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Unit 36: 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.

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 — 683
Issue 3 — June 2014 © Pearson Education Limited 2014



107 Pa3tWl uol3edNp3 Uosiead ® 107 dunf — € anss|

— G 19A97 402 18 $901A135 A1endsoH Ul ZDAS — %00q80T a1epipue) 99

sjusawalinbal
paa48e 0} J3sn IXau 9y} 10} Apeal eaue YoM pue s924nosal ‘Juawdinba SulAes) jo asodind syl QL)

saulpeap pue spiepuels yJom Sul3aaw Jo asodund ay] g\

9593 YiMm Suljeap
J0 Aem 1291102 ay] pue aouaLIadxa 03 19yl aJ4e noA s3jne) 92unosad pue juawdinba jo sadAy ay| gy

syney juawdinba yim
guleap uaym sainpadoud jeuollesiuesio pue suoLIdNJIsuL SIaJn3dejnuewl SULMO))0) 104 SUOSeAU dY] */)

dLualsAy pue uea)d jusawdinba Suldosy J1oj) suosead ay] 9y

0S Op 0} MOY pue Wwnuwlulw e 03 93sem suldaay 1o} suoseal ay| Gy

Aajes Juswdinba ao1}J0 Jo sadA] Juauailp ash 01 MOH “p)

juswdinba Suljelado usaym suol3dnIIsuL JeuOLIeSIURSIO puR ,S1aJnjdejnuewl SULMO]|0) J0) SUOSeDU 3y ")
ysel a3 Joj ajenidoudde aue jeyy saaunosal pue jJusawdinba 9so00yd 03 MOH 7Y

10} pasn aq ued Aay3 Jeym pue saunjeay J1ayl ‘yuswdinba o140 Jo sadA) Jualap Syl LY

11UN 3)0YyMm ay3 Jo4

?1eq

9DUIBPIND
Jo adA)

abpaimou)

‘pJepuels yoea Joj Sulpuelsiapun pue 35pajMouy JNOA 91eIISUOWSP 03 DUSPLAS JUSLILIINS DALS ISNW NOA JUSW)D SIY) dASLYDdR 0]

MoOUY 3snw NoA Jeym




G89

Buluies) Jorid Jo uoIUS0331 JO SDUSPIAD = dY
Auow13s9) ssaulIm 313dxa = Md3

Auowi1)sa) SSOUIM/SIUSWIL)S DIIUSYINE = | M
salpnjs ased/3dafoid ‘Juawusisse = y

uolssnosip jeuolssajold = ad

107 PRILWIT UOLIRINP] UOSIRad @ 107 SUNf — € aNSS|
— G 19A97 4DDS Je S3D1AISS AJ1RILdSOH UL ZDAS — %00q507 31epipue)

A8a3jeu3s Juswssasse ayj Aq pajjiwiad a1aym ‘uoljejnwils Wolj SWOodIN0 = §
SJUNODDR SAL}I3)J34 JOo/pue sjudawWsaje)s jeuostad = vy

)1OM s, Jaulea) ay3 jo syonpoud = d :Aay uwinjo)
Suluonysanb uajlLIM Jo Jelo woly SBWO0dIN0 = YBY

Jossosse Ulay) >n QUCME._O.._LWQ S Jouleg)] ay] JO UolleAlasqo 1da4lp = 0

:(31qeotdde j1) 35USPpLAS JeUOLIIPPY




107 Pa3tWl uol3edNp3 Uosiead ® 107 dunf — € anss|

— G 12A97 40D 38 $221A135 A31endsoH uL ZDAS — %00q807 33epipue) 989
:91e( :(91qeorndde j1) JaL4LISA JRUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeusts JSLJLIDA Jeulalu|

"UOLJeDLJLISA 1eUID)X o) pajuasald aq Aew pue tun siy} Joj patjidads spiepue)s ay3 S19aW YJom pajdwes s,a3eplpued ay3 jey) WLILJuoD |

:91eQ :(91qeondde j1) aunjeuslis Jossasse GuLUBLSIaIUN0)

:21eQ :24NJRUSIS J0SSaSSY

"JIUN SIY} JO Sjuswalinbal ayj Jje paAalyoe sey ajepipued ayj Jeyy WLuod |

:93e(Q :2injeusls ajeplpue)

"spJepueis jeuotjednddQ JeuolieN ay3 Jo syuswalinbal ay) s39aw pue YJom umo Aw st JLUn SLY3 UL PajLeISp SDUSPIAS 3y Jey) WILJUOD |



107 PRILWIT UOLIRINP] UOSIRad @ 107 SUNf — € aNSS|
/89 — G 19A97 4DDS Je S3D1AISS AJ1RILdSOH UL ZDAS — %00q507 31epipue)

a1qissod se sa24nosal
M3} se 31SeM €

jJuswdinba juauaip
10} syuswiaiinbal
Ayajes pue yjjeay pue
suolyon.jsul sulyeldado
JeuoljesLuesio

pue s,124njdejnuew

MO1104 ¢

yse3 ayl

10} POPaau $92IN0S3I
pue juswdinbs a3
109)9S pue 93ed07 °|

:3snw noA paepuels
Jeuolleu ayj 399w 0]

9OUD.IDJOI | DOUDPIAD 9JUd13Jd4 | DOUDPIND 92Ud13Jd4 | DIUDPIAD
ajeq 01]0J310d Jo adA} ajeq oljojyiod Jo adAl ajeq oljojyi0d Jo adA} |ed13oedd

‘pJepuels Yoea 10j 95Ua32dwod JN0A 93eI1SUOWSP 0] SDUSPLAS JUSLILLINS SALS ISNW NOA JUSW)S SLY3 dA3LYDe O
Op 3shw NOA jJeym




107 Pa1LWLT UOLIRONPT U0SIRdd O® $L0Z Sun[ — € aNss|
— G 19A97 4DDS Je S3D1AISS AJ1RILdSOH UL ZDAS — %00q507 31epipue) 889

J9sh 1xau ay3 1o} Apeal
dJe eaJe }JOM pue
s924nosal ‘yuawdinba
33 24ns ayew "6

sa)edsawl)
paaJge ulyiim yonpoud
31OM 3y3 9onpoud ‘g

sjuswalinbal

paaJse ay}

S199W 3dnpoud ylom
]eut} ay3 ains ayew °/

angea) 0o ajeridoidde
ayj 03 Ajeuosiad
U3IM Jeap jouued noA
swayqoad ji0day 9

sainpasoud
JeuoljesLuesio

pue s, JaJn3jdejhuew
0} 8uLpJodde
swa)qo.ad 921n0sal
pue juawdinba

YIIm Jeaq g

JLUSLBAY pue uea)d
juswdinba ayj daay

:3snw noA paepuels
Jeuolleu ayj 399w 0]

9OUD.IDJOI | DOUDPIAD 9JUd13Jd4 | DOUDPIND 92Ud13Jd4 | DIUDPIAD
ajeq ol1j0jJ310d Jo adAl ajeq oljojyiod Jo adAl ajeq oljojyi0d Jo adAl |ed13oedd




689

Suluies) Jorid Jo uoI13IUS0391 JO 9IUSPIAD = 1dY
Auow1)sa) sSOUNM 11adXd = Md3

Auow13sa) SSOUIIM/SIUSWAJR]S DIRUSYINe = | M
salpnjs ased/3d9foid ‘Juswusisse = y

uolssnosip Jeuolssajold = qd

107 PRILWIT UOLIRINP] UOSIRad @ 107 SUNf — € aNSS|
— G 19A97 4DDS Je S3D1AISS AJ1RILdSOH UL ZDAS — %00q507 31epipue)

ASa3jeu3s Juawssasse ayj Aq payiwiad 919ym ‘uolie|nwis Wwol) swodIno = §
SJUNODDR SAL}I3)J3J JOo/puUk SjUSaWSIe)s jeuostad = vy

)JOM s J3ulea) ay3 jo syonpoud = :Aay uwnjo)
Suluonsanb uayLIM Jo JeJO WOy SBWOIIN0 = YBD

Jossasse 119y} Aq aduewo}lad s,13uled] 3y} JO UOLJRAISSCO 123lIp = O

:(31qedydde y1) a5uspiAs Jeuolippy




107 Pa3tWl uol3edNp3 Uosiead ® 107 dunf — € anss|

— G 12A97 40D 38 $221A135 A31endsoH uL ZDAS — %00q807 33epipue) 069
:91e( :(91qeorndde j1) JaL4LISA JRUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeusts JSLJLIDA Jeulalu|

"UOLJeDLJLISA 1eUID)X o) pajuasald aq Aew pue tun siy} Joj patjidads spiepue)s ay3 S19aW YJom pajdwes s,a3eplpued ay3 jey) WLILJuoD |

:91eQ :(91qeondde j1) aunjeuslis Jossasse GuLUBLSIaIUN0)

:21eQ :24NJRUSIS J0SSaSSY

"JIUN SIY} JO Sjuswalinbal ayj Jje paAalyoe sey ajepipued ayj Jeyy WLuod |

:93e(Q :2injeusls ajeplpue)

"spJepueis jeuotjednddQ JeuolieN ay3 Jo syuswalinbal ay) s39aw pue YJom umo Aw st JLUn SLY3 UL PajLeISp SDUSPIAS 3y Jey) WILJUOD |



Unit 37: 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:

e 2FOH8/10.1 Handle mail and messages

e 2FOH8/10.2 Book external services
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Element 2FOH8/10.1
Handle mail and messages

What you must cover

C1 Mail (at least one from)

a) letters

b) parcels

¢) registered or courier delivered post
d) electronic

C2 Messages (at least two from)
a) faxes

b) emails

¢) 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

700
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Unit 38: 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 39: 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 40: 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:
e 2FOH11/10.1 Work with customers on their tourism information needs
e 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

€) maps

f) guidebooks

g) external organisations

h) leaflets
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Unit 41: 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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Element 2GEN5/10.1

Spot customer problems

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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2GEN5/10.2:

Pick the best solution to resolve customer service problems

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
¢) 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

C1

760

Resolving problems (All from)
a problem first identified by customers
a problem identified within the organisation before it has affected your customer

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

a problem caused by a system or procedure failure
a problem caused by a lack of resources or human error

Resolving problems (All from)

supplied relevant information when customer have requested it
supplied relevant information when customers have not requested it
have used agreed organisational procedures when solving problems
have made exceptions to usual practice with the agreement of others
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Unit 42: 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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Element 2GEN6/10.1

Identify additional services or products that are available

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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Element 2GEN6/10.2

Inform customers about additional services or products

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 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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Unit 43: 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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Element 2GEN7/10.1

Prepare to deal with customers with a different first language

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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Element 2GEN7/10.2

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

What you must cover

C1 Dealing with customers (at least All from)
(d) during routine delivery of customer service
(e) during a busy time in your job
(f) during a quiet time in your job
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Unit 44: 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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Element 2GEN8/10.1

Agree joint responsibilities in a customer service team

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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Element 2GEN8/10.2

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

What you must do

C1 Maintaining customer service (at least All from)

(@) 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 45: 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 the unit mean

Authorised collection

The correct person coming to pick up 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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Element 2GEN9/10.1

Maintain and deal with payments

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) cash

b) cheques

c) credit cards

d) debit cards

e) cash equivalents
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Unit 46: Prepare and finish simple salad
and fruit dishes

Unit code: 1FP2
Unit credit: 2
SCQF Unit level: 4
Introduction

This unit is about preparing and presenting salad and fruit dishes, for example:
e fruit salad

e mixed salad

e grapefruit cocktail.
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Element 1FP2/09.1

Prepare and finish simple salad and fruit dishes

What you must cover

C1 Ingredients (at least three from)
a) Frozen fruit

b) Fresh fruit

c) Fresh salad

d) Prepared fruit

e) Prepared salad

C2 Prepare by (at least three from)
a) Peeling

b) Trimming

c) Washing

d) Soaking

e) Cutting

f) Mixing
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Unit 47: Prepare and cook fish

Unit code: 1FPC1
Unit credit: 3
SCQF Unit level: 4
Introduction

This unit is about preparing and cooking fish for simple dishes, for example:
o fish burger

e Dbattered fish (prepared)

e breaded fish (prepared)

e scampi (prepared)
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Element 1FPC1.1

Prepare and cook fish

What you must cover

C1 Fish (at least two from)
a) coated

b) uncoated

c) frozen

d) unfrozen

C2 Preparation methods (at least one from)
a) de-frosting
b) coating

C3 Cooking methods (at least two from)
a) deep frying

b) grilling

c) baking
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Unit 48: Prepare and cook meat and

poultry
Unit code: 1FPC2
Unit credit: 4
SCQF Unit level: 4

Introduction

This unit is about preparing and cooking meat and poultry for simple dishes, for
example:

e minute steaks

e burgers
o chops

e sausages
e bacon

e chicken nuggets
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Element 1FPC2.1

Prepare and cook meat and poultry

What you must cover

C1 Meat and poultry (at least two from)
a) pre-prepared

b) uncoated

c) steaks

d) chops

e) chicken cuts

C2 Preparation methods (at least one from)
a) defrosting
b) seasoning

C3 Cooking methods (at least two from)
a) grilling/griddling

b) shallow frying

¢) deep frying

d) microwaving
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Unit 49: Prepare hot and cold sandwiches
Unit code: 1PR1

Unit credit: 2

SCQF Unit level: 4

Introduction

This unit is about preparing hot and cold sandwiches including:
e burgers

e wraps

e rolls

e paninis

o fajitas
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Element 1PR1
Prepare hot and cold sandwiches

What you must cover

C1 Bread (at least two from)
a) sliced bread

b) un-sliced bread

C) wraps

d) bread rolls

C2 Fillings (at least four from)
a) fats/pastes/spreads

b) cooked meat and poultry

c) cooked fish

d) dairy products

e) salad/vegetables/fruit

f) sauces/dressings/relishes

C3 Preparation methods (at least two from)
a) slicing

b) preparing fillings

¢) garnishing

d) heating/toasting
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Unit 50: Complete kitchen documentation

Unit code: 2P&C1/09
Unit credit: 3

SCQF Unit level: 5
Introduction

This unit is about completing documentation commonly used in kitchen
environments: for example, temperature charts, time sheets, accident report forms,
food safety information and equipment fault reports.
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Element 2P&C1/09
Complete kitchen documentation

What you must cover

C1 Relevant documents (at least two from)
a) temperature charts

b) food safety information

c) accident report forms

d) equipment fault reports

e) stock usage reports
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Unit 51: Set up and close kitchen

Unit code: 2P&C2/09
Unit credit: 4

SCQF Unit level: 5
Introduction

This unit is about ensuring that all equipment is ready for kitchen operations. It also
covers ensuring that common ingredients are ready for the cooking process. Finally,
it details the skills required to shut down the kitchen at the end of the shift.
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Element 2P&C2/09.1

Prepare kitchen for food operations

What you must cover

C1 Tools (both)
a) knives
b) utensils

C2 Kitchen equipment ( at least five from)
a) oven/combination oven

b) grill

¢) hob

d) fryer

€) microwave

f) steamer

g) fridge/freezer
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Element 2P&C2/09.2

Prepare food items ready for operations and service

What you must cover

C3 Establishment requirements (at least one from)
a) number of customers
b) menu requirements

C4 Ingredients (at least two from)
a) vegetables

b) garnishes

c¢) frozen products

d) fresh high risk products

C5 Prepare (at least two from)
a) washing

b) cutting

c) defrosting

d) weighing
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Element 2P&C2/09.3

Close kitchen after operations

What you must cover

Cé6Tools (both)
a) knives
b) utensils

C7 Food storage equipment (at least two from)
a) fridge

b) freezer

c) dry store/larder

C8 Cooking equipment (at least four from)
a) oven/combination oven

b) grill

¢) hob

d) fryer

€) microwave

f) steamer
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Unit 52: Prepare and present food for cold

presentation
Unit code: 2FPC15/10
Unit credit: 4
SCQF Unit level: 5

Introduction

This unit is about preparing and presenting cold products such as salads, bread
products, pies, patés and cured meats. It also covers the holding of such foods to
maintain effective food safety.

The food products covered include:
e bread products such as bread and rolls
e salads

e pre-prepared pies

e cooked meats

e fish

e pre-prepared terrines

e pre-prepared patés

e cured meats

¢ shellfish

e basic vinaigrette and cold sauces
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Element 2FPC15/10

Prepare and present food for cold presentation

What you must cover

C1 Food products (at least six from)
a) bread products

b) salads

c) pre-prepared pies

d) cooked red/white meat
e) fish

f) pre-prepared terrines
g) pre-prepared patés

h) cured meats

i) shellfish

j) vinaigrette

k) cold sauces

C2 Garnish ingredients (at least two from)
a) fruit

b) vegetables

c) herbs

C3 Preparation methods (at least four from)
a) slicing

b) dressing

c) garnishing

d) portioning

e) whisking

f) combining ingredients
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Unit 53: Produce basic fish dishes

Unit code: 2PR1
Unit credit: 4
SCQF Unit level: 5
Introduction

This unit is about cooking and finishing basic fish dishes, for example:
grilled salmon steaks

battered fish

fish cakes

fish pies

The unit makes reference to a range of different forms in which the fish may be
available, ie raw or processed.
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Element 2PR1

Produce basic food dishes

What you must cover

C1 Fish (at least two from)

a) raw fish portions

b) processed fish products (ie fish cakes, coated fish portions)
c) whole fish

C2 Cooking by (at least four from)
a) frying - deep

b) frying - shallow

c) grilling

d) boiling (including boil in the bag)
e) steaming

f) baking

g) microwaving
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Unit 54: Produce basic vegetable dishes
Unit code: 2PR4

Unit credit: 4
SCQF Unit level: 5
Introduction

This unit is about cooking and finishing basic vegetable dishes, for example:
e vegetable curry

e roasted vegetables

o stuffed vegetables

It also covers the cooking and finishing of vegetables in a simple form, eg boiled or
steamed carrots, roast potatoes.
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Element 2PR4

Produce basic vegetable dishes

What you must cover

C1 Vegetables (at least four from)
a) roots and tubers

b) bulbs

c) flower heads

d) fungi

e) seeds and pods
f) leaves

g) stems

h) vegetable fruits

C2 Format (at least two from)
a) fresh

b) frozen

C) pre-prepared

C3 Cooking by (at least four from)
a) blanching

b) boiling

C) roasting

d) baking

e) grilling

f) frying (deep/shallow/stir)

g) steaming

h) combination cooking methods

i) microwaving
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Unit 55: Produce basic rice, pulse and
grain dishes

Unit code: 2PR8
Unit credit: 3
SCQF Unit level: 5
Introduction

This unit is about cooking and finishing basic rice, pulse and grain dishes.

This may include simple cooked rice and pulses to accompany other dishes, or in the
form of specific rice and pulse dishes, for example dhal, moulded rice, grilled set
polenta.
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Element 2PR8

Produce basic rice, pulse and grain dishes

What you must cover

C1 Ingredients (at least three from)
a) rice

b) peas, beans and lentils

¢) grain, including polenta

C2 Preparation and cooking methods (at least three from)
a) soaking and washing

b) boiling

C) braising

d) steaming

e) frying

f) baking

g) microwaving
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Unit 56: Produce basic pasta dishes

Unit code: 2PR9
Unit credit: 3
SCQF Unit level: 5
Introduction

This unit is about preparing, cooking and finishing basic pasta dishes, for example:
¢ meat and vegetable based lasaghe

e macaroni cheese

¢ spaghetti bolognaise

o tagliatelle-based dishes

e stuffed pasta dishes i.e. cannelloni, ravioli, tortellini
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Element 2PR9

Produce basic pasta dishes

What you must cover

C1 Pasta (at least three from)
a) stuffed pasta

b) shaped pasta

c) lasagne

d) dried pasta

e) pre-prepared fresh pasta

C2 Preparation and Cooking methods (at least three from)
a) blanching

b) straining

C) mixing

d) boiling

e) baking

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 —
Issue 3 — June 2014 © Pearson Education Limited 2014

953



107 Pa3lWL] UOLIRINP] UOSIRad O 107 SUN[ — € aNSS|
— G 19A97 4DDS e 5921195 A31endsoH Ul ZDAS — %00q50T a3epipue)

vG6

sjuswalinbal
199W 03 ysip eised ay3
ystuies pue juasald ‘g

fA1juenb pue aun)xa)
€IN0)0D ‘IN0OAR)}
1094402 3y} sey ystp
ejsed ay3 auns axew ‘v

sjuswaJinbal ysip
1932W 03 sjualpalsul
Jay10 pue eised ayy
%002 pue asedald ‘€

A300.1100
jJuswdinba pue sj001
asn pue asooy) ‘7

sjuswautnbau ysip
199W SjuUSIPaIBUL JBYI0
pue ejsed ayi ¥oay) °|

:3snw noA paepuels
Jeuoljeu ayj 199w 0]

a1eq

CRITEYETEY
oljojyiod

DOUIPIAD
Jo adA1

a1eq

CRITEYETEY
oljojliod

DDUIPIAD
Jo adAL

a1eq

CRITEYETEY
oljojliod

DOUIPIAD
Jo adA}

|eonoeuad

‘pJepue)s yoea 1oj 95ua32dwod JNoA 93eIISUOWSP 03 SDUSPLAS JUSLILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

Op 3shw NoA jJeym




107 PRILWIT UOLIRINP] UOSIRad @ 107 SUNf — € aNSS|
GS6 — G 19497 4DDS e s9D1AIS AjendsoH ut ZDAS — ¥00q507 alepipue)

9SN d3jeLpawwli 10y} J0u
saysip eised payo0d
Aue a103s Ajajes </

BulAJI9s pue 3ulpioy
1o} ainjesadwsal
1291102 33 1e SI Ysip
eised ay3 ains axew 9

:3snw noA pJepuels
Jeuoljeu ayy 19swW 0

9JUdIDJD4 | DDUDPIND 90UdIDJD4 | DOUDPIND 90Ud13Jd4 | DDUIPIAD
ajeq oljojyiod Jo adA} ajeq o1]0J310d Jo adAL ajeq o1]0J310d Jo adA) |ednoedd




107 Pa3LWi] UoleINp3 UoSIead ® 107 duUnf — € anss|

— G 19497 4DDS e $921AISS Aeatdsop ut ZDAS — 300q50T S1epipue)

946

sunjeq (a

suloq (p

sulxiw (2

suwutens (q

gulyoue)q (e

spoyjaw supjoo?)
pue uoijesedald 7D

eised
ysaJ) pasedaid-aud (o

ejsed paup (p

eusese) (0

ejsed padeys (q

ejsed pajynis (e

eised LD

?1eq

2ouaJajad
oljoj310d

SDUIBPIAD
Jo adA}L

CRITEYEIEY

ojeq oljojyiod

DOUDPIAD
Jo adAyL

?1eq

CRITEYETEY]
oljoj3u0d

SDUDPIAD
Jo adA}L

|eonoead

(sjuswaiinbau

JUBWA)S 03 32U313Ja] YIIM 35UDJ Pi0d3J 03 JOSSISSY)

:19A0D 3snWw NoA Jeym

saysip ejsed diseq aoNpo.Ud :6YdZ Juswal3




LG6

Sutuuea) Jorid Jo uol3US0d3. JO SDUSPIAD = 1dY
Auow13sa) ssaUUM 1adxa = Md3

Auow1)sa) SSOUIIM/SIUSWIL]S DIJUBYINE = | M
salpnjs ased/3dafoid ‘Juswusgisse = y

uolssnosip Jeuolssajold = dd

107 PRILWIT UOLIRINP] UOSIRad @ 107 SUNf — € aNSS|
— G 19497 4DDS e s9D1AIS AjendsoH ut ZDAS — ¥00q507 alepipue)

ASaje3s Juswssasse ayj Aq panpiwiad a1aym ‘uoljejnuwits WoLy SWO0dINO0 = §
SIUN0DDE 3AL3D3]43J Jo/pue sjuswaje)s jeuosiad = vy

YJOM s Jauled)] ay3 jo spnposd = d | :£ay uwnjo)
Suluorysanb usyLIM Jo IO WO SBWO0DINO0 = YBY

Jossasse 119y} Aq aouewioylad s,19ulea] ayj JO UOIIRAISS]O 3I3ILP = O

:(3)1qeoyjdde j1) 35USplAS JeUOLPPY




107 Pa3LWi] UoleINp3 UoSIead ® 107 duUnf — € anss|

— G 19A97 4D 38 321135 A31edSOH UL ZDAS — %00q507 S3epipue) 856
:91eQ :(91qeoridde J1) JSLLISA JRUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeuSLS JSLJLIDA JeuldIU|

“UOLIRDLJLIDA 1eUIIXd 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ay3y s39aWl YoM pajduwies s,a3epLpued ay3 Jeyy WILuod |

:91eQ :(91qeoridde j1) aunjeuslts Jossasse SuLuBlsialunod)

:91e(Q :21NJeUSLS J0SSISSY

“JLUN SLY3 JO sjuawalinbal ay) )1e paAalyde sey ajepLpued ay3 Jeyy WILUoD |

:91eQ :24njeusls ajepipue)

"spJepueis JeuotjednddQ jeuolieN ay3 Jo syuswalinbal ay) $39aW pue YoM UMO AW Si JLUM SIY) UL P)LRISP 9DUSPIAS 3Y3 Jey] WLILJUOD |



Unit 57: Produce basic egg dishes

Unit code: 1PR10
Unit credit: 3
SCQF Unit level: 4
Introduction

This unit is about preparing, cooking and finishing basic egg dishes, for example:
e scrambled egg

e poached eggs

e omelettes

e boiled eggs

e sweet and savoury egg dishes
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Element 1P210

Produce basic egg dishes

What you must cover

C1 Eggs (at least one from)
a) fresh egg
b) pasteurised egg

C2 Preparation and Cooking methods (at least four from)
a) boiling

b) whisking

c) frying/griddling

d) poaching

e) baking

f) scrambling

g) bain marie
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Annexe A
Evidence Requirements

Levels 1 and 2 Hospitality Generic Units

Sufficiency of Evidence

There must be sufficient evidence to ensure that the candidate can achieve the
standard over a period of time in the workplace or approved realistic working
environment. This must be achieved through direct assessment by the assessor or
through the use of authentic witness testimony.

What you must KNOW

For those knowledge statements that relate to how the candidate should do
something, the assessor may be able to infer that the candidate has the necessary
knowledge from observing their performance or checking products of their work. In
all other cases, evidence of the candidate’s knowledge and understanding must be
gathered by oral or written questioning.

Hospitality Generic units (Levels 1-2)

Evidence requirements are included in this document for the following units:
1GEN1/09 Maintain a safe, hygienic and secure working environment
1GEN3/10 Maintain customer care

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

1GEN5/10 Clean and store crockery and cutlery

1GEN6/10 Maintain a vending machine

1GEN7/10 Maintain, handle and clean knives

2GEN2/10 Order stock

2GEN3/09 Maintain food safety when storing, preparing and cooking food
2GEN4/10 Maintain food safety when storing, holding and serving food
2GEN9/10 Maintain and deal with payments

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

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

2GEN5/10 Resolve Customer service problems (ICS)

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

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

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

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

COVER for

1GEN4/09

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

Element Establish effective rapport with customers

2GEN1/10.1

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.
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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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2GEN3/09 Maintain Food Safety when preparing, storing and
cooking food

Element Keep yourself clean and hygienic
2GEN3/09.1

what you must DO | The assessor must assess statements P1-P3 and P5 by direct
for 2GEN3/09.1 observation

what you must There must be performance evidence, gathered through
COVER for observing the candidate’s work for:
2GEN3/09.1

C1 Clothes (at least four from)
(a) trousers
(b) tops/jackets
(c) coats
(d) disposable gloves
(e) shoes
(f) headgear
(g) aprons

C2 Appropriate times to wash your hands (at least five from)
(a) after going to the toilet or in contact with faeces

(b) when going into food preparation and cooking areas
including after any work breaks

(c) after touching raw food and waste

(d) before handling raw food

(e) after disposing of waste

(f) after cleaning

(g) changing dressings or touching open wounds

C3 Unsafe behaviour (at least none from)
(a) failure to wash hands thoroughly when necessary
(b) touching your face, nose or mouth, blowing your nose
(c) chewing gum
(d) eating
(e) smoking
(f) scratching

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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Element
2GEN3/09.2

Keep your working area clean and hygienic

what you must DO
for 2GEN3/09.2

The assessor must assess statements P9, P10 and P12 by direct
observation.

what you must

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2GEN3/09.2
C4 Surfaces and equipment (at least two from)
(a) surfaces and utensils for preparing, cooking and holding
food
(b) surfaces and utensils used for displaying and serving food
(c) appropriate cleaning equipment
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
Element Store food safely
2GEN3/09.3

what you must DO
for 2GEN3/09.3

The assessor must assess statements P15-P20 by direct
observation.

what you must
COVER for
2GEN3/09.3

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

C5 Storage areas (at least two from)
(a) ambient temperature
(b) refrigerator
(c) freezer

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

974

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 —
Issue 3 — June 2014 © Pearson Education Limited 2014




Element Prepare, cook and hold food safely
2GEN3/09.4

what you must DO | The assessor must assess statements P25 and P26 by direct
for 2GEN3/09.4 observation.

what you must There must be performance evidence, gathered through
COVER for observing the candidate’s work for:
2GEN3/09.4

Cé6 Operations (at least four from)
(a) defrosting food
(b) preparing food, including washing and peeling
(c) cooking food
(d) reheating food
(e) holding food before serving
(f) cooling cooked food not for immediate consumption
(g) freezing cooked food not for immediate consumption

C7 Hazards (at least none from)
(a) bacteria and other organisms
(b) chemical
(c) physical
(d) allergenic

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

simulation.

2GEN4/10 Maintain food safety when storing, holding and serving
food

Element Keep yourself clean and hygienic

2GEN4/10.1

What you must The assessor must assess statements P1, P2 and P4 by direct

DO for observation.

2GEN4/10.1

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

COVER for

2GEN4/10.1
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Element
2GEN4/10.2

Keep your working area clean and hygienic

What you must
DO for

The assessor must assess statements P8, P9 and P11 by direct
observation.

2GEN4/10.2
What you must There must be performance evidence, gathered through
COVER for observing the candidate’s work for:
2GEN4/10.2
C1 Surfaces and equipment (at least both from)
(a) surfaces and utensils used for displaying and serving food
(b) appropriate cleaning equipment
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
Element Store food safely
2GEN4/10.3

What you must
DO for
2GEN4/10.3

The assessor must assess statements P14-P18 by direct
observation.

What you must
COVER for
2GEN4/10.3

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

C2 Storage areas (at least one from)
(a) ambient temperature
(b) refrigerator
(c) freezer

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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Element
2GEN4/10.4

Hold and serve food safely

What you must DO
for 2GEN4/10.4

The assessor must assess statements P21, P23 and P24 by
direct observation.

What you must
COVER for
2GEN4/10.4

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

C3 Hazards (at least three from)
(a) sources of bacteria and other organisms
(b) chemical
(c) physical
(d) allergenic

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

Unit 1FS3/10

Prepare and clear areas for counter/takeaway service

ELEMENT
1FS3/10.1

Prepare areas for counter/takeaway service

What you must DO
for Element
1FS3/10.1

The assessor must assess statements 1, 2, 3, 6 and 7 by
directly observing the candidate’s work.

The assessor may assess statements 4 and 5 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must
COVER for Element
1FS3/10.1

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

C1 work area (at least two from)

a) serving area
b) seated area
C) waiting area

C2 service equipment (at least two from)
a) display units
b) heated units
c) refrigerated units
d) beverage equipment
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ELEMENT
1FS3/10.1

Prepare areas for counter/takeaway service
(continued)

C3 service items (at least four from)
a) trays
b) straws
) service utensils
d) food containers
e) take-away food packaging
f) disposable serviettes
g) crockery
h) cutlery

C4 condiments and accompaniments (at least one from)
a) seasonings
b) sugars and sweeteners
c) prepared sauces and dressings

C5 promotional materials (at least one from)

a) menus

b) posters

c) black/white board

d) illustrated menus board

e) promotional materials showing special offers

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
1FS$3/10.2

Clear areas for counter/takeaway service

What you must DO
for Element
1FS3/10.2

The assessor must assess statements 8, 9, 11 and 12 by
directly observing the candidate’s work.

The assessor may assess statement 10 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
1FS3/10.2

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

C1 work area (at least two from)

a) serving area
b) seated area
C) waiting area

C2 service equipment (at least two from)
a) display units
b) heated units
c) refrigerated units
d) beverage equipment

Cé6 re-usable items (at least two from)
a) trays
b) service utensils
c) food containers
d) crockery
e) cutlery

C4 condiments and accompaniments (at least one from)

a) seasonings
b) sugars and sweeteners
c) prepared sauces and dressings

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 1FS4/09

Provide a counter/takeaway service

ELEMENT
1FS4/09.1

Serve customers at the counter

What you have to
DO for Element
1FS4/09.1

The assessor must assess statements 1-5 by directly observing
the candidate’s work.

What you must
COVER for Element
1FS4/09.1

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

C1

Cc2

c3

C4

customers (at least one from):
a) customers with routine needs
b) customers with non-routine needs

information (at least two from):

a) items available
b) ingredients
c) prices, special offers and promotions

food and drink items (at least two from):

a) hot food
b) cold food
¢) hot drinks
d) cold drinks

condiments and accompaniments (at least two from):

a) seasonings
b) sugars/sweeteners
c) prepared sauces/dressings

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT Maintain counter and service areas
1FS4/09.2
What you have to The assessor must assess statements 1-6 by directly observing
DO for Element the candidate’s work.
1FS4/09.2
What you must There must be performance evidence, gathered through
COVER for Element | observing the candidate’s work for:
1FS4/09.2
C5 service items (at least three from):
a) service utensils
b) food containers/dispensers
C) trays
d) crockery
e) cutlery
f) disposable items
Cé6 drink items (at least two from food):
a) hot food
b) cold food
c) hot drinks
d) cold drinks
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony
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Unit 2FS1/10

Prepare and clear areas for table service

ELEMENT
2FS1/10.1

Prepare service areas and equipment for table service

What you must DO
for Element
2FS1/10.1

The assessor must assess statements 1-5 by directly observing
the candidate’s work.

What you must
COVER for Element
2FS1/10.1

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

C1 service operations (at least one from):

a) restaurant table service
b) function service

C2 service equipment (at least four from):

a) service cutlery/silverware

b) glassware

c) service dishes/flats

d) refrigerated units

e) hot/cold beverage service containers
f) trays/trolleys

g) sideboards/side tables/service station

C3 condiments and accompaniments (at least one from):

a) dry seasonings/flavourings
b) mustards, sauces and salad dressings
c) prepared bread items

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT Prepare customer and dining areas for table service
2FS1/10.2

What you must DO | The assessor must assess statements 6-10 by directly observing

for Element the candidate’s work.

2FS1/10.2

What you must There must be performance evidence, gathered through
COVER for Element | observing the candidate’s work for:

2FS1/10.2

C4 table items (at least four from):

a) crockery

b) cutlery/silverware

c) glassware

d) menus/menu folders

e) table decorations

f) condiments and accompaniments
g) napkins and table coverings

C5 service operations (at least one from):

a) restaurant table service
b) function service

Cé cover lay-up (at least one from):

a) full place settings for a la carte menu
b) full place settings for table d’héte menu
c) full place settings for function

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2FS1/10.3

Clear dining and service areas after table service

What you must DO
for Element
2FS1/10.3

The assessor must assess statements 11-16 by directly
observing the candidate’s work.

What you must
COVER for Element
2FS1/10.3

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

C7 table items (at least four from):

c8

c9

Evidence for the remaining points under ‘what you must cover’

a) cutlery/silverware

b) glassware

¢) menus/menu holders

d) table decorations

e) condiments and accompaniments
f) napkins and table coverings

food service areas (at least two from):

a) customer dining areas
b) sideboards/side tables/trolleys
C) service preparation areas

service equipment (at least three from):

a) hot plates/plates

b) warmers

c) refrigerated units

d) hot/cold beverage service containers
e) trays/trolleys

f) sideboards/side tables/service station

may be assessed through questioning or witness testimony.
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Unit 2FS2/10

Serve food at the table

ELEMENT
2FS2/10.1

Greet customers and take orders

What you must DO
for Element
2FS2/10.1

The assessor must assess statements 1, 2, 3, 4, 6 and 7by
directly observing the candidate’s work.

The assessor may assess statement 5 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2FS2/10.1

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

C1 Customers (at least one from):

a) with special requirements
b) without special requirements

C2 Customer requirements (at least two from):

a) correct number of place settings
b) dietary requirements
c) special seating requirements

C3 Service operations (at least one from):

a) table service
b) function service

C4 Information (at least two from):

a) dishes available

b) dish composition and method of cooking
C) prices

d) special offers and promotions

Evidence for the remaining points under ‘what you must
cover’ may be assessed through questioning or witness
testimony.
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ELEMENT
2FS2/10.12

Serve customer orders and maintain the dining area

What you must DO
for Element
2FS2/10.2

The assessor must assess statements 8-14 by directly observing

the candidate’s work.

What you must
COVER for Element

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

2FS2/10.2
C5 table items (at least three from):
a) crockery
b) cutlery and silverware
c) glassware
d) napkins
e) condiments and accompaniments
Cé6 Service equipment (at least two from):
a) dishes/linens, flats
b) trays/trolley service cutlery and silverware
c) service cloths/linen
C7 Service method (at least one from):
a) plated items
b) served items
Evidence for the remaining points under ‘what you must
cover’ may be assessed through questioning or witness
testimony.
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Unit 2FS3/10

Provide a silver service

ELEMENT
2FS3/10.1

Silver serve food

What you must DO
for Element
2FS3/10.1

The assessor must assess statements 1-5 by directly observing
the candidate’s work.

What you must
COVER for Element
2FS3/10.1

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

C1

Cc2

Cc3

Service equipment (at least two from):

a) dishes/liners/flats
b) service cutlery/silverware
c) service cloths/linen

Silver operation (at least one from):

a) function silver service
b) restaurant silver service
c) buffet/carvery silver service

Food items (at least five from):

a) soups
c) bread rolls/potatoes/other solid items

d) sliced meat/poultry

e) rice/vegetables/other small chopped items
f) pies/tarts/flans/gateaux

g) puddings/spooned desserts

h) cheese

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2FS3/10.2

Clear finished courses

What you must DO
for Element
2FS3/10.2

The assessor must assess statements 6 -9 by directly observing
the candidate’s work.

What you must
COVER for Element
2FS3/10.2

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

C4 Courses (at least all from):

a) starter
b) main course
c) dessert

C5 Service operation (at least one from):

a) function silver service
b) restaurant silver service
c) buffet/carvery silver service

Cé6 Table items (at least two from):

a) glassware
b) condiments and accompaniments
c) table decorations

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2FS4/10 Provide a buffet/carvery service

ELEMENT Prepare and maintain a carvery/buffet display
2FS4/10.1

What you must DO The assessor must assess statements 1-6 by directly observing
for Element the candidate’s work.

2FS4/10.1

What you must There must be performance evidence, gathered through
COVER for Element | observing the candidate’s work for:

2FS4/10.1

C1 Service style (at least one from):

a) served buffet/carvery
b) self-service buffet/carvery

C2 Table items (at least three from):

a) crockery

b) cutlery/silverware
c) glassware

d) table coverings

e) napkins

f) decorative items
g) flowers

C3 Service equipment (at least two from):

a) dishes/flats/plates
b) service cutlery/silverware
c¢) service cloths/linen

C4 Food items (at least two from):

a) hot food
b) cold food
C) accompaniments

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2FS4/10.2

Serve and assist customers at the carvery/buffet

What you must DO
for Element
2FS4/10.2

The assessor must assess statements 7-13 by directly observing
the candidate’s work.

What you must
COVER for Element
2FS4/10.2

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

C5 Service style (at least one from):

a) served buffet/carvery
b) self-service buffet/carvery

Cé6 Service equipment (at least two from):

a) dishes/flats/plates
b) service cutlery/silverware
c) service cloths/linen

C7 Food items (at least two from):

a) hot food
b) cold food
C) accompaniments

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2FS5/09

Convert a room for dining

ELEMENT
2FS5/09.1

Set up food dining areas

What you have to
do DO for Element
2FS5/09.1

The assessor must assess statements 2, 3 and 5 by directly
observing the candidate’s work.

For statement 1, ‘ensure the required number of staff are
available’ must be observed however where there is no
naturally occurring evidence for ‘informing the right person
when more staff is required’, the assessor may assess the
candidate through questioning or witness testimony for this
aspect.

The assessor may assess statements 4 and 6 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must
COVER for Element
2FS5/09.1

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

C1 Dining equipment (at least two from):

a) tables
b) chairs
c) service surface

C2 Service equipment (at least three from):

a) customer cutlery

b) service apparatus

c) customer plates/bowls
d) condiments

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

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 — 991
Issue 3 — June 2014 © Pearson Education Limited 2014




ELEMENT Return food dining area to it’s original state
2FS5/09.2

What you have to The assessor must assess statements 2, 4, 5 and 6 by directly
DO for Element observing the candidate’s work.
2FS5/09.2

For statement 1, ‘ensure the required number of staff are
available’ must be observed however where there is no
naturally occurring evidence for ‘informing the right person
when more staff is required’, the assessor may assess the
candidate through questioning or witness testimony for this
aspect.

The assessor may assess statement 3 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must There must be performance evidence, gathered through
COVER for Element | observing the candidate’s work for:
2FS5/09.2

C1 Dining equipment (at least two from):

a) tables
b) chairs
c) service surface

C2 Service equipment (at least three from):

a) customer cutlery

b) customer plates/bowls
C) service apparatus

d) condiments

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS1/10

Prepare and clear the bar area

ELEMENT
2BS1/10.1

Prepare customer and service areas

What you must DO
for Element
2BS1/10.1

The assessor must assess statements 1, 2, 3 and 5 by directly
observing the candidate’s work.

The assessor may assess statement 4 through questioning or

witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS1/10.1

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

C1

Cc2

C3

c4

c5

Stocks for drinks service (at least three from):

a) bottled soft/alcoholic drinks

b) draught soft/alcoholic drinks

c) soft/alcoholic drinks served by optics

d) soft/alcoholic drinks free poured with measure and
pourer

e) hot drinks

Drink accompaniments (at least two from):
a) ice

b) food garnishes for drinks

¢) accompaniments for hot drinks

d) decorative items from drinks

Service equipment (at least four from):

a) bottle openers/cork screws
b) optics, measurers/pourers

c) glassware

d) drip trays and drip mats

e) ice buckets and tongs

f) knives and chopping boards
g) coasters and drink mats

Electrical equipment (at least one from):

a) refrigerated units
b) ice machine

Service areas (at least three from):

a) counters and shelves

b) waste bins/bottle containers
c) floors

d) tables and chairs

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2BS1/10.2

Clear customer and service areas

What you must DO
for Element
2BS1/10.2

The assessor must assess statements 6 -9 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS1/10.2

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

C1

Cc2

C3

C4

c5

Stocks for drinks service (at least three from):

a) bottled soft/alcoholic drinks

b) draught soft/alcoholic drinks

c) soft/alcoholic drinks served by optics

d) soft/alcoholic drinks free poured with measure and
pourer

e) hot drinks

Drink accompaniments (at least two from):
a) ice

b) food garnishes for drinks

¢) accompaniments for hot drinks

d) decorative items from drinks

Service equipment (at least four from):

a) bottle openers/cork screws
b) optics, measurers/pourers

c) glassware

d) drip trays and drip mats

e) ice buckets and tongs

f) knives and chopping boards
g) coasters and drink mats

Electrical equipment (at least one from):

a) refrigerated units
b) ice machine

Service areas (at least three from):

a) counters and shelves

b) waste bins/bottle containers
c) floors

d) tables and chairs

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2BS1/10.3

Clean and store glassware

What you must DO
for Element
2BS1/10.3

The assessor must assess statements 10, 11, 12, 13, 15, 16 and
17 by directly observing the candidate’s work.

The assessor may assess statement 14 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS1/10.3

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

Cé6 Glassware (at least one from):

a) glasses
b) water jugs

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS2/10

Serve alcoholic and soft drinks

ELEMENT
2BS2/10.1

Take customer orders

What you must DO
for Element
2BS2/10.1

The assessor must assess statements 1 - 6 by directly observing
the candidate’s work.

The assessor may assess statement 7 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS2/10.1

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

C1 Information (at least two from):
a) price
b) alcoholic content
¢) name and type of drink
d) style characteristics

C2 Drinks (at least two from):
a) bottled drinks
b) draught drinks
¢) drinks in cans or cartons
d) drinks served by free pouring or optics

C3 Drink accompaniments (at least two from):

a) ice/water
b) food garnishes for drinks
c) decorative items/stirrers

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2BS2/10.2

Serve alcoholic and non-alcoholic drinks

What you must DO
for Element
2BS2/10.2

The assessor must assess statements 8-12 by directly observing
the candidate’s work.

The assessor may assess statement 13 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS2/10.2

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

C4 Drinks (at least three from):
a) bottled
b) draught
) drinks in cans
d) drinks in cartons
e) free pouring/optics

C5 Customer (at least one from):

a) with routine needs
b) with non-routine needs

Cé6 Service style (at least one from):

a) at the bar
b) at the table

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS3/10

Prepare and serve cocktails

ELEMENT
2BS3/10.1

Prepare areas and equipment for serving cocktails

What you must DO
for Element
2BS3/10.1

The assessor must assess statements 1-4 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS3/10.1

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

C1 Equipment (at least five from):
a) pourers
b) blenders
c) shakers/mixers
d) stirring equipment
e) squeezers and strainers
f) knives and chopping board
g) glasses/jugs
h) ice scoops
i) cocktail list/menu

C2 Ingredients (at least three from):
a) fruit
b) fruit juices/soft drinks
¢) cream/milk
d) alcohol

C3 Accompaniments (at least three from):
a) ice
b) food garnish
c) salt/sugar
d) decorative items

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2BS3/10.2

Mix and serve cocktails

What you must DO
for Element
2BS3/10.2

The assessor must assess statements 5,6,8,9 and 10 by directly
observing the candidate’s work.
The assessor may assess statement 7 through questioning or

witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS3/10.2

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

C4 Information (at least two from):
a) price
b) ingredients
c) relative strength
d) measures
C5 Type of cocktails (at least four from):
a) spirit based
b) non-alcoholic
c) cream based cocktail
d) champagne based cocktail
e) gin/vodka based cocktail
f) tequila based cocktail
g) fruit juice based cocktail
h) sour cocktail

C6 Methods (at least three from):

a) shaken
b) mixed
c) stirred
d) blended
e) built/poured
C7 Accompaniments (at least two from):
a) ice
b) food garnish

c) salt/sugar

d) decorative items
C8 Equipment (at least five from):

a) pourers

b) blenders

c) shakers/mixers

d) stirring equipment

e) squeezers and strainers

f) knives and chopping board

g) glasses/jugs

h) ice scoops
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS4/10

Prepare and serve wines

ELEMENT
2BS4/10.1

Prepare service areas, equipment and stock for wine
service

What you must DO
for Element
2BS4/10.1

The assessor must assess statements 1-4 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS4/10.1

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

C1 Service equipment (at least four from):

a) glassware

b) trays

c) service cloths/linen

d) corkscrews/bottle opener
d) ice buckets/stands

f) chillers/coolers

C2 Wine (at least two from)

a) red

b) white/rosé

¢) sparkling/semi-sparkling
d) dessert

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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ELEMENT
2BS4/10.2

Determine customer requirements for wine

What you must DO
for Element
2BS4/10.2

The assessor must assess statements 5, 6, 8 and 10 by directly
observing the candidate’s work.

The assessor may assess statements 7 and 9 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must
COVER for Element
2BS4/10.2

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

C3 Wine list information (at least three from):

a) name and type of wine

b) price

¢) style characteristics

d) country of origin
C4 Customer needs (at least one from):

a) customer taste and style

b) price

C) occasion

d) matching wine to menu items
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.

ELEMENT
2BS4/10.3

Present and serve wine

What you must DO
for Element
2BS4/10.3

The assessor must assess statements 11, 12, 13, 14 and 16 by
directly observing the candidate’s work.

The assessor may assess statement 15 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS4/10.3

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

C1 Service equipment (at least four from):

a) glassware
b) trays
c) service cloths/linen
d) corkscrews/bottle openers
e) ice buckets/stands
f) chillers/coolers
C2 Wine (at least three from)
a) red
b) white/rosé
c) sparkling/semi-sparkling
d) dessert
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ELEMENT Present and serve wine
2BS4/10.3 (continued)
C3 Style of service (at least two from):
a) by the glass
b) by the bottle
c) by the carafe/decanter
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
Unit 2BS5/10 Maintain cellars and kegs
ELEMENT Maintain cellars
2BS5/10.1

What you must DO
for Element
2BS5/10.1

The assessor must assess statements 1-6 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS5/10.1

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

C1 Equipment (at least two from):

a) racks/shelves/cradles

b) refrigeration/cooling units
c) environmental conditions
d) cleaning systems

e) equipment to control

C2 Environmental conditions (all from):
a) humidity
b) ventilation
c) lighting
d) temperature

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

1002

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 —
Issue 3 — June 2014 © Pearson Education Limited 2014




ELEMENT
2BS5/10.2

Prepare kegs and gas for use

What you must DO
for Element
2BS5/10.2

The assessor must assess statements 7 -12 by directly
observing the candidate’s work.
The assessor may assess statement 13 through questioning or

witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS5/10.2

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

C3 Kegs or gas cylinders (at least three from):

a) beer

b) cider

c) lager

d) real ales

e) carbon dioxide/mixed gas cylinders
f) bulk gas

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

Unit 2BS6/10

Clean drink dispense lines

ELEMENT
2BS6/10.1

Clean drink dispense lines

What you must DO
for Element
2BS6/10.1

The assessor must assess statements 1-7 by directly observing
the candidate’s work.

What you must
COVER for
Element 2BS6/10.1

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

C1 Drinks dispense line (All from)
a) beer/stout/lager/cider dispense lines

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS7/10

Prepare and serve dispensed and instant hot drinks

ELEMENT
2BS7/10.1

Prepare work areas and equipment for service

What you must DO
for Element
2BS7/10.1

The assessor must assess statements 1-4 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS7/10.1

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

C1 Preparation equipment (at least one from):

a) small vending machines
b) urns/kettles

c) coffee pots

d) tea pots

C2 Service equipment (at least two from):

a) cutlery
b) glassware
c) crockery
d) trays
C3 Other equipment (at least one from):

a) dish washers
b) fridges/freezers
c) thermometers

C4 Drinks (at least two from):

a) coffee
b) hot chocolate
C) tea

C5 Drink ingredients (at least three from):

a) coffee bags/pods/capsules
b) pre-ground coffee beans
c) instant coffee

d) syrups

e) chocolate powder

f) loose tea

g) tea bags

h) fruit/herbal tea

Cé6 Drink accompaniments (at least two from):
a) sugar
b) milk
¢) dusting/topping powder
d) cream

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

1004

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 —
Issue 3 — June 2014 © Pearson Education Limited 2014




ELEMENT Prepare and serve hot drinks
2BS7/10.2
What you must DO | The assessor must assess statements 5,6,8,9 and 10 by directly
for Element observing the candidate’s work.
2BS7/10.2
The assessor may assess statement 7 through questioning or
witness testimony if no naturally occurring evidence is
available.
What you must There must be performance evidence, gathered through
COVER for Element | observing the candidate’s work for:
2BS7/10.2
C4 Drinks (at least two from):
a) coffee
b) hot chocolate
C) tea
C7 Preparation equipment (at least one from):
a) small vending machines
b) kettles
C) urns
d) coffee pots
e) tea pots
C2 Service equipment (at least two from):
a) cutlery
b) glassware
c) crockery
d) trays
C5 Drink ingredients (at least three from):
a) coffee bags/pods/capsules
b) pre-ground coffee beans
) instant coffee
d) syrups
e) chocolate powder
f) loose tea
g) tea bags
h) fruit/herbal tea
Cé6 Drink accompaniments (at least two from):
a) sugar
b) milk
¢) dusting/topping powder
d) cream
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS8/10

Prepare and serve hot drinks using specialist
equipment

ELEMENT
2BS8/10.1

Prepare work area and equipment for service

What you must DO
for Element
2BS8/10.1

The assessor must assess statements 1-4 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS8/10.1

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

C1 Preparation equipment (at least four from):

a) espresso machine
b) cream whipper
¢) knock out box

d) bean grinders

e) filter system

f) cafétiere

g) blender

h) steamer

i) urn

C2 Service equipment (at least two from):

a) cutlery
b) glassware
c) crockery
d) trays

C3 Other equipment (at least two from):

a) dish washers

b) fridges/freezers

c) thermometers

d) temperature records

C4 Promotional and display material (at least one from)

a) menus
b) leaflets
C) posters

C5 Drinks (at least three from):

a) coffee

b) hot chocolate

C) tea

d) steamed milk drinks
e) iced drinks
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ELEMENT Prepare work area and equipment for service
2BS8/10.1 (continued)
Cé6 Drink ingredients (at least five from):
a) freshly ground coffee beans
b) pre-ground coffee beans
C) syrups
d) chocolate powder
e) milk
f) ice cream
g) spray cream
h) tea
i) ice
C7 Drink accompaniments (at least two from):
a) sugar
b) dusting/topping powder
C) cream
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
ELEMENT Prepare and serve hot drinks
2BS8/10.2

What you must DO
for Element
2BS8/10.2

The assessor must assess statements 5, 6, 8, 9, 10 and 11 by
directly observing the candidate’s work.

The assessor may assess statement 7 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2BS8/10.2

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

C8 Information (at least one from):
a) price
b) relative strength
c) ingredients
d) origin of drink

C5 Drinks (at least three from):

a) coffee

b) hot chocolate

C) tea

d) steamed milk drinks

e) iced drinks (i.e. frappe/iced tea)
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ELEMENT
2BS8/10.2

Prepare and serve hot drinks
(continued)

C1

Cc2

cé

c7

Preparation equipment (at least three from):

a) espresso machine
b) cream whipper
¢) knock out box

d) bean grinders

e) filter system

f) cafétiere

g) blender

h) steamer

i) urn

Service equipment (at least two from):

a) cutlery
b) glassware
c) crockery
d) trays

Drink ingredients (at least five from):

a) freshly ground coffee beans
b) pre-ground coffee beans

C) syrups

d) chocolate powder

e) milk

f) ice cream

g) spray cream

h) tea

i) ice

Drink accompaniments (at least two from):
a) sugar

b) dusting/topping powder

C) cream

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2BS9/10

Receive, store and issue drinks stock

ELEMENT
2BS9/10.1

Receive drinks deliveries

What you must DO
for Element
2BS9/10.1

The assessor must assess statements 1-6 by directly observing
the candidate’s work.

What you must
COVER for Element
2BS9/10.1

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

C1 Deliveries (at least four from):

a) crated bottled drinks
b) boxed bottled drinks
c) beer kegs

d) gas cylinders

e) bar equipment

f) glasses

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

ELEMENT
2BS9/10.2

Store and issue drinks stock

What you must DO
for Element
2BS9/10.2

The assessor must assess statements 7, 8 and 11 by directly
observing the candidate’s work.

The assessor may assess statements 9 and 10 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must
COVER for Element
2BS9/10.2

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

C2 Storage conditions (at least four from):
a) lighting
b) ventilation
C) temperature
d) cleanliness
C3 Drink items (at least three from):
a) crated bottled drinks
b) boxed bottled drinks
c) bottled wines
d) bottled spirits
e) keg beers
f) cask beers
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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1HK1/10 Collect Linen and Make Beds
Element Collect clean linen and bed coverings
1HK1/10.1

what you must DO
for 1HK1/10.1

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

what you must
COVER for
1HK1/10.1

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

C1 Linen and bed coverings (at least five from)

(a) sheets

(b) blankets/duvets
(c) bedspreads/throws
(d) pillow cases/sheets
(e) waterproof sheets
(f) valances

(g) mattress protectors
(h) duvets/pillows

(i) bathroom linen

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

Element
1HK1/10.2

Strip and make beds

what you must DO
for 1HK1/10.2

The assessor must assess statements P5-P11 by direct
observation.

what you must
COVER for
1HK1/10.2

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

C2 Linen and bed coverings (at least five from)

(a) sheets

(b) blankets/duvets

(c) bedspreads/throws

(d) waterproof sheets

(e) valances

(f) mattress protectors

(g) duvets/pillows

(h) pillowcases/sheets
C3 Beds (at least one from)

(a) double/single beds
(b) cots/folding beds
(c) zip and link
(d) sofa beds
C4 Customer (at least one from)

(a) new

(b) stay over
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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1HK2/10

Clean Windows from the Inside

1HK2/10.1

Prepare to clean windows from the inside

what you must DO
for 1HK2/10.1

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

what you must
COVER for
1HK2/10.1

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

C1 Preparation of work area (at least two from)

(a) use of protective clothing
(b) put up hazard warning signs
(c) protect surrounding areas

C2 Surfaces (at least both from)
(a) windows
(b) window frames
C3 Cleaning equipment and materials (at least two from)

(a) cloths

(b) cleaning chemicals
(c) squeegees

Dirt (at least one from)

(a) loose dirt
(b) dirt that is hard to remove

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

C4

1HK2/10.2

Clean the inside surfaces of windows

what you must DO
for 1HK2/10.2

The assessor must assess statements P6-P8 and P10-P12 by direct
observation.

what you must
COVER for
1HK2/10.2

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

C2 Surfaces (at least both from)
(a) windows
(b) window frames

C4 Dirt (at least one from)

(a) loose dirt
(b) dirt that is hard to remove

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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2HK1/10 Clean and Service a Range of Areas
Element Clean and service toilet and bathroom areas
2HK1/10.1

what you must
DO for 2HK1/10.1

The assessor must assess statement P1-P5 and P8 by direct
observation.

what you must
COVER for
2HK1/10.1

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

C1 Preparations (at least one from)

(a) use of protective clothing
(b) put up hazard warning signs
(c) protect surrounding areas

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

Element
2HK1/10.2

Clean and service furnished areas

what you must
DO for 2HK1/10.2

The assessor must assess statement P9-P13 and P16 by direct
observation.

what you must
COVER for
2HK1/10.2

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

C2 Preparations (at least one from)

(a) use of protective clothing
(b) use hazard warning signs
(c) protect vulnerable surrounding areas

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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Element
2HK1/10.3

Dispose of waste

what you must
DO for 2HK1/10.3

The assessor must assess statements P17-P19 by direct
observation.

what you must
COVER for
2HK1/10.3

There must be performance evidence, gathered through
observing the candidate’s work for:
C3 Waste (at least one from)
(a) hazardous waste
(b) non-hazardous waste
C4 Collection methods (at least two from)
(a) external collection
(b) incineration/compression
(c) recycling
Evidence for the remaining points under ‘what you must cover’

may be assessed through questioning, witness testimony or
simulation.

2HK2/10

Work Using Different Chemicals and Equipment

Element
2HK2/10.1

Work using different chemicals

what you must DO
for 2HK2/10.1

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

what you must
COVER for
2HK2/10.1

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

C1 Chemicals (at least three from)

(a) multi-surface cleaner
(b) toilet cleaner

(c) glass cleaner

(d) air freshener

(e) polish

(f) sanitizer

(g) other

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

*For this Unit, the assessor is only required to collect
supplementary evidence for:

e two from equipment
e three from attachments
e three from chemicals
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Element
2HK2/10.2

Work using manual equipment

what you must DO
for 2HK2/10.2

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

what you must

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2HK2/10.2
C2 Manual Equipment (at least five from)
(a) mop systems for wet use
(b) mop systems for dry use
(c) colour-coded cloths
(d) duster
(e) bucket
(f) sponge/non-abrasive pad
(g) brushes
(h) dustpan
(i) abrasive pad
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
*For this Unit, the assessor is only required to collect
supplementary evidence for:
e two from equipment
e three from attachments
e three from chemicals
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Element Work using electrical equipment
2HK2/10.3
what you must DO | The assessor must assess statements P11-P15 by direct
for 2HK2/10.3 observation.
what you must There must be performance evidence, gathered through
COVER for observing the candidate’s work for:
2HK2/10.3
C3 Electrical Equipment (at least one from)
(a) vacuum cleaners
(b) suction dryers
(c) polishers/burnishers
(d) scrubbers
(e) spray extractors
C4 Attachments (at least two from)
(a) hard/soft floor attachments
(b) upholstery attachments
(c) brushes/pads
(d) crevice tools
(e) spray extractors/nozzles
(f) hoses
C5 Chemicals (at least two from)
(a) carpet shampoo
(b) foam inhibitor
(c) spray polish
(d) floor maintainer
(e) floor stripper
(f) degreasers
(g) greasy stain removers
(h) non-greasy
(i) stain removers
(j) cleaning granules
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
*For this Unit, the assessor is only required to collect
supplementary evidence for:
¢ two from equipment
e three from attachments
e three from chemicals
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2HK3/10

Maintain Housekeeping Supplies

2HK3/10.1

Receive and check housekeeping supplies

what you must DO
for 2HK3/10.1

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

what you must
COVER for
2HK3/10.1

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

C1 Deliveries (at least one from)
(a) external suppliers
(b) internal suppliers

C2 Housekeeping supplies (at least two from)
(a) equipment
(b) materials
(c) customer supplies

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

2HK3/10.2

Store and issue housekeeping supplies

what you must DO
for 2HK3/10.2

The assessor must assess statements P6- P11 by direct
observation.

what you must
COVER for
2HK3/10.2

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

C3 Housekeeping supplies (at least two from)
(a) equipment
(b) materials
(c) customer supplies

C4 Storage conditions (at least three from)
(a) lighting
(b) ventilation
(c) temperature
(d) cleanliness

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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2HK4/10 Clean, Maintain and Protect Hard Floors
Element Prepare to maintain hard floors
2HK4/10.1

what you must DO
for 2HK4/10.1

There are no ‘what you must do’ for 2HK4/10.1

what you must
COVER for
2HK4/10.1

There are no ‘what you must cover’ for 2HK4/10.1

Element
2HK4/10.2

Clean hard floors

what you must DO
for 2HK4/10.2

There are no ‘what you must do’ for 2HK4/10.2

what you must
COVER for
2HK4/10.2

There are no ‘what you must cover’ for 2HK4/10.2

Element
2HK4/10.3

Protect hard floors

what you must DO
for 2HK4/10.3

There are no ‘what you must do’ for 2HK4/10.3

what you must

There are no ‘what you must cover’ for 2HK4/10.3

COVER for

2HK4/10.3

2HK5/10 Clean and Maintain Soft Floors and Furnishings
Element Prepare to maintain soft floors or furnishings
2HK5/10.1

what you must DO
for 2HK5/10.1

There are no ‘what you must do’ for 2HK5/10.1

what you must
COVER for
2HK5/10.1

There are no ‘what you must cover’ for 2HK5/10.1

Element
2HK5/10.2

Maintain soft floors and furnishings

what you must DO
for 2HK5/10.2

There are no ‘what you must do’ for 2HK5/10.2

what you must
COVER for
2HK5/10.2

There are no ‘what you must cover’ for 2HK5/10.2
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2HKé6/10

Provide a Linen Service

Element
2HK6/10.1

Receive and check clean linen

what you must DO
for 2HK6/10.1

The assessor must assess statements P1, P2 and P4-Pé6 by direct
observation.

what you must
COVER for
2HK6/10.1

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

C1 Deliveries (at least one from)
(a) internal linen supply
(b) external linen supply

C2 Presentation requirements (at least three from)
(a) clean
(b) free from stains
(c) free from fabric damage
(d) folded correctly

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

Element
2HK6/10.2

Store and issue clean linen

what you must DO
for 2HK6/10.2

The assessor must assess statements P7-P10, P12 and P13 by
direct observation.

what you must

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2HK6/10.2
C3 Conditions (at least three from)
(a) lighting
(b) ventilation
(c) temperature
(d) cleanliness
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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2HK7/10 Carry Out Periodic Room Servicing and Deep Cleaning
Element Carry out periodic room servicing
2HK7/10.1

what you must DO
for 2HK7/10.1

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

what you must
COVER for
2HK7/10.1

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

C1 Periodic room servicing (at least one from)
(a) turning mattresses
(b) changing curtains and drapes
(c) changing other soft furnishings as required

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

Element
2HK7/10.2

Carry out periodic deep cleaning

what you must DO
for 2HK7/10.2

The assessor must assess statements P7-P11 by direct
observation.

what you must
COVER for
2HK7/10.2

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

C2 Preparations (at least two from)
(a) use of appropriate protective clothing
(b) move furniture to clean underneath
(c) protect vulnerable surrounding areas

C3 Periodic deep cleaning (at least five from)
(a) high dusting
(b) vacuum under furniture and carpet edges

(c) clean shower rails, plug traps, drains, gulleys and behind
pedestals

(d) clean pull cords, plugs and switches
(e) clean skirting boards and other paintwork
(f) clean air vents and extractors

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning, witness testimony or
simulation.
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2FOH2/10

Deal with the arrival of customers

what you must DO
for 2FOH2/10

The assessor must assess statements P1, P2 and P4-Pé 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 Deal with booking enquiries
2FOH3/10.1

what you must DO | The assessor must assess statements P1-P4 by direct

for 2FOH3/10.1 observation.

what you must There must be performance evidence, gathered through
COVER for observing the candidate’s work for:
2FOH3/10.1

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

(
(
(
(

) prices

(
(
(

simulation.

C3 Information (at least two from)

(a) services and facilities available
b) features and benefits of services and facilities
o

d) special offers and promotions available

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

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2FOH3/10.2
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.
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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.

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

Element Deal with incoming communications

2FOH1/10.1

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.

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.
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2FOH5/10

Produce documents in a business environment (CfA)

what you must DO

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

for 2FOH5/10

what you must There are no ‘what you must cover’ for 2FOH5/10
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 There are no ‘what you must cover’ for 2FOH6/10
2FOH6/10

2FOH8/10 Handle Mail and Book External Services
Element Handle mail and messages

2FOH8/10.1

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.
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Element

Book external services

2FOH8/10.2

What you must | The assessor must assess statements P5-P9 by direct
DO for observation.

2FOH8/10.2

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

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

for 2FOH9/10

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

2FOH9/10

2FOH10/10 Store and Retrieve Information (CfA)

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

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

2FOH10/10
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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.

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

Candidate Logbook — SVQ2 in Hospitality Services at SCQF Level 5 —

1027

Issue 3 — June 2014 © Pearson Education Limited 2014




2GEN5/10 Resolve customer service problems (ICS)
Element Spot customer service problems
2GEN5/10.1

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

Element Identify additional services or products that are

2GEN6/10.1 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)

(@) 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

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2GEN7/10.1
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

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2GEN7/10.2
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 Agree joint responsibilities in a customer service team
2GEN8/10.1

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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1FP2

Prepare and finish simple salad and fruit dishes

What you have to
DO for 1FP2

The assessor must assess statements 1-4 by directly observing the
candidate’s work.

The assessor may assess statement 5 through questioning or
witness testimony if no naturally occurring evidence is available.

What you must
COVER for 1FP2

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

C1 ingredients (at least three from):
(a) frozen fruit
(b) fresh fruit
(c) fresh salad
(d) prepared fruit
(e) prepared salad

C2 prepare by (at least three from):
(a) peeling
(b) trimming
(c) washing
(d) soaking
(e) cutting
(f) mixing

’

Evidence for the remaining points under ‘what you must cover
may be assessed through questioning or witness testimony.
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1FPC1 Prepare and cook fish

What you have to | The assessor must assess statements 3, 4, 6, 7 and 8 by directly
DO for 1FPC1 observing the candidate’s work.

The assessor may assess statements 1, 2 and 5 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must There must be performance evidence, gathered through
COVER for 1FPC1 | observing the candidate’s work for:

C1 fish (at least two from):
(a) coated
(b) un-coated
(c) frozen
(d) un-frozen

C2 preparation methods (at least one from):
(a) defrosting
(b) coating

C3 cooking methods (at least two from):
(a) deep frying
(b) grilling
(c) baking

’

Evidence for the remaining points under ‘what you must cover
may be assessed through questioning or witness testimony.
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1FPC2/09 Prepare and cook meat and poultry

What you have to | The assessor must assess statements 3, 4, 6, 7 and 8 by directly
DO for 1FPC2/09 | observing the candidate’s work.

The assessor may assess statements 1, 2 and 5 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must There must be performance evidence, gathered through
COVER for observing the candidate’s work for:
1FPC2/09

C1 meat and poultry (at least two from):
(a) pre-prepared
(b) uncoated
(c) steaks
(d) chops
(e) chicken cuts

C2 preparation methods (at least one from):
(a) defrosting
(b) seasoning

C3 cooking methods (at least two from):
(a) grilling/griddling
(b) shallow frying
(c) deep frying
(d) microwaving

’

Evidence for the remaining points under ‘what you must cover
may be assessed through questioning or witness testimony.
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1PR1

Prepare hot and cold sandwiches

What you have to
DO for 1PR1

The assessor must assess statements 1-3 by directly observing

the candidate’s work.
The assessor may assess statement 4 through questioning or

witness testimony if no naturally occurring evidence is available.

What you must
COVER for 1PR1

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

C1 Bread (at least two from):
(a) sliced bread
(b) un-sliced bread
(c) wraps
(d) bread rolls

C2 fillings (at least four from):
(a) fats/pastes/spreads
(b) cooked meat and poultry
(c) cooked fish
(d) dairy products
(e) salad/vegetables/fruit
(f) sauces/dressings/relishes

C3 preparation methods (at least two from)
(a) slicing
(b) preparing fillings
(c) garnishing
(d) heating/toasting

Evidence for the remaining points under ‘what you must cover

may be assessed through questioning or witness testimony.

’
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Unit 2P&C1/09

Complete kitchen documentation

What you have to
DO for 2P&C1/09

The assessor must assess statements 1-2 by directly observing
the candidate’s work.

The assessor may assess statements 3, 4 and 5 through
questioning or witness testimony if no naturally occurring
evidence is available.

What you must

There must be performance evidence, gathered through

COVER for observing the candidate’s work for:
2P&C1/09
C1 relevant documents (at least two from)
a) temperature charts
b) food safety information
c) accident report forms
d) equipment fault reports
e) stock usage report
Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
Unit 2P&C2/09 Set up and close kitchen
ELEMENT Prepare kitchen for food operations
2P&C2/09.1

What you have to
DO for Element
2P&C2/09.1

The assessor must assess statements 1, 2, 3 and 5 by directly
observing the candidate’s work.

The assessor may assess statement 4 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for Element
2P&C2/09.1

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

C1 Tools (at least Both from):

a) knives
b) utensils

Kitchen equipment (at least five from):

a) oven/combination oven
b) grill

c) hob

d) fryer

€) microwave

f) steamer

g) fridge/freezer

Cc2

Evidence for the remaining points under ‘what you must
cover’ may be assessed through questioning or witness
testimony.
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ELEMENT
2P&C2/09.2

Prepare food items ready for operations

What you have to
DO for Element
2P&C2/09.2

The assessor must assess statements 1, 2, 3 and 5 by directly

observing the candidate’s work.

The assessor may assess statement 4 through questioning or
witness testimony if no naturally occurring evidence is

available.

What you must
COVER for Element
2P&C2/09.2

There must be performance evidence, gathered through

observing the candidate’s work for:

C3 Establishment requirements (at least one from):

a) number of customers
b) menu requirements

C4 Ingredients (at least two from):

a) vegetables

b) garnishes

c) frozen products

d) fresh high risk products

C5 Prepare (at least two from):
a) washing
b) cutting
c) defrosting
d) weighing

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

testimony.
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ELEMENT
2P&C2/09.3

Close kitchen after operations

What you have to
DO for Element
2P&C2/09.3

The assessor must assess statements 1, 2, 3, 4 and 6 by

directly observing the candidate’s work.

The assessor may assess statement 5 through questioning or

witness testimony if no naturally occurring evidence is

available.

What you must
COVER for Element
2P&C2/09.3

There must be performance evidence, gathered through

observing the candidate’s work for:

Cé6 Tools (at least Both from):

a) knives
b) utensils

C7 Food storage equipment (at least two from):
a) fridge
b) freezer
¢) dry store/larder

C8 Cooking equipment (at least four from)

a) oven/combination oven
b) grill

c) hob

d) fryer

€) microwave

f) steamer

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

testimony.
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Unit 2FPC15/10

Prepare and present food for cold presentation

What you must DO
for 2FPC15/10

The assessor must assess statements 1-5 by directly observing
the candidate’s work.

The assessor may assess statement 6 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for
2FPC15/10

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

C1 Food products (at least six from):
(a) bread products
(b) salads
(c) pre-prepared pies
(d) cooked red/white meat
(e) fish
(f) pre-prepared terrines
(g) pre-prepared patés
(h) cured meats
(i) shellfish
(j) vinaigrette
(k) cold sauces

C2 Garnish ingredients (at least two from):
(a) fruit
(b) vegetables
(c) herbs

C3 Preparation methods (at least four from):
(a) slicing
(b) dressing
(c) garnishing
(d) portioning
(e) whisking
(f) combining ingredients

Evidence for the remaining points under ‘what you must
cover’ may be assessed through questioning or witness
testimony.
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2PR1 Unit 2PR1 Produce basic fish dishes

What you have to The assessor must assess statements 1-7 by directly observing
DO for 2PR1 the candidate’s work.

The assessor may assess statement 8 through questioning or
witness testimony if no naturally occurring evidence is

available.
What you must There must be performance evidence, gathered through
COVER for 2PR1 observing the candidate’s work for:

C1 Fish (at least two from)

a) raw fish portions

b) processed fish products (i.e. fish cakes, coated fish
portions)

c) whole fish

C2 Cooking by (at least four from):
a) frying - deep
b) frying - shallow
c) grilling
d) boiling (including boil in the bag)
e) steaming
f) baking
g) microwaving

’

Evidence for the remaining points under ‘what you must cover
may be assessed through questioning or witness testimony.
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Unit 2PR4

Produce basic vegetable dishes

What you have to
DO for 2PR4

The assessor must assess statements 1-7 by directly observing
the candidate’s work.

The assessor may assess statement 8 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for 2PR4

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

C1 Vegetable (at least four from):

a) roots and tubers
b) bulbs

c) flower heads

d) fungi

e) seeds and pods
f) leaves

g) stems

h) vegetable fruits

C2 Format (at least one from):

a) fresh
b) frozen
c) pre-prepared

C3 Cooking by (at least four from):

a) blanching

b) boiling

C) roasting

d) baking

e) grilling

f) frying (deep/shallow/stir)

g) steaming

h) combination cooking methods
i) microwaving

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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Unit 2PR8 Produce basic rice, pulse and grain dishes

What you have to The assessor must assess statements 1-5 by directly observing
DO for 2PR8 the candidate’s work.

For statement 6, where there is no naturally occurring
evidence for both ‘holding’ and ‘serving’, the assessor may
assess the candidate through questioning or witness testimony
for one of them (i.e. either holding or serving) but must
observe the other.

The assessor may assess statement 7 through questioning or
witness testimony if no naturally occurring evidence is

available.
What you must There must be performance evidence, gathered through
COVER for 2PR8 observing the candidate’s work for:

C1 Ingredients (all three from):
a) rice
b) peas, beans and lentils
¢) grain, including polenta

C2 Preparation and cooking methods (at least four from):

a) soaking and washing
b) boiling

¢) braising

d) steaming

e) frying

f) baking

g) microwaving

’

Evidence for the remaining points under ‘what you must cover
may be assessed through questioning or witness testimony.
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Unit 2PR9

Produce basic pasta dishes

What you have to
DO for 2PR9

The assessor must assess statements 1-5 by directly observing
the candidate’s work.

For statement 6, where there is no naturally occurring
evidence for both ‘holding’ and ‘serving’, the assessor may
assess the candidate through questioning or witness testimony
for one of them (i.e. either holding or serving) but must
observe the other.

The assessor may assess statement 7 through questioning or
witness testimony if no naturally occurring evidence is
available.

What you must
COVER for 2PR9

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

C1 Pasta (at least three from):
a) stuffed
b) shaped
c) lasagne
d) dried
e) pre-prepared fresh

C2 Preparation and cooking methods (at least three from)
a) blanching
b) straining
) mixing
) boiling
) baking

D o 0

Evidence for the remaining points under ‘what you must cover’
may be assessed through questioning or witness testimony.
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1PR10

Produce Basic Egg Dishes

What you have to
DO for 1PR10

The Assessor must assess statements P1-P5 by direct
observation.

For statement P6, the assessor must ‘observe’ at least one from

‘holding’ and ‘serving’

What you must
COVER for 1PR10

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

C1 Eggs (at least one from)
a) fresh egg
b) pasteurised egg

C2 Preparation and Cooking methods (at least four from)
a) boiling

) whisking

) frying/griddling

)

)

o 0O T

poaching
baking

) scrambling
) bain marie

-S> 0

va

Evidence for the remaining points under ‘what you must cover’

may be assessed through questioning, witness testimony or
simulation.
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