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Section 1: SVQ2 in Front of House at 
SCQF Level 5 

Introduction 

This document contains information specific to the SVQ2 in Front of House at  
SCQF Level 5. 

National Occupational Standards and SVQs 

The standards, Assessment Strategy and qualification structures for hospitality  
are owned by People 1st Sector Skills Council, who reviewed these National 
Occupational Standards. The SVQs have been developed from the National 
Occupational Standards. 

The SVQ2 in Front of House at SCQF Level 5 gives recognition of candidates’ skills, 
knowledge and understanding. It allows candidates to gain a qualification in the 
workplace that relates to their job and promotes good working practice. 

You can contact the Sector Skills Council (SSC) at:  

People 1st 

2nd Floor, Armstrong House 
38 Market Square 
Uxbridge 
UB8 1LH  

Telephone: 01895 817000 
Website: www.people1st.co.uk 

SVQs are designed to be assessed in the workplace, or in conditions resembling the 
workplace. However, simulation of real working practice might be permitted. Where 
this is allowed it will be shown in the individual units, within the standards that are 
in this logbook. 

Simulation must be carried out in conditions resembling the workplace. These 
conditions are described as being a ‘realistic working environment’ (RWE). 

Which SVQ in Front of House is available?  

SVQ2 in Front of House at SCQF Level 5 

Who is this SVQ for? 

This qualification is suitable for many hotel staff, particularly those in small hotels, 
guest houses and B&Bs, and for those who are employed as receptionists in larger 
hotels. It may also be suitable for receptionists employed to do similar tasks in 
other establishments, such as care homes or private hospitals.   

 

http://www.people1st.co.uk/�
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What is the structure of the SVQ2 in Front of House at 
SCQF Level 5 

To achieve the whole qualification at Level 5, you must prove competence in three 
mandatory units and seven optional units. 

This comprises: 

 all of the mandatory units 

 at least one unit from Group A. 

The remaining six units can come from either Group A or B. 

Mandatory units for the SVQ2 in Front of House at SCQF Level 5 

You must achieve all of the units listed below: 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

1 1GEN1/09 Maintain a safe, hygienic and secure 
working environment 

3 4 

2 1GEN4/09 Work effectively as part of a hospitality 
team 

3 4 

3 2GEN1/10 Give customers a positive impression of 
yourself and your organisation (ICS) 

5 5 
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Optional units for the SVQ2 in Front of House at SCQF Level 5 

You must achieve at least one from Group A. The remaining units can come from 
either Group A or Group B.  

 

Group A 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

4 2FOH1/10 Deal with communications as part of the 
reception function 

3 5 

5 2FOH2/10 Deal with the arrival of customers 4 5 

6 2FOH3/10 Deal with bookings 4 5 

7 2FOH4/10 Prepare customer accounts and deal with 
departures 

4 5 

8 2FOH11/10 Provide tourism information services to 
customers 

5 5 

 

Group B 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

9 2FOH5/10 Produce documents in a business 
environment (CfA) 

4 5 

10 2FOH6/10 Use office equipment (CfA) 3 4 

11 2FOH7/10 Prepare to communicate in a business 
environment (CfA) 

3 5 

12 2FOH8/10 Handle mail and book external services 3 5 

13 2FOH9/10 Provide reception services (CfA) 3 5 

14 2FOH10/10 Store and retrieve information (CfA) 3 5 

15 2GEN5/10 Resolve customer service problems (ICS) 6 5 

16 2GEN6/10 Promote additional services or products 
to customers (ICS) 

6 5 

17 2GEN7/10 Deal with customers across a language 
divide (ICS) 

8 5 

18 2GEN8/10 Maintain customer service through 
effective handover (ICS) 

4 5 

19 2GEN9/10 Maintain and deal with payments 4 5 
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Section 2: Examples of forms 

Collecting your evidence 

This section contains examples of the forms you, your assessor and the internal 
verifier will use while you are undertaking your SVQ2 in Front of House at  
SCQF Level 5. 

The forms are: 

 Form 1: Portfolio title page 

 Form 2: Personal profile 

 Form 3: Contents checklist 

 Form 4: Index of evidence 

 Form 5: Unit assessment plan 

 Form 6: Unit sign-off record 

 Form 7: Work log 

 Form 8: Observation record 

 Form 9: Witness testimony 

 Form 10: Expert witness evidence record 

 Form 11: Record of questions and candidate’s answers 

You should ask your assessor for further advice and support if you are still unsure 
about how to use the forms and who should complete them. 
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Example form 1 — Portfolio title page 

 
Name:  

 
Job title:  

 
Name of employer/training provider/college:  
 
 

 
Their address:  
 
 
 
 
 Postcode:   

Telephone number (Home):  (Work):  

Email address:  Fax number:  

 
SVQ:  
Level:  

 
Units submitted for assessment:  
 
 
 
 
 

 
Mentor/Supervisor:  
 
(Please provide details of mentor’s/supervisor’s experience):  
 
 

Assessor:  Date:  
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Example form 2 — Personal profile 

 
Name:  

 
Address:  
 
 
 
 Postcode:  

Telephone number (Home):  (Work):  

Email address:  Fax number:  

 
Job title:  

Relevant experience 

 
Description of your current job:  
 
 
 
 
 

 
Previous work experience or attach copy of a current CV:  
 
 
 
 
 

 
Qualifications and training and/or attach copy of a current CV:  
 
 
 
 

continued overleaf… 
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Voluntary work/interests:  
 
 
 

 
Name of employer/training provider/college:  
 
 

 
Address:  
 
 
 
 
 Postcode:  

Telephone number (work):  Fax number:  

Email address:  

 
Type of business, if employer:  
 
 

 
Number of staff:  
 

 
Structure of organisation (including chart or diagram if available):  
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Example form 3 — Contents checklist 

SVQ title:  

Candidate:  

 Completed? Page/section 
number 

 
Title page for the portfolio 
 

  

 
Personal profile 

 your own personal details 

 a brief CV or career profile 

 description of your job 

 information about your employer/training 
provider/college 
 

  

 
Summary of the units 
 

  

 
Completed units 

 signed by yourself, your assessor and the 
internal verifier (where relevant)  

 reference numbers included 

 unit assessment plans 
 

  

 
Unit progress records 
 

  

 
Index of evidence (with cross-referencing 
information completed) 
 

  

 
Evidence (with reference numbers) 

 observation records 

 details of witnesses (witness testimony 
sheets) 

 personal statements 
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Example form 4 — Index of evidence 

SVQ title and level:  

Candidate:   

Units/ 
elements 
evidence links 
to  
(give specific 
numbers, 
eg 5.2.1) 

Evidence 
number 

Description of 
evidence 

Included in 
portfolio 
(Yes/No) 
If No, state 
location 

Internal 
verifier 
signature 
and date 
of 
sampling 

     

     

     

     

     

     

     

     

     

     

     

     

     



 

N029875 — Candidate Logbook — SVQ2 in Front of House at SCQF Level 5 —  

Issue 2 — April 2013 © Pearson Education Limited 2013 

14 
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Example form 5 — Unit assessment plan 

SVQ title:  

Unit:  

Candidate:  Assessor:  

Normal working activities performed 

 Typical 
evidence 

Work area Expected 
completion 
date 

Links to other 
units/elements 

Element:  

     

Element:  

     

Element:  

     

Activities needing to be performed 

Element:  

     

Element:  

     

Element:  

     

Additional comments 

 
 
 
 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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N029875 – Candidate Logbook – SVQ2 in Front of House at SCQF Level 5 –  

Issue 2 – April 2013  © Pearson Education Limited 2013 

17 

Example form 6 — Unit sign-off record 

SVQ title and level:  

Candidate:  

Assessor:  

To achieve the whole qualification, you must prove competence in three 
mandatory units and seven optional units. 

Unit checklist: list here the units you will be undertaking, then circle the reference 
number of each unit as you complete it. 

Mandatory          

Optional          

 

Mandatory units 

Unit number Title Assessor’s 
signature 

Date 

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

continued overleaf… 
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Optional units 

Unit number Title Assessor’s 
signature 

Date 
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Example form 7 — Work log 

SVQ title and level:  

Unit/element(s):  

Candidate:  

Purpose of statement:  

Evidence index number:  

Date Evidence 
index 
number 

Details of statement Links to 
other 
evidence 
(enter 
numbers) 

Units, 
elements 
and PCs 
covered 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

    

Candidate’s signature:  Date:  

Assessor’s signature:  Date:  
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Example form 8 — Observation record 

SVQ title and level:  

Unit/element(s):  

Candidate:  Date of observation:  

Evidence index number:  

Skills/activities observed: PCs and range covered: 

  

  

  

  

  

Knowledge and understanding apparent from this observation: 

 

 

 

 

 

Other units/elements to which this evidence may contribute: 

 
 
 
 
 

Assessor comments and feedback to candidate: 

 
 
 
 
 

I can confirm the candidate’s performance was satisfactory. 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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Example form 9 — Witness testimony 

SVQ title and level:   

Candidate name:  

Evidence index number:  

Where applicable, evidence number to which this testimony relates:  
  

Unit:  

Element(s):  

Range:  

Date of evidence:  

Witness name:   

Relationship to candidate:   

Details of testimony:  
 
 
 
 
 
 
 
 
 
 
 

I can confirm the candidate’s evidence is authentic and accurate. 

Witness signature:  

Name:  Date:  

Contact telephone number:  
 

Please tick () the appropriate box. 

 Qualified as an assessor for workplace performance  

 Familiar with the SVQ standards to which the candidate is working 
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Example form 10 — Expert witness evidence record 

SVQ title and level:   

Candidate name:  

Evidence index number:  

Where applicable, evidence number to which this testimony relates:  
  

Unit:  

Element(s):  

Date of evidence:  

Expert witness name:   

Relationship to candidate:   

Details of testimony:  
 
 
 
 
 
 
 
 
 
 

I can confirm the candidate’s evidence is authentic and accurate. 

Expert witness signature:  

Name:  Date:  

Contact telephone number:  
 

Please tick () the appropriate box. 

 Qualified as an assessor for workplace performance 

 Relevant professional work role that involves evaluating everyday staff 
practice 

 Current expertise 

 Familiar with the SVQ standards to which the candidate is working 
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Example form 11 — Record of questions and candidate’s answers 

SVQ title and level:  

Candidate name:  

Unit:  Element(s):  

Evidence index number:  

Circumstances of assessment:  
 
 
 
 
 

 

List of questions and candidate’s responses: 

Q:  
 
A:  
 
 
 
 
 
 

Q:  
 
A:  
 
 
 
 
 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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Section 3: Logbook 

Page number 

Mandatory units 31 

Unit 1: Maintain a safe, hygienic and secure working environment 33 

Unit 2: Work effectively as part of a hospitality team 49 

Unit 3: Give customers a positive impression of yourself and your 
organisation (ICS) 67 

Optional units 89 

Unit 4: Deal with communications as part of the reception function 91 

Unit 5: Deal with the arrival of customers 107 

Unit 6: Dealing with bookings 119 

Unit 7: Prepare customer accounts and deal with departures 135 

Unit 8: Provide tourism information services to customers 151 

Unit 9: Produce documents in a business environment 167 

Unit 10: Use office equipment 175 

Unit 11: Prepare to communicate in a business environment 183 

Unit 12: Handle mail and book external services 203 

Unit 13: Provide reception services 217 

Unit 14: Store and retrieve information 225 

Unit 15: Resolve customer service problems 237 

Unit 16: Promote additional services or products to customers 265 

Unit 17: Deal with customers across a language divide 287 

Unit 18: Maintain customer service through effective handover 305 

Unit 19: Maintain and deal with payments 321 
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Unit 1: Maintain a safe, hygienic 
and secure working 
environment 

Unit code: 1GEN1/09 

Unit credit: 3 

SCQF Unit level: 4 

 

Introduction 

This unit is about basic health, hygiene, safety and security. This includes 
maintaining a clean and hygienic personal appearance, getting any cuts and grazes 
treated and reporting illnesses and infections. The unit also covers safety and 
security in your workplace, helping to spot and deal with hazards and following 
emergency procedures when necessary. 

This unit links to all of the units in the hospitality suite of occupational standards. 
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Element 1GEN1/09.2 

Help to maintain a hygienic, safe and secure workplace 

What you must cover 

C1 Hazards (at least one from) 

a)  relating to equipment 

b)  relating to areas where you work 

c)  relating to personal clothing 

 

C2 Ways of dealing with hazards (None from) 

a)  putting them right yourself 

b)  reporting them to appropriate colleagues 

c)  warning other people 

 

C3 Emergency procedures (at least one from) 

a)  fire 

b)  threat 

c)  security 
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Unit 2: Work effectively as part of a 
hospitality team 

Unit code: 1GEN4/09 

Unit credit: 3 

SCQF Unit level: 4 

 

Introduction 

This unit is about making a useful contribution to the work of a team, that is the 
people you work with. ‘Team’ includes your line manager or supervisor as well as 
other people in your team working at the same level as yourself. The unit includes 
accurately following instructions; working on time; helping others when they need 
help; communicating with the people you work with; getting feedback on what you 
do well and where you could improve and continuing to learn and develop yourself. 
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Unit 3: Give customers a positive 
impression of yourself and 
your organisation (ICS) 

Unit code: 2GEN1/10 

Unit credit: 5 

SCQF Unit level: 5 

 

Introduction 

This unit is about communicating with customers to give a positive impression of 
yourself and your organisation. It involves giving customers the right impression, 
responding to their needs and providing helpful information. 

This unit is Unit A4 from the Institute of Customer Service suite of standards. 
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Establish effective rapport with customers  2GEN1/10.1 

What you must cover 

C1 Communication method (at least 3 from) 

(a) face to face  

(b) in writing 

(c) by telephone 

(d) by text message 

(e) by e-mail (including social networking) 

(f) Intranet 
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Respond appropriately to customers  2GEN1/10.2 

What you must cover 

C2 Positive impression (all from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 

(d) when people, systems or resources have let you down
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Communicate information to customers  2GEN1/10.3 

What you must cover 

C3 Communicate with customers (all from) 

(a) using appropriate spoken or written language 

(b) applying the conventions and rules appropriate to the method of communication you 
have chosen 
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Unit 4: Deal with communications 
as part of the reception 
function 

Unit code: 2FOH1/10 

Unit credit: 3 

SCQF Unit level: 5 

 

Introduction 

This unit is about dealing with incoming communications for example taking 
telephone calls and emails – taking accurate messages and passing them on. It also 
covers dealing with outgoing communications – for example making telephone calls 
– and leaving messages where appropriate. 

When you have completed this unit, you will have proved you can: 

 2FOH1/10.1 Deal with incoming communications 

 2FOH1/10.2 Deal with outgoing communications. 

What some of the words in this unit mean 

Communicating in a way that gives a positive impression 

For example, by speaking clearly, avoiding jargon and slang, by avoiding 
spelling mistakes and simple grammatical errors 

 

 



 

N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

92
 

W
h
at

 y
ou

 m
u
st

 k
n
ow

 

T
o
 a

ch
ie

ve
 t

h
is

 e
le

m
en

t 
yo

u
 m

u
st

 g
iv

e 
su

ff
ic

ie
n
t 

ev
id

en
ce

 t
o
 d

em
o
n
st

ra
te

 y
o
u
r 

kn
o
w

le
d
g
e 

an
d
 u

n
d
er

st
an

d
in

g
 f

o
r 

ea
ch

 s
ta

n
d
ar

d
. 

 K
n

o
w

le
d

g
e
 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

Fo
r 

th
e 

w
h
ol

e 
u
n
it
 

 

K
1
 

T
h
e 

ra
n
g
e 

o
f 

m
et

h
o
d
s 

yo
u
 c

an
 u

se
 t

o
 c

o
m

m
u
n
ic

at
e 

w
it
h
 o

th
er

 o
rg

an
is

at
io

n
s 

an
d
 p

eo
p
le

 

K
2
 

H
o
w

 t
o
 u

se
 t

h
e 

co
m

m
u
n
ic

at
io

n
s 

eq
u
ip

m
en

t 
in

 y
o
u
r 

o
rg

an
is

at
io

n
 

K
3
 

Y
o
u
r 

o
rg

an
is

at
io

n
’s

 s
ty

le
 w

h
en

 c
o
m

m
u
n
ic

at
in

g
 w

it
h
 o

th
er

 o
rg

an
is

at
io

n
s 

an
d
 p

eo
p
le

 

K
4
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 d

ea
l 
w

it
h
 e

ve
ry

o
n
e 

yo
u
 c

o
m

m
u
n
ic

at
e 

w
it
h
 p

o
lit

el
y 

an
d
 h

el
p
fu

lly
 

K
5
 

T
h
e 

ty
p
e 

o
f 
u
n
ex

p
ec

te
d
 s

it
u
at

io
n
s 

an
d
 p

ro
b
le

m
s 

th
at

 m
ay

 o
cc

u
r 

w
h
en

 c
o
m

m
u
n
ic

at
in

g
 w

it
h
 o

th
er

s,
 a

n
d
 h

o
w

 t
o
 

d
ea

l 
w

it
h
 t

h
es

e 

K
6
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 g

iv
e 

o
n
ly

 a
cc

u
ra

te
 a

n
d
 n

o
n
-c

o
n
fi
d
en

ti
al

 i
n
fo

rm
at

io
n
 

 

Fo
r 

E
le

m
en

t 
2
FO

H
1
/1

0
.1

 D
ea

l 
w

it
h
 i
n
co

m
in

g
 c

o
m

m
u
n
ic

at
io

n
s 

 

K
7
 

Y
o
u
r 

o
rg

an
is

at
io

n
’s

 s
ta

n
d
ar

d
s 

fo
r 

an
sw

er
in

g
 t

el
ep

h
o
n
e 

ca
lls

, 
an

d
 w

h
y 

th
es

e 
ar

e 
im

p
o
rt

an
t 

K
8
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 i
d
en

ti
fy

 p
eo

p
le

 w
h
o
 m

ak
e 

en
q
u
ir
ie

s 
an

d
 e

st
ab

lis
h
 t

h
ei

r 
n
ee

d
s 

K
9
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 r

el
ay

 m
es

sa
g
es

 p
ro

m
p
tl
y 

to
 t

h
o
se

 c
o
n
ce

rn
ed

, 
an

d
 t

h
e 

p
ro

ce
d
u
re

s 
th

at
 y

o
u
 s

h
ou

ld
 f
o
llo

w
 

 

Fo
r 

E
le

m
en

t 
2
FO

H
1
/1

0
.2

 D
ea

l 
w

it
h
 o

u
tg

o
in

g
 c

om
m

u
n
ic

at
io

n
s 

 

K
1
0
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 i
d
en

ti
fy

 y
o
u
rs

el
f 

an
d
 e

xp
la

in
 t

h
e 

p
u
rp

o
se

 o
f 

m
ak

in
g
 c

o
n
ta

ct
 

K
1
1
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 g

iv
e 

o
n
ly

 a
cc

u
ra

te
 a

n
d
 n

o
n
-c

o
n
fi
d
en

ti
al

 i
n
fo

rm
at

io
n
 

K
1
2
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 c

o
m

m
u
n
ic

at
e 

cl
ea

rl
y,

 u
si

n
g
 a

 t
o
n
e 

an
d
 p

ac
e 

w
h
ic

h
 c

an
 b

e 
ea

si
ly

 u
n
d
er

st
o
o
d
 

K
1
3
 

H
o
w

 t
o
 c

o
m

m
u
n
ic

at
e 

b
o
th

 o
ra

lly
 a

n
d
 i
n
 w

ri
ti
n
g
, 

in
 a

 w
ay

 t
h
at

 g
iv

es
 a

 p
o
si

ti
ve

 i
m

p
re

ss
io

n
 o

f 
yo

u
 a

n
d
  

yo
u
r 

o
rg

an
is

at
io

n
 

 



 N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

93
 

 A
d

d
it

io
n

a
l 
e
v
id

e
n

ce
 (

if
 a

p
p

li
ca

b
le

):
 

   

O
 =

 d
ir

e
ct

 o
b

se
rv

a
ti

o
n

 o
f 

th
e
 l
e
a
rn

e
r’

s 
p

e
rf

o
rm

a
n

ce
 b

y
 t

h
e
ir

 
a
ss

e
ss

o
r 

P
D

 =
 p

ro
fe

ss
io

n
a
l 
d

is
cu

ss
io

n
 

Q
&

A
 =

 o
u

tc
o

m
e
s 

fr
o

m
 o

ra
l 
o

r 
w

ri
tt

e
n

 q
u

e
st

io
n

in
g

 
A

 =
 a

ss
ig

n
m

e
n

t,
 p

ro
je

ct
/

ca
se

 s
tu

d
ie

s 

P
 =

 p
ro

d
u

ct
s 

o
f 

th
e
 l
e
a
rn

e
r’

s 
w

o
rk

 
W

T
 =

 a
u

th
e
n

ti
c 

st
a
te

m
e
n

ts
/

w
it

n
e
ss

 t
e
st

im
o

n
y
 

R
A

 =
 p

e
rs

o
n

a
l 
st

a
te

m
e
n

ts
 a

n
d

/
o

r 
re

fl
e
ct

iv
e
 a

cc
o

u
n

ts
 

E
P

W
 =

 e
x
p

e
rt

 w
it

n
e
ss

 t
e
st

im
o

n
y
 

C
o

lu
m

n
 

k
e
y
: 

S
 =

 o
u

tc
o

m
e
 f

ro
m

 s
im

u
la

ti
o

n
, 

w
h

e
re

 p
e
rm

it
te

d
 b

y
 t

h
e
 

a
ss

e
ss

m
e
n

t 
st

ra
te

g
y
 

R
P

L
 =

 e
v
id

e
n

ce
 o

f 
re

co
g

n
it

io
n

 o
f 

p
ri

o
r 

le
a
rn

in
g

 

 



 

N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

94
 

I 
co

n
fi
rm

 t
h
at

 t
h
e 

ev
id

en
ce

 d
et

ai
le

d
 i
n
 t

h
is

 U
n
it
 i
s 

m
y 

o
w

n
 w

o
rk

 a
n
d
 m

ee
ts

 t
h
e 

re
q
u
ir
em

en
ts

 o
f 

th
e 

N
at

io
n
al

 O
cc

u
p
at

io
n
al

 s
ta

n
d
ar

d
s.

 

 C
an

d
id

at
e 

si
g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e 

h
as

 a
ch

ie
ve

d
 a

ll 
th

e 
re

q
u
ir
em

en
ts

 o
f 
th

is
 U

n
it
. 

 A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 C
o
u
n
te

rs
ig

n
in

g
 a

ss
es

so
r 

si
g
n
at

u
re

 (
if
 a

p
p
lic

ab
le

):
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e’

s 
sa

m
p
le

d
 w

o
rk

 m
ee

ts
 t

h
e 

st
an

d
ar

d
s 

sp
ec

if
ie

d
 f

o
r 

th
is

 U
n
it
 a

n
d
 m

ay
 b

e 
p
re

se
n
te

d
 f
o
r 

ex
te

rn
al

 v
er

if
ic

at
io

n
. 

 In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 C
o
u
n
te

rs
ig

n
in

g
 i
n
te

rn
al

 v
er

if
ie

r 
(i

f 
ap

p
lic

ab
le

):
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

   



 

N029875 – Candidate Logbook – SVQ2 in Front of House at SCQF Level 5 –  

Issue 2 – April 2013  © Pearson Education Limited 2013 

95 

Element 2FOH1/10.1  

Deal with incoming communications 

What you must cover 

C1 Communications (at least two from) 

a)  by telephone 

b)  by letter or fax 

c)  using email 

 

C2 Enquiries (Both) 

a)  those you can deal with yourself 

b)  those that need to be passed/transferred to another person/department
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Element 2FOH1/10.2  

Deal with outgoing communications 

What you must cover 

C3 Methods of communicating (at least two from) 

a)  by telephone 

b)  by letter or fax 

c)  using email
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Unit 5: Deal with the arrival of 
customers 

Unit code: 2FOH2/10 

Unit credit: 4 

SCQF Unit level: 5 

 

Introduction 

This unit is about dealing with the arrival of customers, processing their registration 
documents and promoting the products and services of the organisation. Dealing 
with the arrival of customers is a vital part of the front of house role. You are the 
likely to be one of the first people the customer will meet, and you need to portray 
a professional, efficient and helpful image from the start. 
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What you must cover 

C1 Customers (at least one from) 

a)  customers with routine requirements 

b)  customers with special requirements 

c)  customers without advanced bookings 

 

C2 Booking systems (at least one from) 

a)  computerised system 

b)  manual system 

 

C3 Information to customers (at least four from) 

a)  location of room 

b)  key security and safety procedures 

c)  services and facilities available 

d)  prices 

e)  special offers and promotions available 

 

C4 Services and facilities (at least one from) 

a)  business facilities 

b)  leisure facilities 

c)  food and beverage facilities 
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Unit 6: Dealing with bookings 

Unit code: 2FOH3/10 

Unit credit: 4 

SCQF Unit level: 5 

 

Introduction 

This unit is about handling booking enquiries and taking bookings from customers. 
It also covers making amendments (for example, of date and time) to bookings, 
and keeping records up to date. 

When you have completed this unit, you will have proved you can: 

 2FOH3/10.1 Deal with booking enquiries 

 2FOH3/10.2 Confirm, cancel and amend bookings. 

What some of the words in this unit mean 

Customer 

Anyone wanting to make, amend or cancel a booking 
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Element  2FOH3/10.1  

Deal with booking enquiries 

What you must cover 

C1 Customers (at least one from) 

a)  with routine requests 

b)  with special needs 

 

C2 Enquiries (at least three from) 

a)  face to face 

b)  telephone 

c)  letter or fax 

d)  email 

e)  on−line booking systems 

 

C3 Information (at least two from) 

a)  services and facilities available 

b)  features and benefits of services and facilities 

c)  prices 

d)  special offers and promotions available
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Element  2FOH3/10.2  

Confirm, cancel and amend bookings 

What you must cover 

C1 Customers (at least one from) 

a)  with routine requests 

b)  with special needs 

 

C4 Booking systems (at least one from) 

a)  computerised systems 

b)  manual systems 

c)  on−line systems 

 

C5 Booking amendments and cancellations (at least one from) 

a)  change bookings 

b)  cancel bookings
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Unit 7: Prepare customer accounts 
and deal with departures 

Unit code: 2FOH4/10 

Unit credit: 4 

SCQF Unit level: 5 

 

Introduction 

This unit is about maintaining customer accounts by entering charges and 
adjustments onto the account. It also covers dealing with departing customers by 
completing the relevant documentation and procedures, and recording customer 
comments. 

When you have completed this unit, you will have proved you can: 

 2FOH4/10.1 Prepare and maintain customer accounts 

 2FOH4/10.2 Deal with the departure of customers. 
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Element  2FOH4/10.1  

Prepare and maintain customer accounts 

What you must cover 

C1 Account systems (at least one from) 

a)  computerised systems 

b)  manual systems 

c)  online systems 

 

C2 Account adjustments (at least two from) 

a)  charges 

b)  allowances/discounts 

c)  refunds 

d)  deposits/pre-payments 

e)  transfers
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Element 2FOH4/10.2  

Deal with the departure of customers 

What you must cover 

C3 Customer accounts (at least one from) 

a)  those where part payment is required 

b)  those where full payment is required 

c)  those where the account does not require immediate settlement 

 

C4 Account or booking system (at least one from) 

a)  computerised 

b)  manual 

c)  online systems
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Unit 8: Provide tourism information 
services to customers 

Unit code: 2FOH11/10 

Unit credit: 5 

SCQF Unit level: 5 

 

Introduction 

Customers visiting your premises will often have a range of enquiries regarding 
what is available to see and do while they are there. This unit is about providing 
tourism information to your guests. To do this you must be able to identify what it 
is your customers want and to source and provide that information. 

When you have completed this unit, you will have proved you can: 

 2FOH11/10.1 Work with customers on their tourism information needs 

 2FOH11/10.2 Seek tourism information and offer advice to customers. 

What some of the words in this unit mean 

Open questions  

These are questions that often start with what, where, who, when and how and 
stimulate answers that give you information 

Active listening skills 

For example making and maintaining eye contact, nodding and smiling 

Advice  

Adapting the information you are giving to meet individual requirements 

Charges  

Examples include publications for which there is a charge; premium telephone lines 
to information providers; fees to booking agencies; non-commissionable flights, etc 

Electronic sources 

Examples are internet, intranet and computer-based files 

Alternative ways to help your customer 

Examples are making a telephone call to find more detailed and or specific 
information, arranging for further information to be forwarded direct to your 
customer, referring them to another organisation etc 

Organisations 

Examples are tourist information centres, visitor information centres, contact 
centres, tourism bureaux, visitor attractions, tour operators. It could also refer to 
your own business, if self-employed 
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Element  2FOH11/10.1  

Work with customers on their tourism information needs 

What you must cover 

C1 Information sources (at least three from) 

a)  electronic sources 

b)  brochures 

c)  directories 

d)  timetables 

e)  maps 

f)  guidebooks 

g)  external organisations 

h)  leaflets
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Unit 9: Produce documents in a 
business environment  

Unit code: 2FOH5/10 

Unit credit: 4 

SCQF Unit level: 5 

 

Introduction 

This unit is about producing high-quality, attractive documents to agreed 
specifications. 

This unit is Unit BAA211 in the Council for Administration Business and 
Administration suite of standards. 
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Unit 10: Use office equipment  

Unit code: 2FOH6/10 

Unit credit: 3 

SCQF Unit level: 4 

 

Introduction 

This unit is about how to use a range of office equipment (such as photocopiers, 
faxes, binders, laminators, printers or PCs), applying the necessary standards of 
health and safety and operating practice. 

This unit is Unit BAA231 in the Council for Administration Business and 
Administration suite of standards. 
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Unit 11: Prepare to communicate in 
a business environment 

Unit code: 2FOH7/10 

Unit credit: 3 

SCQF Unit level: 5 

 

Introduction 

This unit is about preparing how to communicate both verbally and in writing within 
a business environment. 

This unit is Unit BAA614 in the Council for Administration Business and 
Administration suite of standards. 
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Unit 12: Handle mail and book 
external services 

Unit code: 2FOH8/10 

Unit credit: 3 

SCQF Unit level: 5 

 

Introduction 

This unit is about collecting, sorting and distributing mail and booking external 
services such as transport. 

When you have completed this unit, you will have proved you can: 

 2FOH8/10.1 Handle mail and messages 

 2FOH8/10.2 Book external services 

 

 



 

N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

20
4 

W
h
at

 y
ou

 m
u
st

 k
n
ow

 

T
o
 a

ch
ie

ve
 t

h
is

 e
le

m
en

t 
yo

u
 m

u
st

 g
iv

e 
su

ff
ic

ie
n
t 

ev
id

en
ce

 t
o
 d

em
o
n
st

ra
te

 y
o
u
r 

kn
o
w

le
d
g
e 

an
d
 u

n
d
er

st
an

d
in

g
 f

o
r 

ea
ch

 s
ta

n
d
ar

d
. 

 K
n

o
w

le
d

g
e
 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

D
a
te

 

Fo
r 

th
e 

w
h
ol

e 
u
n
it
 

 
 

K
1
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 d

ea
l 
w

it
h
 e

ve
ry

o
n
e 

yo
u
 c

o
m

m
u
n
ic

at
e 

w
it
h
 p

o
lit

el
y 

an
d
 h

el
p
fu

lly
 

 
 

Fo
r 

E
le

m
en

t 
2
FO

H
8
/1

0
.1

 H
an

d
le

 m
ai

l 
an

d
 m

es
sa

g
es

 
 

 

K
2
 

Le
g
al

 r
eq

u
ir
em

en
ts

 f
o
r 

h
an

d
lin

g
 m

ai
l 
an

d
 m

es
sa

g
es

 

K
3
 

S
af

e 
an

d
 h

yg
ie

n
ic

 w
o
rk

in
g
 p

ra
ct

ic
es

 w
h
en

 h
an

d
lin

g
 m

ai
l,
 m

es
sa

g
es

 a
n
d
 w

ri
tt

en
 c

om
m

u
n
ic

at
io

n
s 

K
4
 

Y
o
u
r 

o
rg

an
is

at
io

n
’s

 p
ro

ce
d
u
re

s 
fo

r 
h
an

d
lin

g
 a

n
d
 d

is
tr

ib
u
ti
n
g
 m

ai
l 
an

d
 w

h
y 

th
es

e 
ar

e 
im

p
o
rt

an
t 

K
5
 

W
h
y 

su
sp

ic
io

u
s 

it
em

s 
sh

o
u
ld

 b
e 

re
p
o
rt

ed
 i
m

m
ed

ia
te

ly
 

K
6
 

W
h
y 

w
ri
tt

en
 c

o
m

m
u
n
ic

at
io

n
s 

sh
ou

ld
 b

e 
se

cu
re

d
 a

g
ai

n
st

 u
n
au

th
o
ri
se

d
 a

cc
es

s 

K
7
 

W
h
at

 t
h
e 

p
ro

ce
d
u
re

s 
ar

e 
fo

r 
re

co
rd

ed
 d

el
iv

er
y 

an
d
 r

eg
is

te
re

d
 m

ai
l 

K
8
 

T
h
e 

ty
p
e 

o
f 
u
n
ex

p
ec

te
d
 s

it
u
at

io
n
s 

an
d
 p

ro
b
le

m
s 

th
at

 m
ay

 o
cc

u
r 

an
d
 h

o
w

 t
o
 d

ea
l 
w

it
h
 t

h
es

e 

 
 

Fo
r 

E
le

m
en

t 
2
FO

H
8
/1

0
.2

 B
o
o
k 

ex
te

rn
al

 s
er

vi
ce

s 
 

 

K
9
 

T
h
e 

ty
p
es

 o
f 

se
rv

ic
es

 y
o
u
 m

ay
 b

e 
as

ke
d
 t

o 
b
oo

k 
an

d
 t

h
e 

p
ro

ce
d
u
re

s 
yo

u
 s

h
o
u
ld

 f
o
llo

w
 

K
1
0
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 g

iv
e 

ac
cu

ra
te

 v
er

b
al

 a
n
d
 w

ri
tt

en
 i
n
fo

rm
at

io
n
 t

o
 c

u
st

o
m

er
s 

K
1
1
 

W
h
y 

co
n
fi
rm

at
io

n
 a

n
d
 d

ep
o
si

ts
 a

re
 r

eq
u
ir
ed

 f
ro

m
 c

u
st

o
m

er
s 

K
1
2
 

T
h
e 

ty
p
e 

o
f 
u
n
ex

p
ec

te
d
 s

it
u
at

io
n
s 

an
d
 p

ro
b
le

m
s 

th
at

 m
ay

 o
cc

u
r 

an
d
 h

o
w

 t
o
 d

ea
l 
w

it
h
 t

h
es

e 

 
 

 



 N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

20
5 

 A
d

d
it

io
n

a
l 
e
v
id

e
n

ce
 (

if
 a

p
p

li
ca

b
le

):
 

   

O
 =

 d
ir

e
ct

 o
b

se
rv

a
ti

o
n

 o
f 

th
e
 l
e
a
rn

e
r’

s 
p

e
rf

o
rm

a
n

ce
 b

y
 t

h
e
ir

 
a
ss

e
ss

o
r 

P
D

 =
 p

ro
fe

ss
io

n
a
l 
d

is
cu

ss
io

n
 

Q
&

A
 =

 o
u

tc
o

m
e
s 

fr
o

m
 o

ra
l 
o

r 
w

ri
tt

e
n

 q
u

e
st

io
n

in
g

 
A

 =
 a

ss
ig

n
m

e
n

t,
 p

ro
je

ct
/

ca
se

 s
tu

d
ie

s 

P
 =

 p
ro

d
u

ct
s 

o
f 

th
e
 l
e
a
rn

e
r’

s 
w

o
rk

 
W

T
 =

 a
u

th
e
n

ti
c 

st
a
te

m
e
n

ts
/

w
it

n
e
ss

 t
e
st

im
o

n
y
 

R
A

 =
 p

e
rs

o
n

a
l 
st

a
te

m
e
n

ts
 a

n
d

/
o

r 
re

fl
e
ct

iv
e
 a

cc
o

u
n

ts
 

E
P

W
 =

 e
x
p

e
rt

 w
it

n
e
ss

 t
e
st

im
o

n
y
 

C
o

lu
m

n
 

k
e
y
: 

S
 =

 o
u

tc
o

m
e
 f

ro
m

 s
im

u
la

ti
o

n
, 

w
h

e
re

 p
e
rm

it
te

d
 b

y
 t

h
e
 

a
ss

e
ss

m
e
n

t 
st

ra
te

g
y
 

R
P

L
 =

 e
v
id

e
n

ce
 o

f 
re

co
g

n
it

io
n

 o
f 

p
ri

o
r 

le
a
rn

in
g

 

 



 

N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

20
6 

I 
co

n
fi
rm

 t
h
at

 t
h
e 

ev
id

en
ce

 d
et

ai
le

d
 i
n
 t

h
is

 U
n
it
 i
s 

m
y 

o
w

n
 w

o
rk

 a
n
d
 m

ee
ts

 t
h
e 

re
q
u
ir
em

en
ts

 o
f 

th
e 

N
at

io
n
al

 O
cc

u
p
at

io
n
al

 S
ta

n
d
ar

d
s.

 

 C
an

d
id

at
e 

si
g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e 

h
as

 a
ch

ie
ve

d
 a

ll 
th

e 
re

q
u
ir
em

en
ts

 o
f 
th

is
 U

n
it
. 

 A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 C
o
u
n
te

rs
ig

n
in

g
 a

ss
es

so
r 

si
g
n
at

u
re

 (
if
 a

p
p
lic

ab
le

):
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e’

s 
sa

m
p
le

d
 w

o
rk

 m
ee

ts
 t

h
e 

st
an

d
ar

d
s 

sp
ec

if
ie

d
 f

o
r 

th
is

 U
n
it
 a

n
d
 m

ay
 b

e 
p
re

se
n
te

d
 f
o
r 

ex
te

rn
al

 v
er

if
ic

at
io

n
. 

 In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 C
o
u
n
te

rs
ig

n
in

g
 i
n
te

rn
al

 v
er

if
ie

r 
(i

f 
ap

p
lic

ab
le

):
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

   



 

N029875 – Candidate Logbook – SVQ2 in Front of House at SCQF Level 5 –  

Issue 2 – April 2013  © Pearson Education Limited 2013 

207 

Element 2FOH8/10.1  

Handle mail and messages 

What you must cover 

C1 Mail (at least one from) 

a)  letters 

b)  parcels 

c)  registered or courier delivered post 

d)  electronic 

 

C2 Messages (at least two from) 

a)  faxes 

b)  emails 

c)  typed/handwritten memos
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Element 2FOH8/10.2  

Book external services 

What you must cover 

C3 Services (at least two from) 

a)  transport 

b)  deliveries 

c)  entertainment



 N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

21
3 

W
h
at

 y
ou

 m
u
st

 d
o 

T
o
 a

ch
ie

ve
 t

h
is

 e
le

m
en

t 
yo

u
 m

u
st

 g
iv

e 
su

ff
ic

ie
n
t 

ev
id

en
ce

 t
o
 d

em
o
n
st

ra
te

 y
o
u
r 

co
m

p
et

en
ce

 f
o
r 

ea
ch

 s
ta

n
d
ar

d
. 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

T
o
 m

ee
t 

th
e 

n
at

io
n
al

 
st

an
d
ar

d
 y

ou
 m

u
st

: 
 

 
 

 
 

 
 

 
 

5
 

Id
en

ti
fy

 c
u
st

o
m

er
 

n
ee

d
s 

an
d
 

re
q
u
ir
em

en
ts

 

 
 

 
 

 
 

 
 

 

6
 

Id
en

ti
fy

 
o
rg

an
is

at
io

n
s 

co
rr

ec
tl
y 

an
d
 c

on
ta

ct
 t

h
em

 a
s 

re
q
u
es

te
d
 

 
 

 
 

 
 

 
 

 

7
 

B
o
o
k 

se
rv

ic
es

 
w

h
ic

h
 m

ee
t 

cu
st

o
m

er
 

n
ee

d
s 

 
 

 
 

 
 

 
 

 

8
 

Pr
o
vi

d
e 

cu
st

o
m

er
s 

w
it
h
 a

cc
u
ra

te
 d

et
ai

ls
 

o
f 

th
e 

b
o
o
ki

n
g
 a

n
d
 o

f 
an

y 
al

te
rn

at
iv

es
 

o
ff
er

ed
 

 
 

 
 

 
 

 
 

 

9
 

Fo
llo

w
 y

o
u
r 

o
rg

an
is

at
io

n
’s

 
p
ro

ce
d
u
re

s 
fo

r 
b
o
o
ki

n
g
 s

er
vi

ce
s 

 
 

 
 

 
 

 
 

 



 

N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

21
4 

 El
em

en
t:

  
2
F
O

H
8
/1

0
.2

  
B
oo

k 
ex

te
rn

al
 s

er
vi

ce
s 

W
h

a
t 

y
o

u
 m

u
st

 c
o

v
e
r:

   
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

(A
ss

e
ss

o
r 

to
 r

e
co

rd
 r

a
n

g
e
 w

it
h

 r
e
fe

re
n

ce
 t

o
 e

le
m

e
n

t 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

re
q

u
ir

e
m

e
n

ts
) 

P
ra

ct
ic

a
l 

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

C
3

 S
e
rv

ic
e
s 

 
 

 
 

 
 

 
 

 

a 
tr

an
sp

o
rt

 
 

 
 

 
 

 
 

 
 

b
 

d
el

iv
er

ie
s 

 
 

 
 

 
 

 
 

 

c 
en

te
rt

ai
n
m

en
t 

 
 

 
 

 
 

 
 

 

  



 N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

21
5 

 A
d

d
it

io
n

a
l 
e
v
id

e
n

ce
 (

if
 a

p
p

li
ca

b
le

):
 

   

O
 =

 d
ir

e
ct

 o
b

se
rv

a
ti

o
n

 o
f 

th
e
 l
e
a
rn

e
r’

s 
p

e
rf

o
rm

a
n

ce
 b

y
 t

h
e
ir

 
a
ss

e
ss

o
r 

P
D

 =
 p

ro
fe

ss
io

n
a
l 
d

is
cu

ss
io

n
 

Q
&

A
 =

 o
u

tc
o

m
e
s 

fr
o

m
 o

ra
l 
o

r 
w

ri
tt

e
n

 q
u

e
st

io
n

in
g

 
A

 =
 a

ss
ig

n
m

e
n

t,
 p

ro
je

ct
/

ca
se

 s
tu

d
ie

s 

P
 =

 p
ro

d
u

ct
s 

o
f 

th
e
 l
e
a
rn

e
r’

s 
w

o
rk

 
W

T
 =

 a
u

th
e
n

ti
c 

st
a
te

m
e
n

ts
/

w
it

n
e
ss

 t
e
st

im
o

n
y
 

R
A

 =
 p

e
rs

o
n

a
l 
st

a
te

m
e
n

ts
 a

n
d

/
o

r 
re

fl
e
ct

iv
e
 a

cc
o

u
n

ts
 

E
P

W
 =

 e
x
p

e
rt

 w
it

n
e
ss

 t
e
st

im
o

n
y
 

C
o

lu
m

n
 

k
e
y
: 

S
 =

 o
u

tc
o

m
e
 f

ro
m

 s
im

u
la

ti
o

n
, 

w
h

e
re

 p
e
rm

it
te

d
 b

y
 t

h
e
 

a
ss

e
ss

m
e
n

t 
st

ra
te

g
y
 

R
P

L
 =

 e
v
id

e
n

ce
 o

f 
re

co
g

n
it

io
n

 o
f 

p
ri

o
r 

le
a
rn

in
g

 

 



 

N
0
2
9
8
7
5
 –

 C
an

d
id

at
e 

Lo
g
b
o
o
k 

–
 S

V
Q

2
 i
n
 F

ro
n
t 

o
f 
H

o
u
se

 a
t 

S
C
Q

F 
Le

ve
l 
5
 –

  

Is
su

e 
2
 –

 A
p
ri
l 
2
0
1
3
  
©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

21
6 

I 
co

n
fi
rm

 t
h
at

 t
h
e 

ev
id

en
ce

 d
et

ai
le

d
 i
n
 t

h
is

 U
n
it
 i
s 

m
y 

o
w

n
 w

o
rk

 a
n
d
 m

ee
ts

 t
h
e 

re
q
u
ir
em

en
ts

 o
f 

th
e 

N
at

io
n
al

 O
cc

u
p
at

io
n
al

 S
ta

n
d
ar

d
s.

 

 C
an

d
id

at
e 

si
g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e 

h
as

 a
ch

ie
ve

d
 a

ll 
th

e 
re

q
u
ir
em

en
ts

 o
f 
th

is
 U

n
it
. 

 A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 C
o
u
n
te

rs
ig

n
in

g
 a

ss
es

so
r 

si
g
n
at

u
re

 (
if
 a

p
p
lic

ab
le

):
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e’

s 
sa

m
p
le

d
 w

o
rk

 m
ee

ts
 t

h
e 

st
an

d
ar

d
s 

sp
ec

if
ie

d
 f

o
r 

th
is

 U
n
it
 a

n
d
 m

ay
 b

e 
p
re

se
n
te

d
 f
o
r 

ex
te

rn
al

 v
er

if
ic

at
io

n
. 

 In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 C
o
u
n
te

rs
ig

n
in

g
 i
n
te

rn
al

 v
er

if
ie

r 
(i

f 
ap

p
lic

ab
le

):
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



 

N029875 – Candidate Logbook – SVQ2 in Front of House at SCQF Level 5 –  

Issue 2 – April 2013  © Pearson Education Limited 2013 

217 

Unit 13: Provide reception services 

Unit code: 2FOH9/10 

Unit credit: 3 

SCQF Unit level: 5 

 

Introduction 

This unit is about maintaining a reception service that enhances the vision and 
brand of the organisation. 

This unit is Unit BAC312 in the Council for Administration Business and 
Administration suite of standards. 
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Unit 14: Store and retrieve 
information 

Unit code: 2FOH10/10 

Unit credit: 3 

SCQF Unit level: 5 

 

Introduction 

This unit is about processing, storing, and retrieving information using different 
information systems, in line with organisational requirements. 

This unit is Unit BAD332 in the Council for Administration Business and 
Administration suite of standards. 
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Unit 15: Resolve customer service 
problems 

Unit code: 2GEN5/10 

Unit credit: 6 

SCQF Unit level: 5 

 

Introduction 

This unit is about the effective handling of customer service problems. Remember 
that customers include everyone you provide a service to. They may be external to 
your organisation or they may be internal customers. 

It is sometimes difficult to meet customer expectations. Even if the service you give 
is excellent, some customers experience problems. Part of your job is to help to 
resolve those problems. There is likely to be a problem if customer expectations are 
not met. 

This may be because your customer’s expectations involve more than you can offer 
or because your service procedures have not been followed. Some problems are 
reported by customers and sometimes you spot the problem first and resolve it 
before your customer has even noticed. As soon as you are aware of a problem, 
you need to consider the options and then choose a way to put it right. This unit is 
particularly important in customer service because many customers judge how 
good the customer service of your organisation is by the way problems are handled. 

This unit is Unit C3 from the Institute of Customer Service suite of standards. 
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Spot customer service problems  2GEN5/10.1 

What you must cover 

C1 Resolving problems (All from) 

(a) a problem first identified by customers 

(b) a problem identified within the organisation before it has affected your customer 

(c) a problem caused by differences between your customer’s expectations and what you 
organisation can offer 

(d) a problem caused by a system or procedure failure 

(e) a problem caused by a lack of resources or human error 

 

C2 Resolving problems (All from) 

(a) supplied relevant information when customer have requested it 

(b) supplied relevant information when customers have not requested it 

(c) have used agreed organisational procedures when solving problems 

(d) have made exceptions to usual practice with the agreement of others 
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Pick the best solution to resolve customer service problems  2GEN5/10.2 

What you must cover 

C1 Resolving problems (All from) 

(f) a problem first identified by customers 

(g) a problem identified within the organisation before it has affected your customer 

(h) a problem caused by differences between your customer’s expectations and what you 
organisation can offer 

(i) a problem caused by a system or procedure failure 

(j) a problem caused by a lack of resources or human error 
 

C2 Resolving problems (All from) 

(e) supplied relevant information when customer have requested it 

(f) supplied relevant information when customers have not requested it 

(g) have used agreed organisational procedures when solving problems 

(h) have made exceptions to usual practice with the agreement of others 
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Take action to resolve customer service problems  2GEN5/10.3 

What you must cover 

C1 Resolving problems (All from) 

(k) a problem first identified by customers 

(l) a problem identified within the organisation before it has affected your customer 

(m) a problem caused by differences between your customer’s expectations and what you 
organisation can offer 

(n) a problem caused by a system or procedure failure 

(o) a problem caused by a lack of resources or human error 
 

C2 Resolving problems (All from) 

(i) supplied relevant information when customer have requested it 

(j) supplied relevant information when customers have not requested it 

(k) have used agreed organisational procedures when solving problems 

(l) have made exceptions to usual practice with the agreement of others 
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Unit 16: Promote additional services 
or products to customers 

Unit code: 2GEN6/10 

Unit credit: 6 

SCQF Unit level: 5 

 

Introduction 

Services or products are continually changing in organisations to keep up with 
customers’ expectations. By offering new or improved services or products your 
organisation can increase customer satisfaction. Many organisations must promote 
these to be able to survive in a competitive world. This unit is about your need to 
keep pace with new developments and to encourage your customers to take an 
interest in them. Customers expect more and more services or products to be 
offered to meet their own growing expectations; from offering dinner reservations 
at check-in to providing a coffee and liqueurs service at the end of a meal. They 
need to be made aware of what is available from your organisation. 

This unit is Unit A5 from the Institute of Customer Service suite of standards. 
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Identify additional services or products that are available  2GEN6/10.1 

What you must cover 

C1 Additional services or products (at least All from) 

(a) uses of services or products that are new to your customer 

(b) additional use of services or products that your customer has used before 

 

C2 Identifying customer needs (at least All from) 

(a) identify what your customer wants by seeking information directly 

(b) identify what your customer wants from spontaneous customer comments 
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Inform customers about additional services or products  2GEN6/10.2    

What you must you must cover 

C1 Additional services or products (at least All from) 

(a) uses of services or products that are new to your customer 

(b) additional use of services or products that your customer has used before 

 

C2 Identifying customer needs (at least All from) 

(a) identify what your customer wants by seeking information directly 

(b) identify what your customer wants from spontaneous customer comments 
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Gain customer commitment to using additional services or products  
2GEN6/10.3 

What you must cover 

C1 Additional services or products (at least All from) 

(a) uses of services or products that are new to your customer 

(b) additional use of services or products that your customer has used before 
 

C2 Identifying customer needs (at least All from) 

(a) identify what your customer wants by seeking information directly 

(b) identify what your customer wants from spontaneous customer comment 
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Unit 17: Deal with customers across 
a language divide 

Unit code: 2GEN7/10 

Unit credit: 8 

SCQF Unit level: 5 

 

Introduction 

Customer service is frequently delivered across a language divide. In a 
multi−cultural society many customers may have a different first language from 
those delivering customer service to them. This language divide can present a real 
challenge to those who deliver customer service. This unit is about preparing to 
deliver customer service across a language divide and seeing through that delivery. 
The unit covers the steps that are needed to deal with customers with different 
language preferences without having full access to your customer’s first language. 
You should choose this unit if you frequently deal across a language divide. 
Remember, customers can be both external and internal to your organisation. 

This unit is Unit B5 from the Institute of Customer Services suite of standards. 
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Prepare to deal with customers with a different first language  2GEN7/10.1 

What you must cover 

C1 Dealing with customers (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 
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Deal with customers who speak a different first language from your own  
2GEN7/10.2 

What you must cover 

C1 Dealing with customers (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 
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Unit 18: Maintain customer service 
through effective handover 

Unit code: 2GEN8/10 

Unit credit: 4 

SCQF Unit level: 5 

 

Introduction 

Customer service delivery in a team involves many situations when you are unable 
to see actions through and you pass on responsibility to a colleague, for example, 
during a shift change. This sharing of responsibility should be organised and follow 
a recognised pattern. Most of all you need to be sure that, when responsibility is 
passed on, the actions are seen through. This involves routinely checking with your 
colleagues that customer service actions have been completed. This unit is for you 
if your job involves service delivery as part of a team and you regularly pass on 
responsibility for completion of a customer service action to a colleague. 

This unit is Unit B8 in the Institute of Customer Service suite of standards. 
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Agree joint responsibilities in a customer service team  2GEN8/10.1 

What you must cover 

C1 Maintaining customer service (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 

(d) when peoples, systems or resources have let you down 
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Check that customer service actions are seen through by working together 
with colleagues  2GEN8/10.2 

What you must cover 

C1 Maintaining customer service (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 

(d) when peoples, systems or resources have let you down 
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Unit 19: Maintain and deal with 
payments 

Unit code: 2GEN9/10 

Unit credit: 4 

SCQF Unit level: 5 

 

Introduction 

This unit is about maintaining a payment point such as a till. It also covers taking 
payments from the customer, operating the till correctly and keeping payments 
safe and secure. 

What some of the words in this unit mean 

Authorised collection 

The correct person coming to pick up the payments from the till 

Cash equivalents  

For example, vouchers, discounts, ledger payments 

Payment point  

A till, credit/debit machine or hand-held device 
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What you must cover 

C1 Materials (at least two from) 

(a)  cash 

(b)  cash equivalents 

(c)  relevant stationery 

(d)  till/credit/debit rolls 

 

C2 Payments (at least two from) 

(a)  ash 

(b)  cheques 

(c)  credit cards 

(d)  debit cards 

(e)  cash equivalents
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Annexe A 

Evidence requirements  

SVQ Level 2 Front of House Reception Mandatory units 

1GEN1/09 Maintain a safe, hygienic and secure working 
environment 

Element 
1GEN1/09.1 

Maintain personal health and hygiene 

What you must 
DO for 
1GEN1/09.1 

The assessor must assess statements P1–P2 by direct 
observation of the candidate’s work.   

 

What you must 
COVER for 
1GEN1/09.1 

There are no ‘What you must cover’ for Element 1. 

 

Element 
1GEN1/09.2 

Help to maintain a hygienic, safe and secure workplace 

What you must 
DO for 
1GEN1/09.2 

The assessor must assess statements P6, P9-P11 by direct 
observation of the candidate’s work. 

Simulation may be used for P7 – P8 if no naturally occurring 
evidence is available. 

What you must 
COVER for 
1GEN1/09.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Hazards (at least one from the following) 

(a) relating to equipment 

(b) relating to areas where you work 

(c) relating to personal clothing 

C2  Ways of dealing with hazards (at least none required 
from the following) 

(a) putting them right yourself 

(b) reporting them to appropriate colleagues 

(c) warning other people 

C3  Emergency procedures (at least one from the following) 

(a) fire 

(b) threat 

(c) security 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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1GEN4/09 Work effectively as part of a hospitality team 

What you must 
DO for 1GEN4/09 

 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

What you must 
COVER for 
1GEN4/09 

There are no ‘What you must cover’ for this unit. 

 

 

2GEN1/10 Give customers a positive impression of yourself and 
your organisation (ICS) 

Element 
2GEN1/10.1 

Establish effective rapport with customers 

What you must 
DO for 
2GEN1/10.1 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN1/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Communication method (at least three from the 
following) 

(a) face to face 

(b) in writing 

(c) by telephone 

(d) by text message 

(e) by e-mail (including social networking) 

(f) Intranet 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 



 

N029875 – Candidate Logbook – SVQ2 in Front of House at SCQF Level 5 –  

Issue 2 – April 2013  © Pearson Education Limited 2013 

333 

 

Element 
2GEN1/10.2 

Respond appropriately to customers 

What you must 
DO for 
2GEN1/10.2 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN1/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C2  Positive impression 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 

(d) when people, systems or resources have let you 
down 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 

Element 
2GEN1/10.3 

Communicate information to customers 

What you must 
DO for 
2GEN1/10.3 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN1/10.3 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C3  Communicate with customers 

(a) using appropriate spoken or written language 

(b) applying the conventions and rules appropriate to 
the method of communication you have chosen 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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SVQ Level 2 Front of House Reception Section A units 

 

Level 2 Front of House Reception unit titles 

Evidence requirements are included in this document for the following units: 

2FOH1 / 10 Deal with communications as part of the reception function 

2FOH2 / 10 Deal with the arrival of customers 

2FOH3 / 10 Dealing with bookings 

2FOH4 / 10 Prepare customer accounts and deal with departures 

2FOH8 / 10 Handle mail and book external services 

2FOH11 / 10 Provide tourism information services to customers 

 

2FOH1/10 Deal with communications as part of the reception 
function 

Element 
2FOH1/10.1 

Deal with incoming communications 

What you must 
DO for 
2FOH1/10.1 

The assessor must assess statements P1–P4 by direct 
observation. 

What you must 
COVER for 
2FOH1/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Communications (at least two from) 

(a) by telephone 

(b) by letter or fax 

(c) using e-mail 

C2  Enquiries (both from) 

(a) those you can deal with yourself 

(b) those that need to be passed/transferred to another 
person/department 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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Element 
2FOH1/10.2 

Deal with outgoing communications 

What you must 
DO for 
2FOH1/10.2 

The assessor must assess statements P6–P10 by direct 
observation. 

 

What you must 
COVER for 
2FOH1/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C3  Methods of communicating (at least two from) 

(a) by telephone 

(b) by letter or fax 

(c) using e-mail 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 

 

2FOH2/10 Deal with the arrival of customers 

What you must 
DO for 2FOH2/10 

The assessor must assess statements P1, P2 and P4–P6 by 
direct observation. 

What you must 
COVER for 
2FOH2/10 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Customers (at least one from) 

(a) customers with routine requirements 

(b) customers with special requirements 

(c) customers without advanced bookings 

C2  Booking systems (at least one from) 

(a) computerised system 

(b) manual system 

C3  Information to customers (at least four from) 

(a) location of room 

(b) key security and safety procedures 

(c) services and facilities available 

(d) prices 

(e) special offers and promotions available 

C4  Services and facilities (at least one from) 

(a) business facilities 

(b) leisure facilities 

(c) food and beverage facilities 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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2FOH3/10 Dealing with Bookings 

Element 
2FOH3/10.1 

Deal with booking enquiries  

What you must 
DO for 
2FOH3/10.1 

The assessor must assess statements P1–P4 by direct 
observation. 

What you must 
COVER for 
2FOH3/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Customers (at least one from)  

(a) with routine requests 

(b) with special needs 

C2  Enquiries (at least three from) 

(a) face-to-face 

(b) telephone 

(c) letter or fax 

(d) e-mail 

(e) on-line booking systems 

C3  Information (at least two from) 

(a) services and facilities available 

(b) features and benefits of services and facilities 

(c) prices 

(d) special offers and promotions available 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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Element 
2FOH3/10.2 

Confirm, cancel and amend bookings 

What you must 
DO for 
2FOH3/10.2 

The assessor must assess statements P5–P8 by direct 
observation. 

What you must 
COVER for 
2FOH3/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Customers (at least one from)  

(a) with routine requests 

(b) with special needs 

C4  Booking systems (at least one from) 

(a) computerised systems 

(b) manual systems 

(c) on-line systems 

C5  Booking amendments and cancellations (at least one 
from) 

(a) change bookings 

(b) cancel bookings 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 

 

2FOH4/10 Prepare Customer Accounts and Deal with Departures 

Element 
2FOH4/10.1 

Prepare and maintain customer accounts 

What you must 
DO for 
2FOH4/10.1 

The assessor must assess statements P1–P5 by direct 
observation. 

What you must 
COVER for 
2FOH4/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Account systems (at least one from) 

(a) computerised systems 

(b) manual systems 

(c) online systems 

C2  Account adjustments (at least two from) 

(a) charges 

(b) allowances/discounts 

(c) refunds 

(d) deposits/pre-payments 

(e) transfers 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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Element 
2FOH4/10.2 

Deal with the departure of customers 

What you must 
DO for 
2FOH4/10.2 

The assessor must assess statements P6–P10 by direct 
observation. 

What you must 
COVER for 
2FOH4/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C3  Customer accounts (at least one from) 

(a) those where part payment is required 

(b) those where full payment is required 

(c) those where the account does not require immediate 
settlement 

C4  Account or booking system (at least one from) 

(a) computerised 

(b) manual 

(c) online systems 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 

 

2FOH11/10 Provide Tourism Information Services to Customers 

Element 
2FOH11/10.1 

Work with customers on their tourism information needs 

What you must 
DO for 
2FOH11/10.1 

The assessor must assess statements P1–P3 and P5 by direct 
observation. 

 

What you must 
COVER for 
2FOH11/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Information sources (at least three from) 

(a) electronic sources 

(b) brochures 

(c) directories 

(d) timetables 

(e) maps 

(f) guidebooks 

(g) external organisations 

(h) leaflets 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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Element 
2FOH11/10.2 

Seek tourism information and offer advice to customers 

What you must 
DO for 
2FOH11/10.2 

The assessor must assess statements P8–P10, P13 and P15 by 
direct observation. 

 

What you must 
COVER for 
2FOH11/10.2 

There are no ‘what you must cover’ for 2FOH11/10.2  
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Level 2 Front of House Reception Section B Units 

Level 2 Front Of House Reception unit titles 

Evidence requirements are included in this document for the following units: 

2FOH1/10 Deal with communications as part of the reception function 

2FOH2/10 Deal with the arrival of customers 

2FOH3/10 Dealing with bookings 

2FOH4/10 Prepare customer accounts and deal with departures 

2FOH8/10 Handle mail and book external services 

2FOH11/10 Provide tourism information services to customers 

 

Evidence requirements for the following units are set by the SSC in brackets 

 

2FOH5/10 Produce documents in a business environment (CfA) 

2FOH6/10 Use office equipment (CfA) 

2FOH7/10 Prepare to communicate in a business environment (CfA) 

2FOH9/10 Provide reception services (CfA) 

2FOH10/10 Store and retrieve information (CfA) 

 
 

2FOH5/10 Produce documents in a business environment (CfA) 

What you must 
DO for 2FOH5/10 

There are no ‘what you must do’ for 2FOH5/10  

 

What you must 
COVER for 
2FOH5/10 

There are no ‘what you must cover’ for 2FOH5/10  

 

 

2FOH6/10 Use office equipment (CfA) 

What you must 
DO for 2FOH6/10 

There are no ‘what you must do’ for 2FOH6/10  

 

What you must 
COVER for 
2FOH6/10 

There are no ‘what you must cover’ for 2FOH6/10  

 

 

2FOH7/10 Prepare to communicate in a business environment (CfA) 

What you must 
DO for 2FOH7/10 

There are no ‘what you must do’ for 2FOH7/10  

 

What you must 
COVER for 
2FOH7/10 

There are no ‘what you must cover’ for 2FOH7/10  
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2FOH8/10 Handle Mail and Book External Services 

Element 
2FOH8/10.1 

Handle mail and messages  

What you must 
DO for 
2FOH8/10.1 

The assessor must assess statements P1–P4 by direct 
observation. 

 

What you must 
COVER for 
2FOH8/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Mail (at least one from) 

(a) letters 

(b) parcels 

(c) registered or courier delivered post 

(d) electronic 

C2  Messages (at least two from) 

(a) faxes  

(b) e-mails 

(c) typed/handwritten memos 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 

Element 
2FOH8/10.2 

Book external services 

What you must 
DO for 
2FOH8/10.2 

The assessor must assess statements P5–P9 by direct 
observation. 

What you must 
COVER for 
2FOH8/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C3  Services (at least two from) 

(a) transport 

(b) deliveries 

(c) entertainment 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 

 

2FOH9/10 Provide Reception Services (CfA) 

What you must 
DO for 2FOH9/10 

There are no ‘what you must do’ for 2FOH9/10  

 

What you must 
COVER for 
2FOH9/10 

There are no ‘what you must cover’ for 2FOH9/10  
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2FOH10/10 Store and Retrieve Information (CfA) 

What you must 
DO for 
2FOH10/10 

There are no ‘what you must do’ for 2FOH10/10  

 

What you must 
COVER for 
2FOH10/10 

There are no ‘what you must cover’ for 2FOH10/10  

 

 

2GEN5/10 Resolve customer service problems (ICS) 

Element 
2GEN5/10.1 

Spot customer service problems 

What you must 
DO for 
2GEN5/10.1 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this unit. 

What you must 
COVER for 
2GEN5/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Resolving problems (All from) 

(a) a problem first identified by customers 

(b) a problem identified within the organisation before it 
has affected your customer 

(c) a problem caused by differences between your 
customer’s expectations and what you organisation can 
offer 

(d) a problem caused by a system or procedure failure 

(e) a problem caused by a lack of resources or human 
error 

C2 Resolving problems (All from) 

(a) supplied relevant information when customer have 
requested it 

(b) supplied relevant information when customers have 
not requested it 

(c) have used agreed organisational procedures when 
solving problems 

(d) have made exceptions to usual practice with the 
agreement of others 
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Element 
2GEN5/10.2 

Pick the best solution to resolve customer service 
problems 

What you must 
DO for 
2GEN5/10.2 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this unit. 

What you must 
COVER for 
2GEN5/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Resolving problems (All from) 

(a) a problem first identified by customers 

(b) a problem identified within the organisation before it 
has affected your customer 

(c) a problem caused by differences between your 
customer’s expectations and what you organisation can 
offer 

(d) a problem caused by a system or procedure failure 

(e) a problem caused by a lack of resources or human 
error 

C2  Resolving problems (All from) 

(a) supplied relevant information when customer have 
requested it 

(b) supplied relevant information when customers have 
not requested it 

(c) have used agreed organisational procedures when 
solving problems 

(d) have made exceptions to usual practice with the 
agreement of others 
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Element 
2GEN5/10.3 

Take action to resolve customer service problems 

What you must 
DO for 
2GEN5/10.3 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this unit. 

What you must 
COVER for 
2GEN5/10.3 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Resolving problems (All from) 

(a) a problem first identified by customers 

(b) a problem identified within the organisation before it 
has affected your customer 

(c) a problem caused by differences between your 
customer’s expectations and what you organisation can 
offer 

(d) a problem caused by a system or procedure failure 

(e) a problem caused by a lack of resources or human 
error 

C2  Resolving problems (All from) 

(a) supplied relevant information when customer have 
requested it 

(b) supplied relevant information when customers have 
not requested it 

(c) have used agreed organisational procedures when 
solving problems 

(d) have made exceptions to usual practice with the 
agreement of others 

 



 

N029875 – Candidate Logbook – SVQ2 in Front of House at SCQF Level 5 –  

Issue 2 – April 2013  © Pearson Education Limited 2013 

345 

 

2GEN6/10 Promote additional services or products to customers 
(ICS) 

Element 
2GEN6/10.1 

Identify additional services or products that are 
available 

What you must 
DO for 
2GEN6/10.1 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN6/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1  Additional services or products (at least All from) 

(a) uses of services or products that are new to your 
customer 

(b) additional use of services or products that your 
customer has used before 

C2 Identifying customer needs (at least All from) 

(a) identify what your customer wants by seeking 
information directly 

(b) identify what your customer wants from 
spontaneous customer comments 

Element 
2GEN6/10.2 

Inform customers about additional services or products 

What you must 
DO for 
2GEN6/10.2 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN6/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Additional services or products (at least All from) 

(a) uses of services or products that are new to your 
customer 

(b) additional use of services or products that your 
customer has used before 

C2 Identifying customer needs (at least All from) 

(a) identify what your customer wants by seeking 
information directly 

(b) identify what your customer wants from 
spontaneous customer comments 
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Element 
2GEN6/10.3 

Gain customer commitment to using additional services 
or products 

What you must 
DO for 
2GEN6/10.3 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN6/10.3 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Additional services or products (at least All from) 

(a) uses of services or products that are new to your 
customer 

(b) additional use of services or products that your 
customer has used before 

C2 Identifying customer needs (at least All from) 

(a) identify what your customer wants by seeking 
information directly 

(b) identify what your customer wants from 
spontaneous customer comments 

 

2GEN7/10 Deal with customers across a language divide (ICS) 

Element 
2GEN7/10.1 

Prepare to deal with customers with a different first 
language 

What you must 
DO for 
2GEN7/10.1 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN7/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Dealing with customers (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job  

(c) during a quiet time in your job 
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Element 
2GEN7/10.2 

Deal with customers who speak a different first 
language from your own 

What you must 
DO for 
2GEN7/10.2 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN7/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Dealing with customers (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job  

(c) during a quiet time in your job 

 

2GEN8/10 Maintain customer service through effective handover 
(ICS) 

Element 
2GEN8/10.1 

Agree joint responsibilities in a customer service team 

What you must 
DO for 
2GEN8/10.1 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN8/10.1 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Maintaining customer service (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 

(d) when peoples, systems or resources have let you 
down 
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Element 
2GEN8/10.1 

Check that customer service actions are seen through by 
working together with colleagues 

What you must 
DO for 
2GEN8/10.2 

The assessor must ensure that there is sufficient evidence that 
shows what the candidate has done over a sufficient period of 
time with different customers and on different occasions.  

Simulation is NOT allowed for any performance evidence (What 
you have to cover or What you must cover) within this Unit. 

What you must 
COVER for 
2GEN8/10.2 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Maintaining customer service (at least All from) 

(a) during routine delivery of customer service 

(b) during a busy time in your job 

(c) during a quiet time in your job 

(d) when peoples, systems or resources have let you 
down 

 

2GEN9/10 Maintain and deal with payments 

What you must 
DO for 2GEN9/10 

The assessor must assess statements P1 and P3–P10 by direct 
observation. 

What you must 
COVER for 
2GEN9/10 

There must be performance evidence, gathered through 
observing the candidate’s work for: 

C1 Materials (at least two from) 

(a) cash 

(b) cash equivalents 

(c) relevant stationery 

(d) till/credit/debit rolls 

C2 Machine (at least two from) 

(a) cash 

(b) cheques 

(c) credit cards 

(d) debit cards 

(e) cash equivalents 

Evidence for the remaining points under ‘what you must cover’ 
may be assessed through questioning, witness testimony or 
simulation. 
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