessor qualifications. The following identifies the titling conventions and variations between the ‘old’ 
(NQF) and ‘new’ (QCF) specifications.

Predecessor BTEC Firsts 
(accredited 2006)

QCF BTEC Firsts 
(for delivery from September 2010)

Edexcel Level 2 BTEC First Diploma Edexcel BTEC Level 2 Diploma

Edexcel Level 2 BTEC First Certificate Edexcel BTEC Level 2 Extended Certificate

Not applicable Edexcel BTEC Level 2 Certificate 

BTEC Firsts are QCF Level 2 qualifications designed to provide specialist work-related qualifications in a 
range of sectors. They give learners the knowledge, understanding and skills that they need to prepare for 
employment. The qualifications also provide career development opportunities for those already in work. 
Consequently they provide a course of study for full-time or part-time learners in schools, colleges and 
training centres. 

BTEC Firsts provide much of the underpinning knowledge and understanding for the National Occupational 
Standards for the sector, where these are appropriate. They are supported by the relevant Standards Setting 
Body (SSB) or Sector Skills Council (SSC). A number of BTEC Firsts are recognised as Technical Certificates 
and form part of the Apprenticeship Framework. They attract achievement and attainment points that equate 
to similar-sized general qualifications.

On successful completion of a BTEC First qualification, learners can progress to or within employment and/or 
continue their study in the same, or related vocational area. 

It should be noted that the titling conventions for the revised QCF versions of the BTEC Nationals have also 
changed; see within the relevant BTEC National specifications on the website (www.edexcel.com). 

The QCF is a framework which awards credit for qualifications and units and aims to present qualifications in 
a way that is easy to understand and measure. It enables learners to gain qualifications at their own pace along 
flexible routes. 

There are three sizes of qualifications in the QCF: 

Awards (1 to 12 credits)

Certificates (13 to 36 credits)

Diplomas (37 credits and above).

●

●

●

●

●

●
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Every unit and qualification in the framework will have a credit value.

The credit value of a unit specifies the number of credits that will be awarded to a learner who has achieved 
the learning outcomes of the unit.

The credit value of a unit is based on:

one credit for those learning outcomes achievable in 10 hours of learning

learning time is defined as the time taken by learners at the level of the unit, on average, to complete the 
learning outcomes of the unit to the standard determined by the assessment criteria

the credit value of the unit will remain constant in all contexts, regardless of the assessment method used 
for the qualification(s) to which it contributes.

Learning time should address all learning (including assessment) relevant to the learning outcomes, regardless 
of where, when and how the learning has taken place.

Edexcel BTEC Level 2 Certifi cate – 15 credits

The 15-credit BTEC Level 2 Certificate offers a specialist qualification that focuses on particular aspects of 
employment within the appropriate vocational sector. The BTEC Level 2 Certificate is a qualification which 
can extend a learner’s programme of study and provide a vocational emphasis. The BTEC Level 2 Certificate 
is broadly equivalent to one GCSE.

The BTEC Level 2 Certificate is also suitable for more mature learners, who wish to follow a vocational 
programme of study as part of their continued professional development or who want to move to a different 
area of employment.

Edexcel BTEC Level 2 Extended Certifi cate – 30 credits

The 30-credit BTEC Level 2 Extended Certificate extends the specialist work-related focus from the BTEC 
First Award and covers the key knowledge and practical skills required in the appropriate vocational sector. 
The BTEC Level 2 Extended Certificate offers flexibility and a choice of emphasis through the optional units. It 
is broadly equivalent to two GCSEs.

The BTEC Level 2 Extended Certificate offers an engaging programme for those who are clear about the area 
of employment that they wish to enter. These learners may wish to extend their programme through the 
study of a related GCSE, a complementary NVQ or another qualification. These learning programmes can be 
developed to allow learners to study complementary qualifications without duplication of content.

For adult learners the BTEC Level 2 Extended Certificate can extend their experience of work in a particular 
sector. It is a suitable qualification for those wishing to change career or move into a particular area of 
employment following a career break.

The predecessor qualification to the BTEC Level 2 Extended Certificate is the Edexcel Level 2 BTEC First 
Certificate accredited onto the National Qualifications Framework, which has the same equivalences, overall 
size and focus to the revised QCF-accredited qualification. 

●

●

●
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Edexcel BTEC Level 2 Diploma – 60 credits

The 60-credit BTEC Level 2 Diploma extends the specialist work-related focus from the BTEC Level 2 
Extended Certificate. There is potential for the qualification to prepare learners for employment in the 
appropriate vocational sector and it is suitable for those who have decided that they wish to enter a particular 
area of work. It is broadly equivalent to four GCSEs.

Some learners may wish to gain the qualification in order to enter a specialist area of employment or to 
progress to a Level 3 programme. Other learners may want to extend the specialism they studied on the 
BTEC Level 2 Certificate or the BTEC Level 2 Extended Certificate programme. 

The predecessor qualification to the BTEC Level 2 Diploma is the Edexcel Level 2 BTEC First Diploma 
accredited onto the National Qualifications Framework, which has the same equivalences, overall size and 
focus to the revised QCF-accredited qualification. 

Key features of the BTEC Firsts in Hospitality

The BTEC Firsts in Hospitality have been developed in the hospitality industry to:

provide education and training for hospitality employees

give opportunities for hospitality employees to achieve a nationally recognised Level 2 vocationally specific 
qualification

give full-time learners the opportunity to enter employment in the hospitality industry or to progress to 
vocational qualifications such as the Edexcel BTEC Level 3 Nationals in Hospitality 

give learners the opportunity to develop a range of skills and techniques, personal skills and attributes 
essential for successful performance in working life.

Pre-16 approval for qualifi cations covering the subject of alcohol in 
hospitality

Units within the Edexcel BTEC Level 2 Certificate, BTEC Level 2 Extended Certificate and BTEC Level 2 
Diploma in Hospitality (QCF) qualification which cover the sale, preparation, serving or consumption of 
alcohol (either in practice or theory) – in particular Unit 10: Alcolholic Drinks and Unit 12: Service of Alcoholic 
and Non-Alcoholic Drinks – are optional units only. Centres are advised that these units must not be studied by 
learners aged 14 to 16.

Rationale for the BTEC Firsts in Hospitality

Skills gaps identified in the emerging Sector Qualification Strategy (SQS) for Hospitality include customer 
service skills, culinary skills and employability or ‘soft’ skills. The BTEC Firsts in Hospitality seek to address 
these areas and have been structured to encourage the acquisition and development of these skills.

The assessment approach of the BTEC Firsts in Hospitality allows for learners to receive feedback on 
their progress throughout the course as they provide evidence towards the grading criteria. Evidence for 
assessment may be generated through a range of diverse activities including workplace assessment, role play 
and oral presentation.

Delivery strategies can reflect the nature of work within the hospitality industry by encouraging learners to 
research and carry out assessment in the workplace or in simulated working conditions when possible.

The BTEC Firsts are suitable for schools and colleges to give learners a vocational taster of hospitality. They 
act as an introduction to the hospitality industry as a whole, covering core elements necessary for all areas, 

●

●

●

●



5Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

such as customer service and safety. They provide a suitable foundation for progression to further study within 
this area, such as the BTEC Nationals in Hospitality, or learners completing these qualifications may seek 
employment in a wide range of businesses within the hospitality industry

National Occupational Standards

BTEC Firsts are designed to provide much of the underpinning knowledge and understanding for the National 
Occupational Standards (NOS), as well as developing practical skills in preparation for work and possible 
achievement of NVQs in due course. NOS form the basis of National Vocational Qualifications (NVQs). 
BTEC Firsts do not purport to deliver occupational competence in the sector, which should be demonstrated 
in a work context. 

Each unit in the specification identifies links to elements of the NOS.

The Edexcel BTEC Level 2 Firsts in Hospitality relates to the following Level 2 People 1st NOS:

Food and Drink

Housekeeping and Front Office

Food Preparation and Cooking.

The NOS in hospitality and catering are currently being reviewed by People 1st and revised standards will be 
approved by QCA. Our web-based publication will be revised to reflect newly accredited NOS when they 
are available. 

The qualification also provides links to the Level 2 Institute of Customer Service NOS in Customer Service.

●

●

●
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Rules of combination for Edexcel BTEC 
Level 2 First qualifi cations

The rules of combination specify the:

total credit value of the qualification

the minimum credit to be achieved at the level or above the level of the qualification

the mandatory unit credit

the optional unit credit

the maximum credit that can come from other QCF BTEC units.

When combining units for a BTEC First qualification, it is the centre’s responsibility to ensure that the following 
rules of combination are adhered to.

Edexcel BTEC Level 2 Certifi cate 

1 Qualification credit value: a minimum of 15 credits.

2 Minimum credit to be achieved at, or above, the level of the qualification: 8 credits.

3 Mandatory unit credit: 5 credits.

4 Optional unit credit: 10.

5 This qualification is not designed to include credit from other QCF BTEC units.

 

Edexcel BTEC Level 2 Extended Certifi cate

1 Qualification credit value: a minimum of 30 credits.

2 Minimum credit to be achieved at, or above, the level of the qualification: 16 credits.

3 Mandatory unit credit: 5 credits.

4 Optional unit credit: 25.

5 This qualification is not designed to include credit from other QCF BTEC units.

Edexcel BTEC Level 2 Diploma

1 Qualification credit value: a minimum of 60 credits.

2 Minimum credit to be achieved at, or above, the level of the qualification: 31 credits.

3 Mandatory unit credit: 10 credits.

4 Optional unit credit: 50.

5 A maximum of 10 optional credits can come from other QCF BTEC units to meet local needs.

●

●

●

●

●
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Edexcel BTEC Level 2 Certifi cate in Hospitality

The Edexcel BTEC Level 2 Certificate in Hospitality is a 15-credit and approximately 90-guided-learning-hour 
(GLH) qualification that consists of two mandatory units plus optional units that provide for a combined total 
of 15 credits (where at least 8 credits must be at Level 2 or above).

Edexcel BTEC Level 2 Certifi cate in Hospitality

Unit Mandatory units Credit Level

1 Investigate the Catering and Hospitality Industry 4 2

2 Products, Services and Support in the Hospitality Industry 1 2

Unit Optional units

3 Principles of Customer Service in Hospitality, Leisure, Travel and Tourism 1 2

4 Providing Customer Service in Hospitality 4 2

5 Planning and Running a Hospitality Event 10 2

6 Healthier Food and Special Diets 1 2

7 Applying Workplace Skills 3 2

8 Prepare, Cook and Finish Food 4 2

9 Contemporary World Food 10 2

10 Alcoholic Drinks 5 2

11 Service of Food at Table 1 2

12 Service of Alcoholic and Non-Alcoholic Drinks 1 2

13 Accommodation Services in Hospitality 5 2

14 Hospitality Front Office Operations 5 2

15 Bookkeeping for Business 5 2

16 Consumer Rights 5 2

17 The UK Travel and Tourism Sector 5 2

18 Hospitality Operations in Travel and Tourism 5 3
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Edexcel BTEC Level 2 Extended Certifi cate in Hospitality

The Edexcel BTEC Level 2 Extended Certificate in Hospitality is a 30-credit and approximately 180-guided-
learning-hour qualification (GLH) that consists of two mandatory units plus optional units that provide for a 
combined total of 30 credits (where at least 16 credits must be at Level 2 or above).

Edexcel BTEC Level 2 Extended Certifi cate in Hospitality

Unit Mandatory units Credit Level

1 Investigate the Catering and Hospitality Industry 4 2

2 Products, Services and Support in the Hospitality Industry 1 2

Unit Optional units 

3 Principles of Customer Service in Hospitality, Leisure, Travel and Tourism 1 2

4 Providing Customer Service in Hospitality 4 2

5 Planning and Running a Hospitality Event 10 2

6 Healthier Food and Special Diets 1 2

7 Applying Workplace Skills 3 2

8 Prepare, Cook and Finish Food 4 2

9 Contemporary World Food 10 2

10 Alcoholic Drinks 5 2

11 Service of Food at Table 1 2

12 Service of Alcoholic and Non-Alcoholic Drinks 1 2

13 Accommodation Services in Hospitality 5 2

14 Hospitality Front Office Operations 5 2

15 Bookkeeping for Business 5 2

16 Consumer Rights 5 2

17 The UK Travel and Tourism Sector 5 2

18 Hospitality Operations in Travel and Tourism 5 3
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Edexcel BTEC Level 2 Diploma in Hospitality

The Edexcel BTEC Level 2 Diploma in Hospitality is a 60-credit and approximately 360-guided-learning-hour 
(GLH) qualification that consists of four mandatory units plus optional units that provide for a combined total 
of 60 credits (where at least 31 credits must be at Level 2 or above).

Edexcel BTEC Level 2 Diploma in Hospitality

Unit Mandatory units Credit Level

1 Investigate the Catering and Hospitality Industry 4 2

2 Products, Services and Support in the Hospitality Industry 1 2

3 Principles of Customer Service in Hospitality, Leisure, Travel and Tourism 1 2

4 Providing Customer Service in Hospitality 4 2

Unit Optional units 

5 Planning and Running a Hospitality Event 10 2

6 Healthier Food and Special Diets 1 2

7 Applying Workplace Skills 3 2

8 Prepare, Cook and Finish Food 4 2

9 Contemporary World Food 10 2

10 Alcoholic Drinks 5 2

11 Service of Food at Table 1 2

12 Service of Alcoholic and Non-Alcoholic Drinks 1 2

13 Accommodation Services in Hospitality 5 2

14 Hospitality Front Office Operations 5 2

15 Bookkeeping for Business 5 2

16 Consumer Rights 5 2

17 The UK Travel and Tourism Sector 5 2

18 Hospitality Operations in Travel and Tourism 5 3
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Assessment and grading

In BTEC Firsts all units are internally assessed. 

All assessment for BTEC First qualifications is criterion referenced, based on the achievement of all the 
specified learning outcomes. 

Each unit within the qualification has specified assessment and grading criteria which are to be used for grading 
purposes. A summative unit grade can be awarded at pass, merit or distinction:

to achieve a ‘pass’ a learner must have satisfied all the pass assessment criteria

to achieve a ‘merit’ a learner must additionally have satisfied all the merit grading criteria

to achieve a ‘distinction’ a learner must additionally have satisfied all the grading distinction criteria.

Grading domains

The assessment and grading criteria are developed in relation to grading domains which are exemplified by a 
number of indicative characteristics at the level of the qualification.

There are four BTEC First grading domains:

application of knowledge and understanding

development of practical and technical skills

personal development for occupational roles

application of generic skills.

Please refer to Annexe B which shows the merit and distinction indicative characteristics.

Guidance

The purpose of assessment is to ensure that effective learning has taken place to give learners the opportunity 
to:

meet the assessment and grading criteria and

achieve the learning outcomes within the units.

All the assignments created by centres should be reliable and fit for purpose, and should be built on the unit 
assessment and grading criteria. Assessment tasks and activities should enable learners to produce valid, 
sufficient and reliable evidence that relates directly to the specified criteria. Centres should enable learners 
to produce evidence in a variety of different forms, including written reports, graphs and posters, along with 
projects, performance observation and time-constrained assessments.

Centres are encouraged to emphasise the practical application of the assessment and grading criteria, 
providing a realistic scenario for learners to adopt, and making maximum use of practical activities and work 
experience. The creation of assignments that are fit for purpose is vital to achievement and their importance 
cannot be over-emphasised.

The assessment and grading criteria must be clearly indicated in the fit-for-purpose assignments. This gives 
learners focus and helps with internal verification and standardisation processes. It will also help to ensure that 
learner feedback is specific to the assessment and grading criteria.

When looking at the unit assessment and grading criteria grids and designing assignments, centres are 
encouraged to identify common topics and themes.

●

●

●

●

●

●

●

●
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The units include guidance on appropriate assessment methodology. A central feature of vocational 
assessment is that it allows for assessment to be:

current, ie to reflect the most recent developments and issues

local, ie to reflect the employment context of the delivering centre

flexible to reflect learner needs, ie at a time and in a way that matches the learner’s requirements so that 
they can demonstrate achievement.

Calculation of the qualifi cation grade

Pass qualifi cation grade

Learners who achieve the minimum eligible credit value specified by the rule of combination will achieve the 
qualification at pass grade (see Rules of combination for Edexcel BTEC Level 2 First qualifications).

Qualifi cation grades above pass grade

Learners will be awarded a merit or distinction or distinction* qualification grade by the aggregation of points 
gained through the successful achievement of individual units. The number of points available is dependent on 
the unit level and grade achieved, and the credit size of the unit (as shown in the ‘points available for credits 
achieved at different QCF Levels and unit grades’ below).

Points available for credits achieved at different QCF Levels and unit grades

The table below shows the number of points scored per credit at the unit level and grade.

Unit QCF level 
Points per credit

Pass Merit Distinction 

Level 1 3 4 5
Level 2 5 6 7

Level 3 7 8 9

Learners who achieve the correct number of points within the ranges shown in the ‘qualification grade’ table 
will achieve the qualification merit or distinction or distinction* grade. 

Qualifi cation grade

Qualifi cation
Points range above pass grade

Merit Distinction Distinction*

BTEC Level 2 Certificate 85-94 95-99 100 and above

BTEC Level 2 Extended Certificate 170-189 190-199 200 and above

BTEC Level 2 Diploma 340-379 380-399 400 and above

Please refer to Annexe G for examples of calculation of qualification grade above pass grade.

●

●

●
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Quality assurance of centres

Edexcel’s qualification specifications set out the standard to be achieved by each learner in order to be 
awarded the qualification. This is covered in the statement of learning outcomes, and assessment and grading 
criteria in each unit. Further guidance on delivery and assessment is given in the Essential guidance for tutors 
section in each unit. This section is designed to provide additional guidance and amplification related to 
the unit to support tutors, deliverers and assessors and to provide for a coherence of understanding and a 
consistency of delivery and assessment.

Approval

Centres that have not previously offered BTEC qualifications will first need to apply for, and be granted, centre 
approval before they can apply for approval to offer the programme.

When a centre applies for approval to offer a BTEC qualification they are required to enter into an approvals 
agreement.

The approvals agreement is a formal commitment by the head or principal of a centre to meet all the 
requirements of the specification and any linked codes or regulations. Sanctions and tariffs may be applied if 
centres do not comply with the agreement. Ultimately, this could result in the suspension of certification or 
withdrawal of approval.

Centres will be allowed ‘accelerated approval’ for a new programme where the centre already has approval 
for a programme that is being replaced by the new programme.

The key principles of quality assurance are that:

a centre delivering BTEC programmes must be an approved centre and must have approval for 
programmes or groups of programmes that it is operating

the centre agrees as part of gaining approval to abide by specific terms and conditions around the effective 
delivery and quality assurance of assessment; it must abide by these conditions throughout the period of 
delivery

Edexcel makes available to approved centres a range of materials and opportunities intended to exemplify 
the processes required for effective assessment and examples of effective standards. Approved centres 
must use the materials and services to ensure that all staff delivering BTEC qualifications keep up to date 
with the guidance on assessment

an approved centre must follow agreed protocols for standardisation of assessors and verifiers; planning, 
monitoring and recording of assessment processes; and for dealing with special circumstances, appeals 
and malpractice.

The approach of quality assured assessment is made through a partnership between an approved centre and 
Edexcel. Edexcel is committed to ensuring that it follows best practice and employs appropriate technology 
to support quality assurance processes where practicable. Therefore, the specific arrangements for working 
with centres will vary. Edexcel seeks to ensure that the quality assurance processes that it uses do not place 
undue bureaucratic processes on centres and works to support centres in providing robust quality assurance 
processes.

●

●

●
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Edexcel monitors and supports centres in the effective operation of assessment and quality assurance. The 
methods which it uses to do this for BTEC First and National programmes accredited under the Qualifications 
and Credit Framework (QCF) include:

ensuring that all centres have completed appropriate declarations at the time of approval, undertaking 
approval visits to centres where necessary

requiring all centres to appoint a Lead Internal Verifier for designated groups of programmes and to 
ensure that this person is trained and supported in carrying out that role

requiring that the Lead Internal Verifier completes compulsory online standardisation related to 
assessment and verification decisions for the designated programme

assessment sampling and verification, through requested samples of assessments, completed assessed 
learner work and associated documentation

overarching review and assessment of a centre’s strategy for assessing and quality assuring its BTEC 
programmes.

Edexcel Quality Assurance Handbook

Centres should refer to the Handbook for Quality Assurance for BTEC QCF Qualifications, issued annually, for 
detailed guidance.

An approved centre must make certification claims only when authorised by Edexcel and strictly in accordance 
with requirements for reporting.

Centres that do not fully address and maintain rigorous approaches to quality assurance will be prevented 
from seeking certification for individual programmes or for all BTEC First and National programmes. Centres 
that do not comply with remedial action plans may have their approval to deliver qualifications removed.

Programme design and delivery

BTEC First qualifications consist of mandatory units and optional units. Optional units are designed to provide 
a focus to the qualification and give more specialist opportunities in the sector.

In BTEC Firsts each unit has a number of guided learning hours. 

Guided learning hours are defined as all the times when a tutor, trainer or facilitator is present to give specific 
guidance towards the learning aim being studied on a programme. This definition includes lectures, tutorials 
and supervised study in, for example, open learning centres and learning workshops. It also includes time 
spent by staff assessing learners’ achievements. It does not include time spent by staff in day-to-day marking of 
assignments where the learner is not present. 

Centres are advised to consider this definition when planning the programme of study associated with this 
specification.

●

●

●

●

●
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Mode of delivery

Edexcel does not define the mode of study for BTEC Firsts. Centres are free to offer the qualifications using 
any mode of delivery (such as full time, part time, evening only, distance learning) that meets their learners’ 
needs. Whichever mode of delivery is used, centres must ensure that learners have appropriate access to 
the resources identified in the specification and to the subject specialists delivering the units. This is particularly 
important for learners studying for the qualification through open or distance learning.

Learners studying for the qualification on a part-time basis bring with them a wealth of experience that should 
be utilised to maximum effect by tutors and assessors. The use of assessment evidence drawn from learners’ 
work environments should be encouraged. Those planning the programme should aim to enhance the 
vocational nature of the qualification by:

liaising with employers to ensure a course relevant to learners’ specific needs

accessing and using non-confidential data and documents from learners’ workplaces

including sponsoring employers in the delivery of the programme and, where appropriate, in the 
assessment

linking with company-based/workplace training programmes

making full use of the variety of experience of work and life that learners bring to the programme.

Resources

BTEC Firsts are designed to prepare learners for employment in specific occupational sectors. Physical 
resources need to support the delivery of the programme and the proper assessment of the learning 
outcomes and should, therefore, normally be of industry standard. Staff delivering programmes and 
conducting the assessments should be familiar with current practice and standards in the sector concerned. 
Centres will need to meet any specific resource requirements to gain approval from Edexcel.

Where specific resources are required these have been indicated in individual units in the Essential resources 
sections.

Delivery approach

It is important that centres develop an approach to teaching and learning that supports the specialist vocational 
nature of BTEC First qualifications and the mode of delivery. Specifications give a balance of practical skill 
development and knowledge requirements, some of which can be theoretical in nature. Tutors and assessors 
need to ensure that appropriate links are made between theory and practical application and that the 
knowledge base is applied to the sector. This requires the development of relevant and up-to-date teaching 
materials that allow learners to apply their learning to actual events and activity within the sector. Maximum 
use should be made of the learner’s experience.

An outline learning plan is included in every unit as guidance which demonstrates one way in planning the 
delivery and assessment of the unit. The outline learning plan can be used in conjunction with the programme 
of suggested assignments.

Where the qualification has been designated and approved as a Technical Certificate and forms part of an 
Apprenticeship scheme, particular care needs to be taken to build strong links between the learning and 
assessment for the BTEC First qualification and the related NVQs and Functional Skills that also contribute to 
the scheme.

●

●

●

●

●
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Meeting local needs

Centres should note that the qualifications set out in this specification have been developed in consultation 
with centres and employers and the Sector Skills Councils or the Standards Setting Bodies for the relevant 
sector. Centres should make maximum use of the choice available to them within the optional units to meet 
the needs of their learners, and local skills and training needs.

In certain circumstances, units in this specification might not allow centres to meet a local need. In this 
situation, Edexcel will ensure that the rule of combination allows centres to make use of units from other 
standard QCF BTEC specifications. Centres are required to ensure that the coherence and purpose of the 
qualification is retained and to ensure that the vocational focus is not diluted.

Limitations on variations from standard specifi cations

The flexibility to import standard units from other BTEC Firsts is limited to a total of 25 per cent of the 
qualification credit value (see Rules of combination for Edexcel BTEC Level 2 First qualifications).

These units cannot be used at the expense of the mandatory units in any qualification.

Additional and specialist learning

Additional and specialist learning (ASL) consists of accredited qualifications at the same level as, or one level 
above, the Diploma course of study. The ASL may include BTEC qualifications which are also available to 
learners not following a Diploma course of study.

Qualifications for ASL must be selected from the ASL catalogue through the National Database of Accredited 
Qualifications (NDAQ). The catalogue includes qualifications which have the approval of the Diploma 
Development Partnership (DDP) and will expand over time as more qualifications are approved. To access 
the catalogue go to www.ndaq.org.uk and select ‘Browse Diploma Qualifications’.

Further units may be added to qualifications within the catalogue and centres undertaking, or preparing to 
undertake, ASL should refer regularly to the Edexcel website for information regarding additions.

Functional Skills

BTEC Firsts give learners opportunities to develop and apply Functional Skills. 

Functional Skills are offered as stand-alone qualifications at Level 2. See individual units for opportunities to 
cover ICT, Mathematics and English Functional Skills.

Personal, learning and thinking skills

Opportunities are available to develop personal, learning and thinking skills (PLTS) within a sector-related 
context. PLTS are identified in brackets after the unit pass criteria to which they are associated and they are 
also mapped in Annexe C. Further opportunities for learners to demonstrate these skills may also be apparent 
as learners progress throughout their learning. 



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 201116

Access and recruitment

Edexcel’s policy regarding access to its qualifications is that:

they should be available to everyone who is capable of reaching the required standards

they should be free from any barriers that restrict access and progression

there should be equal opportunities for all wishing to access the qualifications.

Centres are required to recruit learners to BTEC qualifications with integrity. This will include ensuring that 
applicants have appropriate information and advice about the qualifications and that the qualification will meet 
their needs. Centres should take appropriate steps to assess each applicant’s potential and make a professional 
judgement about their ability to successfully complete the programme of study and achieve the qualification. 
This assessment will need to take account of the support available to the learner within the centre during 
their programme of study and any specific support that might be necessary to allow the learner to access 
the assessment for the qualification. Centres should consult Edexcel’s policy on learners with particular 
requirements.

Centres will need to review the entry profile of qualifications and/or experience held by applicants, 
considering whether this profile shows an ability to progress to a Level 2 qualification. For learners who have 
recently been in education, the profile is likely to include one of the following:

a BTEC Level 1 Introductory Certificate in Hospitality, Travel and Tourism or a related vocational area

a standard of literacy and numeracy supported by a general education equivalent to four GCSEs at 
grade D-G

other related Level 1 qualifications

related work experience.

More mature learners may present a more varied profile of achievement that is likely to include experience of 
paid and/or unpaid employment.

Restrictions on learner entry

Most BTEC First qualifications are accredited on the QCF for learners aged 14 years and over.

In particular sectors the restrictions on learner entry might also relate to any physical or legal barriers, for 
example people working in health, care or education are likely to be subject to police checks.

Edexcel BTEC Level 2 Firsts are listed on the DCSF funding lists Section 96 and Section 97.

Access arrangements and special considerations

Edexcel’s policy on access arrangements and special considerations for BTEC and Edexcel NVQ qualifications 
aims to enhance access to the qualifications for learners with disabilities and other difficulties (as defined by the 
1995 Disability Discrimination Act and the amendments to the Act) without compromising the assessment of 
skills, knowledge, understanding or competence.

Further details are given in the policy document Access Arrangements and Special Considerations for BTEC 
and Edexcel NVQ Qualifications, which can be found on the Edexcel website (www.edexcel.com). This 
policy replaces the previous Edexcel policy (Assessment of Vocationally Related Qualification: Regulations 
and Guidance Relating to Learners with Special Requirements, 2002) concerning learners with particular 
requirements.

●

●

●

●

●

●

●
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Recognition of Prior Learning

Recognition of Prior Learning (RPL) is a method of assessment (leading to the award of credit) that considers 
whether a learner can demonstrate that they can meet the assessment requirements for a unit through 
knowledge, understanding or skills they already possess and so do not need to develop through a course of 
learning.

Edexcel encourages centres to recognise learners’ previous achievements and experiences whether at work, 
home and at leisure, as well as in the classroom. RPL provides a route for the recognition of the achievements 
resulting from continuous learning.

RPL enables recognition of achievement from a range of activities using any valid assessment methodology. 
Provided that the assessment requirements of a given unit or qualification have been met, the use of RPL is 
acceptable for accrediting a unit, units or a whole qualification. Evidence of learning must be sufficient, reliable 
and valid.

Unit format

All units in Edexcel BTEC Level 2 First qualifications have a standard format. The unit format is designed to 
give guidance on the requirements of the qualification for learners, tutors, assessors and those responsible for 
monitoring national standards.

Each unit has the following sections.

Unit title

The unit title is accredited on the QCF and this form of words will appear on the learner’s Notification of 
Performance (NOP). 

QCF level

All units and qualifications within the QCF will have a level assigned to them, which represents the level of 
achievement. There are nine levels of achievement, from Entry Level to Level 8. The level of the unit has 
been informed by the QCF level descriptors and, where appropriate, the National Occupational Standards 
(NOS) and/or other sector/professional benchmarks.

Credit value

In BTEC First qualifications each unit consists of a credit value; learners will be awarded credits for the 
successful completion of whole units.

A credit value specifies the number of credits that will be awarded to a learner who has achieved all the 
learning outcomes of the unit.
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Guided learning hours

Guided learning hours are defined as all the times when a tutor, trainer or facilitator is present to give specific 
guidance towards the learning aim being studied on a programme. This definition includes lectures, tutorials 
and supervised study in, for example, open learning centres and learning workshops. It also includes time 
spent by staff assessing learners’ achievements. It does not include time spent by staff in day-to-day marking of 
assignments or homework where the learner is not present.

Aim and purpose

The aim provides a clear summary of the purpose of the unit and is a succinct statement that summarises the 
learning outcomes of the unit.

Unit introduction

The unit introduction gives the reader an appreciation of the unit in the vocational setting of the qualification, 
as well as highlighting the focus of the unit. It gives the reader a snapshot of the unit and the key knowledge, 
skills and understanding gained while studying the unit. The unit introduction also highlights any links to the 
appropriate vocational sector by describing how the unit relates to that sector.

Learning outcomes

Learning outcomes state exactly what a learner should ‘know, understand or be able to do’ as a result of 
completing the unit.

Unit content

The unit content identifies the breadth of knowledge, skills and understanding needed to design and deliver 
a programme of learning to achieve each of the learning outcomes. This is informed by the underpinning 
knowledge and understanding requirements of the related NOS. The content provides the range of subject 
material for the programme of learning and specifies the skills, knowledge and understanding required for 
achievement of the pass, merit and distinction grading criteria.

Each learning outcome is stated in full and then the key phrases or concepts related to that learning outcome 
are listed in italics followed by the subsequent range of related topics.

Relationship between content and assessment criteria

The learner must have the opportunity within the delivery of the unit to cover all of the unit content.

It is not a requirement of the unit specification that all of the content is assessed. However, the indicative 
content will need to be covered in a programme of learning in order for learners to be able to meet the 
standard determined in the assessment and grading criteria. The merit and distinction grading criteria enable 
the learner to achieve higher levels of performance in their acquisition of knowledge, understanding and skills.
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Content structure and terminology

The information below shows the unit content is structured and gives the terminology used to explain the 
different components within the content.

Learning outcome: this is shown in bold at the beginning of each section of content.

Italicised sub-heading: it contains a key phrase or concept. This is content which must be covered in the 
delivery of the unit. Colons mark the end of an italicised sub-heading.

Elements of content: the elements are in plain text and amplify the sub-heading. The elements must be 
covered in the delivery of the unit. Semi-colons mark the end of an element.

Brackets contain amplification of elements of content which must be covered in the delivery of the unit.

‘eg’ is a list of examples, used for indicative amplification of an element (that is, the content specified in this 
amplification could be covered or could be replaced by other, similar material).

Assessment and grading grid

Each grading grid gives the assessment and grading criteria used to determine the evidence that each learner 
must produce in order to receive a pass, merit or distinction grade. It is important to note that the merit 
and distinction grading criteria require a qualitative improvement in a learner’s evidence and not simply the 
production of more evidence at the same level.

Essential guidance for tutors

This section gives tutors additional guidance and amplification to aid understanding and a consistent level of 
delivery and assessment. It is divided into the following sections.

Delivery – explains the content’s relationship with the learning outcomes and offers guidance about 
possible approaches to delivery. This section is based on the more usual delivery modes but is not 
intended to rule out alternative approaches.

Outline learning plan – the outline learning plan has been included in every unit as guidance and 
demonstrates one way in planning the delivery and assessment of a unit. The outline learning plan can be 
used in conjunction with the programme of suggested assignments. 

Assessment – gives amplification about the nature and type of evidence that learners need to produce in 
order to pass the unit or achieve the higher grades. This section should be read in conjunction with the 
grading criteria.

Suggested programme of assignments – the table shows how the suggested assignments match and cover 
the assessment grading criteria.

Links to National Occupational Standards, other BTEC units, other BTEC qualifications and other relevant 
units and qualifications – sets out links with other units within the qualification. These links can be used 
to ensure that learners make connections between units, resulting in a coherent programme of learning. 
The links show opportunities for integration of learning, delivery and assessment.

Essential resources – identifies any specialist resources needed to allow learners to generate the evidence 
required for each unit. The centre will be asked to ensure that any requirements are in place when it 
seeks approval from Edexcel to offer the qualification.

Employer engagement and vocational contexts – gives a short list of agencies, networks and other useful 
contacts for employer engagement and for sources of vocational contexts.

Indicative reading for learners – gives a list of learner resource material that benchmarks the level of study.

●
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Unit 1: Investigate the Catering and 
Hospitality Industry

Unit code: D/500/8934

QCF Level 2: BTEC First

Credit value: 4

Guided learning hours: 20

Aim and purpose

This unit will provide candidates with an understanding of the main functions, scope and size of the hospitality 
and catering industry. Candidates will also develop understanding of the links with other related businesses 
and with this as a starting point they will investigate the industry using a variety of sources and consolidate their 
understanding by carrying out a simple survey to compare key indicators between different sectors.

Unit introduction

The hospitality industry is large and varied, and able to respond to changing market needs by growing and 
evolving. In the first part of the unit learners will explore the industry at both a national and a local level, 
gaining an insight into the size of the industry. Learners will also differentiate between businesses operating 
solely in the hospitality arena and those offering a specialist catering service to industries that have other main 
activities.

By exploring all these aspects of the industry, learners will develop an understanding of the industry both at a 
local and a national level.

Learners will also have the opportunity to explore job roles available at different levels in the industry. They 
will start to look at the skills needed to work in the industry. Study of other units in the qualification will build 
on their understanding of different areas of work available and help them to make career choices.

Learning outcomes

On completion of this unit a learner should:

1 Understand the hospitality and catering industry

2 Understand the national and international employment opportunities available in the hospitality industry.
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Unit content

1 Understand the hospitality and catering industry

Hospitality and catering: definition

The hospitality industry: local; national; location; size of business

Hospitality industry businesses: hotels eg budget, one star to five star, budget hotels, bed and breakfast, 
(branding); restaurants eg fast-food businesses, fine dining; pubs, bars and nightclubs; contract food service 
providers eg education, healthcare; hospitality services eg business, Government and local authority 
provision; membership clubs eg professional or employment association clubs, sporting clubs; events eg 
music events, meetings and conferences 

Type of settings: commercial sector eg hotel, guest house, restaurant, fast-food business; catering service 
sector eg school, college, university, prison, hospital, residential home; contract catering in the workplace

Influences on the industry: eg social, economic, political, technological, environmental and legal, affecting 
today’s hospitality and catering organisations and operations

Importance of industry: economic value of the industry (revenue); relative size/value of hospitality industries 
within the hospitality industry; employment opportunities; transferability of skills to other professions

2 Understand the national and international employment opportunities available in the 
hospitality industry

Staffing: type eg manager, supervisor, craft, operative; responsibilities; relationships; typical work routine 
eg what tasks are carried out, who staff report to, hours of work

Jobs: roles eg chef, waiter, bar person, receptionist, room service attendant; type of job contract eg part 
time, full time, temporary, seasonal, live in, permanent, freelance, agency staff; factors to consider eg 
effect of lifestyle on job choice, effect of job choice on lifestyle

Job requirements: qualities eg punctuality, honesty, personality, efficiency; skills eg using initiative, taking 
responsibility, following instructions, observing health, safety and security requirements, working as a 
member of a team; personal presentation (appearance, observing dress code, grooming)

Legal requirements: health and safety at work; substances hazardous to health; working time regulations; 
lifting safely; data protection; fire protection; providing the correct work equipment; personal protective 
equipment (PPE); reporting of accidents and serious incidents; food hygiene; food storage

Sources of information: sources eg industry magazines, company websites

Professional associations: functions of professional associations in relation to national and international 
context; associations eg Association of Licensed Multiple Retailers (ALMR), Association of Valuers of 
Licensed Property (AVLP), British Institute of Innkeeping (BII), British Hospitality Association (BHA)
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 compare and contrast the 
features of establishments 
in hospitality and catering 
by explaining the different 
features of the different 
sectors [IE 2]

P2 assess the impact of key 
influences on the industry by 
describing the key influences

P3 describe the terms 
‘hospitality’ and ‘catering’ 

P4 identify the structure, scope 
and size of the hospitality and 
catering industry

P5 describe the key influences 
on the development of 
the hospitality and catering 
industry

P6 explain the differences 
between types of operations

P7 explain the different features 
of the commercial and 
service sectors

P8 explain the importance of 
the industry to the national 
economy

M1 analyse the structure, scope 
and size of the hospitality 
industry in relation to 
different types of settings

D1 evaluate the contribution of 
the hospitality industry to the 
UK economy.
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Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P9 list the main job roles in 
catering establishments

P10 explain the difference in 
staff roles and conditions in 
the industry including legal 
requirements

P11 describe the main job roles in 
a catering establishment

P12 describe the differences in 
staff roles and conditions in 
the different sectors

P13 identify the legal 
requirements to work within 
the law

P14 identify sources of 
information about the 
hospitality and catering 
industry 

P15 describe the functions of 
professional associations 
related to catering 
occupations and describe 
their functions in relation to 
national and international 
context.
[IE 6]

M2 compare the requirements 
of different job roles in the 
commercial sector and 
different job roles in the 
catering service sector.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit provides the opportunity for research into different aspects of the hospitality industry at both local 
and national levels.

Delivery could be supported by visits to different types of businesses within the hospitality industry, by using 
guest speakers from the industry and by learners sharing their knowledge and experiences. Much of the unit 
is about ‘building up’ a local picture of the hospitality industry. Therefore, surveying the local area in detail 
may help in building ‘a map’ of the locality, illustrating the diverse range of hospitality businesses, products and 
services available.

Preparation before visits are made should include information about the business and where it fits into the 
industry. This may be obtained from the business itself, from a website or from the local tourist board. With 
guidance, learners could draw up a list of questions they think will be valuable in ‘building up’ a picture of the 
industry. When using guest speakers, tutors should brief them beforehand so they have a clear idea of what 
learners need. 

Many learners may have had a part-time job in the hospitality industry and all will have been customers; this 
experience could be shared within the class.

Guest speakers, who could be from a support provider, can also help in developing learners’ awareness and 
understanding of the support given by other industries to hospitality. Learner preparation needs to focus on 
what information is needed from guest speakers and questions around particular areas could be devised in 
advance, including what problems might occur in the industry. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Group discussion about the hospitality industry and types of businesses within it including their location and size. 
Tutor explanation of key terms.

Group discussion about the influences on the hospitality industry. 

Visits to hospitality businesses within different types of settings and to find out about their importance to the UK 
economy.
Assignment 1 – The Hospitality Industry (P1, P2, P3, P4, P5, P6, P7, P8, M1, D1)

Producing an article on the hospitality industry. 

Group discussion about staffing, jobs and job requirements.

Tutor-led discussion about legal requirements to work within the law.

Learners research sources of information about the hospitality industry and present their findings to peers.

Tutor-led discussion about the functions of professional associations related to catering occupations and describe 
their functions in relation to national and international context.
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Topic and suggested assignments/activities and/assessment

Assignment 2 – The National and International Employment Opportunities Available in the Hospitality 
Industry (P9, P10, P11, P12, P13, P14, P15, M2)

Producing a booklet on the national and international employment opportunities available in the hospitality 
industry.

Assessment

Where work is carried out in groups, each learner needs to provide evidence for all of the grading criteria 
claimed. This may take the form of an observation or witness statement detailing the criteria and how they 
were met.

The sub-headings in this section mirror the opportunities in the grading grid. They suggest how assessment 
can be grouped to allow learners to progress to the higher grades; however, they are not prescriptive.

P1 – P2 – P3 – P4 – P5 – P6 – P7 – P8 – M1 – D1

To achieve P1, learners must compare and contrast the following types of hospitality business: one hotel and 
whether it is budget or has a brand attached to it and the star rating if any, one restaurant, one pub, bar or 
nightclub, one contract food service provider, one hospitality service, one membership club and one events 
business. The description for each business within the hospitality industry should include its location, size and 
whether it is local or national. Evidence could take the form of a report and should use examples from the 
hospitality industry at national level.

For P2, learners must describe the key social, economic, political, technological and legal influences on the 
industry and assess their impact.

For P3, learners are required to provide a definition of ‘hospitality’ and ‘catering’.

P4 requires learners to identify the structure, scope and size of the hospitality and catering industry.

To achieve P5, learners must describe the key social, economic, political, technological, environmental and 
legal influences on the development of the hospitality and catering industry.

For P6, learners must explain the differences between types of operations within the hospitality industry.

P7 requires learners to explain the different features of the different types of settings within the hospitality 
industry.

For P8, learners are required to explain the importance of the industry to the UK economy.

To achieve M1, learners will further investigate and analyse the structure, scope and size of the hospitality 
industry in relation to different types of settings.

Evidence for D1 should be obtained from an extension of the work carried out previously. The explanation 
of the importance of the industry to the national economy for P8 should be expanded to an evaluation of the 
contribution of the hospitality industry to the UK economy. The evidence could take a written format, possibly 
after a group discussion.
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P9 – P10 – P11 – P12 – P13 – P14 – P15 – M2 

In order to meet the evidence requirements for P9, learners must list five job roles in hospitality businesses. 
This could be assessed using a group discussion, or by short individual verbal presentations. Alternatively, 
learners could use trade journals and appropriate websites to search for jobs currently available. A short 
written report could then be used to summarise their findings.

P10 requires learners to explain the difference in staff roles and the conditions in the industry, including legal 
requirements attached to each role.

For P11, learners must describe the main job roles in a hospitality business. Learners could visit a hospitality 
business to obtain this information.

P12 requires learners to describe the differences in staff roles and conditions in the different sectors. Learners 
can use the information gathered for P10 and apply it to the different sector. 

For P13, learners must identify the legal requirements of hospitality businesses to work within the law.

For P14, learners need to identify three sources that can be used when searching for information on job 
opportunities. It would be appropriate for learners to provide evidence from each source, such as a job 
advert from a newspaper, a job bulletin sheet from an employment agency, and a printout from the job 
vacancies page of a company website. The different sources used could then be discussed by the group. 

P15 requires learners to describe the functions of professional associations related to catering occupations and 
describe their functions in relation to national and international context.

For M2, two job roles in the commercial sector and two job roles in the catering service sector should be 
investigated and the requirements of each compared. The evidence can be in a written format or given as a 
presentation to the group. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, P5, P6, 
P7, P8, M1, D1

The Hospitality Industry Learners take the role of 
internal communications 
assistant and are asked to 
produce an article on the 
hospitality industry.

Learners produce an 
article or other material for 
use with new staff.

P9, P10, P11, P12, 
P13, P14, P15, M2

The National and 
International Employment 
Opportunities Available in 
the Hospitality Industry 

Learners continue in the role 
from the first assignment and 
prepare more materials for 
use with new staff.

Learners produce 
material in suitable format 
– booklet, posters or 
presentation materials. 
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

The Hospitality Industry

Providing Customer Service in 
Hospitality

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Applying Workplace Skills Providing Customer Service in 
Hospitality

Prepare, Cook and Finish Food Financial Control in Hospitality 

Contemporary World Food Supervisory Skills in the Hospitality 
Industry 

Service of Food at Table Food and Drinks Service

Service of Alcoholic and Non-
Alcoholic Drinks

Environment and Sustainability in 
Hospitality

Accommodation Services in 
Hospitality

Principles of Nutrition for Healthier 
Food and Special Diets 

Hospitality Front Office Operations Marketing for Hospitality

Accommodation Operations in 
Hospitality

Front Office Operations in 
Hospitality 

Industry-related Project in 
Hospitality

Essential resources

Learners will benefit from visits to and speakers from local hospitality businesses and national and local tourist 
offices. Learners should have access to the internet and in particular need to be able to access websites 
relating to careers services, such as Connexions Direct, and leading hospitality companies. 

Employer engagement and vocational contexts

Visits to hospitality businesses are integral to the effective delivery of this unit. The visits need to be planned 
carefully in order to help learners investigate different types of business, products and services. While 
undertaking visits learners may also benefit from ‘in house’ presentations from industry staff, helping the 
development of assessment activities throughout this and other units. Visiting speakers may further strengthen 
learners’ understanding of hospitality operations. 
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Indicative reading for learners

Textbook

Ovenden F,  Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285 

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.bha.org.uk British Hospitality Association

www.caterersearch.com Caterersearch – Hospitality news

www.catersource.com Catersource – Education, products and news for caterers

www.connexions-direct.com Connexions Direct – Information and advice for young people

www.instituteofhospitality.org Institute of Hospitality – Professional body for hospitality, leisure and 
tourism industries

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism

www.visitbritain.com Visit Britain – Official UK Travel and Accommodation Guide
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 comparing and contrasting the features of establishments in hospitality and 
catering by explaining the different features of the different sectors [IE 2]

P15  describing the functions of professional associations related to catering 
occupations and describing their functions in relation to national and 
international context. [IE 6]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers identifying questions to answer when undertaking visits to local hospitality 
businesses [IE 1]

planning and carrying out research into hospitality businesses [IE 2] 

Creative thinkers asking questions when undertaking visits to local hospitality businesses [CT 1] 
Self-managers organising time and resources, prioritising actions to manage assessment activities. 

[SM 3]



33Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching the hospitality industry 

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching the hospitality industry 

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

describing the types of businesses that make up the hospitality 
industry

Bring together information to suit content 
and purpose

describing the types of businesses that make up the hospitality 
industry

Present information in ways that are fit for 
purpose and audience

describing the types of businesses that make up the hospitality 
industry

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

describing the types of businesses that make up the hospitality 
industry

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

describing the types of businesses that make up the hospitality 
industry

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

describing the types of businesses that make up the hospitality 
industry.
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Unit 2: Products, Services and 
Support in the Hospitality 
Industry

Unit code: D/600/9933

QCF Level 2: BTEC First

Credit value: 1

Guided learning hours: 10

Aim and purpose

The aim of this unit is to enable learners to gain knowledge and understanding of the products and services 
the hospitality industry offers and the support it receives from other industries.

Unit introduction

Learners will explore the different products and services that are on offer in the hospitality industry and from 
this build up a picture of the diverse nature of the industry and what is available to customers.

The hospitality industry does not function in isolation and depends on the support of other industries. 
Learners will investigate the extent to which the industry is dependent on other industries. They will be 
encouraged to look at these relationships to gain knowledge of the breadth of support that is available to a 
hospitality business and to understand its reliance on this support.

Learners will develop an understanding of the industry products and services and the supporting role of other 
industries.

Learning outcomes

On completion of this unit a learner should:

1 Know the products and services offered in the hospitality industry

2 Understand support given by other industries to hospitality businesses.
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Unit content

1 Know the products and services offered in the hospitality industry

Products: food; drink; accommodation eg public areas, bedrooms; prices; opening times

Services: level and type of service offered; business services; vending; conferences eg meetings, company 
promotions, seminars; functions eg weddings, other services

2 Understand support given by other industries to hospitality businesses

Other industries: travel agents/tour operators; banks; phone companies; insurance companies; suppliers eg 
food, drink, equipment, dry goods; staffing agencies; additional services eg hairdressers, souvenir shops, 
ticket agencies; transport for customers eg taxis, trains

Support given: financial services eg loans, banking; providing communications systems (internal, external); 
delivering goods; removing waste; providing staff; personal services for customers eg hairdressing, beauty 
treatments, transport, ticket booking
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 identify products and services 
available to customers for 
different hospitality businesses 
in their locality 
[IE 2]

M1 explain which products 
and services are offered in 
hospitality businesses 

D1 analyse the differences 
between the products and 
services offered in different 
hospitality businesses 

P2 explain examples of support 
other industries provide for 
the hospitality industry. 
[IE 2]

M2 explain how different 
hospitality businesses 
are supported by other 
industries. 

D2 analyse how support given 
by other industries to 
hospitality businesses could 
be improved.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

Delivery could be supported by visits to different types of businesses within the hospitality industry, by using 
guest speakers from the industry and by learners sharing their knowledge and experiences. Surveying the local 
area in detail may help to illustrate the diverse range of products and services available.

Preparation before visits are made should include information about the business and where it fits into the 
industry. This may be obtained from the business itself, from a website or from the local tourist board. With 
guidance, learners could draw up a list of questions they think will be valuable in ‘building up’ a picture of the 
industry. When using guest speakers, tutors should brief them beforehand so they have a clear idea of what 
learners need. 

Many learners may have had a part-time job in the hospitality industry and all will have been customers; this 
experience could be shared within the class.

Learner preparation needs to focus on what information is needed from guest speakers and questions around 
particular areas could be devised in advance, including what problems might occur in the industry. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Group discussion about the products and services available to customers for different hospitality businesses in 
their locality. Tutor explanation of key terms.

Visit to a hospitality business to find out about the products and services it offers.
Assignment 1 – The Products and Services Offered in the Hospitality Industry (P1, M1, D1)

Producing an article on the products and services offered in the hospitality industry. 

Group discussion about industries that support the hospitality industry.

Group discussion about the support that other industries provide to the hospitality industry.
Assignment 2 – How Hospitality Businesses are Supported by Other Industries (P2, M2, D2) 

Producing a report on industries that provide support to the hospitality industry and the type of support they 
provide.
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Assessment

Where work is carried out in groups, each learner needs to provide evidence for all of the grading criteria 
claimed. This may take the form of an observation or witness statement detailing the criteria and how they 
were met.

The sub-headings in this section mirror the opportunities in the grading grid. They suggest how assessment 
can be grouped to allow learners to progress to the higher grades; however, they are not prescriptive.

P1 – M1 – D1

To achieve P1, the products and services available within three hospitality businesses at a local level should 
be investigated, either by visit or guest speaker. Each learner should identify the products and type and level 
of service for each of the three businesses. Producing a map of the area illustrated with each learner’s work 
could show the evidence for this. If the local area has insufficient examples of settings to cover the content and 
grading criteria, the tutor should choose an alternative area, ensuring it has enough scope.

To achieve M1, learners will further investigate and explain the types of products and services offered in five 
businesses different from the ones investigated for P1.

Evidence for D1 should be obtained from an extension of the work carried out for M1. The products and 
services in the five businesses used as evidence for M1 should be analysed and differences emphasised. An 
explanation should be offered for the differences. The evidence could take a written format, possibly after a 
group discussion.

P2 – M2 – D2

To achieve P2, learners will need to investigate the support offered by three other industries to hospitality 
and identify the nature of this support through basic descriptions. Visits to and speakers from industry will help 
learners access this type of information, which should be presented in a written format or as a presentation.

For M2, two hospitality businesses should be investigated and the nature of the support they use clearly 
explained. This should include the other industries the businesses use and an explanation of the type of 
support received. Learners should be encouraged to investigate different types of business to enable them 
to build up a picture of the types of support used. The evidence can be in a written format or given as a 
presentation to the group.

For D2, learners should analyse the support given by other industries to two hospitality businesses, noting the 
strengths and weaknesses of the support given and suggesting how the support may be improved. This may 
be a simple improvement, such as ensuring deliveries are on time and accurate, but at this level all must be 
realistic. 



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 201140

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, M1, D1 The Products and 
Services Offered in the 
Hospitality Industry 

Learners take the role of internal 
communications assistant and 
are asked to produce an article 
on the products and services 
offered in the hospitality industry. 

Learners produce an article 
or other material for use 
with new staff. 

P2, M2, D2 How the Hospitality 
Industry is Supported by 
Other Industries 

Learners continue in the role 
from the first assignment and 
prepare more materials for use 
with new staff.

Learners produce 
material in suitable format 
– booklet, posters or 
presentation materials. 

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

The Hospitality Industry

Providing Customer Service in 
Hospitality

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Healthier Food and Special Diets Providing Customer Service in 
Hospitality

Applying Workplace Skills Financial Control in Hospitality 

Prepare, Cook and Finish Food Food and Drinks Service

Contemporary World Food The Principles of Food Safety 
Supervision for Catering

Service of Food at Table Environment and Sustainability in 
Hospitality

Service of Alcoholic and Non-
Alcoholic Drinks

Principles of Nutrition for Healthier 
Food and Special Diets

Accommodation Services in 
Hospitality

Marketing for Hospitality

Hospitality Front Office Operations Accommodation Operations in 
Hospitality

Front Office Operations in 
Hospitality

Industry-related Project in 
Hospitality
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Essential resources

Learners will benefit from visits to and speakers from local hospitality businesses and national and local tourist 
offices. Learners should have access to the internet and in particular need to be able to access websites 
relating to careers services, such as Connexions Direct, and leading hospitality companies.

Employer engagement and vocational contexts

Visits to hospitality businesses are integral to the effective delivery of this unit. The visits need to be planned 
carefully in order to help learners investigate different types of business, products and services. While 
undertaking visits learners may also benefit from ‘in-house’ presentations from industry staff, helping the 
development of assessment activities throughout this and other units. Visiting speakers may further strengthen 
learners’ understanding of hospitality operations.

Indicative reading for learners

Textbook

Ovenden F, Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285 

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.bha.org.uk British Hospitality Association

www.caterersearch.com Caterersearch – Hospitality news

www.catersource.com Catersource – Education, products and news for caterers

www.connexions-direct.com Connexions Direct – Information and advice for young people

www.instituteofhospitality.org Institute of Hospitality – Professional body for hospitality, leisure and 
tourism industries

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism

www.visitbritain.com Visit Britain – Official UK Travel and Accommodation Guide
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 identifying products and services available to customers for different 
hospitality businesses in their locality [IE 2]

P2 explaining examples of support other industries provide for the hospitality 
industry. [IE 2]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers identifying questions to answer when undertaking visits to local hospitality 
businesses [IE 1]

analysing and evaluating information on products and services offered in hospitality 
businesses [IE 3]

Creative thinkers asking questions when undertaking visits to local hospitality businesses [CT 1]
Self-managers organising time and resources, prioritising actions to manage assessment activities. 

[SM 3]
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Functional Skills – Level 2 

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching the hospitality industry and the industries that 
support it

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching the hospitality industry and the industries that 
support it

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

identifying products and services available to customers for 
different hospitality businesses in their locality

describing examples of support other industries provide for the 
hospitality industry

Bring together information to suit content 
and purpose

describing examples of support other industries provide for the 
hospitality industry

Present information in ways that are fit for 
purpose and audience

describing examples of support other industries provide for the 
hospitality industry

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

identifying products and services available to customers for 
different hospitality businesses in their locality

describing examples of support other industries provide for the 
hospitality industry

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

identifying products and services available to customers for 
different hospitality businesses in their locality

describing examples of support other industries provide for the 
hospitality industry

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

identifying products and services available to customers for 
different hospitality businesses in their locality

describing examples of support other industries provide for the 
hospitality industry.
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Unit 3: Principles of Customer 
Service in Hospitality, 
Leisure, Travel and Tourism

Unit code: T/600/1059

QCF Level 2: BTEC First

Credit value: 1

Guided learning hours: 10

Aim and purpose

This unit will provide the introductory knowledge to customer service in the hospitality, leisure, travel and 
tourism sector. The unit will be appropriate for staff engaging with internal and/or external customers.

Unit introduction

Customer service is at the heart of a successful business. The hospitality, leisure, travel and tourism sector 
relies on excellent customer service to keep customers satisfied and returning to them. Workers in this 
sector need to provide excellent customer service and to do that they need to understand the needs and 
expectations of their customers and how these needs are anticipated and met.

Any members of staff working in customer service in the hospitality, leisure, travel and tourism sector will 
be expected to present themselves in a professional way, have good interpersonal skills and be able to 
communicate effectively with their customers. Learners will look at the importance of providing excellent 
customer service to the business and the characteristics of excellent customer service. They will look at how 
this can be achieved by meeting the needs and expectations of the customers. 

Learners will develop an understanding of the customers’ needs and expectations as well as what factors 
influence their choice of products and services. Finally, learners will explore customer complaints and how 
they should be handled in a positive manner. 

On completion of the unit, learners should be able to understand the principles of customer service in the 
hospitality, leisure, travel and tourism sector. 

Through completion of this unit, learners will be able to appreciate the vital role they play, as employees 
or potential employees of the hospitality, leisure, travel and tourism sector, in contributing to the quality of 
customer service.
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Learning outcomes

On completion of this unit a learner should:

1 Understand the importance to the organisation in providing excellent customer service in the hospitality, 
leisure, travel and tourism industries

2 Understand the role of the individual in delivering customer service in the hospitality, leisure, travel and 
tourism industries

3 Understand the importance of customers’ needs and expectations in the hospitality, leisure, travel and 
tourism industries.
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Unit content

1 Understand the importance to the organisation in providing excellent customer 
service in the hospitality, leisure, travel and tourism industries

Role of organisation: develop products; set standards eg training, products, services; provide value for 
money; maximise sales; encourage repeat custom

Characteristics of excellent customer service: staff attitude and behaviour; knowledge eg products, services, 
standards, training; quality of services and products; timing; cost; meeting the customers’ needs; locating 
information; working under pressure; dealing with problems

Benefits: positive influence on organisation; increase spend; repeat business; word of mouth; customer 
loyalty

Customers: internal eg colleagues, supervisors, staff, staff teams; external eg existing, new, individuals, 
groups, suppliers, agents, business people, non-English speaking; different ages; gender; culture; families; 
special needs

Product knowledge and sales: know product; give advice; answer questions; suggest products; increase 
sales 

Organisational procedures: checking availability; booking; delivering; cancellations; payment; complaints

2 Understand the role of the individual in delivering customer service in the hospitality, 
leisure, travel and tourism industries

Benefits to the individual: motivated staff; increase job satisfaction eg teamwork, staff loyalty

Factors in excellent customer service: role of individual’s attitude, behaviour and motivation

Personal presentation: first impressions; personal hygiene; appearance eg uniform, dress, hair, makeup, 
jewellery

Communication: body language eg posture, expression, gestures, eye contact; voice eg tone, pitch, pace; 
language eg appropriate, slang, jargon

Listening skills: listening eg asking appropriate questions, repeating back to customer, looking attentive

3 Understand the importance of customers’ needs and expectations in the hospitality, 
leisure, travel and tourism industries

Customer needs and expectations: type of service eg urgent, non-urgent; information; product knowledge; 
service knowledge; special needs eg non-English speakers, hearing or sight impaired, mobility impaired, 
cots, highchairs, children’s food, business equipment, gender specific; cultural eg special diet, social 
customs, dress; factors that influence customers’ choice or products/services eg price, specific needs of 
customer

Meeting customers’ needs and expectations: anticipating customers’ needs; responding to customers’ 
needs; meeting customers’ expectations; exceeding customers’ expectations

Complaints: benefit of complaint to organisation; positive manner when dealing with a complaint; 
complaint-handling procedures
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe the role of the 
organisation in relation to 
customer service
[IE 2]

P2 identify the characteristics and 
benefits of excellent customer 
service

P3 give examples of internal and 
external customers in the 
industries

P4 describe the importance of 
product knowledge and sales 
to organisational success

P5 describe the importance of 
organisational procedures for 
customer service

M1 compare the extent to which 
hospitality organisations 
deliver consistent and 
reliable customer service to 
their internal and external 
customers

P6 identify the benefits of 
excellent customer service 
for the individual 
[IE 2]

P7 describe the importance of 
positive attitude, behaviour 
and motivation in providing 
excellent customer service

P8 describe the importance of 
personal presentation within 
the industries

P9 explain the importance of 
using appropriate types of 
communication

P10 describe the importance of 
effective listening skills

M2 analyse the customer service 
provision in hospitality 
organisations

D1 evaluate the effectiveness 
of the customers service 
provision in different 
hospitality organisations.
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Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P11 identify what is meant 
by customer needs and 
expectations in the industries 
[IE 2]

P12 identify the importance of 
anticipating and responding to 
varying customers’ needs and 
expectations

P13 describe the factors that 
influence the customers’ 
choice of products and 
services 

P14 describe the importance 
of meeting and exceeding 
customer expectations

P15 describe the importance of 
dealing with complaints in a 
positive manner 

P16 explain the importance 
of complaint handling 
procedures.

M3 analyse ways of meeting 
customer needs and 
expectations, outlining the 
strengths and weaknesses of 
each.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit introduces learners to the principles of customer service in the hospitality, leisure, travel and tourism 
sector and learners are expected to either be employed or planning to be employed in the sector. 

The unit gives learners an introduction to customer service and it is important to emphasise the concept of 
excellent customer service and the employee’s role in providing it. 

Centres should build strong links with employers in the sector who might supply a guest speaker to talk about 
the organisation’s approach to customer service and its business policies on customers. Although learners may 
already be employed in the industry, it would be advantageous for them to visit another business to compare 
and contrast the different approaches to customer service and the first impressions it gives. 

This unit gives learners the opportunity to consider their experience as a customer, or as an employee 
dealing with customers in this sector, such as their role within the organisation and how their behaviour and 
communication can impact on customer service, either negatively or positively.

As a result, learners may reflect on how they could improve their behaviour, communication and skills in 
order to improve the customer service experience, which is at the heart of the hospitality, leisure, travel and 
tourism sector.

Learners will need to develop the research skills that will be used when investigating information to use in 
assignments. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to the unit and the programme of learning.

Group discussion to determine the characteristics of excellent customer service. 

Visit to a customer service location and observation of different types of external customers – follow-up poster 
showing different types of customers. 
Assignment 1 – The Importance to the Organisation in Providing Excellent Customer Service in the 
Hospitality Industry (P1, P2, P3, P4, P5, M1)

Producing a report raising awareness about hospitality customer service based on visit. 

Group discussion about factors in excellent customer service and its benefits to the individual.

Group discussion about personal presentation, communication and listening skills.
Assignment 2 – The Role of the Individual in Delivering Customer Service in the Hospitality Industry 
(P6, P7, P8, P9, P10, M2, D1)

A presentation describing contribution to customer satisfaction and how businesses meet the needs and 
expectations of their customers.

Group discussion to determine needs and expectations of customers for different types of hospitality businesses.
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Topic and suggested assignments/activities and/assessment

Assignment 3 – The Importance of Customers’ Needs and Expectations in the Hospitality Industry 
(P11, P12, P13, P14, P15, P16, M3)

Based on hospitality business visited – learners investigate the importance of customers’ needs and expectations 
in the hospitality industry.

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability to 
work independently, must be supported by observation sheet(s) signed by the assessor and must identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – P4 – P5 – M1

For P1, evidence could be in the form of a written piece of work, such as a poster or information bulletin for 
staff, which shows knowledge of the role of the organisation in relation to customer service.

For P2, learners must identify the characteristics and benefits of excellent customer service.

To achieve P3, learners must give two examples of internal customers and two examples of external 
customers in the hospitality industry.

P4 requires learners to describe the importance of product knowledge and sales to organisational success.

For P5, learners need to describe the importance of organisational procedures for customer service in the 
hospitality industry.

To achieve M1, learners need to compare the extent to which two hospitality businesses deliver consistent 
and reliable customer service to their internal and external customers. Learners need to identify how each 
meets the needs of its internal and external customers. The two businesses will need to have sufficient 
similarities and differences in their approaches to analyse the effectiveness of their customer service and make 
valid comparisons.

P6 – P7 – P8 – P9 – P10 – M2 – D1

To achieve P6, learners must identify the benefits to the individual of providing excellent customer service. 
Learners should identify the steps a business must take to provide consistent and reliable customer service. 

P7 requires learners to describe the importance of factors such as positive attitude, behaviour and motivation 
in providing excellent customer service.

For P8, learners must describe the importance of personal presentation within the hospitality industry.

For P9, learners must explain the importance of using appropriate types of communication.

For P10, learners are required to describe the importance of effective listening skills.

To achieve M2, learners need to analyse the customer service provision in two hospitality businesses. 
The businesses may be similar competitor businesses or they could be from different industries within the 
hospitality industry. This could be presented as a written report or a verbal presentation. The investigation 
could be undertaken as a group following an organised visit but learners must produce their descriptions and 
comparisons individually.
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For D1, learners must provide a detailed evaluation of how effective the customer service provision is in two 
hospitality businesses. It will be useful for learners to visit these businesses in the role of customers so that 
they can observe the customer service provision in operation. Learners then need to review how successful, 
or otherwise, the customer service provision was during the visits based on their own observations. Learners 
should present their findings in individual written essays which they conclude by making recommendations as 
to how the customer service provision could be improved in each of the businesses.

P11 – P12 – P13 – P14 – P15 – P16 – M3

For P11, learners need to give an account of customer needs and expectations in the hospitality industry. 
Learners could focus on needs and expectations of customers in businesses that they have previously 
investigated, or simply focus on general needs and expectations of customers throughout the industry.

P12 requires learners to identify the importance of anticipating and responding to varying customers’ needs 
and expectations. Learners could focus on the same needs and expectations identified for P11.

To achieve P13, learners need to describe the factors that influence customers’ choice of products and 
services. 

For P14, learners must describe the importance of meeting and exceeding customer expectations. Learners 
should focus on general needs and expectations of customers throughout the industry.

To provide evidence for P15, learners must describe the importance of dealing with complaints in a positive 
manner. Learners should include an account of benefits of complaints to businesses.

In order to achieve P16 learners must explain the importance of complaint-handling procedures.

To achieve M3, learners must analyse ways of meeting customer needs and expectations, outlining 
the strengths and weaknesses of each. Learners should be critical when pointing out the strengths and 
weaknesses of ways of meeting customer needs and expectations. This could be evidenced through a written 
piece of work, such as an article for the trade press or a training manual for a business. It could also be 
presented verbally, perhaps as a training session. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, P5, M1 The Importance to 
the Organisation in 
Providing Excellent 
Customer Service in 
the Hospitality Industry 

Learners take the role of 
customer service coach and 
are tasked with producing a 
booklet for new staff. 

Learners produce a booklet 
or other material for use with 
new staff. 

P6, P7, P8, P9, P10, 
M2, D1

The Role of the 
Individual in Delivering 
Customer Service in 
the Hospitality Industry 

Learners continue in the role 
from the first assignment and 
prepare more materials for 
use with new staff. 

Learners create a 
presentation for use with 
new staff. 

P11, P12, P13, P14, 
P15, P16, M3

The Importance of 
Customers’ Needs 
and Expectations in the 
Hospitality Industry

Learners use a business 
of which they have some 
experience to investigate 
how customer needs and 
expectations are met.

Learners produce material in 
a suitable format – booklet, 
posters or presentation 
materials.
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Providing Customer Service in 
Hospitality

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Service of Food at Table Providing Customer Service in 
Hospitality

Service of Alcoholic and Non-
Alcoholic Drinks

Hospitality Front Office Operations

Essential resources

It is essential that learners have the opportunity to become familiar with the hospitality, leisure, travel and 
tourism sector. This may be through work placement, employment, visits or interviews with industry 
spokespersons. 

IT resources should be provided to allow for research and the production of written work and presentations. 
Video cameras would also help to record any evidence. 

Employer engagement and vocational contexts

Links with local employers should be developed to enable tutors to put the unit into a vocational context 
and enable work experience placements to be developed. Where possible, visits should be made to local 
hospitality businesses for learners to gain specific information for this unit. Speakers from the hospitality 
industry can be invited into the centre to talk about particular topics. 

Indicative reading for learners

Textbook

Ovenden F,  Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285 

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.bbc.co.uk/learningzone BBC Learning Zone – programme times

www.bha.org.uk British Hospitality Association

www.caterersearch.com Caterersearch – Hospitality news

www.catersource.com Catersource – Education, products and news for caterers

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 describing the role of the organisation in relation to customer service [IE 2]

P6 identifying the benefits of excellent customer service for the individual [IE 2]

P11 identifying what is meant by customer needs and expectations in the 
industries. [IE 2]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers identifying questions to answer when undertaking visits to local hospitality 
businesses [IE 1]

analysing and evaluating information on customer service provision in hospitality 
businesses [IE 3]

Creative thinkers asking questions when undertaking visits to local hospitality businesses [CT 1] 
Self-managers organising time and resources, prioritising actions to manage assessment activities. 

[SM 3]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching using websites

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching and selecting information on approaches to customer 
service

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing different types of customers and the specific needs of 
each

explaining the key factors involved in good customer service

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching from textbooks, articles and websites to gather 
information on hospitality customer service 

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

preparing presentations, class notes, reports and written pieces of 
work on hospitality customer service.
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Unit 4: Providing Customer Service 
in Hospitality

Unit code: F/601/0170

QCF Level 2: BTEC First

Credit value: 4

Guided learning hours: 20

Aim and purpose

The aim of this unit is to enable learners to gain skills in monitoring and evaluating hospitality businesses’ 
customer service and to develop customer service skills.

Unit introduction

Any member of staff working in a hospitality customer service situation will be expected to present themselves 
in a professional way, have good interpersonal skills and be able to communicate effectively with their 
customers. Learners will look at ways in which this can be achieved, meeting the needs and expectations of 
hospitality customers. Learners will also develop their understanding of the importance of delivering consistent 
and reliable customer service through the development of their practical and operational customer service 
skills. They will develop a variety of the skills and techniques associated with providing excellent customer 
service and will use these in different situations.

In addition, learners will look at how hospitality businesses monitor and evaluate their level of customer 
service by obtaining feedback from customers and how this enables them to make improvements to the 
service provided.

Learning outcomes

On completion of this unit a learner should:

1 Be able to monitor and evaluate hospitality businesses’ customer service

2 Be able to demonstrate customer service skills in different situations in hospitality.
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Unit content

1 Be able to monitor and evaluate hospitality businesses’ customer service

Monitor: informal customer feedback; customer questionnaires; comment cards; staff feedback; mystery 
customers; complaints; compliment letters

Evaluate: evaluation of eg level of sales, repeat customers, new customers, level of complaints, level of 
compliments, staff turnover

Customer service: aims eg achieving customer satisfaction, exceeding customer expectations, meeting 
organisational targets

Improvements: improvement of eg quality of service, value for money, reliability, internal procedures, 
compliance with legal obligations, staff job satisfaction

2 Be able to demonstrate customer service skills in different situations in hospitality

Customers: internal eg colleagues, supervisors, staff, staff teams; external eg existing, new, individuals, 
groups, suppliers, agents, business people; non-English speaking; different ages; different cultures; gender; 
families; special needs eg visual, hearing or mobility impaired

Customer needs: value for money; accuracy and reliability; information; advice; assistance and help; special 
needs dealt with; problems identified and dealt with; healthy, safe and secure environment

Presentation skills: personal hygiene; appearance eg uniform, dress, hair, makeup, jewellery; presentation 
of work area and equipment

Interpersonal skills: attitude; behaviour; first impressions; greeting customers; respect for customers 
eg courtesy, interest, responding to different customer behaviour, dealing with problems 

Communication skills: voice eg tone, pitch, pace; language; use of jargon; listening; body language; 
appropriateness to situation; asking appropriate questions; body language eg posture, facial expression, 
gestures, eye contact

Situations: face to face; on the telephone; in writing (letter, email, fax); urgent; non-urgent; difficult; 
routine; being able to identify and follow safe working practices
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 monitor and evaluate 
customer service in different 
hospitality businesses
[IE 4]

M1 analyse methods of 
monitoring and evaluating 
customer service, outlining 
the strengths and weaknesses 
of each

D1 evaluate the customer 
service provision in 
hospitality businesses, making 
suggestions for improvement

P2 demonstrate customer 
service skills in different 
customer service situations.
[SM 1, 2, 3, 4, 5, 6, 7, 
EP 5, 6]

M2 look after customers 
independently and confidently 
in different situations. 

D2 evaluate and make 
recommendations to 
improve own performance in 
hospitality related customer 
service situations.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit can be partly delivered in the workplace, in a realistic working environment (such as a training 
restaurant) or under simulated conditions. However, tutors must ensure that sufficient time away from real or 
realistic conditions is provided to support the theoretical understanding. Where a simulated environment is 
being used, care must be taken that learners understand what type of hospitality business is being simulated. 
The application of theory, skills and techniques should not exceed half the delivery time, allowing learners 
sufficient time to practise customer service skills and techniques.

This unit provides an introduction to customer service in the hospitality industry, the different types of 
customers and the specific individual skills that learners will need in hospitality customer service situations. As 
an introduction, a group session in which learners identify key features of good customer service, using a wide 
range of hospitality businesses, could be useful. Where learners have part-time jobs or work experience in 
hospitality customer-focused situations, it is useful to draw on their experiences in general group discussions. 
Likewise, it is valuable to encourage learners to evaluate and discuss both positive and negative experiences 
that they may have had as a customer and the effect that this had on their level of satisfaction and image of the 
business and its staff. Organising a mystery shopper experience will give learners an excellent opportunity to 
focus their evaluation of customer service provision.

Speakers from the industry with relevant experience of customer service in hospitality would be of great 
benefit to learners and would improve their motivation and involvement in the course. Visits and access 
to local hospitality-related businesses would also be beneficial to learners, particularly when exploring how 
different businesses approach customer service. Learners should be encouraged to investigate how customer 
service is monitored and evaluated in these businesses.

When looking at the specific needs of different types of customers, case study material can be effective in 
ensuring that learners appreciate the wide range of different types of customers, such as those in groups, 
individuals, those of different ages and cultures, those with special needs and non-English speaking.

Role-play activities are a useful way of allowing learners to understand and evaluate their interpersonal and 
communication skills and of enabling them to suggest ways in which they could improve these skills. Role plays 
could also be used to gain an understanding of the needs of different types of customers. Practical sessions 
provide opportunities to develop skills essential for working in the industry. To be able to demonstrate a range 
of skills, learners could operate in small teams, observing each other’s performance and giving constructive 
feedback. The emphasis should be on evaluating what they have learned from the observation to improve 
their own standards of performance. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to the unit and the programme of learning.

Learners visit hospitality businesses with excellent reputation for customer service and find how the business 
achieves this and how it is monitored – follow-up discussion.

Learners interview dissatisfied customers and identify what was missing – pair work.
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Topic and suggested assignments/activities and/assessment

Learners investigate methods of monitoring and evaluation used in different businesses.
Assignment 1 – Monitoring and Evaluating Hospitality Businesses’ Customer Service (P1, M1, D1)

Based on visits and investigation – learners report on methods of monitoring and evaluating customer service 
used in different businesses.

Videos or role play of good and poor interpersonal skills – learners identify what makes the difference.

Video on telephone skills for dealing with customers – discussion on difference between social and business use 
of telephone.

Customer service telephone role play with feedback from peers – and repeat practice.

Role-play exercises – developing customer service skills.

Work alongside customer service staff in own institution dealing with routine customers with guidance – receive 
feedback.
Assignment 2 – Providing Customer Service (P2, M2, D2)

Based on serving customers in simulated or real situations.

Tutorial support and feedback.

Self-initiated learning time.

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability 
to work independently, must be supported by observation sheet(s) signed by the assessor and identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – M1 – D1

For P1, when describing ways of monitoring and evaluating customer service, learners could focus on 
methods used by the two businesses that they have previously investigated, or simply focus on general 
strategies adopted throughout the industry.

For M1, learners should provide an analysis of at least three methods of monitoring and evaluating customer 
service, identifying advantages and disadvantages of each. This could be evidenced through a written piece of 
work or a verbal presentation of guidelines to customer service providers.

In order to achieve D1, learners should be critical when pointing out the strengths and weaknesses of the 
customer service provision and be able to make recommendations for improvement in both businesses. 
Recommendations could be minor but all should be realistic and be in line with the businesses’ customer 
service policies. Learners should justify their recommendations by relating them to existing customer service 
policies, general industry practice or the potential benefit to the business. This could be evidenced through a 
written piece of work, such as an article for the trade press or a training manual for a business. It could also be 
presented verbally, perhaps as a training session.
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P2 – M2 – D2

In order to achieve P2, learners will need to show their customer service skills. Although these may be 
demonstrated through role plays in simulated environments, learners will benefit from the opportunity to 
demonstrate customer service skills in simulated or real situations. Where role plays are used, learners are 
expected to respond as if their situation was real and should be encouraged to make an effort in terms of 
personal presentation and dress code. Learners will need to show competence in three different situations, 
with different types of customer. One should be a complaint, whether verbal or written; this should also be 
appropriate to the level of the qualification. It is worth noting that in a real situation, junior members of staff 
are not normally expected to deal fully with a complaint situation but may ask for help or support from a 
supervisor. At least two of the situations should be verbal.

To achieve M2, learners should demonstrate that they are competent in providing customer service without 
direct supervision and that their body language and manner indicate that they are confident in what they are 
doing.

For D2, learners should base evaluations of their performance on feedback received from the assessor or an 
observer. Recommendations should be achievable and appropriate to the level of the qualification.

Evidence could include video or audio tapes, self- and peer-evaluations and signed customer service 
observation sheets. Role plays could also be assessed using witness testimony from industry guests or HR 
managers.

Evidence produced verbally needs to be supported by comprehensive observation sheets from the assessor. 
These must demonstrate which pass, merit and distinction criteria learners have achieved. Ideally, they will 
include unit content that can be ticked and a box for the assessor’s comments justifying their decision. Any 
other materials used by the learner, eg preparatory notes or visual aids, should also be included.

Verbal presentations can be recorded on video or audio tape in order to aid assessment but recordings 
should be used only to support observation sheets, not replace them. Where learners have generated 
evidence in the workplace, a witness statement should be provided by the employer which can then be 
included with the assessor’s observation sheet. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, M1, D1 Monitoring and 
Evaluating Hospitality 
Businesses’ Customer 
Service

Learners use a business of which 
they have some experience to 
investigate how customer service 
is monitored and evaluated and 
make recommendations for 
improvement. The results of this 
could be used as feedback for 
the business.

Learners produce material 
in suitable format – booklet, 
posters or presentation 
materials.

P2, M2, D2 Providing Customer 
Service

Learners take on the roles of 
customer service staff and deal 
with a range of customer service 
situations.

Role play or work 
placement.
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC hospitality industry suite. This unit has particular links with the following unit 
titles in the hospitality suite:

Level 1 Level 2 Level 3

Planning and Running a Hospitality 
Event

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Service of Food at Table

Service of Alcoholic and 
Non-Alcoholic Drinks

Hospitality Front Office Operations

Essential resources

A realistic work environment or access to a real work situation is essential for the delivery of this unit. 

Employer engagement and vocational contexts

Links with local employers should be developed to enable tutors to put the unit into a vocational context 
and enable work experience placements to be developed. Where possible visits should be made to local 
hospitality businesses for learners to gain specific information for this unit. Speakers from the hospitality 
industry who have been asked to speak on particular topics can be asked into the centre. 

Indicative reading for learners

Textbook

Ovenden F,  Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285 

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.bbc.co.uk/learningzone BBC Learning Zone – programme times

www.bha.org.uk British Hospitality Association

www.caterersearch.com Caterersearch – Hospitality news

www.catersource.com Catersource – Education, products and news for caterers

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 monitoring and evaluating customer service in different hospitality 
businesses [IE 4]

Self-managers P2 demonstrating customer service skills in different customer service situations 
[SM 1, 2, 3, 4, 5, 6, 7] 

Effective participators P2 demonstrating customer service skills in different customer service 
situations. [EP 5, 6] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers analysing and evaluating information on customer service provision in hospitality 
businesses [IE 3]

Creative thinkers asking questions when undertaking visits to local hospitality businesses [CT 1]
Reflective learners evaluating experiences and learning to inform future progress [RL 5]
Self-managers organising time and resources, prioritising actions to manage assessment activities. 

[SM 3]



65Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching using websites

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching and selecting information on approaches to customer 
service

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

evaluating data from customer feedback questionnaires

suggesting improvements from the results of customer feedback 
questionnaires

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing different types of customers and the specific needs of 
each

describing the range of products and services offered by 
organisations

explaining the key factors involved in good customer service

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching from textbooks, articles and websites to gather 
information on hospitality customer service

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

preparing presentations, class notes, reports and written pieces of 
work on hospitality customer service.
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Unit 5: Planning and Running a 
Hospitality Event

Unit code: R/601/0173

QCF Level 2: BTEC First

Credit value: 10

Guided learning hours: 60

Aim and purpose

The aim of this unit is to enable learners to gain knowledge and skills to contribute to the planning, organising, 
promotion, running and reviewing of a hospitality event.

Unit introduction

This is a practical unit enabling learners to be involved in planning, organising, running and reviewing a 
hospitality event. 

Learners will investigate ‘what is a hospitality event’ and the requirements needed to plan it successfully. They 
will look at a variety of events before interpreting this knowledge to plan their own.

The ‘event’ will be a small-scale, one-off event that requires a significant amount of planning and organisation 
over a period of time, as learners will need to meet specific customer or client requirements. The type of 
event may include a restaurant service for visitors or an open day, or may be an event generated especially for 
this unit such as the organisation of a religious festival/party, a summer barbecue or a charity dinner. They will 
consider the resources available to them, participation of themselves and others in running the event, health 
and safety considerations and possible contingencies they should have in place.

After learning about the purpose and types of promotional material, learners will produce material to 
promote their own event. Learners will have the opportunity to participate in the running of the actual event, 
enabling them to put their planning into practice.

Learners will design methods to review the success of the event using information collected from all of those 
involved, including the team, tutor and customers.

Throughout the unit learners will be able to develop their individual roles as well as being part of a team. 
They will need to keep records of meetings, consider problems that may arise and suggest how to respond 
to them.
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Learning outcomes

On completion of this unit a learner should:

1 Know about the planning process for a hospitality event

2 Be able to participate in the organisation of a hospitality event to meet customer requirements

3 Be able to promote a hospitality event

4 Be able to contribute to the running of a hospitality event to meet customer requirements

5 Be able to review the success of a hospitality event.



69Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

Unit content

1 Know about the planning process for a hospitality event

Planning process: nature of event (type, size); location; target audience; timings; identifying resources; 
staffing; budget; costings; constraints; contingency planning; identifying roles and responsibilities; meetings 
(frequency, documentation, records); health and safety considerations

Hospitality event: events eg open evenings, governors’ reception, party, barbecue, charity meal, themed 
lunch or dinner

2 Be able to participate in the organisation of a hospitality event to meet customer 
requirements

Customer requirements: event type; objectives eg fundraising, information, guest satisfaction

Resources: physical eg venue, transport, equipment, food, drink; financial eg budget, staffing costs; human 
eg food and drink staff, information, entertainment 

Participation: roles; responsibilities; teamwork; meetings; communication; health and safety

Contingencies: types eg weather, accident, change in numbers, staff shortages, equipment not arriving

3 Be able to promote a hospitality event

Purpose: informing customers eg date, time, venue, cost, availability of food, drink, entertainment, theme; 
raising awareness eg of a charity, fundraising 

Promote: use of resources eg time, cost; design; impact; materials eg advertisements, posters, scripts 
(television, radio)

4 Be able to contribute to the running of a hospitality event to meet customer 
requirements

Setting up: signs; rooms (furniture); food and drink service areas; glasses; crockery; cutlery; equipment eg 
entertainment, food service, drinks service

During event: contribution eg food and drink service, meeting customer requests, responding to 
unexpected occurrences

Clearing down: waste disposal; glasses; crockery; cutlery; surplus food and drink; rooms (furniture); signs; 
equipment

5 Be able to review the success of a hospitality event

Review: sources of feedback eg self, team, tutor, customers; documentation eg questionnaires, observation 
sheets, witness statements

Success: against customer expectations; against objectives; against budget; deviation from plans
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe the planning process 
for a hospitality event 
[IE 6]

P2 produce a plan for a chosen 
hospitality event to meet 
given customer requirements 
[CT 1]

P3 contribute to the organisation 
of a chosen hospitality event 
[TW 1]

M1 produce a detailed record of 
the event planning process, 
explaining any deviations 
from the original plan

D1 review the planning and 
organisation of the event, 
including own role, and make 
recommendations on how 
these could be improved

P4 produce material suitable 
for promoting a chosen 
hospitality event 
[CT 1]

M2 analyse the impact of using 
the promotional materials in 
a chosen event

P5 contribute to the running of a 
chosen hospitality event 
[TW 1, SM 1, 2, 3, 4]

P6 review the hospitality 
event by designing different 
methods of collecting 
feedback.
[RL 1, 4]

M3 analyse the success of a 
hospitality event using 
feedback collected from a 
variety of sources. 

D2 make recommendations 
for improving the success 
of a hospitality event based 
on feedback collected 
from a variety of sources, 
including the success of the 
promotional materials used.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

In order to achieve this unit, learners must be given the opportunity to plan, organise and run a hospitality 
event of a suitable type, size and complexity. Although learners will work in a group to achieve this, tutors 
must take care to ensure that each learner produces sufficient individual evidence to meet the assessment 
criteria. Evidence for this is likely to take the form of checklists, observation reports and witness testimonies.

This unit is predominantly practical in nature and should be delivered to give learners maximum opportunities 
to take responsibility and ownership for the planning and running of a hospitality event. Before they embark 
on their own event, learners will need input on the processes involved in the planning of an event, including 
the purpose of promotional activities. The purpose of this unit is to develop learners’ understanding of 
event planning and their own planning and organisational skills by working as a team and taking individual 
responsibility for specific tasks. In planning the event, learners will be expected to keep ongoing records of 
meetings where the planning process has been discussed, roles and responsibilities identified and progress 
monitored. Learners should be encouraged to consider problems and issues that might arise, and make 
suggestions for responding to these.

To add interest in the initial stages, when delivering the planning process tutors may choose to encourage 
learners to investigate the planning of local events, such as a school summer fete or a wedding. Visits to local 
hotels and function suites could give a valuable insight into the planning involved in organising conferences 
or other events such as weddings and company dinner/dances. Many shopping centres and entertainment 
complexes host hospitality-related events which could also be investigated. Visits to such events in the 
early stages of the unit may help when investigating the requirements of the event planning process. Guest 
speakers, such as event organisers from local industry, could also be invited in to talk to the learners about the 
intricacies of the event planning process. Learners can use this knowledge to assist their own event planning 
and the actual running of their event.

For this unit, the event should be regarded as a one-off event which requires a significant amount of planning, 
eg between eight and twelve weeks worth, and which the tutor regards as being appropriate in size, type and 
complexity. Suggested events are a fundraising or charity event, a children’s party, a school or college open 
day, a meal in a training restaurant or a summer barbecue party. To fulfil the learning outcomes, the tutor must 
provide a client brief for the learners to work from, detailing customer or client requirements.

Learners will also need to be involved in the preparation of promotional materials and understand their 
purpose, especially in ensuring they have sufficient guests to take part in the event. Research and investigation 
into advertisements seen in the local or national press, together with looking at other promotional activities, 
will help learners’ understanding of this, and the tutor should encourage learners to create innovative 
materials for their own events.

The tutor must take overall responsibility for the event but learners should take responsibility for their own 
roles and individual responsibilities as identified in the planning process.

Communication is vital in the event planning process and each learner should be expected to keep a diary or 
log of the stages involved in the process, including notes and/or minutes taken at more formal meetings.

Finally, learners will need to review the success of the event in different ways. This may be by means of 
designing a customer comment card and collecting feedback from the other team members and their tutor. 
The latter should also complete an observation report. 
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Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to the unit and the programme of learning.

Group discussion about different hospitality events. 

Visit to events businesses to find out about the planning process for an event. 
Assignment 1 – The Planning Process for a Hospitality Event (P1, P2, M1, D1)

Producing a booklet raising awareness about the planning process for a hospitality event. 

Group discussion about customer requirements for different types of event.

Group discussion about resources required for different events and contingencies to take into account when 
planning an event.

Videos or role plays about participation in the organisation of events.
Assignment 2 – Organising a Hospitality Event To Meet Customer Requirements (P3)

A presentation describing the organisation of a hospitality event to meet customer requirements.

Visit to a promotional business to find out about the purpose of promoting hospitality events – follow-up 
discussion.

Learners practise their promotional skills by creating promotional materials – receive feedback.
Assignment 3 – Promoting a Hospitality Event (P4, M2)

Production of promotional materials for a chosen hospitality event.

Role-play exercises – developing skills to run a hospitality event – contributing to the setting up of the event.

Role-play exercises – developing skills to run a hospitality event – contribution during event.

Role-play exercises – developing skills to run a hospitality event – contributing to clearing up.
Assignment 4 – Running a Hospitality Event to Meet Customer Requirements (P5)

Based on running a chosen hospitality event.

Producing questionnaires for the review of the event.

Role play of reviewing events. 
Assignment 5 – Review the Success of a Hospitality Event (P6, M3, D2)

Based on reviewing the success of the event they contributed to.

Tutorial support and feedback

Self-initiated learning time

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability 
to work independently, must be supported by observation sheet(s) signed by the assessor and identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.
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P1 – P2 – P3 – M1 – D1

To achieve P1, learners must describe how to plan a hospitality event and outline the areas that need to be 
considered during the planning process.

To meet the P2 criterion learners must develop the information gained in P1 to show evidence of their 
contribution to the planning of the event. This may be by means of a written plan or presentation to the 
client outlining the proposal. This plan must state how they intend to meet the objectives set by the customer 
requirements. This plan must also include what promotional activities will be produced for promoting the 
event and how the event will be reviewed and evaluated afterwards.

To achieve P3 learners must show evidence of their contribution to the organisation of the chosen event after 
the planning stage. This may be by means of a diary or log together with tangible evidence, for example a 
menu they planned or a poster they designed, or may be evidenced by an observation sheet completed by 
the tutor.

For M1, the planning document and diary or log must have been kept in greater detail than for P2 and P3, ie 
with complete particulars, and include copies of notes and/or minutes taken at progress meetings. Learners 
must show monitoring of the original plans and an explanation of any changes, deviations or problems they 
encountered either before or during the event.

For D1, learners must evaluate the strengths and weaknesses of the overall planning process used for their 
event and evaluate their role in contributing to the planning, organising and running of the event. They should 
make realistic recommendations as to how things could have been changed to improve the process.

P4 – M2

To meet P4, learners must demonstrate they understand how promotional materials are used in planning an 
event by showing evidence of having prepared promotional materials for their own event. It does not matter 
that these may be alternative materials to those actually used to promote the event.

To achieve M2, learners must analyse the impact of the promotional materials used for the event, relating 
their theoretical knowledge of the impact promotional materials have, such as increasing awareness, to the 
actual impact of the materials used for the event, eg did they get enough customers, were people aware that 
the event was happening?

P5 – P6 – M3 – D2

In order to achieve P5, learners must produce evidence that they have contributed to and participated in the 
running of an event. The evidence should include records of meetings or task sheets produced before the 
event, together with witness statements and observation sheets showing that the learner has been involved at 
all stages of the event during setting up, during the event and during clearing up.

For P6, learners must decide how they are going to review and evaluate their event and its success. 
Therefore they will need to have evidence of designing various methods of feedback, eg customer comment 
cards and feedback forms, to be used to collect feedback from guests, other team members and the tutor. 
They must also show evidence that they have collected the feedback following the event.

To achieve M3, learners must review and evaluate the feedback in detail against the objectives identified and 
agreed. At this level learners must also use feedback collected from at least three different sources. This could 
include from their peers and attendees of the event, tutor feedback and their own thoughts.

D2 is derived from the above two strands, P4, M2 and P5, P6 and M3. For D2 to be achieved, learners 
must collate all the feedback collected, summarise it, and make recommendations for improving the success 
of the hospitality event at the ‘running’ stage. Learners must also make recommendations for improving the 
promotional materials used in light of feedback collected and received. 
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, M1, D1 The Planning Process for a 
Hospitality Event

Learners take the role 
of an HR manager at a 
conference centre and 
are required to prepare a 
booklet for new staff on 
how to plan a hospitality 
event.

Learners prepare a booklet for 
new staff.

P3 Organising a Hospitality 
Event to Meet Customer 
Requirements

Learners continue in the 
same role of HR manager 
and are required to 
produce a presentation to 
present to a client. 

Learners prepare a 
presentation and supporting 
materials for the client.

P4, M2 Promoting a Hospitality 
Event

Learners continue in 
the same role of HR 
manager and are required 
to produce promotional 
materials needed to 
promote an event.

Learners produce materials 
for promoting the event. This 
material must be professional 
and clearly meet the 
requirements of the event.

P5 Running a Hospitality 
Event to Meet Customer 
Requirements

Learners continue in the 
same role of HR manager 
and run the hospitality 
event they have planned, 
organised and promoted.

Role play or work placement 
supported by observation 
sheets.

P6, M3, D2 Review the Success of a 
Hospitality Event

Learners continue in the 
same role of HR manager 
and review the event.

Learners produce a report.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality

Service of Food at Table Supervisory Skills in the Hospitality 
Industry

Service of Alcoholic and Non-
Alcoholic Drinks

Events Organisation in Hospitality
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Essential resources

It is essential that all learners have the opportunity to take part in the planning and running of a suitable event. 
Resources will depend largely on the type of event and this could vary greatly from centre to centre. 

Employer engagement and vocational contexts

Links with local employers should be developed to enable tutors to put the unit into a vocational context. 
Where possible, visits could be made to local hospitality businesses for learners to gain specific information 
for this unit. Speakers from the hospitality industry who have been asked to speak on particular topics can be 
asked into the centre. 

Indicative reading for learners

Textbooks

Although not at Level 2, you may find it useful to adapt information from the following textbooks.

Shone A and Parry B – Successful Event Management, 2nd Edition (Thomson Learning, 2004) 
ISBN 9781844800766

Van Der Wagen L – Event Management, 3rd Edition (Pearson, 2007) ISBN 9780733988806 

Journals

Caterer and Hotelkeeper – Reed Business Publications

Event Magazine – Haymarket Publications

Websites

www.bha.org.uk British Hospitality Association

www.catersource.com Catersource – Education, products and news for caterers

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 describing the planning process for a hospitality event [IE 6]

Creative thinkers P2 producing a plan for a chosen hospitality event to meet given customer 
requirements [CT 1]

P4 producing material suitable for promoting a chosen hospitality event [CT 1] 
Reflective learners P6 reviewing the hospitality event by designing different methods of collecting 

feedback [RL 1, 4] 
Team workers P3 contributing to the organisation of a chosen hospitality event [TW 1] 

P5 contributing to the running of a chosen hospitality event [TW 1] 
Self-managers P5 contributing to the running of a chosen hospitality event.

[SM 1, 2, 3, 4] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers producing a detailed record of the event planning process, explaining any 
deviations from the original plan [IE 6]

Reflective learners reviewing the planning and organisation of the event, including own role, and 
making recommendations on how these could be improved [RL 1]

Effective participators making recommendations for improving the success of a hospitality event based 
on feedback collected from a variety of sources, including the success of the 
promotional materials used. [EP 4]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching recipes and dishes suitable for the chosen event

producing promotional materials for the event

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

planning an event, according to customer requirements.

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

researching costs of materials and equipment required

costing resources required when planning the event

Draw conclusions and provide mathematical 
justifications

identifying total costs of putting on the event

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

participating in planning process meetings.

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively
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Unit 6: Healthier Food and Special 
Diets

Unit code: K/500/8936

QCF Level 2: BTEC First

Credit value: 1

Guided learning hours: 7

Aim and purpose

The aim of this unit is to enable the candidate to develop knowledge and understanding of the importance of 
good health and the principles of a balanced diet and to apply best practice in the preparation, cooking and 
serving of dishes, to ensure that changes in nutritional value are minimised. There is also an emphasis in this 
unit on special diets and their causes and effects on individuals. Best practice in the preparation, cooking and 
serving of special diets is encouraged whilst developing an awareness of the responsibility of food providers to 
inform customers of the content of products or dishes.

Unit introduction

This unit provides learners with the opportunity to understand what healthier food and special diets mean 
and to explore the relationship between healthy lifestyles and the hospitality industry. At the end of this unit 
learners will be able to understand the responsibilities of hospitality staff towards their customers and describe 
measures which the industry can take to promote healthy lifestyles to customers. 

Learners will need to investigate positive and negative hospitality practices and explore their impact on healthy 
lifestyles. These include issues relating to the design of menus, the production of food, awareness of the 
environment in which they operate, and the influence the industry has on customers’ choice.

Healthy eating is being supported by government, not just in the publication of White Papers, like Public 
Health in 2004, but also in a number of advertising campaigns and the introduction of healthy meals on school 
menus. As a result, it is becoming increasingly important that chefs, and others who produce food for the 
public, are aware of current nutritional guidelines and good practices. Learners will examine food choices and 
eating patterns related to health throughout a person’s life, and know the factors, positive and negative, that 
may influence them.

This unit also looks at the factors that influence the extent of the hospitality industry’s level of commitment to 
healthy lifestyles, and how hospitality businesses knowledge, awareness and responsibility can enhance the 
product offered.

Learning outcomes

On completion of this unit a learner should:

1 Understand the principle of balanced diets

2 Understand how to plan and provide special diets.
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Unit content

1 Understand the principle of balanced diets

Healthy lifestyle: diet (eating a variety of different foods, eating the right amount to be a healthy weight, 
regular meals; current government nutritional guidelines for a healthy diet); nutrition (main nutrition 
classes; catering practices that help maintain the nutritional value of food); exercise and fitness; lifestyle 
choices eg not smoking, moderate alcohol consumption

Positive: balanced diet; mental and physical fitness eg Body Mass Index (BMI), availability of fitness 
classes, taking exercise; image eg self-esteem, body image, peer pressure, encouragement from media 
advertising, weight-watching clubs; social awareness; acceptability of healthy lifestyles; personal cleanliness; 
social integration; government initiatives

Negative: smoking; drinking; drugs eg slimming pills; the ‘couch potato’ (lack of exercise); medical 
problems eg obesity, eating disorders (anorexia/bulimia); fad diets; low self-esteem eg comfort 
eating; poor nutritional value of many convenience and processed foods; time pressures (reliance on 
convenience and processed foods); peer pressure; negative impact of media advertising; isolation eg solo 
activities, computer games; income

2 Understand how to plan and provide special diets

Positive contribution: menu design; use of organic and locally produced foods; providing for specialist diets; 
showing nutritional values; concept of green policy eg the production of healthy, humanely produced 
food; staff training; responsible pricing; promotions

Constraints: financial (cost of production, influence of budget); customer trends and fashions; lifestyle of 
customers; customer expectations

Benefits of change: client base eg new, expanded; staff (motivated, new skills); cost reduction; recognition 
eg awards (Local Authority Caterers Association School Chef of the Year, Soil Association Organic Food 
Awards, Healthy Living Award [Scotland])

Features of a healthy menu: government guidelines; portions of fruit and vegetables; lean meat; healthy 
cooking methods; water intake; fat intake; salt intake; low calorie ingredients

Recommendations for healthy eating: ‘five a day’; balance of healthy eating; food pyramid; labelling; 
recommended dietary allowances

Factors to consider: customer age groups eg children, teenagers, adults, the elderly; special dietary 
needs eg vegetarian, diabetes, food allergies, special diets; cooking methods to be used; availability of 
ingredients; choice and variety; skills available; time available; costs
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 outline current government 
nutritional guidelines for a 
healthy diet
[IE 2]

P2 state the sources of essential 
nutrients

P3 describe the impact of diet on 
health

P4 describe catering practices 
that help maintain the 
nutritional value of food

M1 compare the positive and 
negative influences on healthy 
lifestyles

P5 outline the main features of 
special diets

P6 describe the impact of special 
diets on health 
[IE 3]

P7 describe catering practices to 
be considered when planning 
and providing meals for those 
on special diets.

M2 design a healthy eating menu 
for a selected client group.

D1 assess the menu they have 
designed in relation to the 
specific needs of their client 
group.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit focuses on the important concept of healthy lifestyles and provides learners with the opportunity 
to explore wider hospitality-related issues. It should be viewed as an introduction to healthy lifestyle, giving a 
general overview rather than great depth. The aim of the unit is to stimulate learners’ interest and to create 
awareness. The recommended method of delivery is to provide input covering the theoretical aspects at 
the beginning of the unit and then for learners to take a more practical hands-on approach, visiting hospitality 
businesses and looking at menus on the internet to see how they are responding to their responsibilities 
with regard to healthy lifestyles. Visits to hospitality businesses would also highlight key issues and case study 
materials can be used to focus on potential problem areas.

Initially, learners will need some direct input on the concept of healthy lifestyles. Learners can use their peer 
group or family as a basis to see whether there are positive or negative influences on their lifestyles. They can 
then carry out some simple analysis, looking at how their lives are being influenced by the hospitality industry 
and drawing out issues through discussion groups.

The investigation into hospitality influences opens a wide range of opportunities for delivery and learning. 
Guest speakers from the hospitality industry or from the NHS or similar could be invited to deliver 
presentations. Visiting specialist speakers from the hospitality industry could be invited to deliver presentations 
on the influence that the hospitality industry has, for example through menu design or the use of organic and 
locally produced foods. Learners should then be encouraged to develop the debate within their own group 
or perhaps through a wider circle of learners for whom the unit content would be of interest. This again lends 
itself to a proactive approach, with discussion groups and presentations by appropriate specialists. 

Learners will have the opportunity to make suggestions after reviewing what the industry and other 
organisations do. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to the unit and the programme of learning.

Group discussion to determine the concept of healthy lifestyle. 

Visit from health service professional: the positive factors necessary for a healthy lifestyle. Discussion following 
visit. 

Tutor-led discussion about the negative factors affecting a healthy lifestyle. Comparing lifestyles of different 
groups.
Assignment 1 – The Principle of Balanced Diets (P1, P2, P3, P4, M1)

Producing a booklet raising awareness about healthy lifestyles. 

Tutor-led discussion about the main features of special diets and their impact on health.

Tutor-led discussion about catering practices to be considered when planning and providing meals for those on 
special diets.
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Topic and suggested assignments/activities and/assessment

Assignment 2 – How to Plan and Provide Special Diets (P5, P6, P7, M2, D1) 

A presentation explaining how hospitality businesses can make a positive contribution to healthy lifestyles.

Assessment

This unit offers ideal opportunities for evidence to be presented proactively, either as a presentation or as a 
display.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – P4 – M1

For P1, evidence could be in a written format and should give an outline of current government nutritional 
guidelines for a healthy diet.

For P2, learners must state the sources of essential nutrients. Learners should state what essential nutrients 
are and where they come from.

P3 requires learners to describe the impact of diet on health. Learners should incorporate in their description 
what a healthy lifestyle should include, such as aspects of diet, nutrition, exercise, moderate alcohol 
consumption, keeping within the medically recommended units of alcohol per week, and not smoking.

To achieve P4, learners must describe catering practices that help maintain the nutritional value of food. 
Learners should explain at least five measures that a business could take to promote healthy lifestyles to its 
customers. This can be presented as a written piece of work or a verbal presentation and it can be completed 
following an organised visit to a hospitality business within the area.

For M1, learners should compare at least two positive and two negative influences on healthy lifestyles. It 
would be useful, although not essential, for learners to consider the contrasting impact of each influence, for 
example the positive effect of peer pressure in encouraging the ‘feel-good factor’ contrasted with the negative 
effect caused by the potential for peer ridicule. This could be presented as a written piece of work, a verbal 
presentation or a series of posters warning of the dangers of not living a healthy lifestyle and the benefits of 
good practice.

P5 – P6 – P7 – M2 – D1 

For P5, learners must outline the main features of special diets. Learners should describe three types of special 
diets.

P6 requires learners to describe the impact of special diets on health. 

To provide evidence for P7, learners must describe catering practices to be considered when planning and 
providing meals for those on special diets.

For M2, learners should design a three-course healthy eating menu for a selected client group. This could be 
for a college refectory, a work canteen, a pub catering mainly for business clients at lunchtime, or a restaurant 
catering for families; it may be set by the tutor. Learners should be encouraged to investigate menus from 
similar businesses to support their design.

For D1, learners must assess how the menu meets the needs of a client group. They should show that in 
designing the menu they have considered the factors that affect the healthy lifestyles of this group. This could 
be evidenced by a written piece of work or an oral presentation that supports the menu they have designed. 
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, M1 The Principle of 
Balanced Diets

Learners take the role of catering 
manager in a hotel and are 
required to prepare a booklet 
for new staff on the principle of 
balanced diets.

Learners prepare a booklet 
for new staff.

P5, P6, P7, M2, D1 Planning and Providing 
Special Diets

Learners continue in the same 
role of catering manager and 
are required to produce a 
presentation explaining how 
hospitality businesses can make 
a positive contribution to healthy 
lifestyles.

Learners prepare a 
presentation.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Investigate the Catering and 
Hospitality Industry

European Food

Products, Services and Support in 
the Hospitality Industry

Asian Food

Prepare, Cook and Finish Food Contemporary World Food

Principles of Nutrition for Healthier 
Food and Special Diets

Essential resources

It is essential that all learners have access to the internet and written sources of information regarding healthy 
lifestyles. These resources could include materials produced by the health service and current government 
publicity. 

Employer engagement and vocational contexts

Visits from health service employees would provide learners an insight into the requirements of a healthy 
lifestyle. Visits to local catering providers and examining how they are supporting a healthy lifestyle will support 
links with industry and promote learning for learners in a realistic situation. 
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Indicative reading for learners

Textbooks

Food Standards Agency – Catering for Health: A guide for teaching healthier catering practices (The Stationery 
Office Books, 2002) ISBN 9780112430674

Food Standards Agency – Manual of Nutrition, 11th Edition (Stationery Office Books, 2008) 
ISBN 9780112431169

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.5aday.nhs.uk NHS Top Tips – 5 A Day 

www.activekidsgetcooking.org.uk Active Kids Get Cooking 

www.alcoholconcern.org.uk/servlets/wrapper/
knowledgebase.jsp 

Alcohol Concern 

www.bbc.co.uk/food BBC – Food

www.caterersearch.com Caterersearch – Hospitality news

www.food.gov.uk/safereating Food Standards Agency – safety and hygiene

www.foodfitness.org Practical advice on healthy eating and an active lifestyle

www.foodmagazine.org.uk/home The Food Magazine

www.instituteofhospitality.org Institute of Hospitality – Professional body for 
hospitality, leisure and tourism industries

www.nutrition.org.uk The British Nutrition Foundation

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, 
Leisure, Travel and Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 outlining current government nutritional guidelines for a healthy diet [IE 2]

P6 describing the impact of special diets on health. [IE 3]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers interviewing representatives of the health service or of industry. [IE 1]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching healthy lifestyles

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

preparing a booklet to describe healthy lifestyles

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

preparing a booklet and preparing a presentation

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

describing the concept of healthy lifestyle, describing the positive 
and negative factors that influence healthy lifestyles and describing 
the measures a hospitality business can take to promote healthy 
lifestyles to its customers.
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Unit 7: Applying Workplace Skills

Unit code: T/500/8938

QCF Level 2: BTEC First

Credit value: 3

Guided learning hours: 25

Aim and purpose

The aim of this unit is to enable the candidate to develop the knowledge and understanding to apply 
the personal skills required within the workplace in the hospitality and catering industry. A high level of 
interpersonal skills is demanded of those working in this industry which must be maintained when working 
under pressure. In this unit candidates will explore what is an acceptable personal image and the types of 
behaviours associated with professionalism in the industry. They will practice communication and team 
working.

Unit introduction

This unit is concerned with developing learners’ employability skills, where learners will also complete a job 
application process.

Learners will investigate the broad range of job roles and career opportunities available within the hospitality 
and related industries. Learners will be required to identify the types of skills and personal attributes necessary 
for working in customer-focused, hospitality-related businesses. These employment skills should include 
customer service, teamworking and problem-solving skills. Learners varied experiences will also be beneficial 
in identifying those skills and attributes that are desirable and those that are essential in the different related 
industries.

Learners also have the opportunity to participate in the process involved in job applications within 
the hospitality and related industries. It is anticipated that this process will assist learners in preparing 
for employment. Learners will develop an awareness of the different sources used by employers and 
employment agencies to promote job opportunities. It is intended that learners will develop their CVs 
through the opportunities presented to them within this unit.

Learning outcomes

On completion of this unit a learner should:

1 Be able to maintain personal presentation

2 Be able to work effectively with customers and colleagues

3 Be able to prepare for a job application

4 Be able to produce a plan to develop skills.
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Unit content

1 Be able to maintain personal presentation

Personal presentation: first impressions; personal hygiene; appearance eg uniform, dress, hair, makeup, 
jewellery; customer perception of the business and hospitality industry 

Presentation skills: personal hygiene; appearance, eg uniform, dress, hair, makeup, jewellery; presentation 
of work area and equipment

Professional approach: positive and professional approach to work

2 Be able to work effectively with customers and colleagues

Customers: internal eg colleagues, supervisors, staff, staff teams; external eg existing, new, individuals, 
groups, suppliers, agents; staff teams; external; existing; new; individuals; groups; business people; non-
English speaking; different ages; different cultures; gender; families; special needs eg visual, hearing or 
mobility impaired

Skills: customer service; team working; problem solving; communication

Interpersonal skills: attitude; behaviour; first impressions; greeting customers; respect for customers eg 
courtesy, interest, responding to different customer behaviour, dealing with problems; personal attributes 
eg patience, tact, diplomacy, team player, honesty, initiative, self motivation; importance and impact of 
excellent and poor customer service eg on internal and external customers, business success

Communication skills: voice eg tone, pitch, pace; language; use of jargon; listening; body language; 
appropriateness to situation; asking appropriate questions; body language eg posture, facial expression, 
gestures, eye contact

Situations: face to face; on the telephone; in writing (letter, email, fax); urgent; non-urgent; difficult; 
routine; being able to identify and follow safe working practices

3 Be able to prepare for a job application

Documents: CV; purpose of CV; letters of application; covering letters, their purpose and importance; 
application forms; letters of acceptance or decline

Interview and selection methods: telephone pre-selection; individual interviews; group interviews

Preparation for interview: company knowledge; knowledge of job; dress code; personal appearance; 
attitude and behaviour

Interview skills: body language; social skills; personal skills; active listening; presentation techniques; 
responding to questions; asking questions; interview evaluation

Sources of job information: newspapers; trade magazines; company websites; employment agencies

Sources of careers advice: Connexions; industry; tutor

Suitability of different sources: up-to-date information; accurate content; accessibility to potential applicants; 
other eg cost implication

Hospitality-related industries: retail; sport and leisure; travel and tourism
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4 Be able to produce a plan to develop skills

Employability skills: vocational skills required; personal skills required; qualifications and experience 
required; courses (university, college, distance learning, work related, apprenticeships, in-house training, 
on-the-job training); work experience

Matching skills: reviewing own vocational and personal skills; identifying skills development requirements; 
preparing development plan; feedback

Job roles: jobs eg customer services adviser, retail assistant, sales manager; type of job contract eg part 
time, full time, temporary, seasonal, live in, permanent, freelance, agency staff; factors to consider 
eg effect of lifestyle on job choice, effect of job choice on lifestyle

Career opportunities: operative; supervisory; management



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 201192

Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 maintain personal 
professional appearance

P2 demonstrate a positive and 
professional approach in their 
working condition 
[SM 1, 2, 3, 4, 5, 6, 7]

P3 explain what is considered to 
be professional presentation 
of oneself

P4 describe the reasons for 
maintaining professional 
presentation and the effect 
this has on the organisation

P5 explain the skills required to 
maintain the work area

M1 explain the impact of personal 
presentation on customer 
perception

P6 demonstrate a positive 
attitude and behaviour with 
customers and colleagues 
[SM 1, 2, 3, 4, 5, 6, 7]

P7 demonstrate use of correct 
procedures and good 
practice in dealing with 
customers and colleagues

P8 communicate effectively to 
identify and provide support 
to customers and colleagues 
to solve problems should 
they arise

P9 demonstrate working with 
others to achieve targets

P10 describe the skills required 
to work effectively with 
customers and colleagues to 
provide a quality service or 
product

M2 explain the impact of 
excellent and poor customer 
service on business success
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Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P11 describe how to identify and 
solve customer and colleague 
problems and complaints 
should they arise

P12 list the key stages in working 
to meet team targets

P13 state the purpose of a 
Curriculum Vitae and the 
information to be included

P14 explain the purpose of 
a covering letter and its 
importance

P15 state the importance of 
professional presentation 
and quality of content of 
the Curriculum Vitae and 
covering letter [RL 1]

P16 list the preparations that 
should be made for an 
interview

P17 explain the importance of 
evaluating an interview

P18 produce a Curriculum Vitae 
and covering letter

P19 demonstrate a variety of 
interview skills 

M3 compare sources of job and 
career information in terms 
of their suitability for the 
employer and the potential 
applicant

D1 analyse effectiveness of 
own performance in all 
aspects of the job application 
process and recommend 
improvements.

P20 evaluate current skills against 
job aims

P21 identify an opportunity to 
develop a skill 

P22 set and work towards a target 
[RL 2]

P23 keep a record of skills 
development

P24 describe the purpose of a 
personal development plan

P25 describe how development 
plans are produced

P26 explain the importance of 
feedback. 

M4 explain the skills and 
personal attributes necessary 
for selected job roles in 
hospitality-related industries.
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PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

The overall aim of the unit is to develop learners’ employability skills for the hospitality and other related 
industries. Learners will gain an awareness of industries related to hospitality that offer possible job and career 
opportunities. Learners will understand the range of different industries related to the hospitality industry. 
They must appreciate the similarities and differences between these industries (retail, sport and leisure, travel 
and tourism) and how they interface with the hospitality industry. It is important that learners understand the 
different job roles and career opportunities available in these industries. Some learners may work, or have 
recently worked, in these industries on a full-time/part-time basis or during periods of work placement, so 
their experiences will be useful to share in group discussions.

The unit encourages and promotes learners’ critical self-appraisal and self-development when engaging in a 
job application process. Tutors therefore need to ensure that they provide necessary support and guidance, 
encouraging learners to plan and develop their careers in an appropriate vocational sector. There should be 
an emphasis on learner-centred role play and small-group work throughout the delivery of this unit.

This unit will enable learners to understand and participate in a job application process. It is hoped, where 
possible, that industry representatives will be involved in the delivery and assessment of this learning 
outcome. Learners should be given the opportunity to complete real job application forms including letters 
of application, and participate in simulated group, individual and telephone interviews. Learners should also 
be shown different styles of CV and be provided with the opportunity to develop their CV using computer 
technology. If it is not possible for learners to be interviewed by industry representatives, then this could be 
simulated, although every effort should be made to make the assessment as realistic as possible.

Learners will produce a personal development plan in which they assess their employability skills. It is likely 
that learners will require tutor guidance and support to create these plans. This will enable learners to make 
an accurate assessment of their employability potential and the types of jobs/careers likely to be available to 
them. Again, supportive group discussions will provide an appropriate way of discussing the types of skills, 
qualifications and personal attributes that are needed in different job roles. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Tutor-led discussion on personal presentation, presentation skills and professional approach. 

Role-play exercises – demonstrating a positive and professional approach in their working condition.
Assignment 1 – Maintaining Personal Presentation (P1, P2, P3, P4, P5, M1)

Based on maintaining personal presentation while dealing with customers in simulated or real situations.

Role-play exercises – developing effective working practices in dealing with customers and colleagues.

Work with customers and colleagues in own institution to demonstrate a positive attitude and behaviour, the use 
of correct procedures and good practice to achieve targets, and to communicate effectively to solve problems 
– receive feedback.
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Topic and suggested assignments/activities and/assessment

Assignment 2 – Working Effectively with Customers and Colleagues (P6, P7, P8, P9, P10, P11, P12, M2)

Based on working with customers and colleagues in simulated or real situations.

Tutor input on preparing for the recruitment process. Learner activity for CV and letter of application. 

Tutor input on interview preparation and techniques. Learner discussion/activity on questions and responses for 
interview. 

Role-play activities on interview techniques.
Assignment 3 – Preparing for a Job Application (P13, P14, P15, P16, P17, P18, P19, M3, D1)

Based on chosen job role – learners prepare a CV, complete an application form, prepare for interview and use 
interview skills in preparation for employment.

Tutor-led activity on how to assess skills and experience. 

Learners identify their employability skills and experience. Group discussion on why these skills are important to 
employers.

Tutor-led discussion on how learners could approach searching for suitable jobs that match their personal skills 
and experience. Followed by exercise – learners to selected suitable jobs. 
Assignment 4 – Producing a Plan to Develop Skills (P20, P21, P22, P23, P24, P25, P26, M4)

Based on chosen career path – learners present a personal development plan for employment, matching 
personal skills with career objectives. 

Assessment

Learners should show creativity and originality in the way that they present their evidence to support this unit. 
This unit is essentially practical, involving role plays, discussions and simulated exercises, and evidence should 
reflect a proactive approach to developing employability skills and career development.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – P4 – P5 – M1 

To achieve P1, learners will need to show personal professional appearance while working. Although this may 
be demonstrated through role plays in simulated environments, learners will benefit from the opportunity 
to demonstrate personal professional appearance in real situations. Where role plays are used, learners are 
expected to respond as if their situation is real. 

In order to meet the evidence requirements for P2, learners should demonstrate that they are positive and 
professional in their approach to work with little supervision and that their body language and manner indicate 
that they are confident in what they are doing.

For P3, learners must explain what is considered to be personal professional presentation. This could be 
assessed using a group discussion, or by short individual verbal presentations.

P4 requires learners to describe the reasons for maintaining professional presentation and the effect this has 
on the business, including the importance to employees and customers.

For P5, evidence could be in the form of a written piece of work, such as a poster or information bulletin for 
staff, which shows understanding of the skills required to maintain the work area.

To achieve M1, learners need to further develop the evidence provided for P4, explaining the impact of 
personal presentation on customer perception.
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P6 – P7 – P8 – P9 – P10 – P11 – P12 – M2 

In order to meet the evidence requirements for P6, learners will need to show their positive attitude and 
behaviour skills with customers and colleagues. Although these may be demonstrated through role plays 
in simulated environments, learners will benefit from the opportunity to demonstrate positive attitude and 
behaviour skills in real situations. Where role plays are used, learners are expected to respond as if their 
situation was real and should be encouraged to make an effort in terms of personal presentation and dress 
code. Learners will need to show competence in three different situations, with different types of customer. 
One should be a complaint, whether verbal or written; this should also be appropriate to the level of the 
qualification. It is worth noting that in a real situation, junior members of staff are not normally expected to 
deal fully with a complaint but may ask for help or support from a supervisor. At least two of the situations 
should be verbal.

To achieve P7, learners could produce appropriate witness statements from a work experience placement. 
Alternatively, the evidence could be provided via role-play exercises or from work undertaken in a realistic 
work environment. Learners should demonstrate use of correct procedures and good practice in dealing 
with customers and colleagues in a minimum of four situations in total (providing information or advice, sales, 
dealing with a problem or complaint) all of which should be in a hospitality context.

For P8, learners could produce appropriate witness statements from a work experience placement. 
Alternatively, the evidence could be provided via role-play exercises or from work undertaken in a realistic 
work environment. Learners should communicate effectively to identify and provide support to customers 
and colleagues to solve problems should they arise in a hospitality context.

To achieve P9, learners could produce appropriate witness statements from a work experience placement. 
Alternatively, the evidence could be provided via role-play exercises or from work undertaken in a realistic 
work environment. Learners should demonstrate that they are able to work with others to achieve targets in 
a hospitality context.

To achieve P10, evidence could be in the form of a written piece of work, such as a poster or information 
bulletin for staff, which shows understanding of the skills required to work effectively with customers and 
colleagues to provide a quality service or product.

For P11, evidence could be in the form of a report which shows understanding of how to identify and solve 
customer and colleague problems and complaints should they arise.

Evidence for P12 could come from a period of work experience where learners have been involved in 
working to meet team targets. Alternatively, evidence could come from research or from experience of 
working in a team in a hospitality business.

To achieve M2, learners need to further develop the evidence provided for P10, explaining the impact of 
excellent and poor customer service on business success.

P13 – P14 – P15 – P16 – P17 – P18 – P19 – M3 – D1 

For P13, evidence could be in the form of a written piece of work, such as a poster, which shows 
understanding of the purpose of a Curriculum Vitae and the information to be included in it.

For P14, evidence could be in the form of a written piece of work, such as a poster, which shows 
understanding of the purpose of a covering letter and its importance.

Evidence for P15 could be in the form of a report which shows understanding of the importance of 
professional presentation and quality of content of the Curriculum Vitae and covering letter.

For P16, learners need to list the preparations that should be made for an interview, such as identifying the 
forms that must be completed when applying for a job or training/education programme and the required 
preparation to be completed before a job interview.
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For P17, evidence could be in the form of a report which shows understanding of the importance of 
evaluating an interview.

To achieve P18, learners need to participate in activities related to the job application process. They will need 
to develop a CV and covering letter in an appropriate format using technology. Learners will also need to 
complete real application forms. 

To achieve P19, learners will also need to participate in group, individual and telephone interview simulations. 
Evidence can be in the form of observation sheets, which may be supported by either video or audio 
tapes. Witness testimony on the learner’s performance may also be included, perhaps by a visiting industry 
professional who conducts part of the interview simulation. Appropriate assessor feedback, preferably on a 
one-to-one basis, should be provided to learners immediately after the assessment.

To achieve M3, learners must compare three sources of job and career information in terms of suitability for 
both the employer and the potential applicant. This can be presented using charts and tables indicating the 
positive and negative features for the parties involved of using each source. It is anticipated that learners will 
identify what they conclude is the ‘best’ source to use and assessors should provide feedback identifying any 
omissions in learners’ comparisons.

Evidence for D1 could be achieved from a real job application process that learners have participated 
in. Alternatively, a work placement application and interview could be used, or the whole process could 
be simulated in the centre. Learners should be self-critical of their work for P18 and M3 activities, and 
demonstrate insight into their strengths and areas for improvement.

P20 – P21 – P22 – P23 – P24 – P25 – P26 – M4

P20 will require learners to carry out their own personal and professional assessment. The assessment can be 
evidenced in the forms of skills audits, feedback from other units, such as Unit 11: Service of Food at Table, or 
the results of personal assessment questionnaires on matters such as learning styles. 

For P21, learners are required to identify an opportunity to develop a skill. The further activities that they 
should identify need only be short term, eg for the following six months. 

P22 will require learners to set and work towards a target after they have carried out their personal and 
professional assessment. Learners can be helped with this by being given a template or by the group 
suggesting what they feel should be their target. Learners could then complete their work individually. 

For P23, learners are required to keep a record of skills development over a minimum of six weeks. This 
record should include a mix of their theoretical and the practical activities, both inside and outside the college 
environment. Learners will need to use feedback from tutors; this could be in the form of tutorial records, 
observation sheets (ie progress in the kitchen or restaurant) or improvements noted in presentation skills. 
Employers could also provide feedback on improvement/development, linking this unit to Unit 5: Planning and 
Running a Hospitality Event.  

Evidence for P24 could be in the form of a report which shows understanding of the purpose of a personal 
development plan.

For P25, learners should demonstrate their understanding of how personal development plans are produced. 
Learners could evidence this understanding either in written format, in a verbal presentation, or in a 
discussion with the tutor. Where oral assessment is used, tutors should provide detailed observation sheets 
and appropriate written feedback to support learners.

For P26, evidence could be in the form of a report which shows understanding of the importance of 
feedback.

For M4, learners need to further develop the evidence provided for P20, explaining the specific skills 
and personal attributes required in two job roles in hospitality-related industries. This explanation can be 
presented as a written statement or as a verbal presentation to their peer group using appropriate visual 
presentation techniques.
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, P5, 
M1

Maintaining Personal 
Presentation

Learners take on the roles 
of customer service staff 
and deal with a range of 
customer service situations 
while maintaining personal 
presentation.

Role play or work placement.

P6, P7, P8, P9, P10, 
P11, P12, M2

Working Effectively 
with Customers and 
Colleagues

Learners continue in the 
same role of customer service 
staff and deal with a range of 
customer service situations. 

Role play or work placement.

P13, P14, P15, P16, 
P17, P18, P19, M3, 
D1

Preparing for a Job 
Application

Learners take on the role of 
HR manager and are required 
to help staff prepare for job 
applications.

Learners prepare a CV, 
complete an application form, 
prepare for interview and use 
interview skills in preparation 
for employment.

P20, P21, P22, P23, 
P24, P25, P26, M4

Producing a Plan to 
Develop Skills

Learners continue in the 
same role of HR manager 
and are required to help staff 
producing a plan to develop 
skills.

Learners present a personal 
development plan for 
employment, matching 
personal skills with career 
objectives.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Investigate the Catering and 
Hospitality Industry

The Hospitality Industry

Products, Services and Support in 
the Hospitality Industry

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism 

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality

Food and Drinks Service

Planning and Running a Hospitality 
Event

Events Organisation in Hospitality

Service of Food at Table
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Essential resources

Learners will need to have access to ICT resources in order to produce CVs and letters of application which 
are to an industry standard.

Tutors must also ensure that examples of job advertisements, sample letters of application and blank 
application forms are available to enable learners to practise completing them. Case studies and appropriate 
video programmes highlighting the development of application and interview skills should be available and 
used in the delivery of this unit. 

Employer engagement and vocational contexts

Links with local employers should be developed to enable tutors to put the unit into a vocational context 
and enable work experience placements to be developed. Where possible visits should be made to local 
hospitality businesses for learners to gain specific information for this unit. Speakers from the hospitality 
industry who have been asked to speak on particular topics can be asked into the centre. For this unit, 
inviting employers to participate in the interview process would enrich the experience for the learners. A 
good alternative is to involve the centre’s HR department to add authenticity to the application and interview 
process. 

Indicative reading for learners

Textbooks

Dixon B – Getting into Hotels and Catering, 2nd Edition (Trotman and Co, 2002) ISBN 9780856608377

Fortune D – Leisure and Hospitality (Look Ahead: A Guide to Working in Leisure and Hospitality) 
(Heinemann, 2002) ISBN 9780431123653

Hempshell M – Working in Hotels and Catering (How to Books, 1997) ISBN 9781857033557

Henkin S – Opportunities in Hotel and Motel Management Careers (McGraw-Hill, 2000) 
ISBN 9780658004681

Roberts K – The Leisure Industries (Palgrave Macmillan, 2004) ISBN 9781403904119

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.careerbuilder.co.uk Career Builder UK jobs 

www.caterersearch.com Caterersearch – Hospitality news 

www.hospitalityresourcenetwork.com Hospitality Resource Network

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel 
and Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Reflective learners P15 stating the importance of professional presentation and quality of content of 
the Curriculum Vitae and covering letter [RL 1]

P22 setting and working towards a target [RL 2] 

Self-managers P2 demonstrating a positive and professional approach in their working 
condition [SM 1, 2, 3, 4, 5, 6, 7]

P6 demonstrating a positive attitude and behaviour with customers and 
colleagues. [SM 1, 2, 3, 4, 5, 6, 7] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Reflective learners analysing effectiveness of own performance in all aspects of the job application 
process and recommending improvements [RL 1]

Effective participators analysing effectiveness of own performance in all aspects of the job application 
process and recommending improvements. [EP 4]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching using websites

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching and selecting information on job opportunities

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

preparing a CV

presenting information in relation to job roles and career 
opportunities

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing types of job roles, skills and experience

presenting information on job roles and career opportunities

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

preparing sources of information for job opportunities.

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively
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Unit 8: Prepare, Cook and Finish Food

Unit code: T/600/0638

QCF Level 2: BTEC First

Credit value: 4

Guided learning hours: 35

Aim and purpose

This unit considers the main principles involved in preparing, cooking and finishing food.

Unit introduction

This unit enables learners to develop their practical culinary skills, as well as their knowledge of food 
preparation and cooking methods and the use of a range of different food items. The unit should encourage 
learners’ interest and enthusiasm for preparing and cooking food, broadening their awareness of ingredients 
and methods.

This unit also introduces learners to the process of purchasing goods and how documents are used to control 
the purchasing process. Purchasing food of the right quality and price is crucial to the success of the hospitality 
industry. The process of choosing suppliers and buying and receiving goods is called the ‘purchasing cycle’. 
Learners will develop their knowledge of how to choose suppliers and the documents used in purchasing.

As costing is an essential part in determining selling prices, learners will also be provided with the opportunity 
to complete costing calculations that are essential to hospitality businesses.

Learners will be provided with the opportunity to develop skills including the correct use of equipment, 
commodities, food preparation and cooking methods. The unit also introduces the processes involved in 
reviewing and evaluating the dishes they have prepared.

Learning outcomes

On completion of this unit a learner should:

1 Know the basic principles of food preparation

2 Know the basic principles for cooking food

3 Know the basic principles of finishing food

4 Know how to clear down work areas and equipment and store food at end of production.
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Unit content

1 Know the basic principles of food preparation

Food: meat; poultry; fish; vegetables; fruit; pasta; rice; eggs, pulses; importance of quality

Prepare: weighing and measuring food; methods (peeling, chopping, dicing, grating, creaming, rubbing, 
folding, beating, stirring, mixing, seasoning); selecting and using appropriate equipment; safety and hygiene

Tools and equipment: ovens; steamers; microwave ovens; rice cookers; brat pans; flare grills; salamanders; 
bains-marie; griddles; deep fat fryers; hot smoking ovens; pasta machines; knives; chopping boards; 
mixers; blenders; processors; moulds

Storage methods: fresh; chilled; frozen; dried; tinned; vacuum packed

Purchasing food: types of suppliers (wholesale, retail, specialised, local, national, market list, cash and 
carry); importance of checking that commodities meet requirements (relevant laws, regulations and 
standards); importance of reporting problems with commodities

Documents used in the purchasing cycle: internal requisition; purchasing order; delivery note; returns note; 
credit note; invoice; statement

2 Know the basic principles for cooking food

Cook: methods eg boiling, grilling, frying, roasting, baking, stewing, poaching, simmering, steaming, 
microwaving; seasoning; tasting; timing; selecting and using appropriate equipment; safety and hygiene

Categories: fresh, chilled, frozen; pre-cooked foods

Food items: meat; meat alternatives; fish; fruit; vegetables; dairy produce; dry goods, tinned and bottled 
goods; key features of healthier foods; importance of providing healthy eating options; importance of 
holding cooked food correctly

Review: preparation and cooking eg planning, timing, working methods; quality of the menu item 
(appearance, taste, colour, texture, portion size); feedback received from other people eg tutor, peers 
and customers

3 Know the basic principles of finishing food

Present: equipment eg plate, serving dish; placing food attractively; garnish; importance of using 
appropriate food garnishes; importance of finishing dishes for service; safety and hygiene

Calculating costs: cost of products, ingredients and other items; portions; recipes; costs of meals and 
functions 

Calculating prices: identifying gross profit; identifying different profit margins
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4 Know how to clear down work areas and equipment and store food at end of 
production

Clearing down: clearing table and ancillary areas; storing cutlery, crockery and glassware correctly; 
cooperating positively with team members and other staff members during clear down; completing 
activity complying with current health and safety and food hygiene procedures; identifying food suitable for 
re-use or disposal 

Food waste: types eg vegetable trimmings, raw and cooked food, meat and dairy products, spoiled food, 
leftovers, plate scrapings, selected animal feeds
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 list appropriate tools and 
equipment for preparing food 
commodities 
[IE 2]

P2 describe the importance of 
quality when preparing food 
commodities

P3 describe the importance of 
checking that commodities 
meet requirements

P4 describe the importance 
of reporting problems with 
commodities

P5 describe the importance of 
correct storage of prepared 
food

M1 demonstrate the purchasing 
cycle through the completion 
of relevant purchasing 
documents 

D1 assess how the purchasing 
cycle and documents 
improve the control of food 
purchases 

P6 identify different cooking 
methods used for a range of 
dishes 
[IE 2]

P7 state appropriate methods for 
cooking food

P8 state the key features of 
healthier foods

P9 describe the importance 
of providing healthy eating 
options

P10 describe the importance 
of holding cooked food 
correctly

M2 demonstrate appropriate 
use of techniques in the 
preparation, cooking and 
presentation of dishes on 
different occasions with 
limited tutor support

D2 reflect on how the dishes 
are prepared, cooked 
and presented and make 
recommendations for 
improvement.
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Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P11 describe the importance of 
finishing dishes for service 
[IE 5]

P12 state the importance of using 
appropriate food garnishes

P13 describe the importance of 
checking that dishes meet 
requirements for colour, 
consistency and flavour

M3 accurately use calculations to 
justify realistic selling prices 
for dishes

P14 describe the correct 
procedures for clearing down

P15 identify food suitable for re-
use or disposal.
[IE 4]

M4 effectively clear down area 
in accordance with food 
hygiene regulations.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit is intended to develop learners’ knowledge, understanding and skills required for food preparation, 
cooking and finishing.

The unit includes an overview of the purchasing cycle so that learners gain knowledge of how food is 
purchased in the hospitality industry. It is important that learners have an overview of the volume/quantity of 
food purchased and different sources of supply for large-scale purchases.

The purchasing cycle is a process used to describe the various stages hospitality operations will go through 
in order to identify purchasing requirements, place orders, receive deliveries and pay for the food items. It is 
recommended that learners have the opportunity to visit businesses and see the purchasing cycle at first hand. 
Learning about purchasing documents could involve learners completing the purchasing documents for one 
or two commodities, for example one perishable and one non-perishable commodity. This will improve their 
understanding of the role of the documents in the purchasing cycle and make the activity more interactive.

Learners will need to perform dish costings and will need to know how to use simple calculations using:

addition, subtraction, multiplication and division

decimals, fractions and percentages

imperial and metric quantities

simple estimations of quantity and proportions

estimated approximate results of calculations without using a calculator

checking the results of calculations with and without using a calculator.

The aim should be that learners are able to calculate the cost and selling price using different profit margins 
of dishes. Learners should be given a basic understanding of why different profit margins are used. It is 
recommended that this learning outcome is linked and delivered together with preparing and cooking dishes. 
This could involve learners preparing a standard recipe for the dish they will prepare and cook, costing 
the recipe for one and then for multiple portions (not always multiples of 10 due to ease of calculation). In 
determining the selling price, different gross profit percentages should be applied, for example 50 per cent, 60 
per cent and 75 per cent.

Dishes need to be interesting for learners to prepare and can be customised to suit the facilities and 
equipment available for preparation and cooking. As far as possible, dishes should be diverse, possibly drawn 
from global sources. The range of dishes must include starters, soups, fish, meats, vegetables and desserts. 
The unit should be challenging but also rewarding and enjoyable, supporting the development of food 
preparation and cooking skills and a knowledge and understanding of food ingredients.

Learners should have the opportunity to practise and develop basic skills (eg safe use of knives), different 
preparation methods (eg mixing, blending and rubbing) and different cooking methods (eg boiling, roasting 
and poaching). The overall aim should be to produce dishes which are well cooked, tasty, nutritious and 
visually pleasing.

In planning the dishes to be cooked, care needs to be taken to ensure that learners have the opportunity to 
develop food preparation and cooking skills in line with their ability. It is best to start with simple dishes and 
techniques, progressing to more advanced dishes as learners’ confidence and skills improve. Learners should 
not be over challenged at the start, but have the opportunity to progress towards a successful outcome.

●

●

●

●

●

●
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Learners will be expected to understand how to manage their time. Early in the course, this will largely be 
determined and guided by the tutor. The focus should be on the timing needed for a variety of preparation 
and cooking methods as well as working to an acceptable finishing time. This may not be to commercial 
standards but should reflect the ability of learners and the learning outcomes of the unit. Learners should 
develop and improve use of their time as the course progresses.

It is important that right from the start learners appreciate the importance of producing visually appealing 
dishes. This is essential if the food is to be served to customers and emphasises the importance of careful 
preparation and cooking. If learners are made aware from the outset that they are producing food which will 
be eaten by someone else, they are more likely to take care with preparation and cooking. This should help 
stress to learners the monetary value of the food items.

In reviewing the finished food item, learners need to reflect on taste (including seasoning), appearance 
and texture of the dish. This is often best done as a group activity where learners can see how the same 
ingredients can lead to a range of differences in taste, appearance and texture. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to the unit and the programme of learning.

Group discussion to determine the main types of food items available and their preparation. 

Visits to commercial kitchens – learners produce a poster following the visits showing different types of tools and 
equipment and appropriate storage methods. 

Interview a business to find out about documents used in the purchasing cycle. 
Assignment 1 – The Basic Principles of Food Preparation (P1, P2, P3, P4, P5, M1, D1)

Producing a leaflet, which could be addressed to trainee chefs, about how food is prepared, stored and 
purchased in the hospitality industry and the tools and equipment used for preparing food commodities. 

Visit to a fine dining restaurant/hotel and to a large-scale producer/caterer, such as a hospital, to observe food 
preparation and cooking skills – learners identify the timing needed for a variety of preparation and cooking 
methods. 

Cooking exercises – food preparation and cooking skills.

Produce dishes which are well cooked, tasty, nutritious and visually pleasing – receive feedback.

Cooking practice with feedback from peers – and repeat practice.

Learners practise presentation of dishes they have prepared and cooked. 

Learners review the preparation, cooking and presentation of the dishes they have produced. 
Assignment 2 – The Basic Principles for Cooking Food (P6, P7, P8, P9, P10, M2, D2) 

Based on cooking, presenting and reviewing dishes for customers.

Tutor-led discussion on the importance of: finishing dishes for service, using appropriate food garnishes and 
checking that dishes meet requirements for colour, consistency and flavour.

Group exercise – learners use calculations to justify realistic selling prices for dishes.
Assignment 3 – The Basic Principles of Finishing Food (P11, P12, P13, M3)

Producing a leaflet, which could be addressed to trainee chefs, about the principles of finishing food.

Group discussion about the correct procedures for clearing down. 
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Topic and suggested assignments/activities and/assessment

Tutor demonstration of food suitable for re-use or disposal.

Group exercise – learners clear down area in accordance with food hygiene regulations – receive feedback. 
Assignment 4 – How to Clear Down Work Areas and Equipment and Store Food at End of Production 
(P14, P15, M4)

Based on effectively clearing down area, ensuring this is done in accordance with food hygiene regulations after 
cooking and presenting food for customers.

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability 
to work independently, must be supported by observation sheet(s) signed by the assessor and identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – P4 – P5 – M1 – D1

To evidence P1, learners need to list tools and equipment and food items used to prepare three different 
dishes. Evidence could be in the format of a poster or presentation to peers describing the types of dish. 

For P2, evidence could be in the form of a report which shows knowledge of the importance of quality when 
preparing food commodities.

To achieve P3, learners must describe why it is important that commodities meet the requirements of the 
relevant laws and regulations, and standards adopted by the governmental agencies in charge.

For P4, evidence could be in the form of a written piece of work, such as a poster, which shows knowledge 
of the importance of reporting problems with commodities.

For P5, learners must describe the importance of correct storage of prepared food using written evidence of 
the different food storage methods that would be commonly found in a hospitality food business. Learners 
will need to be able to match suitable food items to be stored by each method identified, such as frozen 
vegetables and fish should be stored in deep freeze.

To evidence M1, learners are required to practically demonstrate the use of purchasing documents to 
purchase commodities used in a commercial or catering services hospitality business. The basic purchasing 
cycle documents are requisition form, purchase order, delivery note, returns note, credit note, invoice and 
statement. Ideally, learners should be able to carry this out in a practical situation but it may be simulated using 
appropriate documentation. Tutors should ensure that ‘mocked up’ versions used to achieve the unit are as 
realistic as possible.

D1 requires that learners use a written format to assess how the use of the purchasing cycle and documents 
improves the control of food purchase in terms of tracking, stock control, accountability, financial control and 
effective use of financial resources.
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P6 – P7 – P8 – P9 – P10 – M2 – D2 

P6 requires learners to identify different cooking methods used for at least six different dishes using a range 
of food items, not repeating the main food items. The evidence should include a list of the ingredients, a 
description of the method of preparation and cooking, the equipment required to prepare and cook the dish, 
key hygiene and safety points (eg avoiding cross-contamination, core cooking temperatures, safety with knives 
or hot liquids etc).

For P7, learners must state appropriate methods for cooking at least six different particular types of food 
items.

For P8, evidence could be in the form of a report which shows knowledge of the key features of healthier 
foods.

Evidence for P9 could be in the form of a written piece of work, such as a poster, which shows knowledge of 
the importance of providing healthy eating options.

For P10, learners must describe the importance of holding cooked food correctly, including risks associated 
with incorrect holding of cooked food.

To achieve M2, learners need to demonstrate competent preparation, cooking and presentation techniques. 
Proficiency is demonstrated through consistently achieving a successful outcome on at least three occasions. 
This can be judged by observance of the recipe and quality of the final product or use of more complex 
techniques, eg complex preparation and cooking methods or presentation styles/garnishes. This could be 
evidenced through a tutor-completed observation sheet, or through the completion of a scoring sheet for all 
the stages of the dish production. A photograph of the finished dish with the recipe sheet (list of ingredients, 
method and equipment) could also be used to evidence this outcome.

D2 requires that learners accurately reflect on the preparation, cooking and presentation of the dish and make 
recommendations for improvement. This should be a personal reflection using available evidence that could 
include tutor assessment or peer/customer reviews of the finished dish and reference to the taste, texture and 
appearance of the dish. Evidence could take the form of a written review.

P11 – P12 – P13 – M3 

P11 requires learners to describe the importance of finishing dishes for service, including factors such as 
timescale and presentation of dishes.

For P12, evidence could be in the form of a report which shows knowledge of the importance of using 
appropriate food garnishes.

P13 requires learners to describe the importance of checking that dishes meet requirements for colour, 
consistency and flavour.

For M3, learners will need to cost three dishes using standard recipes. The dishes to be costed need to be 
scaled up, eg cost one portion and then scale up to multiple portions (but not multiples of 10 due to the ease 
of multiplication). Learners then need to calculate selling prices for each of the dishes costed. The selling price 
calculations should include working to different gross profit margins, eg 50 per cent, 60 per cent and 75 per 
cent. The use of a costing sheet together with a written explanation will provide evidence.

P14 – P15 – M4

In order to meet the evidence requirements for P14, learners could make a list of the clearing and cleaning 
tasks that need to be carried out in the service area of a selected hospitality business and describe the 
business’ procedures for completing them.

P15 requires learners to identify food waste suitable for re-use or composting operations.

For M4, learners must ensure the effective clear down of area carried out in accordance with food hygiene 
regulations. This could be evidenced through a tutor-completed witness statement or observation sheet. 
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, P5, 
M1, D1

The Basic Principles of 
Food Preparation

Learners take on the role of 
head chefs and have been asked 
to produce a leaflet addressed 
to trainee chefs about the basic 
principles of food preparation.

Learners produce a 
leaflet or other material 
for use with trainee 
chefs.

P6, P7, P8, P9, P10, 
M2, D2

The Basic Principles for 
Cooking Food

Learners take on the role of 
trainee chefs and are required to 
cook, present and review dishes 
for a banquet.

Learners produce a 
leaflet of the recipes 
used including pictures of 
the dishes created.

P11, P12, P13, M3 The Basic Principles of 
Finishing Food

Learners continue in the role of 
head chefs and have been asked 
to produce a leaflet addressed 
to trainee chefs about the basic 
principles of finishing food.

Learners produce a 
leaflet or other material 
for use with trainee 
chefs.

P14, P15, M4 How to Clear 
Down Work Areas 
and Equipment and 
Store Food at End of 
Production

Learners continue in the role 
of trainee chefs and are asked 
to clear down work areas and 
equipment and store food at end 
of production.

Learners produce 
material in suitable 
format – questionnaires, 
checklists.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Investigate the Catering and 
Hospitality Industry

European Food

Products, Services and Support in 
the Hospitality Industry

Asian Food

Healthier Food and Special Diets Contemporary World Food 

Contemporary World Food

Service of Food at Table 

Service of Alcoholic and Non-
Alcoholic Drinks
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Essential resources

Learners will need access to professionally equipped industrial kitchens and support areas for successful 
completion of this unit. Appropriate large and small commercial equipment should be provided that is up to 
date and in good working order. Learners will benefit from having access to equipment that is fuelled by both 
gas and electricity. Learners will also benefit from as much realism as possible. They must have access to the 
range and quality of food items needed for them to complete the learning and assignment tasks successfully.

College or training centre libraries must have available a selection of texts, catering and cookery books for 
learners to use. They must be contemporary and cover a wide range of food styles and recipes. Some 
texts should be well illustrated to give learners clear ideas on food presentation. Government agencies are 
an excellent source for technical information on legal and operational requirements for catering, and their 
publications should be available.

Learners will also need access to the internet and computers to help support their research skills. 

Employer engagement and vocational contexts

Links with local and regional catering and wholesale suppliers will enable a good selection of visits to be 
arranged that will enable learners to gain an understanding of the variety, range and scale of commercial food 
purchasing, including the range of commodities available to the hospitality industry.

Indicative reading for learners

Textbooks

Ceserani V and Foskett D – The Theory of Catering, 11th Edition (Hodder Arnold, 2007) 
ISBN 9780340939260

Ceserani V, Foskett D and Campbell J – Practical Cookery, 11th Edition (Hodder Education, 2008) 
ISBN 9780340948378

Davidson A and Jaine T – The Oxford Companion to Food, 2nd Edition (Oxford University Press, 2006) 
ISBN 9780192806819

Ovenden F,  Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285

Tyrer P – Leith’s Vegetable Bible (Bloomsbury, 2008) ISBN 9780747597896

Other publication

Food hygiene: A guide for businesses 2006 – The Food Standards Agency

Journals

Caterer and Hotelkeeper – Reed Business Information

Waitrose Food Illustrated – available in Waitrose supermarkets 
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Websites

www.bha.org.uk British Hospitality Association 

www.catersource.com Catersource – Education, products and news for 
caterers

www.cookeryclub.co.uk Cookery Club – Information on recipes and nutrition 

www.eatwell.gov.uk/healthydiet Food Standards Agency – healthy diet 

www.food.gov.uk Food Standards Agency 

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, 
Leisure, Travel and Tourism 
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 listing appropriate tools and equipment for preparing food commodities 
[IE 2]

P6  identifying different cooking methods used for a range of dishes [IE 2]

P11 describing the importance of finishing dishes for service [IE 5]

P15 identify food suitable for re-use or disposal. [IE 4]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers assessing how the purchasing cycle and documents improve the control of food 
purchases [IE 4]

demonstrating the purchasing cycle through the completion of relevant purchasing 
documents [IE 6]

accurately using calculations to justify realistic selling prices for dishes [IE 6]

Reflective learners reflecting on how the dishes are prepared, cooked and presented [RL 1, 4]
Self-managers showing proficiency on different occasions when using preparation, cooking and 

presentation techniques [SM 2]
Effective participators making recommendations for improvement of preparation, cooking and 

presentation of dishes. [EP 4]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching information about food preparation and cooking 
methods

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

costing recipes 

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

carrying out costings of recipes, preparing selling prices and 
including different profit margins 

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

scaling recipes up or down 

Draw conclusions and provide mathematical 
justifications

presenting selling prices of dishes 

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

making contributions to discussions about menus and food 
preparation

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

reading and understanding texts to obtain relevant information 
about food and its preparation 

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

describing the purchasing cycle 

reflecting on how dishes are prepared, cooked and presented.



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011120



121Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

Unit 9: Contemporary World Food

Unit code: M/601/0178

QCF Level 2: BTEC First

Credit value: 10

Guided learning hours: 60

Aim and purpose

The aim of this unit is to enable learners to gain knowledge of the equipment, food items, methods and styles 
used to prepare and cook selected contemporary world dishes and the skills required to prepare, cook, 
present and review them.

Unit introduction

With an ever-developing global community and ease of access to an exciting and vibrant range of food 
commodities, there are opportunities to create fascinating, flavoursome and enticing dishes. 

This unit will enable learners to gain knowledge and understanding of contemporary food from around the 
world. It will give them an opportunity to develop practical cooking skills through using a wide range of food 
products. Learners will develop an understanding of the origins of food commodities and their use in different 
styles of worldwide food. 

There are many reasons why regional or local foods have been developed over time. Methods of preserving 
meats, climate, conditions for growing crops, proximity to the coast for fresh fish and religious considerations 
all play a part in the varying tastes and methods of cooking. Learners will investigate the origins of dishes from 
around the world and gain understanding of the variety of types of dishes and the food products combined 
to create them. They will prepare and cook selected contemporary world food dishes and review the dishes 
they have created. 

Learners must understand the requirements of hygienic and safe working practices within a kitchen 
environment. They will gain understanding of kitchen equipment and how to select it appropriately for the 
dish they are preparing and cooking.

Learning outcomes

On completion of this unit a learner should:

1 Know the equipment, food items and methods used to prepare and cook different contemporary 
world dishes

2 Know the styles of food and dishes that are prepared and cooked around the world

3 Be able to prepare, cook and present contemporary world dishes

4 Be able to review dishes.
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Unit content

1 Know the equipment, food items and methods used to prepare and cook different 
contemporary world dishes

Equipment: ovens; steamers; microwave ovens; Chinese burner wok cookers; rice cookers; brat pans; 
flare grills; salamanders; bains-marie; griddles; tandoori ovens; deep fat fryers; hot smoking ovens; pasta 
machines; knives; chopping boards; mixers; bamboo steamers; blenders; processors; moulds

Food: meat; poultry; fish; vegetables; fruit; pasta; seafood; pastries; confectionery; breads

Methods: preparation methods (peeling, chopping, blending, boning, skinning blanching, refreshing, 
coating and seasoning); cooking methods (roasting, braising, baking, poaching, frying, grilling, smoking, pot 
roasting, curing and stewing); storage methods (fresh, chilled, frozen, dried, tinned, vacuum packed)

Contemporary world dishes: meaning eg made from fresh regional ingredients, combining different cooking 
styles from around the world

2 Know the styles of food and dishes that are prepared and cooked around the world

Styles of food: regions of the world eg European, Mediterranean, Sub-Saharan Africa, the Orient, the 
Pacific, Latin America, United States 

Dishes: range eg tapas, appetisers, salads, hors d’oeuvres, soups, fish, meat, vegetables, desserts, 
savouries

3 Be able to prepare, cook and present contemporary world dishes

Prepare: weighing and measuring food; methods (peeling, chopping, dicing, grating, creaming, rubbing, 
folding, beating, stirring, mixing, seasoning); selecting and using appropriate equipment

Cook: methods eg stir frying, boiling, grilling, frying, roasting, baking, stewing, poaching, simmering, 
steaming, microwaving; seasoning; tasting; timing; selecting and using appropriate equipment

Present: equipment eg plate, serving dish; placing food attractively; garnish

Safety and hygiene: food safety and correct storage and labelling; cross-contamination; temperature 
monitoring; critical control points

4 Be able to review dishes

Review: preparation and cooking eg planning, timing, working methods; quality of the menu item 
(appearance, taste, colour, texture, portion size); feedback received from other people eg tutor, peers, 
customers
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe equipment, food 
items and methods used to 
prepare and cook different 
contemporary world dishes 
[IE 2]

P2 describe styles of food and 
dishes that are prepared and 
cooked around the world 
[IE 2]

M1 compare equipment, food 
items and methods used to 
prepare and cook different 
contemporary world dishes 
and styles of food

P3 prepare, cook and present 
contemporary world dishes 
in a safe and hygienic manner 
with some tutor support 
[SM 1, 2, 3, 4, 5, 6]

P4 review dishes they have 
prepared, cooked and 
presented.
[RL 1, 2, 3, 4, 5, EP 4]

M2 demonstrate appropriate 
use of methods in the 
preparation, cooking 
and presentation of 
contemporary world dishes 
with limited tutor support.

D1 demonstrate professional, 
independent and creative 
working methods in the 
preparation, cooking 
and presentation of 
contemporary world dishes 

D2 reflect on how the dishes 
are prepared, cooked 
and presented and make 
recommendations for 
improvement. 

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit focusses on contemporary world food and intends to develop the knowledge, understanding 
and skills required to be able to investigate and research food recipes and commodities and to be able to 
put them into practice by preparing and cooking the dishes researched. Learners need to understand the 
types of equipment required to prepare and cook contemporary world food and therefore a wide range of 
appropriate equipment will be needed to resource the unit.

The unit requires learners to be able to conduct research and investigate contemporary world cooking. It also 
requires them to be able to prepare and cook a range of appropriate dishes. Learners will need to plan for 
producing the dishes, including methods, equipment needs, food commodities and special requirements.

The dishes that learners are to prepare and cook should attract their interest and be of a complexity to 
stretch their learning. The dishes should stem from the research that they have undertaken, with regards to 
the recipes and the commodities that they have investigated. The unit should be enjoyable and challenging 
and the practical work will give a realism to the unit, while supporting the development of food preparation 
and cooking skills and expanding knowledge of food commodities. There should be a diverse range of dishes 
prepared and cooked by learners that will extend their learning. Learners will gain further understanding of all 
health and safety aspects within the kitchen environment. 

Learners will have the opportunity to reflect on their work and should develop the skill to be critical of their 
own work, in order to be able to improve on performance and to gain greater understanding of food. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Tutor introduction to the unit and the criteria for assessment.

Group discussion to determine the main types of food items used in contemporary world dishes.

Tutor to bring in food commodities and equipment relevant to the unit to demonstrate methods used to 
prepare and cook different contemporary world dishes. Learners could taste food commodities and photograph 
equipment for reference. 
Assignment 1 – Equipment, Food Items and Methods Used to Prepare and Cook Different 
Contemporary World Dishes (P1)

Producing a booklet about equipment, food items and methods used to prepare and cook different 
contemporary world dishes.

Learners research a variety of different recipes for contemporary world food and collect a minimum of three 
different recipes to try out. 

Demonstration by guest chef, showing dishes that they would prepare and cook as contemporary world dishes. 
Assignment 2 – Styles of Food and Dishes that are Prepared and Cooked Around The World (P2, M1)

A presentation on styles of food and dishes that are prepared and cooked around the world.

Visits to commercial kitchens producing contemporary world food to observe food preparation, cooking and 
presentation skills – learners identify the timing needed for a variety of preparation and cooking methods and the 
safety and hygiene procedures.
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Topic and suggested assignments/activities and/assessment

Learners plan the dishes to be cooked – discussion on the range of dishes.

Cooking exercises – food preparation and cooking skills.

Prepare and cook contemporary world dishes which are well cooked, tasty, nutritious and visually pleasing 
– receive feedback.

Cooking practice with feedback from peers – and repeat practice.
Assignment 3 – Preparing, Cooking and Presenting Contemporary World Dishes (P3, M2, D1)

Based on producing dishes for customers in simulated or real situations.

Learners review the preparation, cooking and presentation of the dishes they have created.
Assignment 4 – Reviewing of Dishes (P4, D2)

Based on reviewing dishes prepared and cooked for customers.

Tutorial support and feedback.

Self-initiated learning time.

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability 
to work independently, must be supported by observation sheet(s) signed by the assessor and identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – M1 

To evidence P1, learners need to describe equipment, food items and methods used to prepare and cook 
three different contemporary world dishes. Dishes must be from different countries but can be within the 
same or a different region of the world. Evidence could be in the format of a poster or presentation to peers 
describing the types of contemporary world food. Learners will also have to describe the equipment that is 
used in the production of contemporary world cooking and the food commodities that are required for its 
production. 

P2 requires learners to describe different styles of food and dishes that are prepared and cooked in three 
countries. Learners will need to be able to describe the style of food of countries within the same or a 
different region of the world and the dishes prepared and cooked in those countries. 

For M1, learners need to compare equipment, food items and methods used to prepare and cook three 
different contemporary world dishes and styles of food. For example, learners may compare equipment, food 
items and methods used to prepare and cook appetisers, salads and soups in the UK, France and Spain or 
Portugal, Mexico and Thailand. The dishes and styles of food could be the same as those chosen for P1 and 
P2.

P3 – P4 – M2 – D1 – D2

To achieve P3, learners must prepare, cook and present a minimum of three different contemporary world 
dishes, and ensure that they are prepared and cooked in a safe and hygienic manner with appropriate tutor 
support. Learners may need to seek advice and guidance from the tutor to prepare and cook the dishes. 
The dishes must be from different styles of food and learners must prepare and cook them to a standard and 
quality suitable for paying customers.
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To achieve P4, learners must review their dishes. This could be achieved in the form of a presentation to 
their peers or through written review. They should be able to identify strengths and weaknesses of their 
performance and simple sensory comments about the quality of the dishes they have created.

To achieve M2, learners must prepare, cook and present a minimum of three different contemporary 
world dishes from different styles of food with minimal tutor input. This criterion should be evidenced by an 
observation sheet completed by the assessor that states how and why the learner has achieved the merit 
criterion. If necessary, a witness statement from an employer may also be used to provide further evidence.

D1 requires learners to independently prepare, cook and present a minimum of three different contemporary 
world dishes from different styles of cooking, demonstrating high standards and creativity. This criterion should 
be evidenced by an observation sheet completed by the assessor that states how and why the learner has 
achieved the distinction criterion. If necessary, a witness statement from an employer may also be used to 
provide further evidence.

For D2, learners must produce a written report critically reviewing the dishes that they have created. The 
report must suggest areas for improvement of the dishes they have made. Learners must comment on all 
aspects of sensory qualities of the dish, including taste, texture, aroma and appearance. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1 Equipment, Food Items 
and Methods Used 
to Prepare and Cook 
Different Contemporary 
World Dishes

Learners take the role of food 
buyers for a large chain of hotels 
and need to produce a booklet 
for use with new staff.

Learners produce a booklet 
or other material for use 
with new staff.

P2, M1 The Styles of Food and 
Dishes that are Prepared 
and Cooked Around the 
World

Learners continue in the role 
of food buyers and create a 
presentation for use with new 
staff.

Learners create a 
presentation for use with 
new staff.

P3, M2, D1 Preparing, Cooking 
and Presenting 
Contemporary World 
Dishes

Learners take on the role of 
chefs and have been asked to 
prepare and cook contemporary 
world dishes for a banquet.

Learners produce a 
leaflet of the recipes used 
including pictures of the 
dishes created.

Learners provide video 
evidence or photographs of 
dishes created. 

P4, D2 Reviewing of Dishes Learners continue in the role of 
chefs and are asked to review 
the dishes they prepared and 
cooked.

Learners produce 
material in suitable format 
– questionnaires, checklists.
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Prepare, Cook and Finish Food Food and Drinks Service

Service of Food at Table The Principles of Food Safety 
Supervision for Catering

Food Service Organisation

European Food

Asian Food

Contemporary World Food

Essential resources

Learners must be provided with appropriate food preparation and cooking facilities. The facilities should 
provide realism for learners, who will benefit from a realistic cooking environment. The equipment required 
should be available to learners and they should have access to a range of suitable food commodities. 

Employer engagement and vocational contexts

Employers may wish to invite learners to observe practice within their kitchens or in the production of 
new menus. Chefs may wish to demonstrate the production of various dishes that are associated with the 
assignments. There is vocational context within the assignment and the unit, directly relating to the production 
of dishes within the hospitality industry. 

Indicative reading for learners

Textbooks

Ceserani V, Foskett D and Campbell J – Practical Cookery, 11th Edition (Hodder Education, 2008) 
ISBN 9780340948378

Crocker P – The Vegetarian Cook’s Bible (Firefly Books, 2007) ISBN 9780778801535

Davidson A and Jaine T – The Oxford Companion to Food, 2nd Edition (Oxford University Press, 2006) 
ISBN 9780192806819

Hom K – Chinese Cookery (Ebury Press, 2009) ISBN 9781846076053

Jaffrey M – Simple Indian Cookery (Ebury Press, 2005) ISBN 9780563521839

McWilliams M – Food Around the World: A Cultural Perspective, 3rd Edition (Prentice Hall, 2010) 
ISBN 9780135073353

Ovenden F, Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285

Tyrer P – Leith’s Vegetable Bible (Bloomsbury, 2008) ISBN 9780747597896



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011128

Other publication

Food hygiene: A guide for businesses 2006 – The Food Standards Agency

Journal

Caterer and Hotelkeeper – Reed Business Information 

Websites

www.bha.org.uk British Hospitality Association 

www.cateringnet.co.uk The Catering Net – Catering equipment and products

www.catersource.com Catersource – Education, products and news for caterers 

www.cookeryclub.co.uk Cookery Club – Information on recipes and nutrition 

www.exoticrecipes.com Exotic Recipes

www.food.gov.uk Food Standards Agency 

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism 
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 describing equipment, food items and methods used to prepare and cook 
different contemporary world dishes [IE 2]

P2 describing styles of food and dishes that are prepared and cooked around 
the world [IE 2]

Reflective learners P4 reviewing dishes they have prepared, cooked and presented 
[RL 1, 2, 3, 4, 5] 

Self-managers P3 preparing, cooking and presenting contemporary world dishes in a safe and 
hygienic manner with appropriate tutor support [SM 1, 2, 3, 4, 5, 6] 

Effective participators P4 reviewing dishes they have prepared, cooked and presented. [EP 4] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers comparing equipment, food items and methods used to prepare and cook 
different contemporary world dishes and styles of food [IE 1, 2, 3, 4, 5, 6]

Reflective learners reflecting on how the dishes are prepared, cooked and presented and making 
recommendations for improvement [RL 1, 2, 3, 4, 5]

Self-managers demonstrating a high level of skill in the preparation, cooking and presentation of 
contemporary world dishes [SM 1, 2, 3, 4, 5, 6, 7]

demonstrating high standards and creativity in the preparation, cooking and 
presentation of contemporary world dishes [SM 1, 2, 3, 4, 5, 6, 7]

Effective participators reflecting on how the dishes are prepared, cooked and presented and making 
recommendations for improvement. [EP 4]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

researching information, collecting data and analysing food

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

storing assignment work managing folders and sub-folders

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching contemporary world dishes, finding recipes and 
necessary equipment

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching contemporary world dishes, they must be able to 
evaluate the fitness for purpose of the information and identify 
beneficial pieces of information

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

presenting information regarding dishes, recipes and methods 
for production. Using images of foods to present work and 
producing recipes with text and tables identifying procedures and 
timings

Bring together information to suit content 
and purpose

identifying a method of presenting various pieces of information 
for one presentation

Present information in ways that are fit for 
purpose and audience

presenting information to peers and others present

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

weighing and measuring ingredients, using ratios of ingredients

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

controlling quality and consistency of products that are being 
prepared and cooked

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

presenting work to peers and others within a group

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching information from texts to discover recipes and uses 
of different types of food commodities, gathering information 
about them

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

reporting on findings, putting forward ideas and responses, 
evaluating and reviewing in a critical manner.
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Unit 10: Alcoholic Drinks

Unit code: T/601/0179

QCF Level 2: BTEC First

Credit value: 5

Guided learning hours: 30

Aim and purpose

The aim of this unit is to enable learners to gain knowledge and understanding of types of alcoholic drinks, 
their storage, equipment and presentation and the issues linked to their sale.

Unit introduction

This unit introduces learners to alcoholic drinks and their place within the hospitality industry. 

It starts by exploring different types of alcoholic drinks, their country of origin and ingredients. Learners will 
look at the traditional mixer and accompaniment used to serve drinks. Learners will gain knowledge of the 
many different types of glassware used for serving beer, wines and spirits and the metric measure used to 
dispense each product. It is important they are able to recognise the appropriate measure used for serving 
each drink and how it links to its alcoholic content. They will discover the difference between lager, beer and 
bottled beers, and gain a basic understanding of how they are stored and dispensed. 

Learners must understand the responsibilities concerning the sale of alcohol in terms of relevant legislation, 
the negative and positive effects of alcohol on health, and socio-cultural issues surrounding the promotion and 
sale of alcohol. This will include the problems caused by excessive alcohol consumption, such as antisocial 
behaviour and drink-related crime. 

There is no requirement to prepare and serve the alcoholic drinks as part of the assessment. Learners 
who are under the legal minimum age for the retail purchase of alcoholic beverages in the country where 
the qualification is being taken will not be allowed to sample any alcoholic beverage as part of their course, 
but this is not a barrier to successfully completing the qualification. Similarly, learners who choose not to 
taste alcohol for health, religious or other reasons will not find this a barrier to successfully completing the 
qualification.

Unit 10: Alcoholic Drinks is an optional unit only. Centres are advised that this unit must not be studied by 
learners aged 14 to 16.

Learning outcomes

On completion of this unit a learner should:

1 Know the different types of alcoholic drinks

2 Know the storage, equipment and presentation of different alcoholic drinks

3 Understand the issues concerning the sale of alcoholic drinks.
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Unit content

1 Know the different types of alcoholic drinks

Categories: fermented beverages (beer, lager, cider); wine, fortified wines; distilled beverages, spirits

Origin and ingredients: origin eg country, region, new world, old world; ingredients eg grapes, barley, 
apples, potato

Types: traditional beers (cask, keg, ales, lagers); bottled beers; speciality beers (wheat beers, fruit beers); 
wines (red, white, rose, sparkling); spirits (whisky, gin, vodka, rum, brandy); fortified wines eg sherry, port

Alcohol content: alcohol by volume (ABV); proof

2 Know the storage, equipment and presentation of different alcoholic drinks

Storage: chilled eg bottle fridges, display fridges, wine fridges; ambient eg shelves, promotional displays; 
hot dispense eg mulled wine, Glühwein

Glassware: types eg for wine, beer, cocktail; spirits eg balloon, liqueur, shot; other eg toddy, liqueur coffee, 
plastic glassware

Presentation: traditional accompaniments and mixers eg ice, lemon, lime, olives, tonic, lemonade

Units of measurement: measurement eg pints, half pints, single measures

3 Understand the issues concerning the sale of alcoholic drinks

Legal responsibilities: relevant legislation; permitted age; licensing; trade descriptions; weights and 
measures

Health responsibilities: alcohol consumption and health; negative and positive effects of alcohol; 
recommended maximum units of alcohol consumption per week

Socio-cultural and moral issues: religious issues; sale of alcopops; alcohol and violence; spiking drinks; anti-
social behaviour; drink-related crime
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe different types of 
alcoholic drinks [IE 4]

M1 name the country of origin 
and main ingredient of 
different types of alcoholic 
drinks 

P2 describe storage, equipment 
and presentation used for 
different alcoholic drinks 
[IE 4]

P3 explain issues that affect the 
sale of alcoholic drinks. [IE 4]

M2 explain the importance to 
businesses of the responsible 
sale of alcoholic drinks.

D1 evaluate the socio-
cultural, health and legal 
responsibilities that affect the 
sale of alcoholic drinks.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

Learners will need to visit local bars/public houses to see the storage, dispensing and presentation of all 
categories of alcoholic drinks, focusing on what is available in the UK. If this is to be done in the centre, then 
the centre will need to have its own bar facilities and the appropriate licence.

Alcoholic beverages are a key product in the hospitality industry.

Learners need to be made aware of the breadth and diversity of alcoholic beverages and where in the world 
they originated. 

The unit also considers responsibilities concerning the sale of alcohol. Changing public attitudes and 
government initiatives have put a focus on issues such as alcohol consumption and health, the negative and 
positive effects of alcohol, alcohol and violence, antisocial behaviour, and the maximum recommended units 
of alcohol consumption per week. Other legal issues such as licensing legislation, weights and measures, and 
trades descriptions are included.

Learners will benefit from visits from guest speakers such as wine buyers or specialist retailers, cocktail bar 
staff, brewery representatives or brewers, food and beverage managers or restaurateurs. Visits to wine 
warehouses, cocktail bars, fine restaurants, breweries, vineyards etc will help develop learners’ interest in the 
subject and give them first-hand experience of the part that alcoholic beverages play in the hospitality industry.

As the unit involves the development of knowledge and understanding to achieve the learning outcomes, 
the delivery of the unit should include both theory and practical sessions. It is appreciated that it is not always 
feasible to allow learners to mix cocktails and serve alcoholic beverages in the centre, but wherever possible 
the required technical skills should be developed through demonstrations. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to the unit and the programme of learning.

Group discussion to determine the categories of alcoholic drinks. 

Group discussion to determine the origin and ingredients of alcoholic drinks. 

Tutor input, question and answer, discussion: the types of alcoholic drinks.

Visit to businesses selling alcoholic drinks to find out about their alcohol content. 
Assignment 1 – Different Types of Alcoholic Drinks (P1, M1)

Producing a booklet raising awareness about different types of alcoholic drinks. 

Visit to businesses selling alcoholic drinks to see how they are stored and dispensed at point of sale. Business 
owner could demonstrate to learners what is a traditional beer and keg beers, wines, spirits, alcopops. Learners 
should find out how drinks are stored and be given reasons for this.

Visit to businesses selling alcoholic drinks to see the glassware in which they are served.

Visit to businesses selling alcoholic drinks to see how they are presented.
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Topic and suggested assignments/activities and/assessment

Exercises where learners link the drink with the correct method of storage. This will help them refresh the 
knowledge they gained during their visits. 

Learners to investigate how to store each category of alcoholic drinks.

Using a real or simulated learning environment, present learners with a range of alcoholic drinks. Using the 
internet, get them to research the correct glassware to use with each product and methods of presentation.
Assignment 2 – Storage, Equipment and Presentation of Different Alcoholic Drinks (P2)

Producing a poster showing the storage, equipment and presentation of different alcoholic drinks.

Visit from the licensing sergeant from the local police station to discuss the legal responsibilities: health 
responsibilities and socio-cultural and moral issues of selling alcohol.

Visit from a health worker to explain the effects of alcohol on people’s health.

Learners research the current legislation regarding selling alcohol, the health implications of alcohol abuse and 
what are the socio and cultural issues influencing the sale of alcohol.
Assignment 3 – Issues Concerning the Sale of Alcoholic Drinks (P3, M2, D1)

A presentation about the issues concerning the sale of alcoholic drinks.

Tutorial support and feedback.

Self-initiated learning time.

Assessment

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – M1

To provide evidence for P1, learners must describe three different types of alcoholic drinks. They should be 
from different drinks categories, and the category should be described. This may be carried out following the 
investigation of, or visit to, a business selling alcoholic drinks. Learners must identify the alcohol content of 
each drink.

M1 requires learners to develop P1, naming the country of origin and main ingredients used to produce these 
drinks. Learners could produce a drinks menu and for each drink type include the category it falls into, its 
origin and ingredient and alcohol content.

P2

In order to achieve P2, learners need to describe how they would store and present two of the drinks 
described in P1. Their answer must include the temperature, glassware and traditional accompaniment or 
mixer served with the drink.

P3 – M2 – D1

For P1, learners must explain the current legislation regarding selling alcohol, the health implications of alcohol 
abuse and what are the socio and cultural issues influencing the sale of alcohol.

M2 requires learners to explain why it is important to a business to ensure it is respectful to the issues relating 
to selling alcohol. Learners must take into account the legal and health responsibilities, and socio-cultural and 
moral issues.

To achieve D1, learners must evaluate how not adhering to the socio-cultural, health and legal issues relating 
to selling alcohol can affect a business. Learners’ answers should expand on M2 and relate to the legislation 
that affects businesses. 
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, M1 Different Types of 
Alcoholic Drinks

Learners take the role of 
manager in a local bar. They 
need to produce a booklet 
raising awareness about different 
types of alcoholic drinks. 

Learners produce an 
information pack which 
describes the method of 
production, ingredients and 
alcohol content of different 
alcoholic drinks. This pack is to 
be used to train new bar staff 
at a local town centre bar.

P2 The Storage, 
Equipment and 
Presentation of 
Different Alcoholic 
Drinks

Learners take the role of food 
and beverage manager at a large 
hotel and have recently opened 
a cocktail bar in the cellar. They 
are required to produce a 
poster to ensure staff remember 
how to store, what equipment 
to use and how to present 
different alcoholic drinks. 

The poster is to be used in a 
cocktail bar to help staff store, 
prepare and present two 
different categories of alcoholic 
drinks. It should be quick and 
easy to read.

P3, M2, D1 The Issues Concerning 
the Sale of Alcoholic 
Drinks

Learners have applied for a job 
as a manager of a local nightclub. 
They are required to prepare 
a presentation showing their 
knowledge of the issues relating 
to selling alcohol.

As part of the interview 
learners have been asked to 
produce a presentation, which 
shows their understanding of 
the issues concerning the sale 
of alcoholic drinks. 

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism 

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality

Service of Alcoholic and Non-
Alcoholic Drinks

Food and Drinks Service

Alcoholic Beverage Service
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Essential resources

Tutors should give learners a demonstration of appropriate glassware for different types of alcoholic drinks. 
Learners should have access to different wine labels, wine lists and drinks menus. 

Employer engagement and vocational contexts

Links with local employers should be developed to enable tutors to put the unit into a vocational context 
and enable work experience placements to be developed. Where possible, visits should be made to local 
hospitality businesses for learners to gain specific information for this unit. Speakers from the hospitality 
industry who have been asked to speak on particular topics can be asked into the centre. 

Indicative reading for learners

Textbooks

Beckett F – How to Match Food and Wine (Mitchell Beasley, 2002) ISBN 9781840005769

Johnson H and Robinson J – The World Atlas of Wine, 6th Edition (Octopus, 2007) ISBN 9781845333010

Robinson J – The Oxford Companion to Wine, 3rd Edition (Oxford University Press, 2006) 
ISBN 9780198609902

UK Bartenders Guild – International Guide to Drinks (Ebury Press, 2006) ISBN 9780091912024

Journals and magazines

Caterer and Hotelkeeper – Reed Business Publications

Decanter – IPC Media

Food and Wine – American Express Publishing Corporation

Whisky Magazine – Paragraph Publishing

Websites

www.alcoholconcern.org.uk Alcohol Concern

www.alcoholpolicy.net Alcohol Policy UK

www.barkeeper.co.uk The resource for hospitality businesses

www.beerandpub.com British Beer and Pub Association

www.bii.org British Institute of Inkeeping

www.ias.org.uk Institute of Alcohol Studies

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 describing different types of alcoholic drinks [IE 4]

P2 describing storage, equipment and presentation used for different alcoholic 
drinks [IE 4]

P3 explaining issues that affect the sale of alcoholic drinks. [IE 4]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Reflective learners M1 naming the country of origin and main ingredient of different types of 
alcoholic drinks [IE 2]

M2 explaining the importance to businesses of the responsible sale of alcoholic 
drinks [IE 3]

D1 evaluating the socio-cultural, health and legal responsibilities that affect the 
sale of alcoholic drinks. [IE 3]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

producing a presentation and using a desktop publishing program

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

producing a presentation and using a desktop publishing program

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

producing a presentation and using a desktop publishing program

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching and selecting information on different alcoholic drinks

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

producing presentations

Bring together information to suit content 
and purpose

producing PowerPoint presentations, leaflets and/or posters

Present information in ways that are fit for 
purpose and audience

producing PowerPoint presentations, leaflets and/or posters

Evaluate the selection and use of ICT tools 
and facilities used to present information

producing PowerPoint presentations, leaflets and/or posters

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing different types of alcoholic drinks and how each should 
be stored and served

describing the issues concerning alcohol consumption and sales

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching from textbooks, articles and websites to gather 
information on alcoholic drinks

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

preparing presentations, class notes, reports and written pieces of 
work on alcoholic drinks.
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Unit 11: Service of Food at Table

Unit code: T/600/0624

QCF Level 2: BTEC First

Credit value: 1

Guided learning hours: 10

Aim and purpose

This unit gives learners knowledge on greeting and providing customers with information in choosing food. 
It also covers serving customer orders, providing customers with items such as cutlery and condiments and 
keeping the dining area clean, tidy and safe during service, it also covers storing and dealing with broken 
glassware.

Unit introduction

The aim of this unit is for learners to develop their knowledge, skills and understanding of serving food. 
The unit should encourage learners’ enjoyment and enthusiasm for serving food in a variety of hospitality 
businesses.

Food service is a quickly evolving area of the hospitality industry. There are many job and career opportunities 
in a variety of hospitality businesses offering opportunities at all levels.

Learners will develop and use skills including personal preparation for food handlers, incorporating personal 
hygiene practices. They will also learn how to prepare the service area and lay up tables, including selecting 
the correct service equipment. Learners will serve food to customers using a range of methods and 
equipment. They will also learn presentation and personal skills, including being polite to customers, which 
are necessary for efficient and effective food service.

This unit also introduces the processes involved in reviewing the success of food service occasions and gives 
learners the opportunity to practise them. 

On completion of the unit, learners should have developed an awareness of the types of settings in which 
food service take place together with the knowledge required to give a complete, professional service to the 
customer.

Learning outcomes

On completion of this unit a learner should:

1 Know how to greet customers and take orders

2 Know how to serve customers in a dining area.
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Unit content

1 Know how to greet customers and take orders

Greeting customers: customers eg internal, external, different ages, gender, culture, families, special needs; 
greeting procedures eg first impressions, verbal and non-verbal communication, formal and informal 
protocols; confirmation of reservation; seating procedure; importance eg reduce customer complaints, 
increase customer satisfaction, improve reputation of organisation

Menu information: dish composition; cooking methods; prices; allergies; special offers and promotions; 
accompaniments; importance eg health and safety legislation, reduce complaints, improve efficiency, up-
selling of menu items

Customer needs: correct menu information; disabilities eg special needs; time constraints; special seating 
arrangements

Unexpected situations: taking orders; communication methods; pre-orders; errors and omissions; 
unexpected customers; unavailable menu items; accidents eg customer, staff, alerting first aider; fire 
evacuation; remaining calm; limit of authority; explain situation 

Personal presentation: personal hygiene and freshness (fresh breath, deodorants, discreet perfume or 
aftershave, short nails, clean, free of nail polish); appearance (clean clothes and hair, hair tied back, 
minimum jewellery); dress code (smart and ironed uniform, polished shoes); professional approach eg 
attitude, attentiveness, body language, attention to detail 

Service area: clean, organise and lay tables; prepare dumb waiter or service counter; report any problems 
identified

Service equipment: items eg service cutlery, crockery, glasses, silverware, service cloths, linen, service 
dishes (liners, flats) plate warmers, salvers, trays, trolleys, sideboards, side tables, service tables
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2 Know how to serve customers in a dining area

Customer service: identifying customers’ needs; providing information; taking orders; communicating with 
colleagues; teamwork; timing; dealing with special requirements 

Style of service: type eg plate, silver, counter, self-service, buffet; relevant service skills

Safety and hygiene: general safety (opening and closing doors, carrying trays, dealing with spillages and 
breakages); safe handling of food; safe storage of items (equipment, crockery, cutlery, glassware); clean 
work area; hygienic working practices

Condiment: types eg salt, pepper, mustard 

Accompaniments for food items: sauces (mint, horseradish, tartare, cranberry) – lamb (mint sauce), beef 
(horseradish sauce), fish (tartare sauce), turkey (cranberry); parmesan cheese, ground black pepper, caster 
sugar, ginger, red currant jelly

Menu items: breads; salads; pasta; fish, meats; vegetables; desserts (puddings/sweet dishes); cheeses

Arranging and presenting food: position of food on plate; importance of presentation; meet customer 
expectations and needs, maintain organisation’s quality standards

Importance of maintaining dining and service areas: cleanliness, health and safety (reporting of broken 
equipment, fixtures and fittings, hazard spotting); standards (departmental procedures, pest control); 
improve customer satisfaction; reducing costs

Evaluate the success: timings; appropriateness of service style; quality and appearance of food; working 
methods; service skills; professional attitude of staff; recommendations for improvement
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade 
the evidence must show 
that the learner is able to:

To achieve a merit grade 
the evidence must show 
that, in addition to the pass 
criteria, the learner is able 
to:

To achieve a distinction 
grade the evidence must 
show that, in addition to 
the pass and merit criteria, 
the learner is able to:

P1 state the importance of greeting 
customers appropriately

P2 state the importance of giving 
accurate menu information

P3 describe how to provide 
appropriate assistance to customers 
with different needs

P4 describe how to respond to types 
of unexpected situations that may 
occur when greeting customers 
and dealing with their orders 
[IE 3]

M1 show proficiency when 
preparing for food 
service by carrying out 
appropriate procedures

P5 describe safe and hygienic working 
practices when serving customers’ 
orders

P6 list correct condiments, 
accompaniments and service 
equipment for different menu items

P7 state the importance of arranging 
and presenting food in line with 
menu specifications

P8 state the importance of maintaining 
the dining and service area

P9 describe how to respond to types 
of unexpected situations that may 
occur when serving food at table. 
[SM 5]

M2 demonstrate proficiency 
when providing food 
service on different 
occasions using customer 
service skills.

D1 evaluate their ability to 
deliver professional, safe 
and hygienic food service 
using effective customer 
service skills.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit is intended to develop learners’ knowledge and skills required for food service in a variety of 
hospitality businesses, including restaurants, cafes, cafe-bars, coffee shops, fast-food businesses and public 
houses. Learners should be introduced to the different styles of food service used in these businesses, 
understanding why each style is appropriate for the different businesses.

At the outset of this unit, learners must clearly understand the importance of a professional approach by food 
service personnel. They must ensure that the right attitude and good personal presentation standards are 
reflected on all occasions and in all aspects of their work when serving food.

It is important throughout the delivery of this unit that learners are aware of the different types of food service 
operations, and the situations and contexts to which they are suited. While some centres may prefer to 
concentrate on traditional restaurant operations, the unit is designed to ensure that learners are aware of the 
different food service systems employed in a range of hospitality businesses.

Much of the delivery will be through practical sessions. These could be supported through a work placement 
prior to assessment to enable learners to fully develop food service skills. Both practical sessions and work 
placements should be planned to enable a range of food service situations to be considered and to enable 
learners to apply their skills to these varied situations.

Learners will need to consider a variety of customer service situations that may arise through the delivery of 
food service. These skills will be developed in the practical sessions. However, learners could also practise 
their customer service skills through role plays of simulated scenarios.

During the unit, learners should develop review techniques to assess the success of food service occasions. 
These occasions may be undertaken in the centre’s restaurant or, where possible, with the cooperation of 
local hospitality businesses. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Group discussion about professional, safe and hygienic practices in food service. Tutor explanation of key terms.

Role-play exercises – developing skills for preparing for food service.
Assignment 1 – How to Greet Customers and Take Orders (P1, P2, P3, P4, M1)

Based on preparing for food service to customers in simulated or real situations.

Role-play exercises – developing food service provision skills.

Work alongside staff in own centre providing food service with guidance – receive feedback.
Assignment 2 – Serving Customers in a Dining Area (P5, P6, P7, P8, P9, M2, D1)

Based on providing food service to customers in simulated or real situations.
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Assessment

This unit provides learners with the opportunity to develop their knowledge, skills and understanding of 
food service. Much of the evidence will be obtained through observation of learners demonstrating their 
knowledge and skills. Tutors should complete appropriate observation records. Learners’ evidence may also 
include photographs, time plans and schedules for preparing the restaurant, customer questionnaires and 
customer comment cards.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – P4 – M1 

For P1, evidence could be in the form of a report which shows knowledge of the importance of greeting 
customers appropriately.

To achieve P2, learners must state the importance of giving accurate menu information. Evidence could be 
presented in the form of an assignment or a presentation to other learners.

P3 requires learners to describe how to provide appropriate assistance to customers with different needs. 
Evidence could be in the format of a poster or presentation to peers describing how to provide appropriate 
assistance to customers with at least two types of different needs.

For P4, learners need to describe how to respond to at least two types of unexpected situations that may 
occur when greeting customers and dealing with their orders.

In order to meet the evidence requirements for M1, learners will need to show that they can prepare the 
food service area before starting the service to customers. Evidence could be gathered through observation 
by the tutor, witness statements, or self-reflection reports in which learners identify the processes completed 
prior to service.

P5 – P6 – P7 – P8 – P9 – M2 – D1 

To achieve P5, learners must describe safe and hygienic working practices when serving customers’ orders. 
Evidence could be presented in the form of an assignment or a presentation to other learners. It is important 
to achieve this criterion that learners indicate the relationship between personal presentation, professional 
practices, and safety and hygiene practices.

For P6, learners must list correct condiments, accompaniments and service equipment for at least two 
different menu items. 

For P7, evidence could be in the form of a report which shows knowledge of the importance of arranging and 
presenting food in line with menu specifications.

P8 requires learners to state the importance of maintaining the dining and service area. This statement can be 
presented as a written report, or as a verbal presentation to the food service staff comprising other learners 
and assessors.

For P9, evidence could be in the form of a written piece of work, such as a poster, which shows knowledge 
of how to respond to types of unexpected situations that may occur when serving food at table.

For M2, learners need to demonstrate a high level of food service skill on at least two occasions, using 
appropriate customer service skills with minimal tutor support. This can be evidenced in the form of video 
tapes or observation statements from tutors supported by written descriptions of the practical scenario 
from the learners. Learners’ ability to reflect on the skills developed is an important measure in assessing this 
criterion.
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The evidence for D1 involves learners evaluating the skills that they have demonstrated for the other criteria. 
The evaluation is a personal self-reflection of their ability to assess the application and development of 
appropriate food and customer service skills. This should be presented in a written format. The evaluation 
should include an assessment as to how these skills can be improved in the future. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, M1 How to Greet 
Customers and Take 
Orders

Learners take the role of 
manager in a local bar. They 
need to prepare the bar for 
food service. 

Learners produce a poster 
which describes how to greet 
customers and take orders 
and prepare the bar for food 
service. This poster is to be 
used to train new staff.

P5, P6, P7, P8, P9, 
M2, D1

Serving Customers in a 
Dining Area

Learners take the role of bar 
staff. They are required to 
serve customers in the dining 
area. 

Role play or work placement.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Investigate the Catering and 
Hospitality Industry

The Hospitality Industry

Products, Services and Support in 
the Hospitality Industry

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality

Food and Drinks Service

Service of Alcoholic and 
Non-Alcoholic Drinks

This unit could be delivered jointly with Unit 3: Principles of Customer Service in Hospitality, Leisure, Travel and 
Tourism, Unit 4: Providing Customer Service in Hospitality and Unit 12: Service of Alcoholic and Non-Alcoholic 
Drinks, offering the opportunity to interact with customers in the delivery of food and drink service.

This unit has links to the People 1st National Occupational Standards at Level 2 in Food and Drink.
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Essential resources

It is essential for the delivery of this unit that learners have access to a real or simulated food service 
environment. Appropriate food service equipment must also be provided, such as hot plates, linen, trays, 
glasses and china.

Employer engagement and vocational contexts

Visits and work experience with local food businesses would provide learners with an insight into food service 
and help them develop the skills required in different businesses providing food service. Developing hospitality 
industry links would enhance the delivery of this unit. 

Indicative reading for learners

Textbooks

Heugel I – Laying the Elegant Table (Rizzoli International Publications, 2006) ISBN 9780847828449 

Lillicrap D and Cousins J – Food and Beverage Service, 7th Edition (Hodder Arnold, 2006) 
ISBN 9780340905241

Ovenden F,  Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285

Journal

Caterer and Hotelkeeper – Reed Business Information

Websites

www.bbc.co.uk/learningzone BBC Learning Zone – programme times

www.bha.org.uk British Hospitality Association

www.caterersearch.com Caterersearch – Hospitality news

www.catersource.com Catersource – Education, products and news for 
caterers

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, 
Leisure, Travel and Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P4 describing how to respond to types of unexpected situations that may occur 
when greeting customers and dealing with their orders [IE 3]

Self-managers P2 describing how to respond to types of unexpected situations that may occur 
when serving food at table. [SM 5] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers researching the factors that create a professional, safe and hygienic approach when 
providing food service. [IE 2]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

researching the factors that create a professional, safe and 
hygienic approach when providing food service

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

describing the factors that contribute towards a food service 
occasion.

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively
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Unit 12: Service of Alcoholic and 
Non-Alcoholic Drinks

Unit code: J/600/0627

QCF Level 2: BTEC First

Credit value: 1

Guided learning hours: 10

Aim and purpose

This unit provides knowledge on serving alcoholic and non-alcoholic drinks, and identifies the appropriate 
legislation that needs to be complied with.

Unit introduction

The aim of this unit is for learners to develop their knowledge, skills and understanding of serving drinks. 
The unit should encourage learners’ enjoyment and enthusiasm for serving drinks in a variety of hospitality 
businesses.

Drink service is a quickly evolving area of the hospitality industry with many job and career opportunities. The 
hospitality settings these are found in are varied and offer opportunities at all levels.

Learners will develop skills including personal preparation for drink handlers, incorporating personal hygiene 
practices. They will also learn how to prepare the service area including selecting the correct service 
equipment. They will serve drinks to customers using a range of methods and equipment. They will also learn 
the presentation and personal skills, including being polite to customers, which are necessary for efficient and 
effective drink service. 

This unit also introduces the processes involved in reviewing the success of drink service occasions and gives 
learners the opportunity to practise them.

On completion of the unit, learners should have developed an awareness of the types of settings in which 
drink service takes place together with the knowledge required to give a complete, professional service to the 
customer.

Learners who are under the legal minimum age for the retail purchase of alcoholic beverages in the country 
where the qualification is being taken will not be allowed to sample any alcoholic beverage as part of their 
course, but this is not a barrier to successfully completing the qualification. Similarly, learners who choose not 
to taste alcohol for health, religious or other reasons will not find this a barrier to successfully completing the 
qualification.

Unit 12: Service of Alcoholic and Non-Alcoholic Drinks is an optional unit only. Centres are advised that this unit 
must not be studied by learners aged 14 to 16.
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Learning outcomes

On completion of this unit a learner should:

1 Know how to take customer orders

2 Know how to serve alcoholic and non-alcoholic drinks

3 Know the appropriate legislation that relates to the serving of alcoholic drinks.
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Unit content

1 Know how to take customer orders

Serving customers in a timely manner: customers eg internal, external; customer care policy eg first come 
first served, priority customers, customers with special needs, VIPs, eye contact, being polite; complaints 
procedure eg apologise, listen, enquire, resolve, feedback to customer, report to supervisor; importance 
eg customer satisfaction, enhanced reputation 

Drink order: at the bar; at the table

Importance of accuracy: communication of information relating to the order eg quantity required, type of 
drink required; correct price; alcoholic content, measures (25 ml, 35 ml, multiples of), name and type 
of drink eg spirit, wine, beer, soft drinks, mixers; taking written orders; importance eg reduce errors, 
maintaining profitability 

Special requirements: mobility difficulties (ramp, provide table service), visual impairment (large print, 
braille, provide table service); hearing impairments (loop system); requests outside legal requirements 
(outside hours specified on operating schedule) 

Service styles: bar service; table service

Violent/disorderly: under the influence of alcohol; under the influence of drugs; threatening behaviour eg 
verbal aggression, physical aggression, argumentative; dealing with threatening behaviour eg remaining 
calm, tone of voice, body language, call manager, call emergency service, press panic button; limit of 
authority eg provide alternative solution, request assistance, contact line manager; explain situation 

Personal presentation: personal hygiene and freshness; appearance; dress code; professional approach eg 
attitude, attentiveness, body language, attention to detail

2 Know how to serve alcoholic and non-alcoholic drinks

Checking glassware: damage (chips, cracks, breaks); safety and hygiene; customer satisfaction 

Storing drinks: chilled white wine and sparkling wine (refrigerators, ice buckets, coolers); ales (cellar); red 
wine, spirits, vermouth, liqueurs, non alcoholic beverages (cool, dry, well ventilated room); temperatures 
(chilled range 6-80C, cellar 10-120C, room range 18-200C) 

Serving: bar service; table service

Drinks: wines, beers: real ales, keg; lager and stout; cocktail, spirits (gin, vodka, whisky, rum, brandy) shots; 
vermouth; fortified wines; liqueurs; mixers, fruit juices; cordials, water (mineral, soda) 

Types of glass: pint; half pint; Slim Jim; sherry; liqueur; wine (red wine larger bowl, white wine smaller 
bowl), champagne flute, tumbler

Serving different drinks: service procedures and techniques (temperature of glass, pouring techniques); 
measures (optics, free pours); accompaniments (ice, slice of citrus, olives, cherries, cocktail decorations, 
straws)

Service equipment: service units (heated, refrigerated); trays; drinks menus; report any problems identified

Evaluate the success: timings; appropriateness of service style; quality and appearance of drink; working 
methods; service skills; professional attitude of staff; recommendations for improvement
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3 Know the appropriate legislation that relates to the serving of alcoholic drinks

Appropriate legislation: Health and Safety at Work Act; Licensing Act; Sale of Goods Act; Weights and 
Measures Act

Implications: compliance; non-compliance (fines, imprisonment, loss of reputation, loss of profit)

Refusal to serve: underage (identification); under the influence of drink or drugs (violent, aggressive, 
abusive)

Respond to someone under the influence of drugs: limit of authority (request assistance, contact line 
manager); outside agencies (call emergency services); remaining calm (tone of voice, body language)
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 identify the importance of 
accuracy when taking drink 
orders

P2 describe how to respond to 
a customer who might have 
special requirements

P3 describe different service 
styles that can be used when 
serving drinks

P4 state the importance of 
serving customers in order of 
arrival where possible 
[IE 6]

M1 show proficiency when 
preparing for drink service 
by carrying out appropriate 
procedures

P5 state the importance of 
checking glassware for 
damage

P6 state the correct temperature 
for storing and serving the 
range of drinks offered within 
the operation

P7 describe how to serve 
different drinks including 
bottled drinks, draft beers, 
free pouring and optic based 
[IE 2]

P8 state appropriate types of 
glass for serving different 
drinks

M2 provide effective drink service 
on different occasions using 
customer service skills

D1 evaluate their ability to deliver 
professional, safe and hygienic 
drink service using effective 
customer service skills.
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Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P9 describe the implications of 
current relevant legislation 
relating to licensing, weights 
and measures [IE 4]

P10 identify when a customer 
should not be served with 
alcohol

P11 describe how to respond 
to someone who might be 
under the influence of drugs 
or buying/selling drugs

P12 state how to deal with 
violent/disorderly customers.

M3 analyse the implications of 
non-compliance to hospitality 
businesses.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit is intended to develop learners’ knowledge and skills required for drink service in a variety of 
hospitality businesses, including restaurants, cafes, cafe-bars, coffee shops, fast-food businesses and public 
houses. Learners should be introduced to the different styles of drink service used in these businesses, 
understanding why each style is appropriate for the different businesses.

At the outset of this unit, learners must clearly understand the importance of a professional approach by drink 
service personnel. They must ensure that the right attitude and good personal presentation standards are 
reflected on all occasions and in all aspects of their work when serving drink.

It is important throughout the delivery of this unit that learners are aware of the different types of drink service 
operations, and the situations and contexts to which they are suited. While some centres may prefer to 
concentrate on traditional restaurant operations, the unit is designed to ensure that learners are aware of the 
different drink service systems employed in a range of hospitality businesses.

Much of the delivery will be through practical sessions. These could be supported through a work placement 
prior to assessment to enable learners to fully develop drink service skills. Both practical sessions and work 
placements should be planned to enable a range of drink service situations to be considered and to enable 
learners to apply their skills to these varied situations.

Learners will need to consider a variety of customer service situations that may arise through the delivery of 
drink service. These skills will be developed in the practical sessions. However, learners could also practise 
their customer service skills through role plays of simulated scenarios.

During the unit, learners should develop review techniques to assess the success of drink service occasions. 
These occasions may be undertaken in the centre’s restaurant or, where possible, with the cooperation of 
local hospitality businesses. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Group discussion about the importance of serving customers’ drinks orders in a timely manner and with 
accuracy. Tutor explanation of key terms.

Role-play exercises – developing skills for preparing for drink service.
Assignment 1 – How to Take Customer Orders (P1, P2, P3, P4, M1)

Based on taking customers orders and preparing for drink service to customers.

Role-play exercises – developing drink service provision skills.

Work alongside staff in own institution providing drink service with guidance – receive feedback.
Assignment 2 – How to Serve Alcoholic and Non-Alcoholic Drinks (P5, P6, P7, P8, M2, D1)

Based on providing drink service to customers.



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011162

Topic and suggested assignments/activities and/assessment

Tutor-led discussion about current relevant legislation relating to licensing, weights and measures and implications 
of non-compliance.

Tutor-led discussion on when a customer should not be served with alcohol, how to respond to someone who 
might be under the influence of drugs or buying/selling drugs and how to deal with violent/disorderly customers.
Assignment 3 – The Appropriate Legislation that Relates to the Serving of Alcoholic Drinks 
(P9, P10, P11, P12, M3)

Producing a leaflet about the appropriate legislation that relates to the serving of alcoholic drinks.

Assessment

This unit provides learners with the opportunity to develop their knowledge, skills and understanding of 
drink service. Much of the evidence will be obtained through observation of learners demonstrating their 
knowledge and skills. Tutors should complete appropriate observation records. Learners’ evidence may also 
include photographs, time plans and schedules for preparing the restaurant, customer questionnaires and 
customer comment cards.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – P4 – M1 

For P1, evidence could be in the form of a report which shows knowledge of the importance of accuracy 
when taking drink orders.

To achieve P2, learners must describe how to respond to a customer who might have special requirements. 
Evidence could be presented in the form of an assignment or a presentation to other learners.

P3 requires learners to describe different service styles that can be used when serving at least two different 
drinks.

For P4, evidence could be in the form of a report which shows knowledge of the importance of serving 
customers in order of arrival where possible.

In order to meet the evidence requirements for M1, learners will need to show that they can prepare the 
drink service area before starting the service to customers. Evidence could be gathered through observation 
by the tutor, witness statements, or self-reflection reports in which learners identify the processes completed 
prior to service.

P5 – P6 – P7 – P8 – M2 – D1

For P5, evidence could be in the form of a report which shows knowledge of the importance of checking 
glassware for damage.

P6 requires learners to state the correct temperature for storing and serving the range of drinks offered within 
the operation. Evidence could be in the format of a poster or presentation to peers describing how to store 
and serve the range of drinks offered within the operation.

To achieve P7, learners need to describe how to serve at least one of each of the following types of drinks: 
bottled drinks, draft beers, free pouring and optic based.

For P8, learners must state appropriate types of glass for serving at least one of each of the following types of 
drinks: bottled drinks, draft beers, free pouring and optic based.
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For M2, learners need to demonstrate effective drink service skill on at least two occasions, using appropriate 
customer service skills. This can be evidenced in the form of video tapes or witness statements from assessors 
supported by written descriptions of the practical scenario from the learners. Learners’ ability to reflect on the 
skills developed is an important measure in assessing this criterion.

The evidence for D1 involves learners evaluating the skills that they have demonstrated for the other criteria. 
The evaluation is a personal self-reflection of their ability to assess the application and development of 
appropriate drink and customer service skills. This should be presented in a written format. The evaluation 
should also include an assessment as to how these skills can be improved in the future.

P9 – P10 – P11 – P12 – M3 

To achieve P9, learners need to describe the implications of current relevant legislation relating to licensing, 
weights and measures. This can be paper based or verbal.

P10 requires learners to identify when a customer should not be served with alcohol. Learners should identify 
at least two instances when a customer should not be served with alcohol.

Evidence presented to achieve P11 should indicate that learners are able to describe how to respond to 
someone who might be under the influence of drugs or buying/selling drugs. This description is likely to be 
presented in a written format. It may be appropriate for the assessor to use verbal questioning to discuss the 
suitability of the descriptions with learners.

For P12, evidence could be in the form of a written piece of work, such as a poster, which shows knowledge 
of how to deal with violent/disorderly customers. 

The criterion M3 extends the requirements of P9. Learners must now analyse the implications of non-
compliance to hospitality businesses. As for P9, evidence can be paper based or verbal. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P3, P4, M1 How to Take 
Customer Orders

Learners take the role of staff in 
a local bar. They need to take 
customers orders and preparing 
for drink service to customers. 

Role play or work 
placement.

P5, P6, P7, P8, M2, D1 How to Serve 
Alcoholic and Non-
Alcoholic Drinks

Learners continue in the role 
of staff in a local bar. They need 
to provide drink service to 
customers. 

Role play or work 
placement.

P9, P10, P11, P12, M3 The Appropriate 
Legislation that 
Relates to the Serving 
of Alcoholic Drinks

Learners take on the role of bar 
manager and need to produce 
a leaflet about the appropriate 
legislation that relates to the 
serving of alcoholic drinks for 
use with new staff.

Learners produce a poster 
which describes the 
appropriate legislation that 
relates to the serving of 
alcoholic drinks. This poster 
is to be used to train new 
staff.
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Investigate the Catering and 
Hospitality Industry

The Hospitality Industry

Products, Services and Support in 
the Hospitality Industry

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality

Food and Drinks Service

Service of Food at Table

This unit could be delivered jointly with Unit 3: Principles of Customer Service in Hospitality, Leisure, Travel 
and Tourism, Unit 4: Providing Customer Service in Hospitality and Unit 11: Service of Food at Table, offering the 
opportunity to interact with customers in the delivery of food and drink service.

This unit has links to the People 1st National Occupational Standards at Level 2 in Food and Drink.

Essential resources

It is essential for the delivery of this unit that learners have access to a real or simulated drink service 
environment. Appropriate drink service equipment must also be provided such as trays and glasses. 

Employer engagement and vocational contexts

Visits and work experience with local drink service businesses would provide learners with an insight into 
drink service and help them develop the skills required in different businesses providing drink service. 
Developing hospitality industry links would enhance the delivery of this unit. 

Indicative reading for learners

Textbooks

Lillicrap D and Cousins J – Food and Beverage Service, 7th Edition (Hodder Arnold, 2006) 
ISBN 9780340905241

Ovenden F,  Holmes S, Horne S and Wilson P – BTEC First Hospitality (Heinemann Educational, 2008) 
ISBN 9780435465285

Journal

Caterer and Hotelkeeper – Reed Business Information
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Websites

www.bbc.co.uk/learningzone BBC Learning Zone – programme times

www.bha.org.uk British Hospitality Association

www.bii.org BII – Professional Body for the Licensed Retail Sector

www.caterersearch.com Caterersearch – Hospitality news

www.catersource.com Catersource – Education, products and news for caterers

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P4 stating the importance of serving customers in order of arrival where 
possible [IE 4]

P7 describing how to serve different drinks including bottled drinks, draft beers, 
free pouring and optic based [IE 2]

P9 describing the implications of current relevant legislation relating to licensing, 
weights and measures. [IE 4]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers researching the factors that create a professional, safe and hygienic approach when 
providing drink service. [IE 2]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

researching the factors that create a professional, safe and 
hygienic approach when providing drink service

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

describing the factors that contribute towards a drink service 
occasion.

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively
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Unit 13: Accommodation Services in 
Hospitality

Unit code: K/601/0180

QCF Level 2: BTEC First

Credit value: 5

Guided learning hours: 30

Aim and purpose

The aim of this unit is to enable learners to gain knowledge of the purpose of accommodation services and 
the job roles and responsibilities of employees and gain skills in accommodation services.

Unit introduction

Accommodation services is central to the operation of many hospitality businesses and is commonly known as 
‘housekeeping’. It is important for learners studying the hospitality industry to understand that accommodation 
is an integral part of many businesses, often generating the most profit. The impressions guests receive from 
these areas can impact hugely on guest satisfaction and ultimately on the success of a business.

Accommodation does not relate just to hotels but also covers cruise ships, holiday centres, time-share 
resorts, and halls of residence, residential care homes and the growing private service sector. The 
accommodation sets the standards of quality and service provided to customers. It revolves around the 
provision of sleeping accommodation and the related activities of cleaning and servicing rooms. 

Learners will investigate the roles and responsibilities of those people working in accommodation services. 
They will understand practical cleaning and room-servicing skills, and the environmental issues relating to the 
conservation of resources.

It is important that learners understand how accommodation links with other departments in terms of 
meeting guests’ needs and maintaining standards through communication and documentation.

Learners will be involved in the practical aspects of the job roles studied either through real or simulated 
activities, such as cleaning and setting up guest rooms.

Learning outcomes

On completion of this unit a learner should:

1 Know the purpose of accommodation services

2 Know the job roles and responsibilities of accommodation services employees

3 Be able to demonstrate skills in accommodation services.
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Unit content

1 Know the purpose of accommodation services

Types of accommodation: residential; non-residential; housekeeping; hotels; self-catering apartments; other 
eg halls of residence

Purpose: housekeeping; hygiene; security; safety; lost property; laundry; types of bed linen eg sheets, 
pillowcases, blankets; meeting customer needs

2 Know the job roles and responsibilities of accommodation services employees

Job roles: manager; housekeeper; floor supervisor; room attendant; linen porter; cleaner; dress code

Responsibilities: cleaning; cleaning routines; servicing of bedrooms; servicing of bathrooms; pest control; 
maintenance; handling linen; replenishing supplies

Documentation: types eg work procedures, checklists, work schedules, duty rota, maintenance schedules; 
records

Standards: quality; inspection; specifications eg Standards of Performance manual; contract hire; specialist 
services eg window cleaning, waste disposal; legal; audits

Environmental issues: laundry; waste disposal; energy conservation; pollution

3 Be able to demonstrate skills in accommodation services

Cleaning skills: cleaning; bed making; using check-lists; use and storage of cleaning materials eg duster, 
mop, polish; relevant legislation eg Control of Substances Hazardous to Health (COSHH), health and 
safety; use of cleaning equipment eg vacuum cleaners; resources eg linen 

Servicing: dealing with waste; dealing with contractors eg external window cleaning

Methods: cleaning routines; task analysis; job procedure cards; work schedules
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe the purpose of 
accommodation services

P2 describe the job roles and 
responsibilities of people 
working in accommodation 
services

P3 describe documentation used 
to maintain standards 
[IE 2, 4]

M1 compare the roles and 
responsibilities of people 
working in different 
accommodation services

P4 prepare and service a 
bedroom by carrying out the 
appropriate procedures.
[SM 2, 3]

M2 design a cleaning routine for 
the cleaning and servicing of a 
bedroom.

D1 evaluate the importance of 
accommodation services on 
the guest experience and the 
success of the business.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit has to be partly delivered in the workplace, to allow learners the opportunity to demonstrate the 
practical skills and knowledge needed to service a hotel bedroom. Learners should gain an understanding 
of the liaison between accommodation services and other departments within a hospitality business. A 
simulated environment could be used, but few centres will have these facilities available. Tutors must ensure 
that sufficient time away from real or realistic conditions is provided to support the theoretical understanding. 
Where a simulated environment is being used, care must be taken that learners understand what type of 
hospitality business is being simulated. The application of theory, skills and techniques should not exceed 
half the delivery time, allowing learners sufficient time to practise accommodation service skills and to gain 
experience from visiting accommodation service providers within the industry.

This unit provides an introduction to the role of accommodation services in the hospitality industry, the 
different job roles and practical opportunities for learners to demonstrate their accommodation service skills. 
As an introduction, the tutor could open the unit with a group discussion where learners say what they 
understand as accommodation services within the hospitality industry and discuss a place they have stayed 
in and the type of product and service they received. Learners should be encouraged to evaluate these 
experiences and to discuss value for money compared with quality of service.

Visits and access to local hospitality accommodation providers would also be beneficial to 
learners, particularly when exploring the differences between the various hospitality industries. 
Learners should be encouraged to ask staff during a visit about their job role and duties. 
Relevant and useful questions relating to the specification could be planned before the visits to 
ensure learners gain the maximum information from the visit.

Examples of documentation used in the industry will be required to demonstrate how businesses define and 
maintain standards in accommodation.

This unit could be co-taught with Unit 14: Hospitality Front Office Operations. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Group discussion about the purpose of accommodation services.

Visits to different accommodation service providers.
Assignment 1 – The Purpose of Accommodation Services (P1)

Presentation about the purpose and importance of accommodation services.

Visit to a large hotel to learn about the accommodation it provides and the role of the housekeeper and the 
accommodation service team. Ideally learners will have the opportunity to see a room being serviced between 
guests and the schedule the housekeeper uses to check the rooms prior to the customer arriving. 

Learners to be given a selection of job titles on blue card and job descriptions on yellow card. In groups they 
must match the job with its description. Each group to present their findings and the others to discuss if correct.
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Topic and suggested assignments/activities and/assessment

Learners use the internet to find job advertisements of roles in accommodation service. Find out what the job 
responsibilities are and what personal characteristic the employer wants from the applicant.
Assignment 2 – The Job Roles and Responsibilities of Accommodation Services Employees (P2, P3, M1)

Based on visit and investigation – learners report on the job roles and responsibilities of accommodation services 
employees.

Learners to work with housekeeping in local accommodation operations. 

Learners must be taught how to service a room and practically demonstrate their understanding. A witness 
statement provided by the hospitality business manager or supervisor will provide evidence for P3 in this unit.
Assignment 3 – Preparing and Servicing a Bedroom (P4, M2, D1)

Based on showing practical skills in cleaning and servicing accommodation using real or simulated exercises such 
as role plays or in-tray exercises or participating in related activities.

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability 
to work independently, must be supported by observation sheet(s) signed by the assessor and identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive.

P1 – P2 – P3 – M1

To provide evidence for P1, learners must describe the purpose of accommodation services. This may be 
carried out following the investigation of, or visit to, a particular hospitality venue such as a large hotel and 
university halls of residence. Learners must identify the purpose of different-size accommodation services and 
how it meets the needs of customers.

For P2, learners must describe the roles and responsibilities of people working in accommodation services. 
Again, this could follow the investigation of, or visit to, a particular hospitality venue such as a large hotel. 

P3 requires learners to give information about documentation used to maintain standards for cleaning and 
room servicing within a particular type of accommodation. This may include copies of work schedules, a 
standards manual or checklists.

M1 requires learners to develop these roles further by comparing the similarities and differences between the 
people working in accommodation services. They should consider the characteristics that each role brings in 
making the guests’ stay more enjoyable and how each role supports each other.

P4 – M2 – D1

In order to achieve P4, learners need to have the opportunity to demonstrate cleaning and servicing 
skills. This is likely to be best met through a work placement where the learners will work shadow the 
housekeeping department of a hotel, for example, and be observed carrying out tasks such as bed making, 
polishing surfaces, cleaning bathrooms and vacuuming floors. However, this may be achieved in a simulated 
environment, with tutors providing observation sheets and witness testimony.

To achieve M2, learners need to design a cleaning and servicing routine for a hotel bedroom. They will need 
to consider the variety of tasks involved, the time needed to carry out these tasks, and the materials and 
equipment required. Evidence for this could be collected following a visit to an accommodation operation or 
through a simulated activity.
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D1 requires learners to evaluate the importance of accommodation services on the guest experience and 
the success of the business. This should include consideration of meeting guests’ needs, the attention to 
detail required, the importance of guest loyalty and the contribution these departments make to the overall 
business.

Any evidence submitted for criteria requiring the practical demonstration of skills such as role plays must be 
supported by observation sheets signed by the assessor, identifying how and why specific criteria have been 
met. These may also be supported by a witness testimony from a work placement or work shadow activity 
that details the learner’s performance, through either the use of a checklist or a free written statement. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1 The Purpose of 
Accommodation 
Services

Learners take the role of 
accommodation manager at 
a local hotel and are required 
to prepare a presentation for 
new staff on the purpose of 
accommodation services.

Learners prepare a 
presentation for new staff.

P2, P3, M1 The Job Roles and 
Responsibilities of 
Accommodation 
Services Employees

Learners continue in the same 
role of accommodation manager 
and are required to produce job 
vacancy advertisements to recruit 
new members of staff. 

Learners prepare a job 
vacancy advertisement for a 
range of job roles.

P4, M2, D1 Preparing and 
Servicing a Bedroom

Learners take the role of 
accommodation services staff at 
a local hotel and are required 
to prepare and service a guest 
bedroom.

Role play or work placement 
supported by observation 
sheets.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Principles of Customer Service 
in Hospitality, Leisure, Travel and 
Tourism

Principles of Supervising Customer 
Service Performance in Hospitality, 
Leisure, Travel and Tourism

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality 

Applying Workplace Skills Supervisory Skills in the Hospitality 
Industry

Hospitality Front Office Operations
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Essential resources

Access to a real work situation is essential for the delivery of this unit. 

Employer engagement and vocational contexts

Links with local employers should be developed to enable tutors to put the unit into a vocational context 
and enable work experience placements to be developed. Where possible, visits should be made to local 
hospitality businesses for learners to gain specific information for this unit. Speakers from the hospitality 
industry who have been asked to speak on particular topics can be invited into the centre. 

Indicative reading for learners

Textbooks

Jones P – An Introduction to Hospitality Operations, 2nd Edition (Cengage Learning, 2002) 
ISBN 9780826460776

Raghubalan G – Hotel Housekeeping: Operations and Management, 2nd Edition (Oxford Higher Education, 
2009) ISBN 9780198061090

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.bha.org.uk British Hospitality Association

www.bics.org.uk The British Institute of Cleaning Science

www.caterersearch.com Caterersearch – Hospitality news 

www.catersource.com Catersource – Education, products and news for caterers

www.instituteofhospitality.org Institute of Hospitality – Professional body for hospitality, leisure and 
tourism industries 

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism

www.ukha.co.uk UK Housekeepers Association
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 describing the purpose of accommodation services 

P2 describing the job roles and responsibilities of people working in 
accommodation services 

P3 describing documentation use to maintain standards [IE 2, 4]

Self-managers P3 preparing and servicing a bedroom by carrying out the appropriate 
procedures. [SM 2, 3] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers comparing the roles and responsibilities of people working in different 
accommodation services [IE 2]

evaluating the importance of accommodation services on the guest experience 
and the success of the business [IE 6]

Creative thinkers designing a cleaning routine for the cleaning and servicing of a hotel bedroom. 
[CT 1]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching accommodation services providers using websites

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching and selecting information on the purpose of 
accommodation services and job roles

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

producing PowerPoint presentations, leaflets and posters

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing the purpose of accommodation services and how each 
meets the needs of specific customers

describing the range of roles and responsibilities within 
accommodation service

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching from textbooks, articles and websites to gather 
information on hospitality accommodation service

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

preparing presentations, class notes, reports and written pieces of 
work on hospitality accommodation service.
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Unit 14: Hospitality Front Offi ce 
Operations

Unit code: M/601/0181

QCF Level 2: BTEC First

Credit value: 5

Guided learning hours: 30

Aim and purpose

The aim of this unit is to enable learners to gain knowledge of the responsibilities, purpose and roles of the 
front office and gain skills used in the front office.

Unit introduction

The front office is central to the operation of many hospitality businesses and is commonly known as 
‘reception’. It is important for learners studying the hospitality industry to understand that the front office is an 
integral part of many businesses. The impressions guests receive from this area can impact hugely on guest 
satisfaction and ultimately on the success of a business.

The front office includes all the activities involved in administering the different stages of a guest’s stay – before 
arrival, on arrival, during the stay and on departure – and responding to the individual needs of those guests. 
It involves taking bookings, checking guests in and out and administering their bills and payments while 
demonstrating good customer service skills. Learners will investigate the roles and responsibilities of those 
people working in the front office environment, including reservations, reception, concierge and portering.

Learners will be involved in the practical aspects of the job roles studied either through real or simulated 
activities, such as welcoming visitors, dealing with enquiries and allocating rooms.

Learning outcomes

On completion of this unit a learner should:

1 Know the responsibilities and purpose of the front office

2 Know the roles of the front office

3 Be able to demonstrate skills used in the front office.
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Unit content

1 Know the responsibilities and purpose of the front office

Purpose: welcome; first impressions; guest cycle

Front office: front desk; reception; back office

Job roles: manager; shift leader; receptionist; telephonist; concierge; hall porter; standard dress code

Responsibilities: reservations; check in; registration; guest accounting; check out; guest services; 
administration; customer service; answering the telephone; security

Legal: Data Protection Act 1998

2 Know the roles of the front office

Meeting customer needs: type of room; disabled facilities; extra beds; special requests eg ground floor, sea 
view, guest history

Communication: reservation systems (manual, computerised); forecasting; reports; liaison with other 
departments eg housekeeping, maintenance, banqueting 

Documentation: arrival and departure lists; room status reports

Standards: checking areas; use of checklists; quality

Statistics: room occupancy; average room rates; forecasting

Security: safe deposit; lost property; data protection; control of keys

3 Be able to demonstrate skills used in the front office

Front office skills: meeting and greeting; handling complaints; dealing with enquiries (face to face, by 
telephone, email, online bookings, in writing); receiving payments; selling skills; local knowledge; search 
for information; currency exchange; booking travel services eg taxi, train
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe the responsibilities 
and purpose of the front 
office [IE 2]

P2 describe the roles of the front 
office [IE 1, 2]

M1 explain the roles and 
responsibilities of people 
working in the front office 

D1 analyse how the flow of 
information between the 
guests and the front office can 
affect the guest experience 
and the success of the 
business 

P3 demonstrate guest service 
skills when meeting and 
greeting guests and dealing 
with guest enquiries.
[SM 1, 2, 3, 4, 5, 6]

M2 explain what is meant by the 
guest cycle in relation to the 
activities of the front office.

D2 evaluate the importance of 
the front office on the guest 
experience and the success 
of the business.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit gives learners an insight into the front office, focusing mostly on the hotel business but not 
exclusively, as the related activities can also be found in other businesses such as on cruise ships, in care 
homes and in halls of residence.

Visits to a variety of businesses to observe and experience different providers of front office services are 
essential to enable learners to understand the diversity of the services provided. These may range from small 
guest houses to large 4- and 5-star hotels and a hall of residence. Talks from guest speakers would also help 
learners to understand the roles and responsibilities used in working in the front office department. Broadcasts 
of commercial TV programmes may benefit some learners who have limited access to hospitality venues.

Learners must have the opportunity to develop and demonstrate practical skills in delivering guest services in a 
front office environment. This may be through a work placement, using simulated exercises such as role plays 
or participating in related activities. Tutors may find it difficult to arrange placements on the ‘front desk’ due 
to many businesses unwillingness to place untrained people in a high-profile location. The use of simulated 
activities may therefore be required. These will need to be accompanied by relevant witness statements 
and/or observation reports.

For the front office skills, it is not essential at this stage for learners to be able to use sophisticated software 
when carrying out practical activities. The emphasis should rather be on the processes involved and on the 
customer service skills required. Therefore these tasks may be carried out by alternative means, such as 
manning a school reception or reception in a training restaurant or through hosting a school open day.

Examples of documentation used in the industry will be required to demonstrate how businesses define and 
maintain standards in accommodation and how they take bookings and check in guests in the front office. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit and programme of learning.

Tutor-led discussion about the purpose of front office services.

Learners to be given a selection of job titles on blue card and job descriptions on yellow card. In groups they 
must match the job with its description. Each group to present their findings to the others to discuss if correct.
Assignment 1 – The Responsibilities and Purpose of the Front Office (P1)

Presentation about the responsibilities and purpose of the front office.

Tutor-led discussion on meeting customer needs, communication, standards, statistics and security.

Visit to a large hotel to learn about the front office service it provides and the role of the manager and the front 
office team. Ideally learners will have the opportunity to observe a guest being checked in and checked out, a 
reservation procedure etc, and to see relevant documentation being used.
Assignment 2 – The Roles of the Front Office (P2, M1, D1)

Producing a flow chart about the roles of the front office and links with the rest of the business.

Learners to work with front office in local hotel. 
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Topic and suggested assignments/activities and/assessment

Learners must be taught how to meet, greet and answer guest enquiries and practically demonstrate their 
understanding. A witness statement provided by the hospitality business manager or supervisor will provide 
evidence for P3 in this unit.
Assignment 3 – Front Office Skills (P3, M2, D2)

Based on meeting, greeting and answering guest enquiries using real or simulated exercises such as role plays or 
in-tray exercises or participating in related activities.

Tutorial support and feedback.

Self initiated learning time.

Assessment

Any evidence submitted for criteria requiring the practical demonstration of skills, eg role plays or the ability 
to work independently, must be supported by observation sheet(s) signed by the assessor and identify how 
specific criteria have been met.

The sub-headings in this section mirror the funnelling opportunities in the grading grid. They suggest how 
assessment can be grouped to allow learners to progress to the higher grades; however, they are not 
prescriptive. 

P1 – P2 – M1 – D2

To provide evidence for P1, learners must be able to describe the responsibilities of people working in the 
front office and the purpose of the front office. This may be carried out following the investigation of, or visit 
to, a particular hospitality venue such as a large hotel.

For P2, learners will need to describe the roles of the front office. This could follow the investigation of, or 
visit to, a particular hospitality venue such as a large hotel. Learners will be expected to focus on the types of 
communication required between the departments and on the documentation used to meet customer needs 
and maintain the standards set by the business.

M1 requires learners to explain the roles and responsibilities of people working in the front office and 
another department, comparing the similarities and differences. They should consider the importance of first 
impressions, the interaction with guests, how customer expectations are met, how standards are maintained, 
and why the hospitality business is successful.

An analysis of the flow of information between the guests and the front office must be made to achieve D1. 
This should start with information regarding advanced bookings followed by the guest’s arrival; this will largely 
be considering the needs of the guests and any special requirements they have requested such as a cot, a 
ground-floor room or flowers in the room. Consideration must also be given to the flow of information 
during a guest’s stay and on their departure, in particular when accounting for additional services, for example 
the mini-bar, laundry and/or room service. Learners should consider how the flow of information can affect 
the guest experience and the profitability and success of the business.

P3 – M2 – D2

To achieve P3, learners must be given the opportunity to demonstrate guest service skills when meeting and 
greeting guests and when dealing with guest enquiries. This could be achieved in a variety of ways, such as 
through a work placement on a hotel reception, by working on a school reception desk or at an event such 
as an open day, or through simulated activities such as role plays. These role plays may include checking in 
or out of a hotel and answering guest enquiries for information on local theatres, restaurants, cinemas or 
transport.
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Learners need to explain the guest cycle in detail to achieve M2. They will need to consider all the tasks 
involved at each stage (pre-arrival, on arrival, during the guest’s stay, on their departure and as a follow-up to 
their stay).

D2 requires the learners to evaluate the importance of the front office on the guest experience and the 
success of the business. This should include consideration of meeting guests’ needs, the attention to detail 
required, the importance of guest loyalty and the contribution this department makes to the overall business.

Any evidence submitted for criteria requiring the practical demonstration of skills such as role plays must be 
supported by observation sheets signed by the assessor, identifying how and why specific criteria have been 
met. These may also be supported by a witness testimony from a work placement or work shadow activity 
that details the learner’s performance, through either the use of a checklist or a free written statement. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1 The Responsibilities and 
Purpose of the Front 
Office

Learners take the role of a front 
office manager at a local hotel 
and are required to prepare a 
presentation for new staff on the 
responsibilities and purpose of 
the front office.

Learners prepare a 
presentation for new staff.

P2, M1, D1 The Roles of the Front 
Office

Learners continue in the same 
role of front office manager 
and are required to produce a 
booklet on the roles of the front 
office. 

Learners prepare a booklet 
for new staff.

P3, M2, D2 Front Office Skills Learners continue in the same 
role of front office manager and 
show the new staff how to meet, 
greet and answer guest queries. 

Role play or work 
placement supported by 
observation sheets.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Hospitality industry suite. This unit has particular links with the following unit 
titles in the Hospitality suite:

Level 1 Level 2 Level 3

Principles of Customer Service in 
Hospitality, Leisure, Travel and Tourism

Principles of Supervising Customer 
Service in Hospitality, Leisure, Travel 
and Tourism

Providing Customer Service in 
Hospitality

Providing Customer Service in 
Hospitality 

Applying Workplace Skills Supervisory Skills in the Hospitality 
Industry

Accommodation Services in Hospitality
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Essential resources

It is essential for the delivery of this unit that learners can create or work within a simulated front office 
environment. This does not have to replicate a real environment, although learners will benefit from the most 
realistic environment possible. 

Learners will require internet access or have access to a suitable range of informative books on the front office 
operations. 

Employer engagement and vocational contexts

Employers can be involved through class talks or presentations on customer service and the guest cycle. 
Employers can be involved and improve the vocational context by inviting learners to observe the front office 
operations within their business. If learners are allowed to interview or survey members of staff, it would 
allow them great insight into the roles and responsibilities of the staff. 

Indicative reading for learners

Textbooks

Huyton J, Baker S and Bradley P – Principles of Front Office Operations, 2nd Edition (Cengage Learning, 2001) 
ISBN 9781844800902

Ismail A – Front Office Operations and Management (Cengage Learning, 2002) ISBN 9780766823433

Journal

Caterer and Hotelkeeper – Reed Business Publications

Websites

www.bha.org.uk British Hospitality Association

www.icm.ac.uk The Institute of Commercial Management

www.people1st.co.uk People 1st – Sector Skills Council for Hospitality, Leisure, Travel and 
Tourism
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 describing the responsibilities and purpose of the front office [IE 2]

P2 describing the roles of the front office [IE 1, 2]

Self-managers P3 demonstrating guest service skills when meeting and greeting guests and 
dealing with guest enquiries. [SM 1, 2, 3, 4, 5, 6] 

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers explaining the roles and responsibilities of people working in the front office [IE 3]

analysing how the flow of information between the guests and the front office can 
affect the guest experience and the success of the business [IE 4]

explaining what is meant by the guest cycle in relation to the activities of the front 
office [IE 6]

evaluating the importance of the front office on the guest experience and the 
success of the business. [IE 4]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

collecting information and finding methods of storing data 
independently

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

collecting information to produce data regarding guest 
information, storing data and being able to retrieve it effectively

Follow and understand the need for safety 
and security practices

using information and ensuring the safety of personal details and 
the requirement to keep the information safe

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists

dealing with customer details and communications, they will 
need to understand the issues regarding information safety when 
dealing with customer details and messages. They will need to 
know how to store personal details securely
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

booking rooms, taking money in advance and completing 
transactions and bills

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

undertaking role plays to simulate a working customer service 
enquiry. They will be discussing the situation and feeding back to 
a group 

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

investigating front-office operations, they will select, read and 
understand texts, gathering information in order to put forward 
ideas and demonstrate their knowledge of front-office operations

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

compiling information to form evidence of their knowledge of 
front-office operations.
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Unit 15: Bookkeeping for Business

Unit code: K/502/5333

QCF Level 2: BTEC First

Credit value: 5

Guided learning hours: 30

Aim and purpose

This unit examines the methods and documents commonly used by businesses for recording financial 
transactions and for bookkeeping. The unit also looks at why these methods are used and how they help to 
prevent fraud.

Unit introduction

In order for a business to know exactly what its financial position is, and to make decisions about the future, 
it needs to understand where money is at any given time. A business that records its financial transactions 
accurately using recognised conventions will produce financial documents that can be used to make informed 
and accurate decisions about its finances.

The unit explores ways that a business can record transactions and the financial documents process behind a 
simple business transaction. Learners will have the opportunity to learn how to complete financial documents 
and records.

Two of the main tools for financial decision making are then examined in detail: the profit and loss account and 
balance sheet. The profit and loss account measures the profitability of the business while the balance sheet 
examines the value of the business at a specific point in time. Examined together they enable a business to 
make informed decisions about its future viability and direction of the business. 

Finally, the unit looks at the impact of fraud on business and explores the measures a business can take to 
prevent it.

Learning outcomes

On completion of this unit a learner should:

1 Be able to use financial documents to record transactions

2 Be able to create trading and profit and loss accounts and a balance sheet

3 Know the impact of fraud on a business.
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Unit content

1 Be able to use financial documents to record transactions

Documents: sequence of sales and purchasing from order to receipt of goods (eg order form, delivery 
note, invoices, credit notes, cash receipts and payments)

Recording: manual or electronic recording; double entry; balancing accounts; day books; ledgers; cash 
book and petty cash; bank reconciliation

2 Be able to create trading and profit and loss accounts and a balance sheet

Trading, profit and loss: income; expenditure; gross profit; net profit 

Balance sheet: assets (fixed, current, net, stock on hand); liabilities (current, long- term); capital employed

3 Know the impact of fraud on a business

Consequences of fraud: prevention measures; management information and control
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 identify the documents 
used to record financial 
transactions
[IE 2]

P2 outline the sequence in 
which these documents are 
used

P3 complete documents to 
record financial transactions

P4 create trading, profit and loss 
accounts from a given set of 
data

P5 create a balance sheet from a 
given set of data

M1 explain the importance 
of a profit and loss and 
balance sheet for a business 
organisation when making 
strategic financial decisions 

D1 evaluate how financial 
recording systems can 
contribute to managing 
business finances. 

P6 identify how ways 
of recording financial 
transactions help prevent 
fraud in a business 
organisation.

M2 explain how ways of 
recording financial 
transactions help prevent 
fraud in a business 
organisation. 

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

The unit begins by looking at how businesses record transactions and the financial process behind a simple 
business transaction. Tutors should provide sample documentation, linked to a case study that enables 
learners to follow sales and purchase data through the entire sequence. Where possible, learners should 
then choose a company willing to support the development of this area, through which they can investigate 
the process of purchases and sales, from recording the initial transaction to describing the actions that the 
company can take in order to prevent, or minimise, the level of fraud that can occur. Learners should be 
made aware of the potential for fraud within companies handling these transactions and how this may be 
addressed.

The next part of the unit examines the Trading, Profit and Loss account. Learners should be given access to 
the data needed to complete both the Trading and the Profit and loss account. The trading account shows the 
gross profit (The difference between sales revenue and the cost price of these sales.)or loss that the company 
has made. Profit is the money made by the business and equals income minus expenses. The Profit and loss 
account shows the net profit (Gross profit minus expenses, eg wages, rent, rates, advertising etc) or loss 
made.

It is acceptable for tutors to combine these two accounts as one Trading, Profit and Loss account so that both 
the gross and net profit can be displayed in the same set of accounts. 

The unit concludes with learners investigating the Balance sheet. A Balance sheet shows the value of a 
business. It shows what it owns and owes, its assets and its liabilities. Like with the Trading, profit and loss 
account tutors should provide relevant sample data for learners to interpret. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit. Outline of scheme of work/programme of assignments.

Formal learning on financial documents.

Group work and exercises.
Assignment 1 – Financial Transactions (P1, P2)

A presentation about financial documents used to record transactions.

Formal learning on financial recording.

Group work and exercises.
Assignments 2, 3 and 4 – Creating Trading and Profit and Loss Accounts and a Balance Sheet 
(P3, P4, P5, M1)

Completing templates of documents and a written report about the importance of profit and loss account and 
balance sheet.

Formal learning on fraud.

Visits to businesses.

Speakers from business.
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Topic and suggested assignments/activities and/assessment

Assignment 5 – Evaluating Financial Recording Systems (D1)

A written report on how financial recording systems can contribute to managing business finances.

Formal learning on Trading, profit and loss accounts and balance sheets.

Group work and exercises.
Assignment 6 – Understanding the Impact of Fraud (P6, M2)

A letter explaining the different types of fraudulent activity and the mechanisms used to reduce this.

Non-supervised individual study time and completion of assignments.

Assessment

Where work is carried out in groups, each learner needs to provide evidence for all of the grading criteria 
claimed. This may take the form of an observation or witness statement detailing the criteria and how they 
were met.

The sub-headings in this section mirror the opportunities in the grading grid. They suggest how assessment 
can be grouped to allow learners to progress to the higher grades; however, they are not prescriptive.

P1 – P2

Learning outcome 1 could be evidenced through a written report or a presentation by one learner or a small 
group. Any presentations should be recorded for internal and external verification purposes. For P1, learners 
should identify the documents used to record financial transactions that are typical in a small/medium-sized 
business. 

For P2 learners need to outline the sequence in which these documents are used. The most appropriate way 
to do this is through a diagram which clearly shows the flow of documents issued when purchasing goods and 
when selling goods.

P3 – P4 – P5 – M1 – D1

To meet learning outcome 2, learners should be given a set of blank financial documents from a business and, 
using supplied information about an order and sale, complete the relevant financial documents. To achieve P3 
the documents must be completed accurately using the correct financial calculations where relevant. 

For P4, learners must demonstrate their ability to create typical trading profit and loss accounts and a balance 
sheet. At this level learners need to be given the templates for these documents. They should take the data 
from the financial performance of the company and transfer the information accurately onto the relevant 
documents. 

For P5, learners must demonstrate their ability to create typical trading profit and loss accounts and a balance 
sheet. At this level learners need to be given the templates for these documents. They should take the data 
from the financial performance of the company and transfer the information accurately onto the relevant 
documents.

For M1, learners need to work with more independence to outline the importance of these documents for a 
business organisation when making long-term business decisions. 

To achieve D1, learners should evaluate how financial recording systems can contribute to managing business 
finances. The ability to assert a viewpoint will help learners analyse the extent to which the recording of 
financial transactions that have been introduced in this unit can contribute to the overall effective performance 
of a business operation.
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P6 – M2 

Learning outcome 3 requires learners to understand the types of fraudulent activity that could take place in a 
business and how they could reduce the likelihood of this happening. This needs to be identified for P6 and 
extended into an explanation to achieve M2, using specific examples. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2 Financial Transactions Working as a supervisor in the 
finance department of a medium-
sized business, you have been 
asked to produce a presentation 
for new recruits on the different 
types of financial documents there 
are and the sequence in which 
they should be completed. 

Presentation with 
accompanying notes.

Flowchart.

P3 Completing Financial 
Documents

Working as a supervisor in the 
finance department complete the 
documents required for ordering 
goods, and, the documents 
required when somebody orders 
from you. 

Complete templates of 
documents.

P4, P5 Profit and Loss and 
Balance Sheets

Working in the finance department 
you have been given the latest 
financial details of the company 
you work for. Using the standard 
company template provided, 
complete the profit and loss 
account and the balance sheet. 
Some of the figures have not been 
given and you will need to work 
them out.

Completed financial 
templates.

M1 The Importance of 
Profit and Loss and 
Balance Sheets. 

Produce a report explaining the 
importance of the profit and loss 
account and balance sheet to the 
shareholders in the organisation. 
Outline how this information is 
used to make strategic financial 
decisions. 

Written report.

D1 Evaluating Financial 
Recording Systems

Produce a report for the board 
of directors on how financial 
recording systems can contribute 
to managing business finances.

Written report.

P6, M2 Understanding the 
Impact of Fraud

Write a letter to a friend giving 
them advice on how to minimise 
fraud in their new business. Explain 
the different types of fraudulent 
activity and the mechanisms they 
could employ to reduce this. 

Letter.
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Business sector suite. This unit has particular links with:

Level 1 Level 2 Level 3

Financial Forecasting for Business Business Accounting

Business Resources

This unit also links to the following National Occupational Standards at Level 2 in Accounting, particularly:

Unit 1.1: Process documents relating to goods and services supplied

Unit 2.1: Process documents relating to goods and services received.

Essential resources

Learners can find information using company annual reports, journals, magazines, company websites and 
newspapers.

Learners need access to a range of information resources to complete investigative assignments and case 
studies, including relevant CD ROMs and the internet,. They also need access to computers for research and 
electronic recording of financial data and relevant paper-based research material, including published financial 
reports and books. 

Employer engagement and vocational contexts

Centres should develop links with local businesses. Local business people are often willing to give up time to 
visit centres to give talks on the different types of financial document used and their approaches to reducing 
the risk of fraud. 

Indicative reading for learners

Textbooks

Edexcel – BTEC Level 2 First Business Student Book (Pearson Education, 2010) ISBN 9781846906206

Anderton A – GCSE Business Studies (Causeway Press, 2004) ISBN 9781873929841

Carysforth C and Neild M – GCSE Applied Business AQA: Student Book (Heinemann, 2002) 
ISBN 9780435446901

Fardon M Nuttall C and Prokopiw J – GCSE Applied Business (Osborne Books, 2002) ISBN 9781872962320

Wales J and Wall N – Nuffield – BP Business and Economics for GCSE, 2nd Edition (Collins, 2001) 
ISBN 9780007116393

Weygandt J, Kieso D, Kimmel P and DeFranco A – Hospitality Financial Accounting, 2nd Edition (John Wiley 
and Sons, 2008) ISBN 9780470083604

Magazine

Business Review

●

●
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Websites

www.bized.co.uk Business Education on the internet (Bized)  

www.thetimes100.co.uk Times 100 – business studies resources

www.tutor2u.net Tutor2U – e-learning resources for economics, business, politics, 
enterprise, law, sociology, history, religious studies and related subjects  
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 identifying the documents used to record financial transactions. [IE 2]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers planning and carrying out research into businesses and the strategies they put into 
place to minimise fraud 

Creative thinkers adapting their skills as circumstances demand
Reflective learners reviewing and reflecting on their coursework and acting on the outcomes to 

modify and improve their work

inviting feedback on their own work and dealing positively with praise, setbacks 
and criticism

evaluating their experiences and learning to inform future progress
Team workers collaborating with others to research information about business organisations

managing discussions to reach agreements and achieve results
Self-managers organising time and resources and prioritising actions when producing 

coursework, whether on their own or in a group

dealing with competing pressures, including personal and work-related demands 

responding positively to change, seeking advice and support when needed
Effective participators planning, negotiating and communicating with integrity.
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

researching businesses

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

using correct folder structure and file formats

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

finding information about a business and adapting it for the 
intended purpose

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

creating of trading profit and loss account and balance sheet 

producing a diagram of the flow of financial documents

Bring together information to suit content 
and purpose

Present information in ways that are fit for 
purpose and audience

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

creating trading profit and loss accounts.

creating balance sheets

Select and apply a range of skills to find 
solutions

interpreting trading, profit and loss accounts

interpreting balance sheets

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

outlining the importance of a profit and loss and balance sheet for 
a business organisation

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing attitudes to fraud

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

gathering research to evaluate the importance of financial 
recording systems

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

describing how financial transactions can help reduce fraud

outlining the importance of a profit and loss and balance sheet for 
a business organisation 

evaluating how financial recording systems can contribute to 
managing business finances.
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Unit 16: Consumer Rights

Unit code: Y/502/5327

QCF Level 2: BTEC First

Credit value: 5

Guided learning hours: 30

Aim and purpose

The aim of this unit is to enable learners to understand how the law operates with respect to consumer 
rights. Learners will learn how the law applies to situations that affect consumers in the purchase of both 
goods and services.

Unit introduction

Everyone is a consumer of goods and services. When things go wrong, consumers have to consider enforcing 
their legal rights to get what they are entitled to or to get their money back. Learner need to understand and 
be able to deal with basic legal terminology comfortably and accurately so that they can appreciate and apply 
the details of consumer protection legislation.

Learner will investigate the law relating to consumer protection where there is a contractual relationship. 
The unit concentrates on the statutory protection where there is a contract for the sale of goods and where 
there is a contract for the provision of services. The statutory provisions and typical standard form contracts 
imposed on consumers by sellers of goods and providers of services, will provide the basis for application to 
simple scenarios. Exclusion clauses and the impact of negligence on consumers will also be considered.

Learning outcomes

On completion of this unit a learner should:

1 Understand the law relating to consumer protection

2 Know the meaning of terms in a consumer contract

3 Be able to apply the law on consumer protection in a given situation.
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Unit content

1 Understand the law relating to consumer protection

Basic terminology: distinction between contracts for the sale of goods and services; meaning and effect of 
an exclusion clause; distinction between contract, tort and criminal law 

Consumer protection for contracts for the sale of goods: Sale of Goods Act 1979; Consumer Protection 
(Distance Selling) Regulations 2000

Consumer protection for contracts for the provision of services: Supply of Goods and Services Act 1982

Negligence and consumers: an outline of the concepts of duty breach and damage in the context of 
consumers; Consumer Protection Act 1987

Criminal law: an outline of the legislation with respect to false trade descriptions

2 Know the meaning of terms in a consumer contract

Terms: offer, acceptance, price (in outline); obligations of buyer; obligations of seller; obligations of 
provider of services 

Types: standard form contracts; verbal contracts; online and mail order trading contracts; exclusion clauses

3 Be able to apply the law on consumer protection in a given situation

Situations: where buyer wants to end the contract; where goods are defective; where services are not 
provided 

Remedies: damages, termination, rescission
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 explain how the law protects 
purchasers of goods and 
services [IE 2]

P2 identify how the law protects 
consumers against negligence

M1 apply the law accurately 
in given consumer dispute 
scenarios analysing 
how legislation protects 
consumers in the purchase of 
both goods and services 

D1 apply the legal principles of 
the main areas of consumer 
protection by reference to 
statutes and decided cases 
in given consumer dispute 
scenarios including defective 
goods and services.

P3 identify the meaning and 
effect of terms in consumer 
contracts [IE 2]

P4 identify how the law 
protects consumers against 
the imposition of exclusion 
clauses

M2 explain the meaning and 
effect of terms in a consumer 
contract. 

P5 apply the appropriate 
remedy in a given consumer 
protection situation.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

Delivery of this unit can be a series of linked assignments that require research and application of the 
underlying principles thus demonstrating understanding. The general introduction can be started from a 
discussion of individual recent purchases and whether the goods or services have been satisfactory. This can 
be considered by performance against expectation and, where there has been a failure to meet expectations, 
a consideration of what has been or could be done.

The subsequent pattern of short legal input followed by application and creation of materials based on the 
given applications can be interspersed with a number of visits; this could include a visit to or by the local 
trading standards people, a visit to court and a presentation by a local business on how their customer service 
reflects consumer protection law.

In order to put the protection in context, the learners can explore pre-printed contracts that are readily 
available on the internet. This may seem a daunting task at first, but it is essential to point out the reality of 
such contracts in many consumer affairs. This will require an appreciation of the rights and responsibilities 
involved. Typically this might be a mobile phone contract, a holiday contract and an extended warranty with 
the purchase of goods. This latter is a good starting off point for a debate on the merits of such contracts in 
the light of the consumer protection already available. 

These standard contracts are likely to have exclusion clauses and these can be examined for reasonableness 
and legal validity. 

Each of the different aspects of the unit can be assessed by a separate assignment that can be completed in a 
short period of time so as to maintain interest and a sense of achievement. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction to unit content: Basic legal terminology.

Tutor input: consumer protection – goods.

Tutor input: consumer protection – services.
Assignment 1 – How the Law Protects Purchasers of Goods and Services (P1, P2, P4)

A poster on how the law protects purchasers of goods and services.

Tutor input: negligence and criminal law.

Tutor input: terms.

Tutor input: types of contract.

Tutor input: applying the law and remedies.

Supervised assignment work – application of the law to problem scenarios, written and role-play exercises.
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Topic and suggested assignments/activities and/assessment

Assignment 2 – Consumer Protection (P3, P5, M1, M2, D1)

A presentation about consumer protection.

Tutorial support and feedback.

Non-supervised individual study time and completion of assignments.

Assessment

Where work is carried out in groups, each learner needs to provide evidence for all of the grading criteria 
claimed. This may take the form of an observation or witness statement detailing the criteria and how they 
were met.

The sub-headings in this section mirror the opportunities in the grading grid. They suggest how assessment 
can be grouped to allow learners to progress to the higher grades; however, they are not prescriptive.

P1 – P2 – M1 – D1

P1 requires a description of basic consumer protection by statute. This must contain the Sale of Goods Act 
1979 (as amended) and the Supply of Goods and Services Act 1982. This will include an accurate description 
of the practical application of the terms implied by these Acts. This should not just be a repetition of the 
sections of the Acts, but should include an explanation of the meaning of each relevant section. 

P2 requires the relevant aspects of the Consumer Protection Act 1987, which should be dealt with in the 
same way. The tort of negligence requires an outline of the law on duty breach and damage but does not 
require going beyond liability for products and services; there is no need to consider pure economic loss or 
psychiatric damage. 

M1 requires an explanation and application of how the legislation with respect to the sale of goods and the 
supply of services protects the consumer. This requires some analysis of the rights and remedies available and 
the pressures these put on businesses to comply with the legislation.

D1 requires a detailed application of the law to at least two consumer dispute scenarios, one involving the 
sale of goods and one involving the provision of services.

P3 – P4 – M2 

P3 requires identification on the meaning and effect of different contract terms. 

P4 requires application of the law with respect to exclusion clauses. This is not just a statement of the relevant 
case law and statutory rules, but requires understanding of what an exclusion clause is and what it attempts to 
do.

M2 extends from P3 and requires an appreciation of the meaning and effect, or hoped for effect, of standard 
terms in a contract. This might be a term that attempts to protect the seller by refusing to refund money in 
any circumstances. 

P5 

P5 requires the simple application to a scenario showing the appropriate remedy for a buyer. 
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, P4 How the Law Protects 
Purchasers of Goods 
And Services

Produce a poster for use in 
youth club/community centre/
learner canteen.

Poster with expanded notes 
on content.

P3, P5, M1, M2, D1 Consumer Protection Two scenarios involving 
defective goods/services, 
perhaps one with a standard 
form contract.

Presentation of two problems, 
documents including standard 
form contract, the underlying 
legal principles and suggested 
solution.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Business sector suite. This unit has particular links with:

Level 1 Level 2 Level 3

Business Purposes Aspects of Contract and Business 
law 

Business Organisations Aspects of the Legal System and 
Law Making Process

Verbal and Non-Verbal 
Communication in Business 
Contexts

Business Communication Through 
Documentation

Customer Relations in Business

Essential resources

Access to the internet and legal resources. 
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Employer engagement and vocational contexts

Centres should develop links with local businesses. Many businesses and chambers of commerce want to 
promote local business so are often willing to provide work placements, visits, information about businesses 
and the local business context and visiting speakers.

The Business Britain website (www.businessbritainuk.co.uk) provides information about business in Britain and 
has extensive links to other business and business news sites.

The Federation of Small Businesses website (www.fsb.org.uk) provides information support and guidance 
about small businesses in the UK.

Many businesses provide information about themselves, for example Unilever (www.unilever.co.uk). 

Centres should also develop links with local retail businesses, and arrange visits so that the learners can 
ask about the application of consumer law and specific examples in that business. Many businesses employ 
students on a part-time basis to work selling goods whether it is operating a checkout in a supermarket, selling 
food in a restaurant or working at busy times on a temporary basis in retail outlets.

Skillsmart Retail, The Sector Skills Council for Retail, their website (www.skillsmartretail.com) has links to 
magazines, games, movies and other material that is of interest to young people.

Many employers are dependent on young people to work part-time for them as part of their business 
strategy. McDonald’s is typical of many organisations in the hospitality and fast-food industry and has some 
informative sections on its website (www.mcdonalds.co.uk/about-us/schools-and-students/schools-and-
students.shtml). Other businesses are similarly informative. 

Indicative reading for learners

Textbooks

There are few textbooks on consumer law that are not exceedingly technical. However some aspects are 
given in AS law books such as:

Barth S – Hospitality Law, 2nd Edition (John Wiley and Sons, 2005) ISBN 9780471464259

MacIntyre E – Business Law (Longman, 2008) ISBN 9781405872942

Martin J – Law for AS (Hodder Arnold, 2008) ISBN 9780340965139

Silberstein S – Consumer Law (Nutshells) (Sweet & Maxwell, 2007) ISBN 9780421958906

Wortley R – AS Law (Nelson Thornes, 2008) ISBN 9780748798650

Magazine

Which 

Websites

www.bbc.co.uk/watchdog BBC – Watchdog

www.compactlaw.co.uk/free_legal_information/consumer_law/consumer.html Consumer law

www.citizensadvice.org.uk Citizens Advice Bureau

www.intute.ac.uk/socialsciences Intute – social sciences

www.tradingstandards.gov.uk Trading Standards Institute
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P1 explain how the law protects purchasers of goods and services [IE 2]

P3 identify the meaning and effect of terms in consumer contracts. [IE 2]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Independent enquirers reading newspapers and listening to the news, visiting courts, and citizens advice 
bureau

Creative thinkers relating decided cases and legislation to scenarios and given examples
Reflective learners relating decided cases and legislation to scenarios and given examples
Team workers working in groups for role play
Self-managers managing own time
Effective participators participating in role play and group discussions.
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

Manage information storage to enable 
efficient retrieval

obtaining web-based material

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching the law

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

preparing a presentation

Bring together information to suit content 
and purpose

preparing a presentation

Present information in ways that are fit for 
purpose and audience

preparing a presentation

producing a poster

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

making a presentation

listening to a presentation

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching the law

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

explaining the law.
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Unit 17: The UK Travel and Tourism 
Sector

Unit code: H/600/8184

QCF Level 2: BTEC First

Credit value: 5

Guided learning hours: 30

Aim and purpose

The aim of this unit is to enable learners to gain understanding of the UK travel and tourism sector and start 
them on a journey to explore the world of travel and tourism, an exciting and vibrant global sector. This 
unit covers the concept of tourism, its importance to the UK economy and the range of travel and tourism 
component industries.

Unit introduction

Travel and tourism has become an important part of how we live today. Most people travel regularly for work 
and leisure, and the world of travel and tourism is of interest to the majority of people in the UK. This interest 
has been stimulated through the media and in particular the many travel and tourism-related television 
programmes screened over the last few years. There has been rapid growth across all component industries 
of the sector and a rise in passenger and visitor numbers and those working within the industries. It is now 
one of the largest sectors in the world in terms of employment and income generation. It is a dynamic and 
vibrant sector to work in where the ‘work hard, play hard’ ethos still exists.

This unit concentrates on the main types of tourism, the motivating factors for travel and the contribution 
that travel and tourism makes to the UK economy. Learners will appreciate the wide range of organisations 
operating within the sector and learn about their roles and interrelationships. The unit will help learners to 
develop an understanding of the important role that UK travel and tourism organisations play within this 
dynamic global group of industries.

The unit is a useful introduction to all other units in the BTEC Level 2 Certificate, Extended Certificate and 
Diploma in Travel and Tourism and is therefore best delivered at the beginning of a programme of study.

Learning outcomes

On completion of this unit a learner should:

1 Understand the concept of the travel and tourism sector

2 Know the roles and interrelationships of organisations within the UK travel and tourism sector.
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Unit content

1 Understand the concept of the travel and tourism sector

Main types of tourism: domestic; outbound; inbound

Reasons why people travel: leisure; business; visiting friends and relatives; other eg health, education, sport

Economic contribution of tourism: to the UK economy (Gross Domestic Product – GDP, employment, UK 
tourist numbers)

2 Know the roles and interrelationships of organisations within the UK travel and 
tourism sector

Sector: public; private; voluntary

Roles: supply of products and services; other roles eg to make a profit, to support members, to regulate, 
to promote

Inter-relationships between organisations: working together; common ownership

Domestic organisations: domestic tour operators; transport providers (rail, air, road); accommodation 
(youth hostels, self-catering, serviced accommodation, hotels); visitor attractions (heritage, natural, built); 
supporting organisations (national and regional tourist boards, Visit Britain); ancillary organisations 
eg insurance, car hire

Outbound organisations: tour operators; travel agents (multiples, independents, online); transport (ferries, 
rail, airlines); supporting organisations (the Travel Association – ABTA, the Federation of Tour Operators 
– FTO, the Civil Aviation Authority – CAA); ancillary organisations eg insurance, car hire 

Inbound organisations: tour operators; coach operators; guiding services; supporting organisations 
(UKInbound, VisitBritain, national and regional tourist boards); ancillary organisations eg car hire
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 review the main types of 
tourism and the reasons why 
people travel

P2 assess the contribution of 
tourism to the UK economy 

M1 explain how the different 
types of tourism contribute to 
the UK economy

P3 outline the roles of 
the different types of 
organisations in the UK travel 
and tourism sector 
[IE 1]

P4 describe the different 
types of interrelationships 
between travel and tourism 
organisations.

M2 analyse the interrelationships 
between organisations in the 
travel and tourism-related 
sector.

D1 evaluate the positive aspects 
of interrelationships on 
UK travel and tourism 
organisations.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

This unit gives learners an overview of the UK travel and tourism sector and a level of knowledge and 
understanding sufficient for them to enter the sector at an operational level. This unit can be delivered as a 
stand-alone unit.

The concept of travel and tourism needs to be explored with learners. It is not simply about going on holiday, 
it encompasses so much more. Learners should be encouraged to understand the overall picture through 
definitions and through looking at the main types of tourism and the different reasons for travel. To understand 
the main types of tourism, travel brochures could be used to show learners the differences between 
outbound and domestic tourism. The concept of inbound tourism is more difficult for learners to understand 
but this can be illustrated through videos showing groups of overseas tourists and their activities in the UK. 
Many inbound tour operators have websites that can be accessed through the trade association UKInbound. 
Learners can get a feel for the scale of inbound tourism by looking at statistics available on the Star UK and 
Office for National Statistics websites. British Airways Holidays Ltd is a subsidiary of British Airways and can 
be used as an example of a tour operator which brings inbound tourists into the UK from all over the world. 
The European Tour Operators Association is also a good point of reference to access information regarding 
inbound tour operators.

To understand the reasons why people travel, learners could conduct a survey on other people’s travel 
experiences, or look through newspaper travel sections. The market intelligence section through the 
VisitBritain website is an excellent source of statistics and data which learners can use to identify the reasons 
people travel. This will start learners thinking about motivations for travel and how different these could be 
from their own. It may be particularly beneficial to investigate business travel in more detail as many younger 
learners will have little or no experience of this type of tourism.

Learners should be encouraged to think about the economic contribution that the travel and tourism sector 
makes to the UK economy. VisitBritain and Tourism Alliance are good resources for tutors in the delivery of 
this. It may be useful at this level for assessors to access the reports relating to this topic area and summarise 
them as part of a lesson.

As there are a large number of organisations in the sector, each with their own products and services, 
tutors could divide learners into small groups to explore the brochures, leaflets and websites of different 
organisations within each category (domestic, outbound, inbound tourism organisations). Each group could 
then disseminate their information using a variety of methods, to meet all learning styles. Facts should be 
reviewed for accuracy, relevance and thoroughness. Relationships between organisations can be explored 
through a group discussion. Learners should appreciate that the types of organisations listed in the content 
section of the unit are not exhaustive and not restricted to the category they have been placed in. For 
instance, there are many tour guiding services that deal with domestic tourists as well as inbound visitors. 
However, for assessment purposes, these listed organisation types are the ones learners should focus on.

When being taught about outbound organisations, learners should understand the difference between mass 
market, specialist and long haul tour operators as this will start to build their knowledge of sector terminology. 
They should also be aware of the different types of travel agent, including online travel agents, and should be 
encouraged to access these for themselves. 

To gain an understanding of the roles and relationships of organisations within the sector, visits to organisations 
or case studies using the internet will be helpful to learners. Inter-relationships exist between most travel and 
tourism organisations and learners will need to appreciate how working together and common ownership 
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are essential to the success of organisations. Tutors should provide examples of working together, such as tour 
operators who buy in bed space from accommodation providers and buy in seats from airlines in order to put 
together a package holiday. 

In order to achieve the higher grades learners should learn how these organisations work together, in other 
words how they buy in bed space and how they buy in seats from airlines. Common ownership can be 
delivered through focusing on those organisations that are fully integrated, such as the TUI Travel Group. 
Learners will come to appreciate that this organisation owns the Thomson and First Choice brands. There 
are many examples of smaller companies which work together, for example theme parks which work closely 
with coach operators and rail companies. There are many positive aspects to interrelationships, for example 
co-ownership helps to keep down prices through buying in bulk, and organisations have more control if they 
own the organisations they are dealing with or buying from. Tutors could provide case studies for discussion 
and debate. 

Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction and overview of the unit and methods of assessment.

Use TV footage of traditional British seaside holidays or holiday camps to create an interest in the unit and 
demonstrate how UK tourism has changed.

Discussion to identify different types of tourism and introduce terminology.

Discussion to identify reasons why people travel and categorise.

Use scenario worksheets to consolidate understanding of the above.

Economic contribution of tourism: gross domestic product, employment, UK tourist numbers.

Use worksheets to ensure understanding of the contribution that tourism makes to the UK economy.

Independent study and research in preparation for assessment.
Assignment 1 – Exploring UK Travel and Tourism (P1, P2, M1)

Feedback on assessment.

Introduction to different travel and tourism organisations (roles).

Guest speakers from different sectors of the sector.

Recent travel programmes can be accessed.

Introduce private and public sectors and ownership. 

Use worksheets to ensure knowledge of above.

Categorise travel and tourism organisations: domestic, inbound, outbound. 

Small-group research, discussion and presentation of findings.

Suggested tutor resources.

Supporting organisations. 

Worksheets. 

Interrelationships: working together and common ownership.

Small-group work, production of spidergrams and present back.

Formative preparation for assignment work.
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Topic and suggested assignments/activities and/assessment

Assignment 2 – Exploring Travel and Tourism Organisations (P3, P4, M2, D1)

Assessment and internal verification of presentations.

Feedback on assessment and unit review.

Assessment

Where work is carried out in groups, each learner needs to provide evidence for all of the grading criteria 
claimed. This may take the form of an observation or witness statement detailing the criteria and how they 
were met.

The sub-headings in this section mirror the opportunities in the grading grid. They suggest how assessment 
can be grouped to allow learners to progress to the higher grades; however, they are not prescriptive.

P1 – P2 – M1 

For P1, learners should review the three different types of tourism outlined in the unit content. They should 
do this using their own words and link this clearly to the reasons why people travel. Learners should be 
encouraged to give examples of different reasons why people travel, relating these to types of tourism. An 
example of this could be ‘Many people travel for their work; they may have to attend meetings or exhibitions 
and these might be overseas. Because they are travelling for business reasons this means that they are 
outbound business travellers’.

Evidence for P2 must show assessment of how tourism contributes to the UK economy. Learners should 
demonstrate an understanding of how UK tourism contributes to the national gross domestic product, to 
employment and in relation to UK tourist numbers. Tourism Alliance and VisitBritain are good sources of 
information which can be used to gather information relating to this topic. Gross domestic product should 
be described simply and in the learners’ own words, so that they demonstrate a basic understanding of how 
the UK tourism sector contributes to GDP and how it can be measured in terms of revenue generated by 
tourists. An example of this could be that tourists spend money on transport, accommodation, food and 
beverage; this contributes to the UK GDP by generating money across different component industries and 
contributes to the UK economy. This also generates employment. 

To achieve M1, learners are required to give an explanation of how different types of tourism contribute 
to the UK economy, by giving specific examples for each type. For instance inbound business travellers will 
spend money on transport to get to the UK, and on accommodation during their stay. They may also spend 
money on public and private transport, food and beverages, and gifts to take back with them. This helps to 
create and maintain jobs within transport and accommodation organisations, and it also generates money and 
employment within hospitality and retail businesses within the UK.

The assessment evidence could be presented in the form of a detailed written case or a written report, and 
illustrated with statistics provided within graphs and charts.
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P3 – P4 – M2 – D1

There are many organisations that come under the travel and tourism umbrella and learners need to acquire 
knowledge of domestic, inbound and outbound organisations and an understanding of their roles and their 
inter-relationships.

For P3, organisations have been categorised in the unit content under three headings: domestic, outbound, 
inbound. Learners must provide an outline description of the roles of the organisations that fall within each 
category as listed in the unit content. It is essential for learners to be guided to explore across the sector 
to gain a wide understanding of how it is made up. For each category learners should outline the roles and 
provide an example for each type of organisation listed in the content. For example, under the heading 
‘domestic tourism’, learners should outline the roles and provide an example for each of the following 
types of organisations: domestic tour operators; transport providers (rail, air, road); accommodation (youth 
hostels, self-catering, serviced accommodation, hotels); visitor attractions (heritage, natural, built); supporting 
organisations (national and regional tourist boards, VisitBritain); ancillary organisations, for example insurance, 
car hire. The examples provided must be relevant and the organisations selected should span the public and 
private sectors in the entirety of the evidence; learners do not need to give an example of a public and private 
organisation for each type. Examples for transport providers could be: rail – Cross Country Trains; air – British 
Airways; road – National Express. For the purposes of assessment, all items in brackets must be covered. 
The outline of roles will be similar for many organisations and can be supported by printouts from webpages, 
leaflets etc.

For P4, learners must describe the interrelationships between organisations, including working together and 
common ownership. The descriptions should be illustrated with a minimum of two examples of each type 
of interrelationship. An example for working together could be Virgin Trains and Alton Towers, which have 
collaborated to provide an inclusive ticket which provides transport from various locations and admission to 
the theme park. Learners should provide enough examples of relationships to include domestic, outbound 
and inbound organisations. 

M2 is an extension of P3 and P4 and learners must analyse the interrelationships of organisations. An example 
of a response at this level could be: ‘Alton Towers and Virgin Rail have chosen to work together to offer 
the customer a complete package comprising a rail ticket from a range of destinations and admission into 
the theme park. This will increase the appeal of a visit by making it easier and cheaper for the customer to 
purchase, and will therefore hopefully increase sales for both organisations.’ Learners should support their 
evidence with print-outs of the details of the packages and any other relevant information. Similarly, learners 
should be able to analyse the reasons why common ownership occurs across the sector, for instance tour 
operators and transport providers and how this type of interrelationship operates. For the purposes of 
assessment learners should cover both types of interrelationship (working together and common ownership) 
and cover all categories of organisations (domestic, inbound and outbound) across the entirety of their 
evidence. 

For D1 learners must give an evaluation of at least two positive aspects of interrelationships to organisations 
covering working together and common ownership. For example, in terms of working together, a positive 
aspect of an outbound tour operator becoming a member of the Federation of Tour Operators (FTO) is that 
the FTO can support tour operators by influencing governments on health and safety issues. This can bring 
about change and create a safer, more secure holiday environment for customers. 

This should be an in-depth evaluation and learners should be encouraged to support their evaluation where 
possible with additional information such as articles, data and statistics. 
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Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, P2, M1 Exploring UK Travel and 
Tourism

You are employed in a Tourist 
Information Centre and required 
to investigate different types of 
tourism and the contribution of 
tourism to the UK economy.

Written report or case 
study.

P3, P4, M2, D1 Exploring Travel and 
Tourism Organisations

You are employed in a Tourist 
Information Centre and required 
to investigate organisations in 
Travel and Tourism and the 
relationships between them.

Presentation with 
accompanying notes and 
observation records.

Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Travel and Tourism sector suite. This unit has particular links with the 
following unit titles in the Travel and Tourism suite:

Level 1 Level 2 Level 3

Development of the UK Travel and 
Tourism Sector

Investigating the Travel and Tourism 
Sector

Essential resources

Learners will need a variety of resources including access to the internet. 

Employer engagement and vocational contexts

Learners will benefit greatly if employers are engaged in the delivery and/or assessment of the unit. Tutors 
therefore need to approach employers early in the planning stages of the programme in order to try to initiate 
sustained engagement. Employers could help, for example, with the planning of unit delivery, or provision of 
visits and guest speakers. They could also help to design assessment tasks.

The delivery of this unit would be enhanced by employer engagement involving local businesses/
organisations. 

Work experience or work placements could also be used to help learners develop understanding of the travel 
and tourism sector. 
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Indicative reading for learners

Textbooks

Ingle S, King C, Kerr A, Jefferies M, Rock T and Spencer C (editor Woodhead V) – Level 2 BTEC First Travel 
and Tourism Student Book (Pearson, 2010) ISBN 9781846907494

Ingle S, King C, Jefferies M, Rock T, Spencer C and Woodhead V – BTEC Level 2 First Travel and Tourism 
Teaching Resource Pack (Pearson Education, 2010) ISBN 9781846906312

Journals and magazines

Travel Trade Gazette – Reed Business Information

Travel Weekly – CNP Information

Video and TV footage resources 

news.bbc.co.uk/1/hi/magazine/8032331.stm

www.movinghistory.ac.uk/archives/ea/collection.html

Websites

www.abta.com The Travel Association

www.bbc.co.uk/news BBC News

www.britainexpress.com The UK Travel and Heritage Guide

www.caa.co.uk UK Civil Aviation Association

www.fto.co.uk Federation of Tour Operators

www.statistics.gov.uk UK National Statistics

www.visitbritain.co.uk VisitBritain
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers P3 outlining the roles of the different types of organisations in the UK travel and 
tourism sector. [IE 1]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Team workers exploring different organisations in the travel and tourism sector – investigating in 
small groups and sharing findings

Self-managers completing assessment tasks to time
Effective participators working in groups to investigate the sector – participating in presentations and 

others methods of sharing information.
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

researching organisations and presenting information

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

planning assessment tasks

Manage information storage to enable 
efficient retrieval

researching organisations, saving information and using it to 
prepare presentations

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

researching organisations and presenting information

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

researching organisations and presenting information

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

presenting information about organisations and inter-relationships

Bring together information to suit content 
and purpose

presenting information about organisations and inter-relationships

Present information in ways that are fit for 
purpose and audience

presenting information about organisations and inter-relationships

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists

communicating with organisations; sharing information with peers
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing different organisations and sharing information

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

researching organisations

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

presenting information.



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011 223

Unit 18: Hospitality Operations in 
Travel and Tourism

Unit code: H/600/8489

QCF Level 3: BTEC National

Credit value: 5

Guided learning hours: 30

Aim and purpose

The aim of this unit is to develop learners’ knowledge of hospitality providers within the travel and tourism 
sector, and the products and services they offer to meet different customer expectations. Learners will 
develop skills in the planning of hospitality provision and gain an understanding of the factors affecting 
hospitality operations.

Unit introduction

Hospitality is an important element of travel and tourism. Tourism often involves an overnight stay which 
requires accommodation and catering. The provision of food and beverage as secondary products in travel 
and tourism organisations has increased in importance to maximise income generation. Examples include 
airlines selling food and drink on board and tourist attractions providing cafes and restaurants. 

The hospitality products and services of a travel and tourism organisation can be a means of attracting 
customers or of offering superior customer service. They offer a means of differentiating from competitors. 
For example, a customer may choose a particular airline because its in-flight catering is better than a 
competitor’s flying the same route. In this unit, learners will find out about the wide range of hospitality 
providers in the travel and tourism industry and their products and services.

A hospitality organisation must meet customer expectations in order to succeed in a competitive business, so 
learners will consider the expectations of different types of customers, and how hospitality providers meet 
these expectations.

Learners will have the opportunity to develop their creativity and apply their understanding of customer 
expectations by planning hospitality provision for a travel and tourism organisation. They will also explore 
factors that affect hospitality and the ways in which organisations have responded to these.

Learning outcomes

On completion of this unit a learner should:

1 Know the products and services offered by hospitality providers to meet customer expectations

2 Be able to plan hospitality provision in a travel and tourism context

3 Understand factors affecting hospitality operations in travel and tourism organisations.
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Unit content

1 Know the products and services offered by hospitality providers to meet customer 
expectations

Types of provision: as a main business, eg hotels, guest houses, holiday centres, camp sites, caravan parks; 
as an additional service, eg airlines, conference and exhibitions, attractions

Products and services: core, eg food, drink, accommodation; to meet specific needs, eg children’s menus, 
vegetarian menus, family seating, adjoining rooms, valet parking 

Customer expectations: level of service; range of products and services provided; location; accessibility; 
availability; quality; speed of service; level of hygiene; value for money; classification, eg AA, Michelin, 
tourist board 

Customer types: eg family, solo travellers, corporate, special needs, group

2 Be able to plan hospitality provision in a travel and tourism context

Hospitality provision: eg catering provision, accommodation provision

Context: eg for an attraction, travel agency, tourist information centre, festival, event, transport operator

Plan: eg theme, furnishing, level of service, location, size, name, layout (front and back of house), 
customer flows, products and services

3 Understand factors affecting hospitality operations in travel and tourism 
organisations

Internal factors: eg products and services offered, brands, pricing strategies, promotional strategies, 
location, image, appeal (to target customers)

External factors: eg legislation, economy, availability of skilled workforce, competition, accessibility, 
proximity to markets, trend for healthy eating
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Assessment and grading criteria

In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that 
they can meet all the learning outcomes for the unit. The assessment criteria for a pass grade describe the 
level of achievement required to pass this unit.

Assessment and grading criteria

To achieve a pass grade the 
evidence must show that the 
learner is able to:

To achieve a merit grade the 
evidence must show that, in 
addition to the pass criteria, 
the learner is able to:

To achieve a distinction grade 
the evidence must show that, 
in addition to the pass and 
merit criteria, the learner is 
able to:

P1 describe different types of 
hospitality providers and 
the products and services 
they offer to meet differing 
customer expectations 
[IE 1]

M1 compare how two selected 
hospitality providers meet 
the expectations of different 
types of customers through 
the provision of products and 
services

D1 recommend new or 
enhanced products and 
services that could be 
provided by a selected 
hospitality provider to 
complement current 
provision.

P2 produce a plan for hospitality 
provision in a travel and 
tourism context 
[CT 1]

M2 explain how the plan for 
hospitality provision meets 
the needs of the travel 
and tourism organisation’s 
customers

P3 explain how internal and 
external factors affect 
hospitality operations in travel 
and tourism organisations.

M3 assess how hospitality 
operations in travel and 
tourism organisations have 
responded to internal and 
external factors.

PLTS: This summary references where applicable, in the square brackets, the elements of the personal, 
learning and thinking skills applicable in the pass criteria. It identifies opportunities for learners to demonstrate 
effective application of the referenced elements of the skills.

Key IE – independent enquirers

CT – creative thinkers

RL – reflective learners 

TW – team workers

SM – self-managers

EP – effective participators
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Essential guidance for tutors

Delivery

Most learners will have experience of buying or using hospitality products and services and this can be the 
basis of initial discussion to identify different types of hospitality providers and to share both good and bad 
experiences of provision. It is likely that learners will have already been introduced to the concept of products 
and services through completion of one or more other units in the Travel and Tourism suite. This experience 
will help them to explore products and services in a hospitality context. 

Learners could then explore hospitality provision in their locality by visiting local providers or inviting guest 
speakers. They could also carry out internet research into the range of products and services provided by 
hospitality organisations. This initial research could be undertaken in groups, with each group producing a 
display about the products and services of a different type of hospitality provider.

Whole-group discussion would then ensure that learners appreciate the whole spectrum of hospitality 
provision and give them sufficient knowledge to gain the pass grade. Learners should understand how to 
compare different organisations to achieve the higher grades, looking at similarities and differences and why 
these occur. Learners could be provided with scenarios or pen portraits of different types of customers. From 
these, learners could discuss customer expectations. They could also write their own scenarios from a series 
of expectations provided. Using the scenarios, learners could determine the type and features of hospitality 
provision that can meet the expectations stated. 

Many hospitality providers offer a range of brands to suit the expectations of different types of customers. 
Case studies can be provided for learners, for example, within the Accor group, the Ibis, Novotel and Sofitel 
brands appeal to different types of customers. This type of differentiation can be explored through arranged 
visits, case study or internet research. 

A local visit would allow learners to observe how service is provided to customers. The focus of the visit 
could be on conducting a mystery shopper exercise or some type of assessment checklist. The discussion 
that would take place in developing relevant documentation would further assist learners to develop their 
understanding of this topic.

In learning outcome 2, learners have an opportunity to develop their creative skills in planning hospitality 
provision. They will first need to know about the design of other facilities. Visits to hospitality providers could 
help learners with understanding why particular layouts and designs for hospitality provision are chosen. 
Learners should be encouraged to plan something feasible, for example, the introduction of a cafe in a 
conservatory at a stately home, or a camping area at a pop festival with catering facilities. Learners should 
be given flipchart paper and pens to help them plan. Where possible, they could use computer software to 
design facilities. 

For learning outcome 3, learners should carry out research into the current factors affecting hospitality 
providers. They will need access to trade journals, newspapers and internet. This learning outcome could be 
introduced early in the unit with learners given a specific provider to monitor throughout the unit. They could 
then undertake a regular review of how internal and external factors are affecting their given organisation. 
They could be asked to give a presentation or be involved in small group discussions on a regular basis.
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Outline learning plan

The outline learning plan has been included in this unit as guidance and can be used in conjunction with the 
programme of suggested assignments.

The outline learning plan demonstrates one way in planning the delivery and assessment of this unit. 

Topic and suggested assignments/activities and/assessment

Introduction and overview of the unit.

Sharing personal experiences of hospitality providers, their products and services.

Introduction to Assignment 1: Local Hospitality Provision.

Discussion of hospitality providers – primary function hospitality, eg hotel groups and brands.

Case studies on hotel branding and the differences in products and services.

DVD plus questions/discussion on service, eg The Hotel Inspector.

Hospitality as a secondary service – examples and discussion.

Research into local providers. 

Produce worksheet for visits.

Visits to local providers, complete worksheet.

Case study and discussion on different types of customers and their expectations.

Practice with pen portraits and determining which types of products and services meet requirements. 

Working in pairs to compare provision and making recommendations for new or enhanced products and 
services.
Assignment 1 – Local Hospitality Provision (P1 M1 D1)

Feedback on assessment.

Introduction to Assignment 2: Planning Provision.

Survey of hospitality provision looking at key factors, eg student refectory, facilities at railway station or local 
airport.

Discussion on findings and agreement of key factors to consider when planning.

Individual research prior to planning hospitality.
Assignment 2 – Planning Provision (P2, M2)

Feedback on assessment.

Introduction to assignment 3.

Discussion on internal and external factors that affect hospitality operations- introduction to factors by tutor.

Case study – organisation and how external factors currently affect it – use PEST.

Guest speaker – how a hospitality provider has responded to internal and external factors.

Research for assignment.
Assignment 3 –The Hospitality Environment (P3, M3)

Feedback on assessment and unit review.
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Assessment

The assessment criteria shown in the grading grid can be grouped together to enable learners to expand on 
one criterion in order gain higher grades. The links are as follows: P1, M1 and D1; P2 and M2; P3 and M3. 
Where possible learners should be encouraged and given the opportunity to meet the relevant higher grading 
opportunities at the same time as they attempt the appropriate pass criteria.

P1 – M1 – D1

For P1, learners must provide a brief description of different types of hospitality provider, and then describe 
in detail the products and services of at least one provider where hospitality is their main role and one 
organisation where hospitality is secondary. Learners should describe the provider’s core and secondary 
products and services. They should comment on how the products and services meet the expectations of 
different types of customers. The evidence must be clearly descriptive and not a series of bullet points.

For M1, the products and services of selected organisations must be compared. Similarities and differences 
should not only be identified but also explained eg why are they the same, why are they different and must be 
linked to how they meet customer expectations. Learners should be guided in their selection of organisations 
to ensure they are able to gain enough information to make valid comparisons. It must be clear that learners 
are making comparisons rather than describing the products and services provided. The same organisations as 
those considered for P1 may be used for this criterion. 

For D1, learners must show how they have used their understanding of the needs of different types of 
customers to recommend new or enhanced products and services that would complement the current 
provision for one of their selected organisations. The proposals could be targeted at a new types of customer, 
or provide an alternative or enhancement to provision for current customers. Proposals should be clearly 
justified in relation to the needs of different types of customers. An example could be that many people 
have high expectations of choice and quality in food service with increased awareness of the need to eat 
healthily. The theme park could improve its catering provision for those interested in healthy options by 
having a range of fresh salads available (see current and new proposed sample menu). Many people would 
be prepared to pay more for freshly made salads, and these would improve the variety on the menu which 
currently depends on burgers. A range of smoothies with names based on the rides in the attraction is also 
recommended to appeal to the children’s market. 

Examples of evidence for P1, M1 and D1 could be in the form of a presentation to the management 
of the organisations studied. If oral presentation evidence is submitted, assessors will need to submit a 
comprehensive observation record of learner performance, showing clearly how the criteria have been met, 
and focusing on their depth of description, clear reasoning shown in comparisons made and justification of 
recommendations. Any supporting evidence, such as visual aids or research notes, should also be submitted.

P2 – M2 

For P2, learners should plan new or modified hospitality provision for a travel and tourism organisation. 
It is preferable if this is a real organisation but, if necessary a case study can be used. Examples of the new 
hospitality facility could be catering provision for an attraction, travel agency, tourist information centre or 
transport operator or accommodation provision for a festival or tourist attraction. Learners should provide 
a plan; it should show the location of the provision within the organisation, customer flows and layout of 
provision. There will be some spatial awareness shown. Whilst the plan should be clear, learners are not 
assessed for their artistic ability but on the feasibility of their design and consideration of aspects such as space, 
customer flows, theme and other areas that are included in unit content. Learners should also include a 
description of all aspects of their planned provision to cover the unit content. 
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For M2, the plan must be explained. The explanation will focus on their reasons for inclusion of all aspects of 
the design. The reasons should link to the organisation’s customer types. The description and explanation can 
be presented in writing or orally. This evidence could be in the form of a report to a manager of the travel 
and tourism organisation. Oral presentations must be supported by observation sheets signed by the assessor 
detailing how criteria have been met.

P3 – M3 

P3 requires an explanation of at least two internal and two external factors affecting hospitality provision in 
general. Learners should be able to clearly show they are able to differentiate between internal and external 
factors. To demonstrate understanding learners must explain how their selected factors affect hospitality 
provision in specific types of travel and tourism organisations. 

For M3, learners should focus on the actions that hospitality providers have taken as a result of internal and 
external factors. This should follow on from explanations given in P3. Learners should focus on hospitality 
in general, using real examples they have researched where appropriate. For example if the effect of the 
economy has been one of the factors addressed for P3, learners could now cite different examples of how 
specific hotels, restaurants etc have reduced prices and come up with other initiatives in order to stimulate 
bookings as fewer people are spending money on leisure trips during the economic crisis. Copies or 
examples of promotional materials etc could be included to support the assessment. 

Programme of suggested assignments

The table below shows a programme of suggested assignments that cover the pass, merit and distinction 
criteria in the assessment and grading grid. This is for guidance and it is recommended that centres either 
write their own assignments or adapt any Edexcel assignments to meet local needs and resources.

Criteria covered Assignment title Scenario Assessment method

P1, M1, D1 Local Hospitality 
Provision

Working for a selected hospitality 
provider – looking at the local 
competition. Investigation into 
providers of hospitality in the 
local area, products and services 
offered, types of customers and 
how their expectations are met.

Group research and 
presentation with individual 
contributions documented 
and assessed.

P2, M2 Planning Provision Working for a selected hospitality 
provider – proposing a new 
hospitality provision

Presentation of plan. 

P3, M3 The Hospitality 
Environment 

Working for a selected hospitality 
provider – reviewing factors 
affecting provision.

Article for hospitality 
publication. 
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Links to National Occupational Standards, other BTEC units, other BTEC 
qualifi cations and other relevant units and qualifi cations

This unit forms part of the BTEC Travel and Tourism sector suite. This unit has particular links with the 
following unit titles in the Travel and Tourism suite:

Level 1 Level 2 Level 3

Work Experience in Travel and 
Tourism 

Preparing for Employment in Travel 
and Tourism 

Preparing for Employment in Travel 
and Tourism

Developing Employability Skills for 
Travel and Tourism

Investigating the Travel and Tourism 
Sector

The Business of Travel and Tourism

Customer Service in Travel and 
Tourism

Marketing Travel and Tourism 
Products and Services

Work Experience in the Travel and 
Tourism Sector

Researching Current Issues in Travel 
and Tourism

This unit offers progression from the Level 2 BTEC Firsts in Travel and Tourism and progression to the Level 5 
BTEC Higher Nationals in Travel and Tourism Management.

Essential resources

Learners must have access to the internet throughout their studies. 

Employer engagement and vocational contexts

Learners will benefit from employers’ engagement in the delivery and/or assessment of the unit. Tutors 
therefore need to approach employers early in the planning stages of the programme in order to try to initiate 
sustained engagement. Employers could help, for example, with the planning of unit delivery, or provision of 
visits and guest speakers. They could also help to design assessment tasks.

Visits to and talks by hospitality providers will support delivery of this unit.

Work experience or work placements could also be used to help learners develop understanding of 
hospitality operations. 
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Indicative reading for learners

Textbooks

Ceserani V and Foskett D – The Theory of Catering, 11th Edition (Hodder Arnold, 2007) 
ISBN 9780340939260 

Dale G – Level 3 BTEC National Travel and Tourism Student Book 1 (Heinemann, 2010) ISBN 9781846907272

Dale G – Level 3 BTEC National Travel and Tourism Teaching Resource Pack (Heinemann, 2010) 
ISBN 9781846907296

Dale G, Kelly M, King C and Jefferies M – Level 3 BTEC National Travel and Tourism Teaching Resource Pack 
(Heinemann, 2010) ISBN 9781846907296

Holloway C – The Business of Tourism, 8th Edition (FT Prentice Hall, 2009) ISBN 9780273717102

Journals

Caterer and Hotelkeeper – Reed Business Information

Hospitality – Reed Business Information

The Hospitality Yearbook – HCIMA
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Delivery of personal, learning and thinking skills

The table below identifies the opportunities for personal, learning and thinking skills (PLTS) that have been 
included within the pass assessment criteria of this unit.

Skill When learners are …

Independent enquirers describing different types of hospitality providers and the products and services 
they offer to meet differing customer expectations [IE 1]

Creative thinkers planning for hospitality provision in a travel and tourism context. [CT 1]

Although PLTS are identified within this unit as an inherent part of the assessment criteria, there are further 
opportunities to develop a range of PLTS through various approaches to teaching and learning. 

Skill When learners are …

Self-managers managing time and resources when carrying out the assessment for the unit. 
[SM 2, 3, 5]
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Functional Skills – Level 2

Skill When learners are …

ICT – Use ICT systems

Select, interact with and use ICT systems 
independently for a complex task to meet a 
variety of needs

describing different types of hospitality providers and the products 
and services they offer to meet differing customer expectations

Use ICT to effectively plan work and 
evaluate the effectiveness of the ICT system 
they have used

planning for hospitality provision in a travel and tourism context

Manage information storage to enable 
efficient retrieval

describing different types of hospitality providers and the products 
and services they offer to meet differing customer expectations

Follow and understand the need for safety 
and security practices

Troubleshoot

ICT – Find and select information

Select and use a variety of sources of 
information independently for a complex task

describing different types of hospitality providers and the products 
and services they offer to meet differing customer expectations

Access, search for, select and use ICT-
based information and evaluate its fitness for 
purpose

describing different types of hospitality providers and the products 
and services they offer to meet differing customer expectations

ICT – Develop, present and 
communicate information

Enter, develop and format information 
independently to suit its meaning and 
purpose including:

text and tables

images

numbers

records

●

●

●

●

explaining how internal and external factors affect hospitality 
operations in travel and tourism organisations

Bring together information to suit content 
and purpose

explaining how internal and external factors affect hospitality 
operations in travel and tourism organisations

Present information in ways that are fit for 
purpose and audience

explaining how internal and external factors affect hospitality 
operations in travel and tourism organisations

Evaluate the selection and use of ICT tools 
and facilities used to present information

Select and use ICT to communicate and 
exchange information safely, responsibly and 
effectively including storage of messages and 
contact lists
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Skill When learners are …

Mathematics

Understand routine and non-routine 
problems in a wide range of familiar and 
unfamiliar contexts and situations

Identify the situation or problem and the 
mathematical methods needed to tackle it

Select and apply a range of skills to find 
solutions

Use appropriate checking procedures and 
evaluate their effectiveness at each stage

Interpret and communicate solutions to 
practical problems in familiar and unfamiliar 
routine contexts and situations

Draw conclusions and provide mathematical 
justifications

English

Speaking and listening – make a range of 
contributions to discussions and make 
effective presentations in a wide range of 
contexts

discussing how internal and external factors affect hospitality 
operations in travel and tourism organisations

Reading – compare, select, read and 
understand texts and use them to gather 
information, ideas, arguments and opinions

Writing – write documents, including 
extended writing pieces, communicating 
information, ideas and opinions, effectively 
and persuasively

explaining how internal and external factors affect hospitality 
operations in travel and tourism organisations.
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Further information

For further information please call Customer Services on 0844 576 0026 (calls may be recorded for training 
purposes) or visit our website (www.edexcel.com).

Useful publications

Further copies of this document and related publications can be obtained from:

Edexcel Publications
Adamsway
Mansfield
Nottinghamshire NG18 4FN

Telephone:  01623 467 467
Fax:  01623 450 481
Email: publication.orders@edexcel.com

Related information and publications include:

Guidance for Centres Offering Edexcel/BTEC QCF Accredited Programmes (Edexcel, distributed to centres 
annually)

Functional Skills publications – specifications, tutor support materials and question papers

Regulatory Arrangements for the Qualification and Credit Framework (Ofqual, August 2008)

the current Edexcel publications catalogue and update catalogue.

Edexcel publications concerning the Quality Assurance System and the internal and external verification 
of vocationally related programmes can be found on the Edexcel website and in the Edexcel publications 
catalogue.

NB: Most of our publications are priced. There is also a charge for postage and packing. Please check the cost 
when you order.

How to obtain National Occupational Standards

People 1st
2nd Floor
Armstrong House
38 Market Square
Uxbridge
Middlesex UB8 1 LH

Telephone: 0870 060 2550
Email:  info@people1st.co.uk
Website: www.people1st.co.uk

●

●

●

●
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Professional development and training

Edexcel supports UK and international customers with training related to BTEC qualifications. This support is 
available through a choice of training options offered in our published training directory or through customised 
training at your centre.

The support we offer focuses on a range of issues including:

planning for the delivery of a new programme

planning for assessment and grading

developing effective assignments

building your team and teamwork skills

developing student-centred learning and teaching approaches

building Functional Skills into your programme

building in effective and efficient quality assurance systems.

The national programme of training we offer can be viewed on our website (www.edexcel.com/training). You 
can request customised training through the website or by contacting one of our advisers in the Training from 
Edexcel team via Customer Services to discuss your training needs.

Our customer service numbers are:

BTEC and NVQ 0844 576 0026

GCSE 0844 576 0027

GCE 0844 576 0025

The Diploma 0844 576 0028

DIDA and other qualifications 0844 576 0031

Calls may be recorded for training purposes.

The training we provide:

is active – ideas are developed and applied

is designed to be supportive and thought provoking

builds on best practice.

Our training is underpinned by the LLUK standards for those preparing to teach and for those seeking 
evidence for their continuing professional development.

●

●

●

●

●

●

●

●

●

●
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Annexe B

Grading domains: BTEC Level 2 generic grading domains

Grading domain 1 Indicative characteristics – merit Indicative characteristics – 
distinction

Application of 
knowledge and 
understanding

(Learning outcome 
stem understand or 
know)

Show depth of knowledge and 
development of understanding in given 
situations (for example explain why, 
make judgements based on analysis).

Apply and/or select relevant concepts.

Apply knowledge to different contexts.

Apply knowledge to non-routine 
contexts (ie assessor selection).

Make comparisons.

Show relationships between pass 
criteria.

●

●

●

●

●

●

Synthesise knowledge and 
understanding across pass/merit criteria.

Evaluate concepts/ideas/actions.

Analyse/research and make 
recommendations.

Judges implications of application of 
knowledge/understanding.

Applies knowledge and understanding 
to complex activities/contexts.

●

●

●

●

●

Grading domain 2 Indicative characteristics – merit Indicative characteristics – 
distinction

Development 
of practical and 
technical skills 

(Learning outcome 
stem be able to)

Use advanced techniques/processes/
skills successfully.

Act under limited supervision/
demonstrate independence 
(note: pass cannot require support).

Apply to non-routine activities.

Demonstrate within time and/or 
resource constraints.

Produce varied solutions (including 
non-routine).

Modify techniques/processes to 
situations.

●

●

●

●

●

●

Demonstrate creativity/originality/own 
ideas.

Apply skill(s) to achieve higher order 
outcome. 

Select and use successfully from a range 
of advanced techniques/processes/skills.

Reflects on skill acquisition and 
application.

Justifies application of skills/methods.

Makes judgements about risks and 
limitations of techniques/processes.

Innovates or generates of application 
of techniques/processes for new 
situations.

●

●

●

●

●

●

●
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Grading domain 3 Indicative characteristics – merit Indicative characteristics – 
distinction

Personal 
development for 
occupational roles 

(Any learning 
outcome stem)

Takes responsibility in planning and 
undertaking activities.

Reviews own development needs.

Finds and uses relevant information 
sources.

Acts within a given work-related 
context showing understanding of 
responsibilities.

Identifies responsibilities of 
employers to the community and the 
environment.

Applies qualities related to the 
vocational sector.

Internalises skills/attributes (creating 
confidence).

●

●

●

●

●

●

●

Manages self to achieve outcomes 
successfully.

Plans for own learning and 
development through the activities.

Analyses and manipulates information 
to draw conclusions.

Applies initiative appropriately.

Assesses how different work-related 
contexts or constraints would change 
performance.

Takes decisions related to work 
contexts.

Applies divergent and lateral thinking in 
work-related contexts.

Understands interdependence.

●

●

●

●

●

●

●

●

Grading domain 4 Indicative characteristics – merit Indicative characteristics – 
distinction

Application of 
generic skills

(Any learning 
outcome stem)

Communicates using appropriate 
technical/professional language.

Makes judgements in contexts with 
explanations.

Explains how to contribute within a 
team.

Makes adjustments to meet the needs/
expectations of others (negotiation 
skills).

Select and justify solutions for specified 
problems.

●

●

●

●

●

Presents self and communicates 
information to meet the needs of a 
typical audience.

Takes decisions in contexts with 
justifications.

Produces outputs subject to time/
resource constraints.

Reflects on own contribution to 
working within a team.

Generate new or alternative solutions 
to specified problems.

●

●

●

●

●
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Annexe C

Personal, learning and thinking skills

A FRAMEWORK OF PERSONAL, LEARNING AND THINKING SKILLS 11-19 IN ENGLAND

The framework comprises six groups of skills that, together with the Functional Skills of English, mathematics 
and ICT, are essential to success in learning, life and work. In essence the framework captures the essential 
skills of: managing self; managing relationships with others; and managing own learning, performance and 
work. It is these skills that will enable young people to enter work and adult life confident and capable.

The titles of the six groups of skills are set out below.

For each group there is a focus statement that sums up the range of skills. This is followed by a set of outcome 
statements that are indicative of the skills, behaviours and personal qualities associated with each group.

Each group is distinctive and coherent. The groups are also inter-connected. Young people are likely to 
encounter skills from several groups in any one learning experience. For example an independent enquirer 
would set goals for their research with clear success criteria (reflective learner) and organise and manage their 
time and resources effectively to achieve these (self-manager). In order to acquire and develop fundamental 
concepts such as organising oneself, managing change, taking responsibility and perseverance, learners will 
need to apply skills from all six groups in a wide range of learning contexts 11-19.

Team workers Self-managers

Independent enquirers

Refl ective learners

Effective participators

Creative thinkers
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The Skills

Independent enquirers

Focus:

Young people process and evaluate information in their investigations, planning what to do and 
how to go about it. They take informed and well-reasoned decisions, recognising that others have 
different beliefs and attitudes.

Young people: 

identify questions to answer and problems to resolve

plan and carry out research, appreciating the consequences of decisions

explore issues, events or problems from different perspectives

analyse and evaluate information, judging its relevance and value

consider the infl uence of circumstances, beliefs and feelings on decisions and events

support conclusions, using reasoned arguments and evidence.

•
•
•
•
•
•

Creative thinkers

Focus:

Young people think creatively by generating and exploring ideas, making original connections. 
They try different ways to tackle a problem, working with others to fi nd imaginative solutions and 
outcomes that are of value.

Young people:

generate ideas and explore possibilities

ask questions to extend their thinking

connect their own and others’ ideas and experiences in inventive ways

question their own and others’ assumptions

try out alternatives or new solutions and follow ideas through

adapt ideas as circumstances change.

•
•
•
•
•
•

Refl ective learners

Focus:

Young people evaluate their strengths and limitations, setting themselves realistic goals with criteria 
for success. They monitor their own performance and progress, inviting feedback from others and 
making changes to further their learning.

Young people:

assess themselves and others, identifying opportunities and achievements

set goals with success criteria for their development and work

review progress, acting on the outcomes

invite feedback and deal positively with praise, setbacks and criticism

evaluate experiences and learning to inform future progress

communicate their learning in relevant ways for different audiences.

•
•
•
•
•
•
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Team workers

Focus:

Young people work confi dently with others, adapting to different contexts and taking responsibility 
for their own part. They listen to and take account of different views. They form collaborative 
relationships, resolving issues to reach agreed outcomes.

Young people:

collaborate with others to work towards common goals

reach agreements, managing discussions to achieve results

adapt behaviour to suit different roles and situations, including leadership role

show fairness and consideration to others

take responsibility, showing confi dence in themselves and their contribution

provide constructive support and feedback to others.

•
•
•
•
•
•

Self-managers

Focus:

Young people organise themselves, showing personal responsibility, initiative, creativity and 
enterprise with a commitment to learning and self-improvement. They actively embrace change, 
responding positively to new priorities, coping with challenges and looking for opportunities.

Young people:

seek out challenges or new responsibilities and show fl exibility when priorities change

work towards goals, showing initiative, commitment and perseverance

organise time and resources, prioritising actions

anticipate, take and manage risks

deal with competing pressures, including personal and work-related demands

respond positively to change, seeking advice and support when needed

manage their emotions, and build and maintain relationships.

•
•
•
•
•
•
•

Effective participators

Focus:

Young people actively engage with issues that affect them and those around them. They play a full 
part in the life of their school, college, workplace or wider community by taking responsible action to 
bring improvements for others as well as themselves.

Young people: 

discuss issues of concern, seeking resolution where needed

present a persuasive case for action

propose practical ways forward, breaking these down into manageable steps

identify improvements that would benefi t others as well as themselves

try to infl uence others, negotiating and balancing diverse views to reach workable solutions

act as an advocate for views and beliefs that may differ from their own.

•
•
•
•
•
•
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PLTS performance indicator (suggested recording sheet)

Name: Date:

Level of success 
1 = low, 5 = high

Independent enquirers

Identify questions to answer and problems to resolve 1 2 3 4 5

Plan and carry out research, appreciating the consequences of decisions 1 2 3 4 5

Explore issues, events or problems from different perspectives 1 2 3 4 5

Analyse and evaluate information, judging its relevance and value 1 2 3 4 5

Consider the infl uence of circumstances, beliefs and feelings on decisions and 
events

1 2 3 4 5

Support conclusions, using reasoned arguments and evidence 1 2 3 4 5

Creative thinkers

Generate ideas and explore possibilities 1 2 3 4 5

Ask questions to extend their thinking 1 2 3 4 5

Connect their own and others’ ideas and experiences in inventive ways 1 2 3 4 5

Question their own and others’ assumptions 1 2 3 4 5

Try out alternatives or new solutions and follow ideas through 1 2 3 4 5

Adapt ideas as circumstances change 1 2 3 4 5

Refl ective learners

Assess themselves and others, identifying opportunities and achievements 1 2 3 4 5

Set goals with success criteria for their development and work 1 2 3 4 5

Review progress, acting on the outcomes 1 2 3 4 5

Invite feedback and deal positively with praise, setbacks and criticism 1 2 3 4 5

Evaluate experiences and learning to inform future progress 1 2 3 4 5

Communicate their learning in relevant ways for different audiences 1 2 3 4 5



245Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

Team workers

Collaborate with others to work towards common goals 1 2 3 4 5

Reach agreements, managing discussions to achieve results 1 2 3 4 5

Adapt behaviour to suit different roles and situations, including leadership 
roles

1 2 3 4 5

Show fairness and consideration to others 1 2 3 4 5

Take responsibility, showing confi dence in themselves and their contribution 1 2 3 4 5

Provide constructive support and feedback to others 1 2 3 4 5

Self-managers

Seek out challenges or new responsibilities and show fl exibility when priorities 
change

1 2 3 4 5

Work towards goals, showing initiative, commitment and perseverance 1 2 3 4 5

Organise time and resources, prioritising actions 1 2 3 4 5

Anticipate, take and manage risks 1 2 3 4 5

Deal with competing pressures, including personal and work-related demands 1 2 3 4 5

Respond positively to change, seeking advice and support when needed 1 2 3 4 5

Manage their emotions, and build and maintain relationships. 1 2 3 4 5

Effective participators

Discuss issues of concern, seeking resolution where needed 1 2 3 4 5

Present a persuasive case for action 1 2 3 4 5

Propose practical ways forward, breaking these down into manageable steps 1 2 3 4 5

Identify improvements that would benefi t others as well as themselves 1 2 3 4 5

Try to infl uence others, negotiating and balancing diverse views to reach 
workable solutions

1 2 3 4 5

Act as an advocate for views and beliefs that may differ from their own 1 2 3 4 5

Note to learner: The circled number represents an indication of your PLTS performance so far.

Note to tutor: Indicate the level of success by circling the appropriate number during your feedback with the 
learner.



Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011246

Summary of the PLTS coverage throughout the programme

Personal, learning and thinking 
skills

Unit

1 2 3 4 5 6 7 8 9

Independent enquirers        

Creative thinkers 

Refl ective learners   

Team workers 

Self-managers    

Effective participators  

 – opportunities for development

Personal, learning and thinking 
skills

Unit

10 11 12 13 14 15 16 17 18

Independent enquirers         

Creative thinkers 

Refl ective learners

Team workers

Self-managers   

Effective participators

 – opportunities for development
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Annexe D

Wider curriculum mapping

Study of the Edexcel BTEC Level 2 Firsts in Hospitality gives learners opportunities to develop an 
understanding of spiritual, moral, ethical, social and cultural issues as well as an awareness of citizenship, 
environmental issues, European developments, health and safety considerations and equal opportunities 
issues.

The Edexcel BTEC Level 2 Firsts in Hospitality makes a positive contribution to wider curricular areas as 
appropriate.

Spiritual, moral, ethical, social and cultural issues

The qualification contributes to an understanding of:

spiritual issues – through the development of an understanding of different customer needs and how 
these can be met

moral and ethical issues – through business transactions including handling payments and personal 
information which can lead to discussion on moral/ethical issues; sexual harassment and discrimination 
in the workplace or towards customer can be discussed. Other topics which could be discussed include 
priority reservations (who and why) and menu options – particularly those related to government 
initiatives and healthy lifestyles 

social and cultural issues – through the development of social skills which enable people to communicate 
with a wide range of people, particularly in a customer service context. Social inclusion of fellow staff 
and customers should also be considered. Research could be conducted into social responsibility versus 
business ethics and what customers’ expectations are from hospitality businesses. Different cultural and 
social issues can also be explored through the culinary unit.

Environmental issues

Learners are led to appreciate the importance of environmental issues through the experience of the 
hospitality sector, considering its impact on the sector in Unit 1: Investigate the Catering and Hospitality Industry 
and on specific hospitality sectors such as Unit 6: Healthier Food and Special Diets, Unit 13: Accommodation 
Services in Hospitality and Unit 14: Hospitality Front Office Operations. 

European developments

Much of the content of the Edexcel BTEC Level 2 Firsts in Hospitality applies throughout Europe even though 
delivery is in a UK context.

●

●

●
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Health and safety considerations

The Edexcel BTEC Level 2 Firsts in Hospitality are practically based and health and safety issues are 
encountered throughout the units. Learners will develop awareness of the safety of others as well as 
themselves in all practical activities. Learners will also explore health and safety issues across the hospitality 
industry.

Equal opportunities issues

Equal opportunities issues are implicit throughout the Edexcel BTEC Level 2 Firsts in Hospitality.



249Edexcel BTEC Level 2 Firsts specification in Hospitality
– Issue 2 – January 2011 © Edexcel Limited 2011

Wider curriculum mapping
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Annexe E

National Occupational Standards/mapping with NVQs

The grid below maps the knowledge covered in the Edexcel BTEC Level 2 Certificate, Extended Certificate 
and Diploma in Hospitality against the underpinning knowledge of the Level 2 NVQ in Food and Drink 
Service, Level 2 NVQ in Food Processing and Cooking, Level 2 NVQ in Front Office, Level 2 NVQ in 
Housekeeping, Level 2 NVQ in Multi-skilled Hospitality Services and Level 2 NVQ in Professional Cookery, 
People 1st SSC National Occupational Standards and the Institute of Customer Service National Occupational 
Standards.

KEY

 indicates that the Edexcel BTEC Level 2 Firsts cover all of the underpinning knowledge of the NVQ unit

# indicates partial coverage of the NVQ unit

 a blank space indicates no coverage of the underpinning knowledge

Units

NVQs 1 2 3 4 5 6 7 8 9

Level 2 NVQ in Food and Drink Service # #

Level 2 NVQ in Food Processing and Cooking # # #

Level 2 NVQ in Front Office # #

Level 2 NVQ in Housekeeping # #

Level 2 NVQ in Multi-skilled Hospitality Services # #

Level 2 NVQ in Professional Cookery #

Units

NVQs 10 11 12 13 14 15 16 17 18

Level 2 NVQ in Food and Drink Service # # #

Level 2 NVQ in Food Processing and Cooking

Level 2 NVQ in Front Office # #

Level 2 NVQ in Housekeeping # #

Level 2 NVQ in Multi-skilled Hospitality Services

Level 2 NVQ in Professional Cookery
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Annexe F

Unit mapping overview

BTEC First in Hospitality legacy (specification end date 31/12/2010)/new QCF versions of the BTEC First 
qualifications in Hospitality (specification start date 01/09/2010) – the BTEC Level 2 Certificate in Hospitality, 
BTEC Level 2 Extended Certificate in Hospitality and the BTEC Level 2 Diploma in Hospitality.

 Old units

New units U
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Unit 1 P

Unit 2 P

Unit 3 P

Unit 4 P

Unit 5 F

Unit 6 P

Unit 7 P

Unit 8 P

Unit 9

Unit 10

Unit 11 P

Unit 12 P

Unit 13 P

Unit 14 P

Unit 15

Unit 16

Unit 17

Unit 18

KEY

P – Partial mapping (some topics from the old unit appear in the new unit)

F – Full mapping (topics in old unit match new unit exactly or almost exactly)

X – Full mapping + new (all the topics from the old unit appear in the new unit, but new unit also contains 
new topic(s))
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Annexe G

Examples of calculation of qualifi cation grade above pass grade

Edexcel will automatically calculate the qualification grade for your learners when your learner unit grades are 
submitted.

The generic examples below demonstrate how the qualification grade above pass is calculated using the 
following two tables which are also shown in the section earlier on in the specification Calculation of the 
qualification grades above pass grade.

Points available for credits achieved at different QCF levels and unit 
grades

The table below shows the number of points scored per credit at the unit level and grade.

Unit QCF level 
Points per credit

Pass Merit Distinction 

Level 1 3 4 5
Level 2 5 6 7

Level 3 7 8 9

Learners who achieve the correct number of points within the ranges shown in the ‘qualification grade’ table 
below will achieve the qualification merit or distinction or distinction* grade. 

Qualifi cation
Points range above pass grade

Merit Distinction Distinction*

BTEC Level 2 Certificate 85–94 95–99 100 and above

BTEC Level 2 Extended Certificate 170–189 190–199 200 and above

BTEC Level 2 Diploma 340–379 380–399 400 and above
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Example 1 

Achievement of pass qualification grade

A learner completing a 15-credit Edexcel BTEC Level 2 Certificate achieves the credit required to gain a pass 
qualification grade and does not achieve the points to gain a merit grade.

Level Credit Grade Grade points
Points per unit = 
credit x grade

Unit 1 2 5 Pass 5 5 × 5 = 25

Unit 2 2 5 Pass 5 5 × 5 =  25

Unit 3 2 5 Merit 6 5 × 6 =  30
Qualification grade 
totals

15 Pass 80

Example 2 

Achievement of merit qualification grade

A learner completing a 15-credit Edexcel BTEC Level 2 Certificate achieves the points required to gain a 
merit qualification grade.

Level Credit Grade Grade points
Points per unit = 
credit x grade

Unit 1 2 5 Pass 5 5 × 5 =  25

Unit 2 2 5 Merit 6 5 × 6 = 30

Unit 3 2 5 Merit 6 5 × 6 =  30
Qualification grade 
totals

15 Merit 85

Example 3 

Achievement of distinction qualification grade

A learner completing a 15-credit Edexcel BTEC Level 2 Certificate achieves the points required to gain a 
distinction qualification grade.

Level Credit Grade Grade points
Points per unit = 
credit x grade

Unit 1 2 5 Merit 6 5 × 6 = 30

Unit 2 2 5 Merit 6 5 × 6 =  30

Unit 3 2 5 Distinction 7 5 × 7 =  35
Qualification grade 
totals

15 Distinction 95
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Example 4 

Achievement of merit qualification grade

A learner completing a 30-credit Edexcel BTEC Level 2 Extended Certificate achieves the points required to 
gain a merit qualification grade.

Level Credit Grade Grade points
Points per unit = 
credit x grade

Unit 1 2 5 Merit 6 5 × 6 =  30

Unit 2 2 5 Pass 5 5 × 5 =  25

Unit 3 2 5 Distinction 7 5 × 7 = 35

Unit 6 2 10 Pass 5 10 × 5 = 50

Unit 8 3 5 Pass 7 5 × 7 = 35
Qualification grade 
totals

30 Merit 175

Example 5 

Achievement of merit qualification grade

A learner completing a 60-credit Edexcel BTEC Level 2 Diploma achieves the points required to gain a merit 
qualification grade.

Level Credit Grade Grade points
Points per unit = 
credit x grade

Unit 1 2 5 Merit 6 5 × 6 =  30

Unit 2 2 5 Pass 5 5 × 5 =  25

Unit 3 2 5 Distinction 7 5 × 7 =  35

Unit 6 2 10 Merit 6 10 × 6 =  60

Unit 9 1 5 Merit 4 5 × 4 =  20

Unit 10 2 10 Distinction 7 10 × 7 =  70

Unit 11 2 10 Merit 6 10 × 6 =  60

Unit 14 2 10 Merit 6 10 × 6 =  60
Qualification grade 
totals

60 Merit 360
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