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Section 1: Hospitality Supervision and 
Leadership at SCQF Level 7 

Introduction 

This document contains information specific to the Hospitality Supervision and 
Leadership at SCQF Level 7. 

National Occupational Standards and SVQs 

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

The Hospitality Supervision and Leadership at SCQF Level 7 gives recognition of 
candidates’ skills, knowledge and understanding. It allows candidates to gain a 
qualification in the workplace that relates to their job and promotes good working 
practice. 

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

People 1st 

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

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

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

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

Which SVQ in Hospitality Supervision and Leadership is available?  

The SVQ in Hospitality Supervision and Leadership is available as follows:  

SVQ3 in Hospitality Supervision and Leadership at SCQF Level 7 

It is important that you select the most appropriate level related to your work role. 

Who is this SVQ for? 

This course is for supervisors and junior managers in the hospitality industry.  You 
must be supervising other staff as part of your job role to achieve this course. It is 
suitable for supervisors in restaurants, bars, housekeeping, reception, kitchen, or, 
indeed, for general or customer liaison managers. This may be in small or large 
hotels, restaurants, cafes, workplace canteens, residential homes or any other 
outlets which involve the provision of hospitality services to the public.   

http://www.people1st.co.uk/�
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What is the structure of the Hospitality Supervision and Leadership at 
SCQF Level 7? 

To attain the qualification at Level 7 you must complete 8 units in total.  This 
comprises of: 

 all of the mandatory units in Section A 

 at least one unit from Section B 

 the remaining two units can come from either Section B or C. 

Section A: Mandatory units for the Hospitality Supervision and Leadership at SCQF 
Level 7 

You must achieve all of the units listed below: 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

1 HSL1 Provide leadership for your team 9 6 

2 HSL2 Develop productive working relationships 
with colleagues 

9 5 

3 HSL3 Contribute to the control of resources 6 7 

4 HSL4 Maintain the health, hygiene, safety and 
security of the working environment 

5 7 

5 HSL5 Lead a team to improve customer 
service 

8 7 
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Optional units for the Hospitality Supervision and Leadership at SCQF Level 7 

Candidates must select at least one unit from Section B with the final two units 
being selected from either Section B or C 

Section B: 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

6 HSL7 Supervise food production operations 4 7 

7 HSL8 Supervise functions 8 6 

8 HSL10 Supervise food services 3 6 

9 HSL11 Supervise drink services 7 7 

10 HSL17 Supervise housekeeping services 4 6 

11 HSL20 Supervise portering and concierge 
services 

4 6 

12 HSL21 Supervise reception services 5 7 

13 HSL22 Supervise reservation and booking 
services 

5 7 

Section C: 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

14 HSL6 Contribute to promoting hospitality 
services and products 

5 7 

15 HSL9 Contribute to the development of recipes 
and menus 

3 6 

16 HSL12 Supervise off-site food delivery services 3 6 

17 HSL13 Supervise cellar and drink storage 
operations 

5 6 

18 HSL14 Manage the receipt, storage or dispatch 
of goods (SfL WS20) 

6 6 

19 HSL15 Supervise the wine store/cellar and 
dispense counter 

6 6 

20 HSL16 Supervise vending services 6 6 

21 HSL18 Supervise linen services 5 7 

22 HSL19 Monitor and solve customer service 
problems (ICS 32) 

7 6 

23 HSL23 Improve the customer relationship 
(ICS 26) 

8 6 
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24 HSL24 Provide learning opportunities for 
colleagues (MSC D7) 

11 8 

25 HSL25 Supervise the use of technological 
equipment in hospitality services 

5 6 

26 HSL26 Supervise practices for handling 
payments 

5 6 

27 HSL27 Contribute to the development of a wine 
list 

6 6 

28 HSL28 Manage the environmental impact of 
your work (MSC E9) 

4 8 

29 HSL29 Contribute to the selection of staff for 
activities 

5 7 

30 HSL30 Ensure food safety practices are followed 
in the preparation and serving of food 
and drink 

5 7 

31 HSL31 Lead meetings (MSC D11) 4 7 
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Example form 9 — Witness testimony 

SVQ title and level:   

Candidate name:  

Evidence index number:  

Where applicable, evidence number to which this testimony relates:  

  

Unit:  

Element(s):  

Range:  

Date of evidence:  

Witness name:   

Relationship to candidate:   

Details of testimony:  

 

 

 

 

 

 

 

 

 

 

 

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

Witness signature:  

Name:  Date:  

Contact telephone number:  
 

Please tick () the appropriate box. 

 Qualified as an assessor for workplace performance  

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

SVQ title and level:   

Candidate name:  

Evidence index number:  

Where applicable, evidence number to which this testimony relates:  

  

Unit:  

Element(s):  

Date of evidence:  

Expert witness name:   

Relationship to candidate:   

Details of testimony:  

 

 

 

 

 

 

 

 

 

 

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

Expert witness signature:  

Name:  Date:  

Contact telephone number:  
 

Please tick () the appropriate box. 

 Qualified as an assessor for workplace performance 

 Relevant professional work role that involves evaluating everyday staff 
practice 

 Current expertise 

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

SVQ title and level:  

Candidate name:  

Unit:  Element(s):  

Evidence index number:  

Circumstances of assessment:  

 

 

 

 

 

 

List of questions and candidate’s responses: 

Q:  

 

A:  

 

 

 

 

 

 

Q:  

 

A:  

 

 

 

 

 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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Section 3: Logbook 

Page number 

Mandatory units 31 

Unit 1: Provide leadership for your team 33 

Unit 2: Develop productive working relationships with colleagues 45 

Unit 3: Contribute to the control of resources 59 

Unit 4: Maintain the health, hygiene, safety and security of the 
working environment 71 

Unit 5: Lead a team to improve customer service 83 

Optional units 95 

Unit 6: Supervise food production operations 97 

Unit 7: Supervise functions 109 

Unit 8: Supervise food services 121 

Unit 9: Supervise drink services 133 

Unit 10: Supervise housekeeping services 147 

Unit 11: Supervise portering and concierge services 161 

Unit 12: Supervise reception services 175 

Unit 13: Supervise reservation and booking services 189 

Unit 14: Contribute to promoting hospitality services and products 203 

Unit 15: Contribute to the development of recipes and menus 215 

Unit 16: Supervise off-site food delivery services 227 

Unit 17: Supervise cellar and drink storage operations 239 

Unit 18: Manage the receipt, storage or dispatch of goods (SfL WS20) 251 

Unit 19: Supervise the wine store/cellar and dispense counter 263 

Unit 20: Supervise vending services 275 

Unit 21: Supervise linen services 289 

Unit 22: Monitor and solve customer service problems (ICS 32) 303 

Unit 23: Improve the customer relationship (ICS 26) 315 

Unit 24: Provide learning opportunities for colleagues (MSC D7) 325 
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Unit 25: Supervise the use of technological equipment in  
hospitality services 341 

Unit 26: Supervise practices for handling payments 351 

Unit 27: Contribute to the development of a wine list 363 

Unit 28: Manage the environmental impact of your work (MSC E9) 375 

Unit 29: Contribute to the selection of staff for activities 389 

Unit 30: Ensure food safety practices are followed in the preparation 
and serving of food and drink 399 

Unit 31: Lead meetings (MSC D11) 413 
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Unit 1: Provide leadership for your 
team 

Unit code: HSL1 

Unit credit: 9 

SCQF Unit level: 6 

 

Introduction 

This unit is about providing direction to Hospitality Staff and motivating and 
supporting them to achieve the objectives of the team and their personal work 
objectives. 

This unit is linked to all other units in the Hospitality Supervision & Leadership suite 
of standards. 

This unit is Unit B5 in the Management Standards Centre suite of standards. 
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Unit 2: Develop productive working 
relationships with 
colleagues 

Unit code: HSL2 

Unit credit: 9 

SCQF Unit level: 5 

 

Introduction 

This unit is about developing working relationships with colleagues, within your own 
organisation and within other organisations that are productive in terms of 
supporting and delivering your work and that of the overall organisation. 
‘Colleagues’ are any people you are expected to work with, whether they are at a 
similar position or in other positions, including your manager. 

This unit is linked to all other units in the Hospitality Supervision and Leadership 
suite of standards. 

This unit is Unit D1 in the Management Standards Centre suite of standards. This 
unit is a mandatory unit in the Team Leading qualification at Level 2 and an 
optional unit in the MSC Management Qualification at Level 3. 
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Unit 3: Contribute to the control of 
resources 

Unit code: HSL3 

Unit credit: 6 

SCQF Unit level: 7 

 

Introduction 

This unit is about ensuring that you and staff you are responsible for, use resources 
effectively and efficiently, without undue waste. It covers obtaining supplies, checking 
equipment, monitoring the use of resources and keeping records. 

This unit is a sector specific unit. This unit is linked to all other units in the Hospitality 
Supervision & Leadership suite of standards and has particular links with HSL28. 
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Unit 4: Maintain the health, 
hygiene, safety and security 
of the working environment 

Unit code: HSL4 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit is about maintaining health, safety, security and hygiene standards 
relevant to your area of responsibility. The maintenance of these standards is 
essential in protecting staff and customers from harm. 

This unit is a sector specific unit. This unit is linked to all other units in the 
Hospitality Supervision & Leadership suite of standards. 
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Unit 5: Lead a team to improve 
customer service 

Unit code: HSL5 

Unit credit: 8 

SCQF Unit level: 7 

 

Introduction 

This unit is about looking at both your organisation and your staffing resources and 
bringing these together in a constructive way to improve overall customer service. 

You need to give support and guidance to your team to encourage them to improve 
their customer service delivery. It is about having a passion for customer service 
and sharing this enthusiasm with your colleagues and staff team. It is about leading 
by example. 

This unit is linked to all other units in the Hospitality Supervision and Leadership 
suite of standards. 

This unit is Unit 42 in the level 3 Institute of Customer Service Framework. 
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Unit 6: Supervise food production 
operations 

Unit code: HSL7 

Unit credit: 4 

SCQF Unit level: 7 

 

Introduction 

This unit is about supervising food production to ensure that the customer receives 
their order within reasonable timescales and to quality standards. The unit is about 
making sure staff have the necessary skills, knowledge and resources required to 
carry out their work. It is also about monitoring work, dealing with food production 
problems and supervising operations to ensure the quality of the product. A holistic 
approach to food safety is an essential aspect of this quality and this is addressed 
in detail in Unit HSL30. 

It is strongly recommended that HSL30 which covers food safety hygiene in the 
preparation and serving of food and drink is undertaken in conjunction with this 
unit. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-5, HSL9, HSL12, HSL16, HSL19, HSL25 & HSL28. 
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Unit 7: Supervise functions 
Unit code: HSL8 

Unit credit: 8 

SCQF Unit level: 6 

 

Introduction 

This unit is about supervising a function such as a banquet, corporate 
entertainment event, reception or conference. The unit covers the preparation, 
running and closing of the event. As such it includes activities such as briefing, 
monitoring, clearing up and debriefing staff beyond the close of the function. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL11, HSL19, HSL27 and HSL28. 
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Unit 8: Supervise food services 
Unit code: HSL10 

Unit credit: 3 

SCQF Unit level: 6 

 

Introduction 

This unit is about supervising the food service and making sure that the service 
area and equipment are suitably clean and ready for use. It involves: planning; 
supervising cleaning, clearing and restocking; checking equipment; liaising with 
other departments and dealing with problems to ensure that service meets the 
required standard. A holistic approach to food safety is essential to providing a 
quality food service and this is addressed in detail in Unit HSL30. 

It is strongly recommended that HSL30 which covers food safety hygiene in the 
preparation and serving of food and drink is undertaken in conjunction with this 
unit. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-8, HSL11, HSL15, HSL16, HSL19, HSL25, HSL24, HSL26, HSL27, & HSL28 
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Unit 9: Supervise drink services 
Unit code: HSL11 

Unit credit: 7 

SCQF Unit level: 7 

 

Introduction 

This unit is about supervising the preparation and delivery of the drink service. It is 
about enabling a friendly, hygienic efficient service in relaxed safe surroundings, 
ensuring that the law is fully complied with and that customer behaviour problems 
are dealt with quickly and correctly. 

It is strongly recommended that HSL30 which covers food safety hygiene in the 
preparation and serving of food and drink is undertaken in conjunction with this 
unit. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL8, HSL10, HSL13-15, HSL19, HSL26 & HSL31 
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Unit 10: Supervise housekeeping 
services 

Unit code: HSL17 

Unit credit: 4 

SCQF Unit level: 6 

 

Introduction 

This unit is about the maintenance of the housekeeping service. This unit deals with 
the preparation, supervision and review of the service, involving the planning of 
equipment and supplies, preparing staff rotas, briefing staff and collecting customer 
feedback. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL14, HSL18, HSL19, HSL23, HSL24 & HSL29 
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Unit 11: Supervise portering and 
concierge services 

Unit code: HSL20 

Unit credit: 4 

SCQF Unit level: 6 

 

Introduction 

This unit is about supervising the portering and concierge service. It includes, 
preparation, supervision and review and therefore covers making sure that the 
portering and concierge service has all the necessary staff, equipment and supplies; 
making sure that procedures are in place for running the service and ensuring that 
staff are properly briefed, trained, overseen and supported. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL14, HSL19, HSL23 & HSL24 
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Unit 12: Supervise reception 
services 

Unit code: HSL21 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit is about supervising the reception service to ensure that it has all the 
necessary staff, equipment and supplies. It involves ensuring that: procedures are 
in place for running the service and that staff conduct themselves appropriately and 
are properly briefed. The unit also covers the monitoring and improvement of the 
service. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL14, HSL19, HSL23, HSL24, HSL25, HSL26 
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Unit 13: Supervise reservation and 
booking services 

Unit code: HSL22 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit is about supervising the reservation and booking service to ensure the 
development and maintenance of the necessary resources and procedures essential 
for operation. It also involves monitoring the service and suggesting improvements. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL16, HSL14, HSL19, HSL21, HSL23 & HSL24 

 

 



 

S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
0 

W
h
at

 y
ou

 m
u
st

 k
n
ow

 

T
o
 a

ch
ie

ve
 t

h
is

 e
le

m
en

t 
yo

u
 m

u
st

 g
iv

e 
su

ff
ic

ie
n
t 

ev
id

en
ce

 t
o
 d

em
o
n
st

ra
te

 y
o
u
r 

kn
o
w

le
d
g
e 

an
d
 u

n
d
er

st
an

d
in

g
 f

o
r 

ea
ch

 s
ta

n
d
ar

d
. 

 K
n

o
w

le
d

g
e
 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

D
a
te

 

Fo
r 

th
e 

w
h
ol

e 
u
n
it
 

 
 

K
1
 

T
h
e 

ro
le

s 
an

d
 r

es
p
o
n
si

b
ili

ti
es

 o
f 

d
if
fe

re
n
t 

in
d
iv

id
u
al

s 
in

 y
o
u
r 

o
rg

an
is

at
io

n
 a

n
d
 d

ep
ar

tm
en

t 
an

d
 

h
o
w

 t
h
es

e 
af

fe
ct

 t
h
e 

re
se

rv
at

io
n
 a

n
d
 b

o
o
ki

n
g
 s

er
vi

ce
. 

K
2
 

W
h
at

 o
rg

an
is

at
io

n
al

 p
o
lic

ie
s 

ap
p
ly

 t
o
 t

h
e 

ru
n
n
in

g
 o

f 
th

e 
re

se
rv

at
io

n
 a

n
d
 b

o
o
ki

n
g
 s

er
vi

ce
 a

n
d
 t

h
e 

re
vi

ew
 o

f 
p
ro

ce
d
u
re

s 

K
3
 

H
o
w

 t
o
 i
m

p
le

m
en

t 
th

e 
re

q
u
ir
em

en
ts

 o
f 
h
ea

lt
h
 a

n
d
 s

af
et

y,
 e

m
p
lo

ym
en

t 
an

d
 e

q
u
al

 o
p
p
o
rt

u
n
it
ie

s 
le

g
is

la
ti
o
n
 a

n
d
 o

th
er

 i
n
d
u
st

ry
 s

p
ec

if
ic

 r
eg

u
la

ti
o
n
s 

an
d
 c

o
d
es

 o
f 

p
ra

ct
ic

e.
 

K
4
 

W
h
at

 t
h
e 

o
rg

an
is

at
io

n
’s

 p
ro

d
u
ct

 i
s 

an
d
 w

h
at

 s
er

vi
ce

s 
ar

e 
av

ai
la

b
le

 t
o
 t

h
e 

cu
st

o
m

er
. 

K
5
 

W
h
at

 t
h
e 

o
rg

an
is

at
io

n
’s

 d
is

co
u
n
t 

p
ol

ic
y 

is
 a

n
d
 h

o
w

 p
ro

m
o
ti
o
n
al

 o
ff

er
s 

sh
o
u
ld

 b
e 

h
an

d
le

d
. 

K
6
 

W
h
at

 g
u
es

t 
fa

ci
lit

ie
s 

ar
e 

av
ai

la
b
le

 i
n
 t

h
e 

o
rg

an
is

at
io

n
 w

h
er

e 
th

e 
b
o
o
ki

n
g
 i
s 

b
ei

n
g
 m

ad
e.

 

K
7
 

W
h
at

 t
h
e 

o
rg

an
is

at
io

n
’s

 o
ve

rb
o
o
ki

n
g
 p

o
lic

y 
is

 a
n
d
 t

h
e 

p
o
lic

y 
fo

r 
o
u
t-

b
o
o
ki

n
g
 g

u
es

ts
 w

h
en

 f
u
ll.

 

K
8
 

H
o
w

 t
o
 c

o
m

m
u
n
ic

at
e 

w
it
h
 c

u
st

o
m

er
s.

 

K
9
 

H
o
w

 t
o
 e

st
im

at
e 

th
e 

ti
m

e 
an

d
 o

th
er

 r
es

o
u
rc

es
 r

eq
u
ir
ed

 f
o
r 

re
se

rv
at

io
n
 a

n
d
 b

o
ok

in
g
 a

ct
iv

it
ie

s 
an

d
 

w
ay

s 
of

 p
re

p
ar

in
g
 c

o
n
ti
n
g
en

cy
 p

la
n
s.

 

K
1
0
 

W
h
o
 t

o 
ap

p
ro

ac
h
 w

h
en

 y
o
u
 n

ee
d
 a

p
p
ro

va
l 
fo

r 
th

e 
u
se

 o
f 

ad
d
it
io

n
al

 r
es

o
u
rc

es
. 

K
1
1
 

H
o
w

 t
o
 d

ev
el

o
p
 r

es
er

va
ti
o
n
 a

n
d
 b

o
o
ki

n
g
 p

ro
ce

d
u
re

s 
to

 m
ee

t 
re

q
u
ir
em

en
ts

. 

K
1
2
 

H
o
w

 t
o
 m

o
n
it
o
r 

yo
u
r 

st
af

f’
s 

p
er

fo
rm

an
ce

 a
g
ai

n
st

 y
o
u
r 

o
rg

an
is

at
io

n
’s

 s
ta

n
d
ar

d
s 

an
d
 w

h
at

 t
o 

d
o
 i
f 

p
er

fo
rm

an
ce

 d
o
es

 n
o
t 

m
ee

t 
th

es
e 

st
an

d
ar

d
s.

 

K
1
3
 

W
h
at

 a
ct

io
n
 t

o
 t

ak
e 

w
h
en

 s
ta

ff
 p

er
fo

rm
an

ce
 f

al
ls

 b
el

o
w

 y
o
u
r 

o
rg

an
is

at
io

n
’s

 s
ta

n
d
ar

d
s.

 

 
 



 S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
1 

 K
n

o
w

le
d

g
e
 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

D
a
te

 

K
1
4
 

H
o
w

 t
o
 i
d
en

ti
fy

 p
o
ss

ib
le

 s
o
lu

ti
o
n
s 

to
 p

ro
b
le

m
s 

an
d
 t

h
e 

lim
it
s 

o
f 
yo

u
r 

au
th

o
ri
ty

 w
h
en

 
im

p
le

m
en

ti
n
g
 t

h
es

e.
 

K
1
5
 

W
h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 s

ee
k 

th
e 

vi
ew

s 
o
f 
st

af
f 
an

d
 c

u
st

o
m

er
s 

an
d
 g

ai
n
 t

h
ei

r 
fe

ed
b
ac

k.
 

K
1
6
 

T
h
e 

in
fo

rm
at

io
n
 y

o
u
 n

ee
d
 t

o
 m

ai
n
ta

in
 a

n
d
 i
m

p
ro

ve
 t

h
e 

re
se

rv
at

io
n
 a

n
d
 b

o
o
ki

n
g
 s

er
vi

ce
 a

n
d
 h

o
w

 
to

 c
o
lle

ct
 i
t.

 

K
1
7
 

T
h
e 

d
if
fe

re
n
t 

w
ay

s 
o
f 
co

m
p
le

ti
n
g
 a

n
d
 s

to
ri
n
g
 r

ec
o
rd

s 
–
 c

o
m

p
u
te

ri
se

d
 a

n
d
 p

ap
er

-b
as

ed
 –

 a
n
d
 t

h
e 

ad
va

n
ta

g
es

 a
n
d
 d

is
ad

va
n
ta

g
es

 o
f 

ea
ch

. 

K
1
8
 

H
o
w

 t
o
 a

ss
es

s 
cu

st
o
m

er
s’

 n
ee

d
s.

 

K
1
9
 

H
o
w

 t
o
 r

ev
ie

w
 a

n
d
 u

p
d
at

e 
p
la

n
s,

 t
ar

g
et

s,
 o

b
je

ct
iv

es
, 

ac
ti
vi

ti
es

 a
n
d
 w

or
k 

p
er

fo
rm

an
ce

. 

K
2
0
 

H
o
w

 t
o
 c

o
lle

ct
 a

n
d
 a

n
al

ys
e 

fe
ed

b
ac

k.
 

K
2
1
 

H
o
w

 t
o
 g

iv
e 

fe
ed

b
ac

k 
to

 y
o
u
r 

st
af

f.
 

K
2
2
 

H
o
w

 t
o
 p

re
se

n
t 

re
co

m
m

en
d
at

io
n
s.

 

K
2
3
 

H
o
w

 t
o
 a

ss
es

s 
w

h
et

h
er

 t
h
e 

re
q
u
ir
em

en
ts

 o
f 
h
ea

lt
h
 a

n
d
 s

af
et

y,
 e

m
p
lo

ym
en

t 
an

d
 e

q
u
al

 
o
p
p
o
rt

u
n
it
ie

s 
le

g
is

la
ti
o
n
 a

n
d
 o

th
er

 i
n
d
u
st

ry
 s

p
ec

if
ic

 r
eg

u
la

ti
o
n
s 

an
d
 c

o
d
es

 o
f 

p
ra

ct
ic

e 
ar

e 
b
ei

n
g
 

m
et

. 

K
2
4
 

W
h
at

 a
ct

io
n
 s

h
o
u
ld

 b
e 

ta
ke

n
 i
n
 r

es
p
o
n
se

 t
o
 b

re
ac

h
es

 o
f 

re
q
u
ir
em

en
ts

. 

 
 

 



 

S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
2 

 A
d

d
it

io
n

a
l 
e
v
id

e
n

ce
 (

if
 a

p
p

li
ca

b
le

):
 

   

O
 =

 d
ir

e
ct

 o
b

se
rv

a
ti

o
n

 o
f 

th
e
 l
e
a
rn

e
r’

s 
p

e
rf

o
rm

a
n

ce
 b

y
 t

h
e
ir

 
a
ss

e
ss

o
r 

P
D

 =
 p

ro
fe

ss
io

n
a
l 
d

is
cu

ss
io

n
 

Q
&

A
 =

 o
u

tc
o

m
e
s 

fr
o

m
 o

ra
l 
o

r 
w

ri
tt

e
n

 q
u

e
st

io
n

in
g

 
A

 =
 a

ss
ig

n
m

e
n

t,
 p

ro
je

ct
/

ca
se

 s
tu

d
ie

s 

P
 =

 p
ro

d
u

ct
s 

o
f 

th
e
 l
e
a
rn

e
r’

s 
w

o
rk

 
W

T
 =

 a
u

th
e
n

ti
c 

st
a
te

m
e
n

ts
/

w
it

n
e
ss

 t
e
st

im
o

n
y
 

R
A

 =
 p

e
rs

o
n

a
l 
st

a
te

m
e
n

ts
 a

n
d

/
o

r 
re

fl
e
ct

iv
e
 a

cc
o

u
n

ts
 

E
P

W
 =

 e
x
p

e
rt

 w
it

n
e
ss

 t
e
st

im
o

n
y
 

C
o

lu
m

n
 

k
e
y
: 

S
 =

 o
u

tc
o

m
e
 f

ro
m

 s
im

u
la

ti
o

n
, 

w
h

e
re

 p
e
rm

it
te

d
 b

y
 t

h
e
 

a
ss

e
ss

m
e
n

t 
st

ra
te

g
y
 

R
P

L
 =

 e
v
id

e
n

ce
 o

f 
re

co
g

n
it

io
n

 o
f 

p
ri

o
r 

le
a
rn

in
g

 

 



 S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
3 

I 
co

n
fi
rm

 t
h
at

 t
h
e 

ev
id

en
ce

 d
et

ai
le

d
 i
n
 t

h
is

 U
n
it
 i
s 

m
y 

o
w

n
 w

o
rk

 a
n
d
 m

ee
ts

 t
h
e 

re
q
u
ir
em

en
ts

 o
f 

th
e 

N
at

io
n
al

 O
cc

u
p
at

io
n
al

 S
ta

n
d
ar

d
s.

 

 C
an

d
id

at
e 

si
g
n
at

u
re

: 
 

D
at

e:
 

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e 

h
as

 a
ch

ie
ve

d
 a

ll 
th

e 
re

q
u
ir
em

en
ts

 o
f 
th

is
 U

n
it
. 

 A
ss

es
so

r 
si

g
n
at

u
re

: 
 

D
at

e:
 

 

 C
o
u
n
te

rs
ig

n
in

g
 a

ss
es

so
r 

si
g
n
at

u
re

 (
if
 a

p
p
lic

ab
le

):
 

 
D

at
e:

 
 

 
 

I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e’

s 
sa

m
p
le

d
 w

o
rk

 m
ee

ts
 t

h
e 

st
an

d
ar

d
s 

sp
ec

if
ie

d
 f

o
r 

th
is

 U
n
it
 a

n
d
 m

ay
 b

e 
p
re

se
n
te

d
 f
o
r 

ex
te

rn
al

 v
er

if
ic

at
io

n
. 

 In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

: 
 

D
at

e:
 

 

 C
o
u
n
te

rs
ig

n
in

g
 i
n
te

rn
al

 v
er

if
ie

r 
(i

f 
ap

p
lic

ab
le

):
 
 

D
at

e:
 

 

 



 

S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
4 

W
h
at

 y
ou

 m
u
st

 d
o 

T
o
 a

ch
ie

ve
 t

h
is

 e
le

m
en

t 
yo

u
 m

u
st

 g
iv

e 
su

ff
ic

ie
n
t 

ev
id

en
ce

 t
o
 d

em
o
n
st

ra
te

 y
o
u
r 

co
m

p
et

en
ce

 f
o
r 

ea
ch

 s
ta

n
d
ar

d
. 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 

T
o
 m

ee
t 

th
e 

n
at

io
n
al

 
st

an
d
ar

d
 y

ou
 m

u
st

: 
 

 
 

 
 

 
 

 
 

1
 

B
ri
ef

 s
ta

ff
 o

n
 

d
u
ti
es

, 
re

le
va

n
t 

p
ro

ce
d
u
re

s 
an

d
 

an
y 

va
ri
at

io
n
s 

re
la

ti
n
g
 t

o
 t

h
ei

r 
w

o
rk

 r
o
u
ti
n
es

. 

 
 

 
 

 
 

 
 

 

2
 

M
ak

e 
su

re
 s

ta
ff
 

h
av

e 
th

e 
sk

ill
s,

 
kn

o
w

le
d
g
e 

an
d
 

re
so

u
rc

es
 t

h
ey

 
n
ee

d
 w

h
en

 t
h
ey

 
n
ee

d
 t

h
em

. 

 
 

 
 

 
 

 
 

 

3
 

E
n
co

u
ra

g
e 

st
af

f 
to

 
as

k 
q
u
es

ti
o
n
s 

if
 

th
er

e 
is

 
in

fo
rm

at
io

n
 t

h
at

 
th

ey
 d

o
 n

o
t 

u
n
d
er

st
an

d
. 

 
 

 
 

 
 

 
 

 



 S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
5 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 

4
 

E
n
su

re
 s

ta
ff

 a
re

 
aw

ar
e 

o
f 
h
o
w

 t
o 

p
re

se
n
t 

th
em

se
lv

es
 a

n
d
 o

f 
th

e 
st

an
d
ar

d
 o

f 
b
eh

av
io

u
r 

ac
ce

p
ta

b
le

 t
o
 t

h
e 

o
rg

an
is

at
io

n
. 

 
 

 
 

 
 

 
 

 

5
 

M
ak

e 
su

re
 t

h
at

 
yo

u
r 

st
af

f 
fo

llo
w

 
th

e 
re

se
rv

at
io

n
 

an
d
 b

o
o
ki

n
g
 

p
ro

ce
d
u
re

s.
 

 
 

 
 

 
 

 
 

 

6
 

M
ak

e 
su

re
 y

o
u
r 

st
af

f 
co

m
m

u
n
ic

at
e 

w
it
h
 c

u
st

o
m

er
s 

in
 

a 
m

an
n
er

 t
h
at

 
p
ro

m
o
te

s 
g
o
o
d
w

ill
 

an
d
 

u
n
d
er

st
an

d
in

g
. 

 
 

 
 

 
 

 
 

 

7
 

M
ak

e 
su

re
 t

h
e 

re
se

rv
at

io
n
 a

n
d
 

b
o
o
ki

n
g
 s

er
vi

ce
 

co
m

p
lie

s 
w

it
h
 

re
le

va
n
t 

le
g
is

la
ti
o
n
 a

n
d
 

o
rg

an
is

at
io

n
al

 
p
o
lic

y.
 

 
 

 
 

 
 

 
 

 



 

S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
6 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 

8
 

In
fo

rm
 y

ou
r 

st
af

f 
an

d
 c

u
st

o
m

er
s 

ab
o
u
t 

an
y 

ch
an

g
es

 t
o
 t

h
e 

se
rv

ic
e 

th
at

 m
ay

 
af

fe
ct

 t
h
em

. 

 
 

 
 

 
 

 
 

 

9
 

T
ak

e 
ef

fe
ct

iv
e 

ac
ti
o
n
 t

o
 m

an
ag

e 
p
ro

b
le

m
s 

th
at

 
m

ay
 d

is
ru

p
t 

th
e 

re
se

rv
at

io
n
 a

n
d
 

b
o
o
ki

n
g
 s

er
vi

ce
 

w
h
en

 t
h
ey

 o
cc

u
r.

 

 
 

 
 

 
 

 
 

 

1
0
 

C
o
lle

ct
 f

ee
d
b
ac

k 
o
n
 t

h
e 

se
rv

ic
e 

fr
o
m

 s
ta

ff
 a

n
d
 

cu
st

o
m

er
s 

an
d
 

m
o
n
it
o
r 

an
d
 

re
vi

ew
 p

ro
ce

d
u
re

s 
to

 e
n
su

re
 t

h
e 

se
rv

ic
e 

m
ee

ts
 t

h
e 

n
ee

d
s 

o
f 

cu
st

o
m

er
s.

 

 
 

 
 

 
 

 
 

 



 S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
7 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 

1
1
 

Pa
ss

 o
n
 f

ee
d
b
ac

k 
an

d
 r

ec
o
m

m
en

d
 

im
p
ro

ve
m

en
ts

 t
o
 

th
e 

re
le

va
n
t 

p
eo

p
le

 a
cc

o
rd

in
g
 

to
 y

o
u
r 

o
rg

an
is

at
io

n
’s

 
re

q
u
ir
em

en
ts

. 

 
 

 
 

 
 

 
 

 

1
2
 

C
o
m

p
le

te
 t

h
e 

re
q
u
ir
ed

 r
ec

o
rd

s 
an

d
 r

ep
o
rt

 o
n
 

p
er

fo
rm

an
ce

 a
n
d
 

p
ro

ce
d
u
re

s 
as

 
re

q
u
ir
ed

. 

 
 

 
 

 
 

 
 

 

B
eh

av
io

u
rs

 w
h
ic

h
 u

n
d
er

p
in

 e
ff

ec
ti
ve

 p
er

fo
rm

an
ce

 

B
1
 

Y
o
u
 f
in

d
 p

ra
ct

ic
al

 
w

ay
s 

to
 o

ve
rc

o
m

e 
b
ar

ri
er

s.
 

 
 

 
 

 
 

 
 

 

B
2
 

Y
o
u
 g

iv
e 

fe
ed

b
ac

k 
to

 o
th

er
s 

to
 h

el
p
 

th
em

 i
m

p
ro

ve
 

th
ei

r 
p
er

fo
rm

an
ce

. 

 
 

 
 

 
 

 
 

 



 

S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
8 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 

B
3
 

Y
o
u
 d

em
o
n
st

ra
te

 
a 

cl
ea

r 
u
n
d
er

st
an

d
in

g
 o

f 
d
if
fe

re
n
t 

cu
st

o
m

er
s 

an
d
 

th
ei

r 
re

al
 a

n
d
 

p
er

ce
iv

ed
 n

ee
d
s.

 

 
 

 
 

 
 

 
 

 

B
4
 

Y
o
u
 c

o
m

p
ly

 w
it
h
, 

an
d
 e

n
su

re
 o

th
er

s 
co

m
p
ly

 w
it
h
, 

le
g
al

 
re

q
u
ir
em

en
ts

, 
in

d
u
st

ry
 

re
g
u
la

ti
o
n
s,

 
o
rg

an
is

at
io

n
al

 
p
o
lic

ie
s 

an
d
 

p
ro

fe
ss

io
n
al

 
co

d
es

. 

 
 

 
 

 
 

 
 

 

B
5
 

Y
o
u
 m

on
it
o
r 

th
e 

q
u
al

it
y 

o
f 
w

o
rk

 
an

d
 p

ro
g
re

ss
 

ag
ai

n
st

 p
la

n
s 

an
d
 

ta
ke

 a
p
p
ro

p
ri
at

e 
co

rr
ec

ti
ve

 a
ct

io
n
, 

w
h
er

e 
n
ec

es
sa

ry
. 

 
 

 
 

 
 

 
 

 



 S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

19
9 

 P
ra

ct
ic

a
l 

T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 
T
y
p

e
 o

f 
e
v
id

e
n

ce
 

P
o

rt
fo

li
o

 
R

e
fe

re
n

ce
 

D
a
te

 

B
6
 

Y
o
u
 u

se
 c

o
st

-
ef

fe
ct

iv
e,

 t
im

e 
ef

fe
ct

iv
e 

an
d
 

et
h
ic

al
 m

ea
n
s 

to
 

g
at

h
er

, 
st

o
re

 a
n
d
 

re
tr

ie
ve

 
in

fo
rm

at
io

n
. 

 
 

 
 

 
 

 
 

 

B
7
 

Y
o
u
 m

o
d
el

 
b
eh

av
io

u
r 

th
at

 
sh

o
w

s 
re

sp
ec

t,
 

h
el

p
fu

ln
es

s 
an

d
 

co
-o

p
er

at
io

n
. 

 
 

 
 

 
 

 
 

 

B
8
 

Y
o
u
 m

ak
e 

th
e 

b
es

t 
u
se

 o
f 

av
ai

la
b
le

 
re

so
u
rc

es
 a

n
d
 

p
ro

ac
ti
ve

ly
 s

ee
k 

n
ew

 s
ou

rc
es

 o
f 

su
p
p
o
rt

 w
h
en

 
n
ec

es
sa

ry
. 

 
 

 
 

 
 

 
 

 

 



 

S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

20
0 

 A
d

d
it

io
n

a
l 
e
v
id

e
n

ce
 (

if
 a

p
p

li
ca

b
le

):
 

   

O
 =

 d
ir

e
ct

 o
b

se
rv

a
ti

o
n

 o
f 

th
e
 l
e
a
rn

e
r’

s 
p

e
rf

o
rm

a
n

ce
 b

y
 t

h
e
ir

 
a
ss

e
ss

o
r 

P
D

 =
 p

ro
fe

ss
io

n
a
l 
d

is
cu

ss
io

n
 

Q
&

A
 =

 o
u

tc
o

m
e
s 

fr
o

m
 o

ra
l 
o

r 
w

ri
tt

e
n

 q
u

e
st

io
n

in
g

 
A

 =
 a

ss
ig

n
m

e
n

t,
 p

ro
je

ct
/

ca
se

 s
tu

d
ie

s 

P
 =

 p
ro

d
u

ct
s 

o
f 

th
e
 l
e
a
rn

e
r’

s 
w

o
rk

 
W

T
 =

 a
u

th
e
n

ti
c 

st
a
te

m
e
n

ts
/

w
it

n
e
ss

 t
e
st

im
o

n
y
 

R
A

 =
 p

e
rs

o
n

a
l 
st

a
te

m
e
n

ts
 a

n
d

/
o

r 
re

fl
e
ct

iv
e
 a

cc
o

u
n

ts
 

E
P

W
 =

 e
x
p

e
rt

 w
it

n
e
ss

 t
e
st

im
o

n
y
 

C
o

lu
m

n
 

k
e
y
: 

S
 =

 o
u

tc
o

m
e
 f

ro
m

 s
im

u
la

ti
o

n
, 

w
h

e
re

 p
e
rm

it
te

d
 b

y
 t

h
e
 

a
ss

e
ss

m
e
n

t 
st

ra
te

g
y
 

R
P

L
 =

 e
v
id

e
n

ce
 o

f 
re

co
g

n
it

io
n

 o
f 

p
ri

o
r 

le
a
rn

in
g

 

 



 S
V
0
3
7
3
0
5
 —

 C
an

d
id

at
e 

Lo
g
b
oo

k 
—

 H
o
sp

it
al

it
y 

S
u
p
er

vi
si

on
 a

n
d
 L

ea
d
er

sh
ip

 a
t 

S
C
Q

F 
Le

ve
l 
7
 —

  

Is
su

e 
2
 —

 J
u
n
e 

2
0
1
3
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
3
 

20
1 

I 
co

n
fi
rm

 t
h
at

 t
h
e 

ev
id

en
ce

 d
et

ai
le

d
 i
n
 t

h
is

 U
n
it
 i
s 

m
y 

o
w

n
 w

o
rk

 a
n
d
 m

ee
ts

 t
h
e 

re
q
u
ir
em

en
ts

 o
f 

th
e 

N
at

io
n
al

 O
cc

u
p
at

io
n
al

 S
ta

n
d
ar

d
s.

 

 C
an

d
id

at
e 

si
g
n
at

u
re

: 
 

D
at

e:
 

 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e 

h
as

 a
ch

ie
ve

d
 a

ll 
th

e 
re

q
u
ir
em

en
ts

 o
f 
th

is
 U

n
it
. 

 A
ss

es
so

r 
si

g
n
at

u
re

: 
 

D
at

e:
 

 

 C
o
u
n
te

rs
ig

n
in

g
 a

ss
es

so
r 

si
g
n
at

u
re

 (
if
 a

p
p
lic

ab
le

):
 

 
D

at
e:

 
 

 I 
co

n
fi
rm

 t
h
at

 t
h
e 

ca
n
d
id

at
e’

s 
sa

m
p
le

d
 w

o
rk

 m
ee

ts
 t

h
e 

st
an

d
ar

d
s 

sp
ec

if
ie

d
 f

o
r 

th
is

 U
n
it
 a

n
d
 m

ay
 b

e 
p
re

se
n
te

d
 f
o
r 

ex
te

rn
al

 v
er

if
ic

at
io

n
. 

 In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

: 
 

D
at

e:
 

 

 C
o
u
n
te

rs
ig

n
in

g
 i
n
te

rn
al

 v
er

if
ie

r 
(i

f 
ap

p
lic

ab
le

):
 
 

D
at

e:
 

 

 



 

SV037305 — Candidate Logbook — Hospitality Supervision and Leadership at SCQF Level 7 —  

Issue 2 — June 2013 © Pearson Education Limited 2013 

202 

 



 

SV037305 — Candidate Logbook — Hospitality Supervision and Leadership at SCQF Level 7 —  

Issue 2 — June 2013 © Pearson Education Limited 2013 

203 

 

Unit 14: Contribute to promoting 
hospitality services and 
products 

Unit code: HSL6 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit is about the promotion of services and products. It is geared towards 
those in a supervisory role who are well-placed to offer new ideas for promotional 
activities. 

Promotion may be through regular activities such as posters, leaflets and discounts 
as well as more irregular innovations such as special timely events. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-5, HSL8, HSL11, HSL12, HSL16, HSL19, HSL21, HSL22, HSL23, & HSL27 
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Unit 15: Contribute to the 
development of recipes and 
menus 

Unit code: HSL9 

Unit credit: 3 

SCQF Unit level: 6 

 

Introduction 

This unit is about developing or introducing new menu items. It involves 
researching, implementation and review. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-7, HSL28, HSL30 and HSL31 
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Unit 16: Supervise off-site food 
delivery services 

Unit code: HSL12 

Unit credit: 3 

SCQF Unit level: 6 

 

Introduction 

This unit is about the planning, preparation and co-ordination required to provide 
an efficient off-site food delivery service. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-7, HSL11, HSL19, HSL23, HSL24 & HSL30 
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Unit 17: Supervise cellar and drink 
storage operations 

Unit code: HSL13 

Unit credit: 5 

SCQF Unit level: 6 

 

Introduction 

This unit is about supervising cellar and drink stores to ensure that drinks are 
available for use in the best possible condition. It involves monitoring procedures, 
operations and equipment and dealing with any problems that might occur. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-5, HSL11, HSL14, HSL19 & HSL25 
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Unit 18: Manage the receipt, storage 
or dispatch of goods 
(SfL WS20) 

Unit code: HSL14 

Unit credit: 6 

Unit level: 6 

 

Introduction 

This unit is about managing the receipt, storage, or dispatch of goods. 

This unit has particular links with the following units in the Hospitality Supervision & 
Leadership suite of standards: 
HSL3, HSL7, HSL8, HSL11, HSL13, HSL15, HSL17, HSL18, HSL20, HSL21, HSL22, 
HSL26, HSL30 

This unit is Unit WS20 in the Skills for Logistics Warehouse & Storage suite of 
standards. 
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Unit 19: Supervise the wine 
store/cellar and dispense 
counter 

Unit code: HSL15 

Unit credit: 6 

SCQF Unit level: 6 

 

Introduction 

This unit is about supervising staff to maintain wine in the best possible condition.  
It also deals with the maintenance of stock at the dispense counter. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL11, HSL13, HSL19, HSL25, HSL26, HSL27, & HSL28 
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Unit 20: Supervise vending services 
Unit code: HSL16 

Unit credit: 6 

SCQF Unit level: 6 

 

Introduction 

This unit is about the maintenance of the vending service. This unit deals with the 
monitoring and supervision of the service and involves briefing staff on procedures 
and work schedules, reviewing sales, inspecting vending machines and dealing with 
problems. The unit covers work to ensure food is: maintained and dispensed in the 
best possible condition, meets the necessary requirements for food standards and 
hygiene and is adjusted to cater for requirements. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL14, HSL19, HSL23, 
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Unit 21: Supervise linen services 
Unit code: HSL18 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit is about the maintenance of the linen service. Guests expect clean, fresh 
linen during their stay. The linen service has the responsibility for making sure that 
this happens, and that guest’s expectations are met, or exceeded. This unit deals 
with the preparation, supervision and review of the service, involving the planning 
of equipment and supplies, preparing staff rotas and briefing staff and collecting 
customer feedback. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL14, HSL17, HSL19, HSL23, HSL24 & HSL29 
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Unit 22: Monitor and solve customer 
service problems (ICS 32) 

Unit code: HSL19 

Unit credit: 7 

SCQF Unit level: 6 

 

Introduction 

This unit is about monitoring customer service problems and taking action to 
develop a solution. It covers the behaviours, processes and approaches that are 
most effective when handling customer service problems. 

This unit has particular links with the following units in the Hospitality Supervision & 
Leadership suite of standards: 
HSL1-6, HSL8 - HSL10, HSL11, HSL16, HSL17, HSL20, HSL21, HSL22, HSL23, & 
HSL26 

This unit is Unit 32 in the Level 3 framework of the Institute of Customer Services 
standards. 
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Unit 23: Improve the customer 
relationship (ICS 26) 

Unit code: HSL23 

Unit credit: 8 

SCQF Unit level: 6 

 

Introduction 

This unit is about building and improving relationships with customers. These may 
be internal customers or members of the public. It is about making customers feel 
that you genuinely want to give them high levels of service and that you will make 
every possible effort to meet or exceed their expectations. This encourages loyalty 
from external customers or good working relationships with internal customers. 

This unit is linked to all other units in the Hospitality Supervision & Leadership suite 
of standards. 

This unit is unit 26 from the Institute of Customer Services suite of standards. 
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Unit 24: Provide learning 
opportunities for colleagues 
(MSC D7) 

Unit code: HSL24 

Unit credit: 11 

SCQF Unit level: 8 

 

Introduction 

This unit is about helping colleagues/staff to develop their skills through a variety of 
learning opportunities. 

This unit is linked to all other units in the Hospitality Supervision & Leadership suite 
of standards. 

This unit is Unit D7 in the Management Standards Centre suite of standards. 
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Unit 25: Supervise the use of 
technological equipment in 
hospitality services 

Unit code: HSL25 

Unit credit: 5 

SCQF Unit level: 6 

 

Introduction 

This unit is about using and supporting staff in their use of new technology within a 
hospitality context. Examples of the types of technology that this unit covers 
include: 

 complex cooking equipment 

 complex drinks making equipment 

 technical equipment involved in maintaining supplies 

 reservation and booking systems and other computer applications 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-5, HSL7, HSL10-17, HSL19, HSL24, HSL26, HSL28, HSL30 
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Unit 26: Supervise practices for 
handling payments 

Unit code: HSL26 

Unit credit: 5 

SCQF Unit level: 6 

 

Introduction 

This unit is about monitoring and controlling the handling of payments, collecting 
takings and processing payment information. This unit also requires maintaining 
security and dealing with difficulties that may arise in connection with payments 
and takings. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-5, HSL8, HSL10, HSL11, HSL21 & HSL22 
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Unit 27: Contribute to the 
development of a wine list 

Unit code: HSL27 

Unit credit: 6 

SCQF Unit level: 6 

 

Introduction 

This unit is about helping to develop new wine lists It covers the research, analysis 
and introduction of wines to develop or complement a wine list. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1-6, HSL19, HSL23 & HSL24 
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Unit 28: Manage the environmental 
impact of your work 
(MSC E9) 

Unit code: HSL28 

Unit credit: 4 

SCQF Unit level: 8 

 

Introduction 

This unit is about managing work activities and resources in your area of 
responsibility in order to minimise the negative impact and maximise the positive 
impact they may have on the environment. 

This unit has particular links with HSL1, HSL3, HSL7, HSL10, HSL11, HSL17, 
HSL18, HSL25, HSL30. 

This unit is Unit E9 from the Management Standards Centre suite of standards. 
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Unit 29: Contribute to the selection 
of staff for activities 

Unit code: HSL29 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit is about helping to identify suitable personnel for work. Businesses can 
only deliver high quality services to their customers if they have staff with the right 
attitudes, experience, training and potential to grow in their jobs. 

This unit is a sector specific unit and is linked to all other units in the Hospitality 
Supervision & Leadership suite of standards. 
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Unit 30: Ensure food safety practices 
are followed in the 
preparation and serving of 
food and drink 

Unit code: HSL30 

Unit credit: 5 

SCQF Unit level: 7 

 

Introduction 

This unit describes the competence required to ensure that appropriate food safety 
practices and procedures are followed in the preparation and serving of food and 
drink. The unit is designed for anyone who supervises the preparation and delivery 
of food and/or drink to consumers. 

This Unit is strongly recommended for those progressing Units HSL7, HSL10 and 
HSL11. 

This unit is a sector specific unit and has particular links with the following units in 
the Hospitality Supervision & Leadership suite of standards: 
HSL1, HSL3, HSL4, HSL8, HSL9, HSL12-15, HSL17, HSL24, HSL25, HSL29 
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Unit 31: Lead meetings (MSC D11) 
Unit code: HSL31 

Unit credit: 4 

SCQF Unit level: 7 

 

Introduction 

This unit is about leading meetings in order to achieve their objectives, which may 
be to solve problems, take decisions, consult with people or to exchange 
information and knowledge. 

This unit has particular links to HSL1-6, & HSL24, but has potential relevance to all 
other units in the Hospitality Supervision & Leadership suite of standards. 

This unit is unit D11 in the Management Standards Centre suite of standards. 
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Annexe A 

Evidence Requirements and Assessment Guidance  

SVQ 3 in Hospitality Supervision and Leadership at SCQF level 6 

 

Introduction 

This document contains evidence requirements and assessment guidance for the 
SVQ 3 in Hospitality Supervision and Leadership at SCQF level 6.  They have been 
developed jointly, and agreed, with the relevant awarding bodies.  They provide 
information on how each unit should be assessed and give examples of what types 
of evidence will be acceptable. These are only examples and should not be seen as 
a prescriptive list. 

This document must be used in parallel with the approved Assessment Strategy for 
Hospitality Supervision and Leadership. 

The Nature of the Qualification and Source of Evidence 

Hospitality Supervision and Leadership is an occupational qualification whose 
purpose is to assess a candidate’s competence In each unit there are performance 
criteria that describe what the candidate must be able to do in a real work 
environment.  It is a requirement therefore, that evidence to meet the performance 
criteria comes from real work activity in a hospitality workplace. In some 
circumstances, evidence of the candidate’s performance can come from a Realistic 
Working Environment (RWE). However, RWEs must meet the guidance provided in 
Appendix B of the Assessment Strategy. 

Contingencies 

The only exception to workplace or RWE evidence is where particular performance 
criteria rarely or never occur during the period of assessment.  Examples could 
include accidents and emergencies, equipment failures, overspends etc.  These are 
identified as ‘contingencies’ in the evidence requirements. Alternative assessment 
methods, such as simulation or questioning, may be used for contingencies of this 
kind. 

Holistic Assessment 

Occupational qualifications lend themselves to holistic assessment. Provided a 
candidate is competent in their role and ready to be assessed, evidence for a 
number of units is likely to come from the candidate’s day-to-day work with little 
interference or support from the assessor.  Evidence will be naturally occurring and 
should only need to be cross-referenced to the performance criteria. 
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Assessment Methods in General 

The assessment methods for this qualification are very similar to those used for 
NQF NVQs. These units are split into what the candidate should be able to do and 
requires Performance Evidence what the candidate understands and requires 
Evidence of Knowledge and Understanding.  Each of these has a number of possible 
assessment methods. Every assessment method has advantages and 
disadvantages, and assessors should choose the method that is most effective and 
efficient in bringing out and judging valid evidence.  For most of the performance 
criteria requiring performance evidence, a combination of assessment methods may 
be appropriate. 

These different methods are discussed below. 

Performance Evidence 

Performance evidence applies to those performance criteria that describe what the 
candidate is able to do. 

The assessor should use a variety of assessment methods to prove consistent 
competence. 

Performance Evidence Assessment Methods 

Assessment Method: Observation 

This covers observation of the candidate’s performance at work by a qualified 
assessor. Observation is probably the most robust method of assessing 
performance but requires a great deal of time and resource.  For this reason 
observation can be complemented by the other assessment methods below.  

Assessment Method: Products of Work 

Products of work are appropriate to many of the performance criteria.  Products of 
work include, for example: menu and recipe plans, cellar records, staff rotas and 
accident reports. Products of work are excellent sources of evidence and often 
eliminate the need for an assessor to observe the candidate producing them. 

In order to reduce the burden on the candidate, assessors are encouraged to log 
the relevant product of work and its location rather than insist the candidate stores 
copies in their portfolio. 

Assessors must ensure that products of work are authentic, i.e. the assessor must 
satisfy themselves that the evidence is genuinely the products of the candidate’s 
work and not someone else’s.  

It is possible for candidates to present products of work from the past, although 
this should be sufficiently recent for the assessor to be able to infer current 
competence. 
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Evidence of Knowledge and Understanding Assessment Methods 

Evidence of knowledge and understanding applies to those criteria that describe 
what the candidate understands. 

Assessment Method: Questioning 

Oral and written questions are both valid methods of assessing the 
knowledge and understanding criteria and are likely to be the assessor’s 
method of choice.  

Assessment Method: Other Recorded Evidence of Knowledge and Understanding 

This includes work-based projects, case studies and reflective accounts. For some 
candidates these approaches can be powerful ways of bringing out evidence of a 
candidate’s knowledge and understanding across several related performance 
criteria and even units.  However, their use will depend on the candidate’s 
circumstances and ability to structure and write the appropriate documents. 

Assessment Method: Professional Discussion 

Professional discussion can also be used to assess knowledge and understanding.  
Professional discussion is a single, or series of structured, planned and in-depth 
discussions between the assessor and candidate. A professional discussion can 
bring out a wide range of knowledge and understanding across many related 
criteria or units, particularly covering why certain things are done or the principles 
that underpin competent performance.  Professional discussion can also help to 
verify the authenticity of other pieces of evidence. 

Assessment Method: Inferring Knowledge and Understanding from Performance 

It is possible for an assessor to infer that the candidate knows or understands 
certain things from observing their performance or examining other pieces of 
evidence such as work products or witness testimony.  This particularly applies to 
criteria that cover how to do certain tasks, for example: 

 “explain how to gather and evaluate information that will help to plan and 
update the wine list” 

The assessor should already have seen evidence of the candidate’s ability to do this 
in the performance criteria in the same unit.  They may, therefore, reasonably infer 
that the candidate has this knowledge and understanding. 

Inferring knowledge and understanding from performance is a helpful way of 
avoiding over assessment.  However, it should be used with caution, particularly 
when it comes to the possession of key facts, for example: 

 “identify the legal requirements relevant to weights and measures, trades 
descriptions and licensing legislation” 

or the reasons why certain things are important: 

  “explain why confidentiality is important” 

In both of these cases, oral/written questions, reflective accounts and professional 
discussions would be more valid ways of testing knowledge and understanding.  
The specific knowledge must be brought out. 
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Volume of Evidence/Length of Assessment 

The Evidence Requirements do not stipulate how frequently a candidate must be 
assessed for each unit or how much evidence is acceptable.  Assessors and verifiers 
should use their professional skills and experience to determine how much evidence 
over what period of time is sufficient to make a reliable judgment of consistent 
competent performance. 

This is likely to vary according to the individual candidate and their working 
situation.  
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