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BTEC National qualification titles supported by 
these additional guidance materials 

Edexcel BTEC Level 3 Certificate in Hospitality  

Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality  

Edexcel BTEC Level 3 Diploma in Hospitality  

Edexcel BTEC Level 3 Extended 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 the learners’ final certification 
documentation. 

The QANs for the qualifications in this publication are:  

Edexcel BTEC Level 3 Certificate in Hospitality (QCF) 500/8195/0 

Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality (QCF) 500/8197/4 

Edexcel BTEC Level 3 Diploma in Hospitality (QCF) 500/8196/2 

Edexcel BTEC Level 3 Extended Diploma in Hospitality (QCF) 500/8209/7 

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. 

 

Introduction 

These Additional guidance materials supplement the delivery and assessment guidance in the 
units of the Qualifications and Credit Framework (QCF) specification and the Teaching BTEC 
in Hospitality publication produced for the specification pack. 

These Additional guidance materials give tutors and learners advice and support for those 
selected units that are substantially different in unit content, learning outcomes and assessment 
criteria to other units in the specification or the previous National Qualifications Framework 
(NQF) version of the hospitality specification.  

The guidance is intended to be informative and useful but is not prescriptive.  

 

http://www.dcsf.gov.uk/
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Introducing the new BTEC Nationals 

Note: This section is repeated from the specification for the sake of clarity. 

BTEC National 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 National 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 3 Certificate in Hospitality 

Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality 

Edexcel BTEC Level 3 Diploma in Hospitality 

Edexcel BTEC Level 3 Extended Diploma in Hospitality. 

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

 

Predecessor BTEC Nationals  
(accredited 2007) 

QCF BTEC Nationals 
(for delivery from September 2010) 

Not applicable  Edexcel BTEC Level 3 Certificate 

Edexcel Level 3 BTEC National Award Edexcel BTEC Level 3 Subsidiary Diploma 

Edexcel Level 3 BTEC National Certificate Edexcel BTEC Level 3 Diploma 

Edexcel Level 3 BTEC National Diploma Edexcel BTEC Level 3 Extended Diploma  

 

BTEC Nationals are QCF Level 3 qualifications designed to provide highly specialist work-
related qualifications in a range of vocational 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, and through articulation to 
higher education, degree and professional development programmes provide progression 
opportunities within the same cognate or related areas of study within universities and other 
institutions. BTEC Nationals accredit the achievement for courses and programmes of study for 
full-time or part-time learners in schools, colleges and other training-provider organisations. 

BTEC Nationals 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 Sector Skills Councils (SSCs) and/or Standards Setting Bodies (SSBs). Certain 
BTEC Nationals are recognised as Technical Certificates and form part of the Apprenticeship 
Framework. They attract UCAS points that equate to similar-sized general qualifications within 
education institutions in the UK. 

On successful completion of a BTEC National qualification, a learner 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 Firsts 
have also changed; see within the relevant BTEC First specifications on the website 
(www.edexcel.com).  
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The QCF is a framework that 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 qualification in the QCF:  

 Awards (1 to 12 credits) 

 Certificates (13 to 36 credits) 

 Diplomas (37 credits and above). 

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 3 Certificate — 30 credits 
The 30-credit BTEC Level 3 Certificate offers a specialist qualification that focuses on 
particular aspects of employment within the appropriate vocational sector. The BTEC Level 3 
Certificate is a qualification that can extend a learner’s programme of study and give vocational 
emphasis. The BTEC Level 3 Certificate is broadly equivalent to one GCE AS Level.  

The BTEC Level 3 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 3 Subsidiary Diploma — 60 credits 
The 60-credit BTEC Level 3 Subsidiary Diploma extends the specialist work-related focus from 
the BTEC Level 3 Certificate and covers the key knowledge and practical skills required in the 
appropriate vocational sector. The BTEC Level 3 Subsidiary Diploma offers greater flexibility 
and a choice of emphasis through the optional units. It is broadly equivalent to one GCE 
A Level. 

The BTEC Level 3 Subsidiary Diploma offers an engaging programme for those who are clear 
about the area of employment they wish to enter. These learners may wish to extend their 
programme through the study of general qualifications such as GCE AS Levels, additional 
specialist learning (for example through another BTEC qualification) or a complementary NVQ. 
These learning programmes can be developed to allow learners to study related and 
complementary qualifications without duplication of content. 

For adult learners the BTEC Level 3 Subsidiary Diploma can extend their experience of work in 
a particular sector. It may also be 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 3 Subsidiary Diploma is the Edexcel Level 3 
BTEC National Award accredited onto the National Qualifications Framework, which has the 
same equivalences, overall size and focus as the revised QCF-accredited qualification. 
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Edexcel BTEC Level 3 Diploma — 120 credits 
The 120-credit BTEC Level 3 Diploma broadens and expands the specialist work-related focus 
from the BTEC Level 3 Subsidiary Diploma. 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 two 
GCE A Levels. 

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 3 Certificate or the BTEC Level 3 Subsidiary 
Diploma programme.  

The predecessor qualification to the BTEC Level 3 Diploma is the Edexcel Level 3 BTEC 
National Certificate accredited onto the National Qualifications Framework, which has the same 
equivalences, overall size and focus as the revised QCF-accredited qualification.  

Edexcel BTEC Level 3 Extended Diploma — 180 credits 
The 180-credit BTEC Level 3 Extended Diploma extends and deepens the specialist work-
related focus from the BTEC Level 3 Diploma. There is potential for the qualification to prepare 
learners for appropriate direct employment in the vocational sector and it is suitable for those 
who have decided that they clearly wish to enter a particular specialist area of work. It is 
broadly equivalent to three GCE A Levels. 

Some learners may wish to gain the qualification in order to enter a specialist area of 
employment or to progress to a higher education foundation degree, HND or other professional 
development programme. Other learners may want to extend the specialist nature of the subjects 
they studied on the BTEC Level 3 Diploma or another programme of study.  

The predecessor qualification to the BTEC Level 3 Extended Diploma is the Edexcel Level 3 
BTEC National Diploma accredited onto the National Qualifications Framework, which has the 
same equivalences, overall size and focus as the revised QCF-accredited qualification. 

Rationale for the BTEC Nationals in Hospitality  
Over the past few years, employment in the hospitality industry has increased faster than for the 
economy overall. But there remain significant skills gaps, particularly in the following areas: 
customer service; interpersonal skills; supervisory skills; finance; and employability skills. 
These BTEC Nationals seek to address these areas by encouraging the acquisition and 
development of these competencies before, or while in, employment in the hospitality industry. 
Customer service is the main focus of Unit 2: Principles of Supervising Customer Service 
Performance in Hospitality, Leisure, Travel and Tourism and Unit 3: Providing Customer 
Service in Hospitality and is also relevant to other units such as Unit 6: Food and Drinks 
Service, Unit 21: Events Organisation in Hospitality and Unit 23: Accommodation Operations 
in Hospitality. Interpersonal skills are dealt with in most of the units, but in particular 
Unit 2: Principles of Supervising Customer Service Performance in Hospitality, Leisure, Travel 
and Tourism and Unit 3: Providing Customer Service in Hospitality and Unit 25: Personal and 
Professional Development in Hospitality.  

Supervisory skills are addressed in Unit 5: Supervisory Skills in the Hospitality Industry. 
Finance is covered in Unit 4: Financial Control in Hospitality and Unit 16: Hospitality Business 
Enterprise. Learners will also have the opportunity to develop their employability skills in 
Unit 25: Personal and Professional Development in Hospitality. The specification has been 
structured to allow learners maximum flexibility in selecting specialist units that reflect their 
own interests and career aspirations within hospitality. The Certificate, Subsidiary Diploma, 
Diploma and Extended Diploma contain mandatory units covering the skills that are considered 
to be essential for all learners. The optional units give learners the opportunity to acquire a 
range of skills from across the industry, or to focus on particular areas. For example, learners 
who are particularly interested in culinary skills may want to choose practical units such as  
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Unit 10: European Food and Unit 11: Asian Food alongside more theoretical units such as 
Unit 15: Principles of Nutrition for Healthier Food and Special Diets. Learners who are 
interested in event management could choose to take units such as Unit 21: Events Organisation 
in Hospitality and Unit 22: Planning and Managing a Hospitality Event. Unit 17: E-business for 
Hospitality, Unit 23: Accommodation Operations in Hospitality and Unit 24: Front Office 
Operations in Hospitality may be particularly suitable for those who are interested in hotel 
management. 

As the BTEC Nationals are ‘mode-free’, those already employed in the hospitality industry may 
wish to study for the Certificate, Subsidiary Diploma, Diploma and Extended Diploma on a 
part-time basis, using their industry knowledge and expertise to develop evidence for the 
assessment criteria. 

The Certificate is particularly suitable for traditional school leavers wanting to take a vocational 
equivalent of one A-level alongside traditional academic subjects. The Certificate would also be 
ideal for people with some experience of the hospitality industry but no formal qualifications 
who now wish to progress to supervisory positions. The Subsidiary Diploma, Diploma and 
Extended Diploma are designed for people who are considering progressing on to higher 
education or entering the hospitality industry with the potential to start management training.  

The Subsidiary Diploma, Diploma and Extended Diploma feature Unit 7: Alcoholic Beverage 
Service, which has been included to reflect the changing needs of the industry in line with 
increasingly sophisticated customer tastes. Unit 21: Events Organisation in Hospitality and 
Unit 22: Planning and Managing a Hospitality Event give learners an insight into the skills and 
knowledge required to work in this fast-growing industry. Unit 12: Contemporary World Food 
introduces learners to a variety of innovative and contemporary styles of food from a broad 
spectrum of catering businesses.  

The assessment approach of the BTEC Nationals 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 role play and oral assessment. Delivery strategies should reflect the nature of 
employment within the hospitality industry by encouraging learners to research and carry out 
assessment in the workplace or in simulated working conditions. Learners should take 
responsibility for their own learning and achievement, taking into account industry standards for 
behaviour and performance. 

 



BN025520 – Edexcel BTEC Level 3 Nationals Additional guidance materials in Hospitality –  
Issue 1 – December 2010  © Edexcel Limited 2010 

6 

Rules of combination for Edexcel BTEC Level 3 
National qualifications 

The rules of combination specify the: 

 total credit value of the qualification 

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

 mandatory unit credit 

 optional unit credit 

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

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

 

Edexcel BTEC Level 3 Certificate 

1 Qualification credit value: a minimum of 30 credits. 

2 Minimum credit to be achieved at, or above, the level of the qualification: 23 credits. 

3 Mandatory unit credit: 10 credits. 

4 Optional unit credit: 20 credits. 

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

 

Edexcel BTEC Level 3 Subsidiary Diploma 

1 Qualification credit value: a minimum of 60 credits. 

2 Minimum credit to be achieved at, or above, the level of the qualification: 45 credits. 

3 Mandatory unit credit: 20 credits. 

4 Optional unit credit: 40 credits. 

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

 

Edexcel BTEC Level 3 Diploma 

1 Qualification credit value: a minimum of 120 credits. 

2 Minimum credit to be achieved at, or above, the level of the qualification: 90 credits. 

3 Mandatory unit credit: 30 credits. 

4 Optional unit credit: 90 credits. 

5 A maximum of 20 optional credits can come from other QCF BTEC units to meet local 
needs. 

 

Edexcel BTEC Level 3 Extended Diploma 

1 Qualification credit value: a minimum of 180 credits. 

2 Minimum credit to be achieved at, or above, the level of the qualification: 135 credits. 

3 Mandatory unit credit: 30 credits. 

4 Optional unit credit: 150 credits. 

5 A maximum of 35 optional credits can come from other QCF BTEC units to meet local 
needs. 
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Qualification structures 

Edexcel BTEC Level 3 Certificate in Hospitality 
The Edexcel BTEC Level 3 Certificate in Hospitality is a 30-credit and 180-guided-learning-
hour (GLH) qualification that consists of one mandatory unit plus optional units that provide 
for a combined total of 30 credits (where at least 23 credits must be at Level 3 or above). 

 

The units for the BTEC Nationals in Hospitality are on the CD ROM in the specification pack. 

 

Edexcel BTEC Level 3 Certificate in Hospitality 

Unit Mandatory units Credit Level 

1 The Hospitality Industry 10 3 

Unit Optional units   

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

2 3 

3 Providing Customer Service in Hospitality 8 3 

4 Financial Control in Hospitality 10 3 

5 Supervisory Skills in the Hospitality Industry 8 3 

6 Food and Drinks Service 10 3 

7 Alcoholic Beverage Service  10 3 

8 The Principles of Food Safety Supervision for Catering 3 3 

9 Food Service Organisation 10 3 

10 European Food 10 3 

11 Asian Food 10 3 

12 Contemporary World Food 10 3 

13 Advanced Skills and Techniques In Producing Desserts and Petits 
Fours  

13 3 

14 Environment and Sustainability in Hospitality 10 3 

15 Principles of Nutrition for Healthier Food and Special Diets  3 3 

16 Hospitality Business Enterprise 10 3 

17 E-business for Hospitality 10 3 

18 Marketing for Hospitality 10 3 

19 Personal Selling and Promotional Skills for Hospitality 10 3 

20 Human Resources in Hospitality 10 3 

21 Events Organisation in Hospitality 10 3 

22 Planning and Managing a Hospitality Event 10 3 

23 Accommodation Operations in Hospitality 10 3 
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Edexcel BTEC Level 3 Certificate in Hospitality 

24 Front Office Operations in Hospitality 10 3 

25 Personal and Professional Development in Hospitality 10 3 

26 Industry-related Project in Hospitality 10 3 
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Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality 
The Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality is a 60-credit and 360-guided-
learning-hour (GLH) qualification that consists of three mandatory units plus optional units 
that provide for a combined total of 60 credits (where at least 45 credits must be at Level 3 or 
above). 

 

The units for the BTEC Nationals in Hospitality are on the CD ROM in the specification pack. 

 

Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality 

Unit Mandatory units Credit Level 

1 The Hospitality Industry 10 3 

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

2 3 

3 Providing Customer Service in Hospitality 8 3 

Unit Optional units   

4 Financial Control in Hospitality 10 3 

5 Supervisory Skills in the Hospitality Industry 8 3 

6 Food and Drinks Service 10 3 

7 Alcoholic Beverage Service  10 3 

8 The Principles of Food Safety Supervision for Catering 3 3 

9 Food Service Organisation 10 3 

10 European Food 10 3 

11 Asian Food 10 3 

12 Contemporary World Food 10 3 

13 Advanced Skills and Techniques In Producing Desserts and Petits 
Fours  

13 3 

14 Environment and Sustainability in Hospitality 10 3 

15 Principles of Nutrition for Healthier Food and Special Diets  3 3 

16 Hospitality Business Enterprise 10 3 

17 E-business for Hospitality 10 3 

18 Marketing for Hospitality 10 3 

19 Personal Selling and Promotional Skills for Hospitality 10 3 

20 Human Resources in Hospitality 10 3 

21 Events Organisation in Hospitality 10 3 

22 Planning and Managing a Hospitality Event 10 3 

23 Accommodation Operations in Hospitality 10 3 
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Edexcel BTEC Level 3 Subsidiary Diploma in Hospitality 

24 Front Office Operations in Hospitality 10 3 

25 Personal and Professional Development in Hospitality 10 3 

26 Industry-related Project in Hospitality 10 3 
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Edexcel BTEC Level 3 Diploma in Hospitality 
The Edexcel BTEC Level 3 Diploma in Hospitality is a 120-credit and 720-guided-learning-
hour (GLH) qualification that consists of four mandatory units plus optional units that provide 
for a combined total of 120 credits (where at least 90 credits must be at Level 3 or above). 

 

The units for the BTEC Nationals in Hospitality are on the CD ROM in the specification pack. 

 

Edexcel BTEC Level 3 Diploma in Hospitality 

Unit Mandatory units Credit Level 

1 The Hospitality Industry 10 3 

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

2 3 

3 Providing Customer Service in Hospitality 8 3 

4 Financial Control in Hospitality 10 3 

Unit Optional units    

5 Supervisory Skills in the Hospitality Industry 8 3 

6 Food and Drinks Service 10 3 

7 Alcoholic Beverage Service  10 3 

8 The Principles of Food Safety Supervision for Catering 3 3 

9 Food Service Organisation 10 3 

10 European Food 10 3 

11 Asian Food 10 3 

12 Contemporary World Food 10 3 

13 Advanced Skills and Techniques In Producing Desserts and Petits 
Fours  

13 3 

14 Environment and Sustainability in Hospitality 10 3 

15 Principles of Nutrition for Healthier Food and Special Diets  3 3 

16 Hospitality Business Enterprise 10 3 

17 E-business for Hospitality 10 3 

18 Marketing for Hospitality 10 3 

19 Personal Selling and Promotional Skills for Hospitality 10 3 

20 Human Resources in Hospitality 10 3 

21 Events Organisation in Hospitality 10 3 

22 Planning and Managing a Hospitality Event 10 3 

23 Accommodation Operations in Hospitality 10 3 
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Edexcel BTEC Level 3 Diploma in Hospitality 

24 Front Office Operations in Hospitality 10 3 

25 Personal and Professional Development in Hospitality 10 3 

26 Industry-related Project in Hospitality 10 3 
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Edexcel BTEC Level 3 Extended Diploma in Hospitality 
The Edexcel BTEC Level 3 Extended Diploma in Hospitality is a 180-credit and  
1080-guided-learning-hour (GLH) qualification that consists of four mandatory units plus 
optional units that provide for a combined total of 180 credits (where at least 135 credits must 
be at Level 3 or above). 

 

The units for the BTEC Nationals in Hospitality are on the CD ROM in the specification pack. 

 

Edexcel BTEC Level 3 Extended Diploma in Hospitality 

Unit Mandatory units Credit Level 

1 The Hospitality Industry 10 3 

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

2 3 

3 Providing Customer Service in Hospitality 8 3 

4 Financial Control in Hospitality 10 3 

Unit Optional units    

5 Supervisory Skills in the Hospitality Industry 8 3 

6 Food and Drinks Service 10 3 

7 Alcoholic Beverage Service  10 3 

8 The Principles of Food Safety Supervision for Catering 3 3 

9 Food Service Organisation 10 3 

10 European Food 10 3 

11 Asian Food 10 3 

12 Contemporary World Food 10 3 

13 Advanced Skills and Techniques In Producing Desserts and Petits 
Fours  

13 3 

14 Environment and Sustainability in Hospitality 10 3 

15 Principles of Nutrition for Healthier Food and Special Diets  3 3 

16 Hospitality Business Enterprise 10 3 

17 E-business for Hospitality 10 3 

18 Marketing for Hospitality 10 3 

19 Personal Selling and Promotional Skills for Hospitality 10 3 

20 Human Resources in Hospitality 10 3 

21 Events Organisation in Hospitality 10 3 

22 Planning and Managing a Hospitality Event 10 3 

23 Accommodation Operations in Hospitality 10 3 
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Edexcel BTEC Level 3 Extended Diploma in Hospitality 

24 Front Office Operations in Hospitality 10 3 

25 Personal and Professional Development in Hospitality 10 3 

26 Industry-related Project in Hospitality 10 3 
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Delivery and assessment 

Purpose of these additional guidance materials 
This publication supports delivery of the Edexcel BTEC Level 3 Certificate, BTEC Level 3 
Subsidiary Diploma, BTEC Level 3 Diploma and BTEC Level 3 Extended Diploma in 
Hospitality (QCF). It should be read in conjunction with the published specification 
(Publications code BN021891) and published CD ROM, which includes the units (Publications 
code BN022177), for the qualifications. The specification gives the content that must be 
covered in the unit, and the grading criteria against which learners must be assessed. 

All BTEC National units on the published CD ROM, and on the website, include an Essential 
guidance for tutors section. This brings together the unit’s introduction, learning outcomes, 
content, and assessment and grading grid, and gives an overview of how the unit can be 
delivered and assessed. 

These additional guidance materials are designed to supplement the guidance given in the 
specification for five of the 26 units. They provide a suggested programme of learning where 
the unit content has been divided into a number of manageable teaching sessions. 

The suggested programme of learning enables tutors to design assessment activities. All 
assignments are subject to the centre’s normal quality-assurance procedures. 

This guidance is not prescriptive. Tutors may feel that a unit can be delivered and assessed more 
effectively in a different way. This may be because of the way the qualification is organised 
within their centre or after taking into consideration their learners, their learning styles and their 
prior learning. These support materials give guidance and ideas to tutors who can then develop 
their own plans and ideas to engage their learners. 

For further information please call BTEC and NVQ Customer Services on 0844 576 0026 (calls 
may be recorded for training purposes) or visit our website (www.edexcel.com/btec or Ask the 
Expert: www.edexcel.com/aboutus/contact-us/ask-expert). 

Delivery guidance 
Most BTEC National qualifications are accredited on the QCF for learners aged 16 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 3 Nationals are listed on the DCSF funding lists Section 96 and Section 
97 of the Learning and Skills Act 2000. 

Opportunities for co-delivery  

It is essential that learners know how the content covered by several units interrelates, as it 
would in the world of work. In the hospitality industry, unit delivery is best integrated, with 
assignment evidence mapped across two or more units. Integrated delivery is one of the distinct 
strengths of BTEC qualifications and can lead to a deeper practical and vocational 
understanding of the content. 

Integrated unit delivery can be a very effective way of delivering parts of BTEC Hospitality 
programmes. For example, any of the food preparation units (Unit 10: European Food,  
Unit 11: Asian Food and Unit 12: Contemporary World Food) can be effectively combined with  
Unit 8: The Principles of Food Safety Supervision for Catering, because naturally occurring 
evidence can be used for the assessment of Unit 8: The Principles of Food Safety Supervision 
for Catering when preparing food. Learners need the knowledge and understanding contained in 
Unit 8: The Principles of Food Safety Supervision for Catering in order to work in a kitchen 
safely. 



BN025520 – Edexcel BTEC Level 3 Nationals Additional guidance materials in Hospitality –  
Issue 1 – December 2010  © Edexcel Limited 2010 

16

It is also possible to combine the practical assessment for Unit 5: Supervisory Skills in the 
Hospitality Industry with that for Unit 22: Planning and Managing a Hospitality Event and 
Unit 3: Providing Customer Service in Hospitality. Tutors should, where possible, plan cross-
unit assessment as it eases the assessment burden for learners and encourages them to view their 
studies as a whole rather than as separate units. 

Similarly, a number of units allow for co-teaching with units from other BTEC qualifications. 
For example, Unit 18: Marketing for Hospitality could be co-taught with BTEC Travel and 
Tourism marketing units. This can be particularly useful if class sizes are small. 

It is important that learners look at some of the business-related units during their study so they 
can gain an appreciation of how the business of hospitality is based on the theory of business. 
Unit 4: Financial Control in Hospitality, Unit 16: Hospitality Business Enterprise,  
Unit 17: E-business for Hospitality and Unit 20: Human Resources in Hospitality all give 
learners an insight into business-related skills and theory. 

General assessment 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. 

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 fit-for-purpose assignments 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. 

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 learners’ 
requirements so that they can demonstrate achievement. 

Specific assessment guidance for the BTEC Nationals in Hospitality  

When designing assignments it is possible to:  

 have one assignment brief to assess all the grading criteria of a unit 

 have two or more smaller assignment briefs for a unit 

 allow assessment of criteria from one unit to be integrated with assessment of criteria from 
another unit. 

When the criteria include the assessment of skills or knowledge and understanding that cannot 
always be evidenced in writing, the use of observation records or witness statements is advised 
– preferably with the unit criteria printed on them to help accurate judgements to be made 
against the criteria. Observation records and witness statements should be signed and dated to 
form an authentic audit trail within the learner’s assessment profile. 
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An observation record is used to provide a formal record of an assessor’s judgement of learner 
performance (for example during presentations, practical activity, performance or role play) 
against the targeted grading criteria. For an example observation record form see Annexe D. 

A witness statement is used to provide a written record of learner performance (process 
evidence) against grading criteria. Someone other than the assessor of the qualification/unit may 
complete it. This may be an assessor of a different qualification or unit, a work placement 
supervisor, a technician, a learning resources manager or anyone else who has witnessed the 
performance of the learner against given assessment criteria. It can be someone who does not 
have direct knowledge of the qualification, unit or assessment criteria as a whole but who is able 
to make a professional judgement about the performance of the learner in the given situation. 
For observation records and witness statements templates see Annexe C. For an example 
observation record form see Annexe D. 

Each unit is set out in the following way: 

Unit title 

Unit code 

QCF level  

Credit value 

Guided learning hours 

Aim and purpose 

Unit introduction 

Learning outcomes 

Introduction/scenario 

How to deliver 

Assessment criteria and its achievement 
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Units 

Unit 2:  Principles of Supervising Customer Service Performance in 
Hospitality, Leisure, Travel and Tourism 21 

Unit 5:  Supervisory Skills in the Hospitality Industry 33 

Unit 8:  The Principles of Food Safety Supervision for Catering 47 

Unit 13: Advanced Skills and Techniques in Producing Desserts and Petits 
Fours 63 

Unit 15: Principles of Nutrition for Healthier Food and Special Diets 81 
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Unit 2: Principles of Supervising 
Customer Service Performance in 
Hospitality, Leisure, Travel and 
Tourism  

Unit code: L/600/1066 

QCF Level 3: BTEC National 

Credit value: 2 

Guided learning hours: 20 

 

Aim and purpose 

This unit will provide in-depth knowledge of how to supervise customer service performance in 
the hospitality, leisure travel and tourism sector. The unit will be appropriate for supervisors and 
managers whose responsibilities include managing staff.  

Unit introduction 

Customer service is of vital importance to all organisations in the hospitality, leisure, travel and 
tourism sector. A reputation for excellent customer service performance will help organisations 
to attract and retain customers by differentiating them from their competitors. Supervisors are an 
important factor in ensuring the continuity of an effective and positive customer service culture 
within an organisation. 

This unit looks at how a supervisor can help to develop customer service in their business, the 
relationship between customer service and selling and the impact that customer service can have 
on business performance.  

Learners will also explore the role of the supervisor in providing customer service and their part 
in building teams that can deliver effective customer service. The importance of the part played 
by staff development, training, coaching and different methods of giving feedback in customer 
service are also explored. Finally, the unit allows learners to investigate the effectiveness of 
customer service by measuring it against customer service standards and to suggest 
improvements.  

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

Learning outcomes 

On completion of this unit a learner should: 

1 Understand how to develop a customer service culture within their business  

2 Understand how to build teams and motivate colleagues through techniques such as on-site 
coaching  

3 Understand how to effectively monitor and communicate levels of customer service 
performance. 
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 p
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w
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w
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at
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at
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l p
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 c
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 c
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 r
ec

or
d,

 il
lu

st
ra

ti
ng

 
le

ar
ne

r 
ac

hi
ev

em
en

ts
. T

he
 r

es
po

ns
e 

ne
ed

s 
to

 b
e 

of
 a

 L
3 

m
er

it
 s

ta
nd

ar
d 

an
d 

en
su

re
 th

at
 le

ar
ne

rs
 r

ec
og

ni
se

 th
e 

si
gn

if
ic

an
ce

 o
f 

tr
ai

ni
ng

 in
 c

om
m

un
ic

at
io

n,
 p

re
se

nt
at

io
n 

an
d 

te
am

w
or

k 
te

ch
ni

qu
es

, a
pp

li
ed

 to
 h

os
pi

ta
li

ty
 

ap
pr

op
ri

at
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Unit 5: Supervisory Skills in the 
Hospitality Industry  

Unit code: J/600/9151 

QCF Level 3: BTEC National 

Credit value 8 

Guided learning hours: 30 

 

Aim and purpose 

The aim of this unit is to enable the candidate to develop the necessary knowledge and 
understanding of how to supervise, lead, and train staff. This covers the legislative requirements 
including the supervisory responsibilities associated with ensuring that the organisation’s 
working environment and staff are fully compliant with legal requirements. 

Importance is also placed on identification, monitoring and recording risk assessments and the 
production and application of health and safety policies and procedures.  

Unit introduction 

The ability to lead and supervise teams is critical to the success of a hospitality business. 
However, teams can be ineffective and lack direction, with members that cannot work together. 
This unit introduces learners to the principles of team leadership and supervision in a hospitality 
context. It focuses on assisting learners to put theory into practice when leading teams, ensuring 
that their teams achieve the required objectives. 

Learners, therefore, need to be aware of the different types of teams operating within hospitality 
businesses. This unit considers the role of teams and how working in teams benefits both 
individuals and businesses. Learners will also explore the necessary pre-conditions for teams to 
be effective and objective focused. 

Understanding and applying team supervision and development skills is a key requirement of 
this unit. Learners will be introduced to the principles of team building, how teams can be 
managed effectively, and the factors that threaten team development within hospitality 
businesses. 

The ability to measure the effectiveness of team performance and achievement is a requirement 
for any successful hospitality business. Learners will explore the key factors used to monitor 
work performance and team achievement. They will also be encouraged to review the role of the 
supervisor and manager in hospitality businesses, and their impact and influence on team 
achievement. 

Learners will have the opportunity to explain and show team leadership skills. These skills can 
be developed and measured in practical situations where learners have to demonstrate personal 
organisation, flexibility and other interpersonal skills when leading a team towards achieving 
the desired objectives.  

Learning outcomes 

On completion of this unit a learner should: 

1 Be able to apply and monitor good health and safety practices  

2 Be able to explain how to apply staff supervisory skills within a small team. 
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Unit 8: The Principles of Food Safety 
Supervision for Catering  

Unit code: K/502/3775 

QCF Level 3: BTEC National 

Credit value: 3 

Guided learning hours: 25 

 

Aim and purpose 

The aim of the unit is to ensure that candidates are trained in accordance with regulation (EC) 
no 853/2004 of the European Parliament and of the Council of 29 April 2004. These regulations 
require food businesses to develop and implement food safety management systems that are 
based on HACCP principles. The unit will ensure that supervisors or prospective supervisors 
receive training in food safety management and the development and implementation of food 
safety management procedures that is commensurate with their responsibilities. 

Unit introduction 

This unit introduces learners to kitchen organisation and food safety, two very important aspects 
of the catering industry. Appropriate kitchen organisation ensures effective workflow within a 
safe and hygienic environment, while the importance of correct food storage must be 
highlighted to ensure that learners are aware of both safety and legal compliance issues. 

In this unit learners will look at the role that production systems play in kitchen organisation. 
This will include cook to order, cook-chill and cook-freeze, as well as centralised production 
and satellite systems. Staff organisation covers topics such as traditional brigades, modern-day 
brigades and the chef de partie system.  

Learners will consider the ways in which correct food storage systems, procedures and 
appropriate record keeping and documentation contribute to kitchen organisation and food 
safety. The supervisory aspects of kitchen organisation and food safety are a significant part of 
the unit, and learners will explore the relevance of current food safety legislation and its 
importance for staff, customers and organisations. 

Learners will learn to identify common workplace health, safety and security hazards in kitchen 
situations, relating to equipment, hazardous substances, fires, contamination and infestation. 
Learners will be required to determine realistic control measures to reduce or eliminate the risk 
of injury or illness arising from the hazards. 

Learners will be taught how to identify potential safety hazards, and learn how to communicate 
essential information about food safety and kitchen organisation.  

Learning outcomes 

On completion of this unit a learner should: 

1 Understand the role of the supervisor in ensuring compliance with food safety legislation 

2 Understand the application and monitoring of good hygiene practice 

3 Understand how to implement food safety management procedures 

4 Understand the role of the supervisor in staff training. 
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Unit 13: Advanced Skills and Techniques 
in Producing Desserts and Petits 
Fours  

Unit code: J/600/9165 

QCF Level 3: BTEC National 

Credit value: 13 

Guided learning hours: 115 

 

Aim and purpose 

The aim of this unit is to enable the candidate to develop the necessary advanced skills 
knowledge and understanding of the principles in producing hot, cold and frozen desserts and 
petits fours and friandises. The emphasis in this unit is to develop precision, speed and control 
in existing skills and develop more refined and advanced techniques.  

Unit introduction 

Dessert and pastry chefs focus on preparing, baking and decorating cakes, breads, cookies and 
pastries. Also known as patisserie chefs, they work in restaurants, hotels, commercial bakeries, 
grocery store bakery departments, catering businesses, banquet halls or any other institutional 
settings where dessert foods are enjoyed. Dessert and pastry chefs plan food budgets, research 
and experiment with new flavours and techniques and ensure the quality of ingredients and 
cooking utensils. They also need a solid background in mathematics and science. This is 
because their work involves lots of calculation for ingredient measuring, weighing, and 
adjusting; science education is also useful because the way ingredients combine to produce a 
desired result is itself a study in chemistry.  

In this unit learners will look at ingredients, equipment, storage, preparation, cooking and 
finishing methods used to produce dessert and petits fours. 

Learners will develop their practical dessert and petits fours preparation, cooking and finishing 
skills, and learn to work in a professional, safe and hygienic manner. They should be 
encouraged to use healthy eating techniques and this should be reflected in the production 
methods and ingredients used. 

Learners will also be introduced to the processes involved in evaluating their working methods. 
They are required to make recommendations for future improvements in the quality of their 
products and in the way in which they organise their practical work. 

Learning outcomes 

On completion of this unit a learner should: 

1 Be able to produce hot, cold and frozen desserts  

2 Be able to produce petits fours and friandises. 
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Unit 15: Principles of Nutrition for 
Healthier Food and Special Diets 

Unit code: H/600/7861 

QCF Level 3: BTEC National 

Credit value: 3 

Guided learning hours: 21 

 

Aim and purpose 

The purpose of this unit is to provide learners with knowledge of the principles of nutrition, 
healthier foods and special diets. Learners will develop their knowledge of the principles of 
balanced diets, nutritional information and their understanding of special dietary needs. 

Unit introduction 

Nutrition is about the study of food and how our bodies use food as fuel for growth and daily 
activities. The macronutrients include proteins, carbohydrates, and fats. The micronutrients 
include the vitamins and minerals that we need to be healthy. 

The principles of nutrition are becoming more important in today’s society, as scientists are 
finding many benefits to a balanced diet which include the supporting of a healthy and long life. 
There have been many initiatives, including at government level, to promote healthy eating. 
Many people who work in the hospitality industry need to be able to make proposals for 
balanced diets for their clients. Although this is especially true within certain groups of people, 
such as residents in retirement homes or boarding school children, many individuals are now 
demanding to know about the nutritional content of their foods. While supermarkets have taken 
this demand on board by offering nutritional information for ready meals, the hospitality 
industry is also expected to provide much more information to interested parties. 

In this unit, learners will investigates the nutritional needs of human beings and the workings of 
the digestive system, in order to develop an understanding of a balanced diet. Learners will find 
out about the problems caused by a deficiency or excess of any of the important nutrients in the 
diet. 

Learners will learn about the specific dietary needs of different groups of people, in order to 
advise which dishes are most appropriate for a balanced diet, and which may be recommended 
for customers who are suffering from a deficiency or excess of any nutrients. 

Learning outcomes 

On completion of this unit a learner should: 

1 Understand the importance and principles of balanced diets 

2 Understand food labelling and nutritional information 

3 Understand special dietary needs 

4 Understand how to plan and promote healthier food choices. 
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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 

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  

http://www.edexcel.com/
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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. 

 

http://www.edexcel.com/resources/training/Pages/home.aspx
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Annexe B — Realistic Work Environment 

Requirements for a Realistic Work Environment (RWE) 

 

Learners should have access to environments for hotels, restaurants, pubs, bars and nightclubs, 
contract food service providers, hospitality services, membership clubs, events and realistic 
work environments to allow scenarios to be set for hospitality activities or role play. 
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Annexe C — Assignments and tracking template 

Assignment front sheet 
Learner name   Assessor name 

  

Date issued Completion date Submitted on 

   

Qualification Unit number and title 

  

Assignment title  

In this assessment you will have opportunities to provide evidence against the following criteria.  
Indicate the page numbers where the evidence can be found. 

 

Criteria 
reference 

To achieve the criteria the evidence must show that  
the student is able to: 

 Task no.  Evidence 

  
 

 
 

 

  
 

 
 

 

  
 

 
 

 

  
 

 
 

 

  
 

 
 

 

  
 

 
 

 

  
 

 
 

 

 

Learner declaration 

I certify that the work submitted for this assignment is my own and research sources are fully acknowledged. 

Learner signature:  Date:  

 



 

BN025520 – Edexcel BTEC Level 3 Nationals Additional guidance materials in Hospitality –  
Issue 1 – December 2010  © Edexcel Limited 2010 

100

 

Assignment brief 

Qualification    

Unit number and title  

Start date  

Deadline   

Assessor name  

  

Assignment title  

The purpose of this assignment is to:  

 

Scenario 

 

Task 1  

 

Task 2 

 

Task 3 

 

Sources of information 

 

This brief has been verified as being fit for purpose 

Assessor  

Signature  Date  

Internal verifier  

  Signature  Date  
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Internal Verification – Assignment Briefs 

Award  

Unit  

 
Assessor  

 

Internal Verifier Checklist  Comments 

Are accurate programme details shown? Y/N*  

Are accurate unit details shown? Y/N*  

Are clear deadlines for assessment given? Y/N*  

Is this assignment for whole or part of a unit? W/P  

Are learning outcomes and assessment criteria to be 
addressed listed? 

Y/N*  

Does each task show which criteria are being addressed? Y/N*  

Are these criteria actually addressed by the tasks? Y/N*  

Is it clear what evidence the learner needs to generate? Y/N*  

Are the activities appropriate? Y/N*  

Is there a scenario or vocational context? Y/N*  

Is the language and presentation appropriate? Y/N*  

Is the timescale for the assignment appropriate? Y/N*  

Overall, is the assignment fit for purpose? Y/N*  

* If ‘No’ is recorded and the internal verifier recommends remedial action before the brief is issued, the assessor and the internal verifier should confirm that the 

action has been undertaken 

Internal verifier   Date  

Lead internal verifier  Date  
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Action required:   

Action taken:   

Assessor    

Signature  Date  

Internal Verifier    

Signature  Date  
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Assessor’s comments 

Qualification  Assessor name  

Unit number  
and title 

 Learner name  

Assignment title  

Grading criteria Achieved? 
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Learner feedback 

 

Assessor feedback 

 

Action plan 

 

Assessor signature  Date  

Learner signature  Date  
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Internal Verification – Assessment Decisions 

Award  Assessor  

Unit(s)  

Assignment title:  

Learner’s name:  

Learning outcomes listed  

Which criteria has the assessor 
awarded? 

Pass  Merit Distinction 

Do the criteria awarded match those 
targeted by the assignment brief? 

Y/N* 

Details 

Has the work been assessed 
accurately? 

Y/N* 

Details 

Does the feedback to the learner: 

 Give constructive criticism 

 Link to relevant grading criteria 

 Identify opportunities for 
improved performance 

 Agree actions 

Y/N* 

Details 

Does the grading decision need 
amending? 

Y/N* 

Details 

Remedial action taken: 

Internal verifier   Date  

Lead internal verifier     

Confirm action completed    

Assessor signature    

Internal verifier signature    
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Observation record 

Learner name  

Qualification  

Unit number and title  

Assignment  

Description of activity undertaken (please be as specific as possible) 

 

Assessment and grading criteria 

 

How the activity meets the requirements of the assessment and grading criteria  

 

Assessor signature  Date  

 Assessor name    
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Witness statement 

Learner name  

Qualification  

Unit number and title  

Assignment  

Description of activity undertaken (please be as specific as possible)

 

Assessment and grading criteria 

 

How the activity meets the requirements of the assessment and grading criteria,  
including how and where the activity took place 

 

Witness name   Job role  

Witness signature   Date  

Assessor name  

Assessor signature   Date  



 

B
N

02
55

20
 –

 E
de

xc
el

 B
T

E
C

 L
ev

el
 3

 N
at

io
na

ls
 A

dd
it

io
na

l g
ui

da
nc

e 
m

at
er

ia
ls

 in
 H

os
pi

ta
li

ty
 –

  
Is

su
e 

1 
– 

D
ec

em
be

r 
20

10
  ©

 E
de

xc
el

 L
im

it
ed

 2
01

0 
10

8 

Q
u

al
if

ic
at

io
n

: 
 U

n
it

 n
am

e:
 

U
n

it
 n

am
e:

 

L
ea

rn
er

 n
am

e:
 

P1 

P2 

P3 

P4 

M1 

M2 

M3 

M4 

D1 

D2 

D3 

D4 

P1 

P2 

P3 

P4 

M1 

M2 

M3 

M4 

D1 

D2 

D3 

D4 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 



 

B
N

02
55

20
 –

 E
de

xc
el

 B
T

E
C

 L
ev

el
 3

 N
at

io
na

ls
 A

dd
it

io
na

l g
ui

da
nc

e 
m

at
er

ia
ls

 in
 H

os
pi

ta
li

ty
 –

  
Is

su
e 

1 
– 

D
ec

em
be

r 
20

10
  ©

 E
de

xc
el

 L
im

it
ed

 2
01

0  
10

9

 

Q
u

al
if

ic
at

io
n

: 
 U

n
it

 n
am

e:
 

U
n

it
 n

am
e:

 

T
u

to
r 

n
am

e:
 

T
u

to
r 

n
am

e:
 

A
ss

ig
n

m
en

t 
n

am
e:

 

P1 

P2 

P3 

P4 

M1 

M2 

M3 

M4 

D1 

D2 

D3 

D4 

P1 

P2 

P3 

P4 

M1 

M2 

M3 

M4 

D1 

D2 

D3 

D4 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 



 

B
N

02
55

20
 –

 E
de

xc
el

 B
T

E
C

 L
ev

el
 3

 N
at

io
na

ls
 A

dd
it

io
na

l g
ui

da
nc

e 
m

at
er

ia
ls

 in
 H

os
pi

ta
li

ty
 –

  
Is

su
e 

1 
– 

D
ec

em
be

r 
20

10
  ©

 E
de

xc
el

 L
im

it
ed

 2
01

0 
11

0 



 

BN025520 – Edexcel BTEC Level 3 Nationals Additional guidance materials in Hospitality –  
Issue 1 – December 2010  © Edexcel Limited 2010 

111

Annexe D — Example Observation Record 

 

Observation record 

Learner name Julia Upton 

Qualification BTEC Level 3 National Diploma in Hospitality 

Unit number and title 
Unit 2: Principles of Supervising Customer Service Performance in Hospitality, 
Leisure, Travel and Tourism 

 

Description of activity undertaken (please be as specific as possible) 

Julia gave a confident presentation using a combination of PowerPoint slides and demonstration. 

Notes were handed in separately, together with a print-out of the presentation slides. 

 

Assessment and grading criteria 

You have achieved P5, P6, P7, P8, P9, P10. 

A very good presentation, Julia, clear voice projection and confident with the pass criteria. 

You resorted to reading from your notes and this meant you lost eye contact with your audience. Try to look up more 
often when reading. 

A very good effort to meet the grades and a very good presentation – well done, Julia. 

 

How the activity meets the requirements of the assessment and grading criteria  

P5 I think you might have analysed your views on motivation better, but you did mention the motivation that you can 
get from delivering excellent customer service and working as a team. 

P6 I feel you could have explained your views on team knowledge better, but you did cover awareness of team 
members’ strengths that you identify while working as a team. 

P7 You described the role of the supervisor in developing teams. You mentioned the skills and abilities required of 
supervisors. 

P8 You covered the implementation of training and coaching in customer service, mentioning improvement of service, 
group or individual training, individual coaching. 

P9 You described the importance of providing feedback to staff. You gave examples of the importance of feedback to 
staff motivation and maintaining team focus. 

P10 You gave examples of methods of providing feedback with a demonstration of how to conduct a meeting, carrying 
out a staff appraisal, producing a staff newsletter and composing an email in a hospitality context. Your demonstration 
on the four appropriate methods to deliver feedback to staff was original and showed good research. 
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Assessor signature Anne Teacher Date 2 February 2010 

 

  Assessor name  Anne Teacher   
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