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FOREWORD

The provision of quality education and training is fundamental to the Government’s overall strategy for social economic development. Quality education and training will contribute to achievement of Kenya’s development blueprint, Vision 2030 and sustainable development goals. 

Reforms in the education sector are necessary for the achievement of Kenya Vision 2030 and meeting the provisions of the Constitution of Kenya 2010. A key feature of this policy is the radical change in the design and delivery of the TVET training.  This policy document requires that training in TVET be competency based, curriculum development be industry led, certification be based on demonstration of competence and mode of delivery allows for multiple entry and exit in TVET programmes. 

These reforms demand that Industry takes a leading role in curriculum development to ensure the curriculum addresses its competence needs. It is against this background that this curriculum was developed.

It is my conviction that this curriculum will play a great role towards development of competent human resources for the hospitality sector’s growth and development.

PRINCIPAL SECRETARY, VOCATIONAL AND TECHNICAL TRAINING 

MINISTRY OF EDUCATION

PREFACE

Kenya Vision 2030 aims to transform the country into a newly industrializing, “middle-income country providing a high-quality life to all its citizens by the year 2030”.  Kenya intends to create a globally competitive and adaptive human resource base to meet the requirements of a rapidly industrializing economy through life-long education and training. TVET has a responsibility of facilitating the process of inculcating knowledge, skills and attitudes necessary for catapulting the nation to a globally competitive country, hence the paradigm shift to embrace Competency Based Education and Training (CBET). 

The Technical and Vocational Education and Training Act No. 29 of 2013 emphasized the need to reform curriculum development, assessment and certification. This called for a shift to CBET in order to address the mismatch between skills acquired through training and skills needed by industry as well as increase the global competitiveness of Kenyan labour force.
The TVET Curriculum Development, Assessment and Certification Council (TVET CDACC), in conjunction with Hospitality Industry Advisory Committee (IAC have developed this curriculum for Bartender Level 4. 

This curriculum has been developed following the CBET framework policy; the CBETA standards and guidelines provided by the TVET Authority band the Kenya National Qualification Framework designed by the Kenya National Qualification Authority.

This curriculum is designed and organized with an outline of learning outcomes; suggested delivery methods, training/learning resources and methods of assessing the trainee’s achievement. The curriculum is competency-based and allows multiple entry and exit to the course.

I am grateful to the Council Members, Council Secretariat, Hospitality Industry Advisory Committee, expert workers and all those who participated in the development of this curriculum. 

CHAIRPERSON

TVET CDACC
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I am convinced that this curriculum will go a long way in ensuring that workers in Hospitality sector acquire competencies that will enable them to perform their work more efficiently.
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ABBREVIATIONS AND ACRONYMS
A


Control version
BC 


Basic Competencies

CBET


Competency Based Education and Training

CBETA

Competency Based Education, Training and Assessment

CDACC
Curriculum Development, Assessment and Certification Council

CU


Curriculum
EMS                
Environmental Management Systems

IBMS 


Integrated Building Management System


ICT


Information and Communication Technology

KCSE


Kenya Certificate of Secondary Education 

KNQA


Kenya National Qualification Authority 

KNQA


Kenya National Qualification Authority

KNQF


Kenya National Qualification Framework

OS 


Occupational Standards 
PPE


Personal Protective Equipment

SOP                 
Standard Operating Procedure

SSAC              
Sector Skills Advisory Committee 

TVET


Technical and Vocational Education and Training

TVETA

Technical and Vocational Education and Training Authority

KEY TO UNIT CODE





   HOS/CU/BT/BC/01/4/A

Industry or sector

Curriculum 

Occupational area

Type of competency

Competency number

Competency level    

 Version Control

COURSE OVERVIEW
Bartender Level 4 qualification is designed to equip individuals with the competences required to practice as a Bartender in the food and beverage industry. It involves classifying custom goods, determining custom goods valuation, managing custom procedures, enforcing customs laws and carrying out border control.

The course consists of the following basic common and core units of learning
BASIC UNITS OF LEARNING
	Unit Code
	Unit Title
	Duration in Hours
	Credit factors

	HOS/CU//BT/BC/01/4/A
	Demonstrate Communication Skills
	20
	2

	HOS/CU//BT/BC/02/4/A
	Demonstrate numeracy skills
	25
	2.5

	HOS/CU/BT/BC/03/4/A
	Demonstrate Digital Literacy
	35
	3.5

	HOS/CU/BT/BC/04/4/A
	Demonstrate Entrepreneurial Skills
	60
	6

	HOS/CU/BT/BC/05/4/A
	Demonstrate Employability Skills
	30
	3

	HOS/CU/BT/BC/06/4/A
	Demonstrate Environmental Literacy
	20
	2

	HOS/CU/BT/BC/07/4/A
	Demonstrate occupational Safety and Health Practices
	20
	2

	Total
	210
	21


COMMON UNITS OF LEARNING
	Unit Code
	Unit Title
	Duration in Hours
	Credit Factors

	HOS/CU/BT/CC/01/4/A
	Managing Guest Experience  
	30
	3

	HOS/CU/BT/CC/02/4/A
	Tourism and Hospitality Marketing Experiences  
	60
	6

	HOS/CU/BT/CC/03/4/A
	Sustainable Tourism 
	30
	3

	HOS/CU/BT/CC/04/4/A
	Risk Management in Tourism and Hospitality Industry
	           30
	            3

	HOS/CU/BT/CC/05/4/A
	Hospitality and Tourism Career Pathways 
	30
	3

	Total
	180
	18


CORE UNITS OF LEARNING
	Unit Code
	Unit Title
	Duration in Hours
	Credit factors

	HOS/CU/BT/CR/01/4/A
	Serving Cocktails and Mock tails 
	50
	5

	HOS/CU/BT/CR/02/4/A
	Serving Wine and Spirits 
	50
	5

	HOS/CU/BT/CR/03/4/A
	Serving Beer 
	50
	5

	HOS/CU/BT/CR/04/4/A
	Serving Coffee, Tea and Other Beverages 
	40
	4

	HOS/CU/BT/CR/05/4/A
	Serving Dispense Bar Non- Alcoholic Beverages 
	40
	4

	HOS/CU/BT/CR/06/4/A
	Operational Support Service 
	40
	4

	HOS/CU/BT/CR/07/4/A
	Customer Care Service
	30
	3

	HOS/CU/BT/CR/08/4/A
	Industrial Attachment
	210
	21

	Total
	510
	51

	GRAND TOTAL
	900
	90


The total duration of the course for an average trainee is 900 hours.
Entry Requirements

An individual entering this course should have any of the following minimum requirements:

a) Kenya Certificate of Secondary Education (K.C.S.E.) with a minimum mean grade of D minus 
Or

b) Bartender 3 certificate with one year of continuous work experience

Or

c) Equivalent qualifications as determined by Kenya National Qualifications Authority (KNQA)

Industrial attachment

It is envisaged that the trainee will have undergone an industrial training and assessment with a recognised industry partner as a prerequisite for completion of this training course.

Assessment

The course will be assessed at two levels: internally and externally. Internal assessment is continuous and is conducted by the trainer who is monitored by an internal accredited verifier while external assessment is the responsibility of TVET CDACC.

As part of the continuous internal assessment process, trainees will maintain a portfolio of evidence of their achievements.

Trainer qualification.

A trainer for this course should have a higher qualification than the level of this course.
Certification
A candidate will be issued with a National Certificate of competency on demonstration of competence in a unit of competency. To attain the National Bartender certificate Level 4, the candidate must demonstrate competence in all the units of competency as given in qualification pack. These certificates will be issued by TVET CDACC in conjunction with training provider

BASIC UNITS OF LEARNING

COMMUNICATION SKILLS

UNIT CODE:
 HOS/CU//BT/BC/01/4/A
Relationship to Occupational Standards
This unit addresses the Unit of Competency: Demonstrate Communication Skills
Duration of Unit: 20 Hours

Unit Description
This unit covers the competencies required demonstrate communication skills. It involves obtaining and conveying workplace information, completing relevant work-related documents, communicating information about workplace processes, leading workplace discussion and communicating workplace issues.   

Summary of Learning Outcomes

1. Obtain and convey workplace information

2. Complete relevant work-related documents

3. Communicate information about workplace processes

4. Lead workplace discussions

5. Identify and communicate issues arising in the workplace

Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Obtain and convey workplace information


	· Communication process 

· Modes of communication

· Medium of communication

· Effective communication

· Barriers to communication

· Flow of communication

· Sources of information

· Types of questions

· Organizational policies

· Workplace etiquette

· Ethical work practices in handling communication 
	· Interview

· Third party reports

	2. Complete relevant work-related documents
	· Types and purposes of workplace documents and forms

· Methods used in filling forms and documents

· Recording workplace data

· Process of distributing workplace forms and documents 

· Report writing 

· Types of workplace reports
	· Interview

· Third party reports

	3. Communicate information about workplace processes

	· Communication process 

· Modes of communication

· Medium of communication

· Effective communication

· Barriers to communication

· Flow of communication

· Sources of information

· Organizational policies

· Organization requirements for written and electronic communication methods

· Report writing

· Effective questioning techniques (clarifying and probing)

· Workplace etiquette

· Ethical work practices in handling communication


	· Interview

· Portfolio 

	4. Lead workplace discussion

	· Methods of discussion e.g.

· Coordination meetings 

· Toolbox discussion 

· Peer-to-peer discussion

· Solicitation of response
	· Interview

· Third party reports

	5. Identify and communicate issues arising in the workplace

	· Identification of problems and issues

· Organizing information on problems and issues

· Relating problems and issues

· Communication barriers affecting workplace discussions
	· Interview
· Portfolio 


Suggested Methods of Instruction

· Direct instruction 

· Demonstration 

· Practice assignment 

· Discussion

· Role play

· Brainstorming

Recommended Resources

· Desktop computers/laptops
· Internet connection

· Projectors

· Telephone

· Report writing templates

NUMERACY SKILLS

UNIT CODE: HOS/CU//BT/BC/02/4/A
Relationship to Occupational Standards: 

This unit addresses the Unit of Competency: Demonstrate Numeracy Skills

Duration of Unit: 25 hours
Unit Description

This unit covers the competencies required to demonstrate numeracy skills. It involves identifying and using whole numbers and simple fractions, decimals and percentages for work, identifying, measuring and estimating familiar quantities for work, reading and using familiar maps, plans and diagrams for work, identifying and describing common 2D and some 3D shapes for work, constructing simple tables and graphs for work using familiar data and identifying and interpreting information in familiar tables, graphs and charts for work. 

Summary of Learning Outcomes

1. Identify and use whole numbers and simple fractions, decimals and percentages for work

2. Identify, measure and estimate familiar quantities for work

3. Read and use familiar maps, plans and diagrams for work

4. Identify and describe common 2D and some 3D shapes for work

5. Construct simple tables and graphs for work using familiar data

6. Identify and interpret information in familiar tables, graphs and charts for work
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Identify and use whole numbers and simple fractions, decimals and percentages for work
	· Whole numbers

· Simple fractions

· Decimals 

· Percentages

· Sizes

· Problem solving methods

· Calculations using the 4 operations

· Recording and communicating numerical information 
	· Written

· Practice assignments 

 

	2.  Identify, measure and estimate familiar quantities for work

	· Measurement information 

· Units of measurement

· Estimate familiar and simple amounts

· Selection of appropriate measuring equipment

· Calculate using familiar units of measurement

· Check measurements and results against estimates

· Using informal and some formal mathematical and general language

· Record or report results
	· Written

· Practice assignments 



	3.  Read and use familiar maps, plans and diagrams for work


	· Maps, plans and diagrams

· Locate items and places in familiar maps, plans and diagrams

· Recognize common symbols and keys in familiar maps, plans and diagrams

· Direction and location of objects, or route or places

· Use of informal and some formal oral mathematical language and symbols
	· Practical test

· Written



	4.  Identify and describe common 2D and some 3D shapes for work


	· Common 2D shapes and 3D shapes 

· Classification of common 2D shapes and designs

· Description of   Use informal and some formal language to describe common two-dimensional shapes and some common three-dimensional shapes

· Construction of common 2D shapes

· Match common 3D shapes to their 2D sketches or nets
	· Written

· Practical test



	5.  Construct simple tables and graphs for work using familiar data


	· Types of graphs

· Determination of data to be collected

· Selection of data collection method

· Collection of data

· Determination of variables from the data collected

· Order and collate data

· Construct a table and enter data

· Construct a graph using data from table

· Check results

· Report or discuss graph information related to work using informal and some formal mathematical and general language
	· Written

· Practical test



	6. Identify and interpret information in familiar tables, graphs and charts for work


	· Tables construction and labeling

· i.e. title, headings, rows and columns 

· Interpreting information and data in simple tables

· Relaying information of relevant workplace tasks on/in a table

· Identify familiar graphs and charts in familiar texts and contexts

· Locate title, labels, axes, scale and key from familiar graphs and charts

· Identify and interpret information and data in familiar graphs and charts

· Relate information to relevant workplace tasks
	· Written

· Practical test




Suggested Methods of Instruction 

· Instructor led facilitation of theory

· Practical demonstration of tasks by trainer

· Practice by trainees/ role play

· Discussion

· Observations and comments and corrections by trainers

Recommended Resources

· Computers

· Stationery

· Charts

· Video clips

· Audio tapes

· LCD projectors

· Standard operating and/or other workplace procedures manuals

· Specific job procedures manuals

· Projectors 
· Writing boards 
· Mathematical tables
DIGITAL LITERACY
UNIT CODE:
HOS/CU//BT/BC/03/4/A



Relationship to Occupational Standards
This unit addresses the Unit of Competency: Demonstrate Digital Literacy

Duration of Unit: 35 hours

Unit Description
This unit covers the competencies required to demonstrate digital literacy in a working environment. It entails identifying computer software and hardware, applying security measures to data, hardware, software, applying computer software in solving task sand applying internet and email in communication at workplace.

Summary of Learning Outcomes

1. Identify computer software and hardware 

2. Apply security measures to data, hardware and software

3. Apply computer software in solving tasks

4. Apply internet and email in communication at workplace

Learning Outcomes, Content and Methods of  Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Identify computer hardware and software


	· Meaning of a computer

· Functions of a computer

· Components of a computer

· Classification of computers
	· Written tests 

· Oral 

· Observation 

	2. Apply security measures to data, hardware and software
	· Data security and control

· Security threats and control measures

· Types of computer crimes

· Detection and protection against computer crimes
	· Written tests

· Oral presentation

· Observation 

· Projects

	3. Apply computer software in solving tasks


	· Operating system

· Word processing

· Spread sheets

· Data base
	· Oral questioning

· Observation 

· Project 

	4. Apply internet and email in communication at workplace
	· Computer networks

· Uses of internet

· Electronic mail (e-mail) concept
	· Oral questioning

· Observation 

· Oral presentation 

· Written report


Suggested Methods of Instruction 

· Instructor led facilitation of theory 

· Demonstration by trainer 

· Practical assignment 

· Viewing of related videos

· Project 

· Group discussions 

Recommended Resources

· Desktop computers

· Laptop computers

· Other digital devices

· Printers

· Storage devices

· Internet access

· Computer software

ENTREPRENEURIAL SKILLS
UNIT CODE:
HOS/CU//BT/BC/04/4/A
Relationship to occupational standards

This unit addresses the Unit of Competency: Demonstrate Entrepreneurial Skills
Duration of unit: 60 hours

Unit description
This unit covers the competencies required for creating and maintaining small scale business, establishing small business customer base, managing and growing a micro/small-scale business.

Summary of Learning Outcomes

1. Create and maintain small scale business

2. Establish small scale business customer base

3. Manage small scale business

4. Grow/expand small scale business 

   Learning Outcomes, Content and Methods of  Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Create and maintain small scale business


	· Starting a small business

· Legal regulatory requirements in starting a small business

· SWOT/ PESTEL analysis 

· Conducting market/industry survey 

· Generation and evaluation of business ideas 

· Matching competencies with business opportunities

· Forms of business ownership 

· Location of a small business

· Legal and regulatory requirement

· Resources required to start a small business 

· Common terminologies in entrepreneurship 

· Entrepreneurship in national development 
· Self-employment  
· Formal and informal employment 
· Entrepreneurial culture 

· Myths associated with entrepreneurship 

· Types, characteristics, qualities & role of entrepreneurs 

· History, development and importance of entrepreneurship
· Theories of entrepreneurship 

· Quality assurance for small businesses 

· Policies and procedures on occupational safety and health and environmental concerns 
	· Individual/group assignments 

· projects

· Written

· Oral 



	2. Establish small scale business customer base


	· Good staff/workers and customer relations

· Marketing strategy

· Identifying and maintain new customers and markets 

· Product/ service promotions 

· Products / services diversification 

· SWOT / PESTEL analysis

· Conducting a business survey 

· Generating Business ideas 

· Business opportunities
	· Individual/group assignments 

· projects

· Written

· Oral 

	3. Manage small scale business


	· Organization of a small business 

· Small business’ business plan 

· Marketing for small businesses 

· Managing finances for small business 

· Production/ operation process for goods/services

· Small business records management 

· Book keeping and auditing for small businesses 

· Business support services 

· Small business resources mobilization and utilization

· Basic business social responsibility

· Management of small business 

· Word processing concepts in small business management

· Computer application software 

· Monitoring and controlling business operations 
	· Oral

· Individual/group assignments 

· projects

· Written



	4. Grow/expand small scale business 


	· Methods of growing small business 

· Resources for growing small business 

· Small business growth plan

· Computer software in business development

· ICT and business growth  
	· Individual/group assignments 

· projects

· Written


Suggested Methods of Instruction

· Instructor led facilitation of theory 

· Demonstration by trainer

· Practice by trainee

· Role play

· Case study

Recommended Resources

· Case studies for small businesses

· Business plan templates

· Lap top/ desk top computer 

· Internet

· Telephone 

· Writing materials

EMPLOYABILITY SKILLS

UNIT CODE: HOS/CU//BT/BC/05/4/A
Relationship to Occupational Standards
This unit addresses the Unit of Competency: Demonstrate Employability Skills
Duration of Unit: 30 hours

Unit Description

This unit covers competencies required to demonstrate employability skills. It involves conducting self-management, demonstrating critical safe work habits, demonstrating workplace learning and workplace ethics.

Summary of Learning Outcomes

1. Conduct self-management 

2. Demonstrate critical safe work habits  

3. Demonstrate workplace learning 

4. Demonstrate workplace ethics

Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Conduct self-management 
	· Self-awareness

· Formulating personal vision, mission and goals 

· Strategies for overcoming life challenges

· Emotional intelligence

· Assertiveness

· Expressing personal thoughts, feelings and beliefs 

· Developing and maintaining high self-esteem 

· Developing and maintaining positive self-image 

· Articulating ideas and aspirations 

· Accountability and responsibility 

· Good work habits 

· Self-awareness

· Self-development

· Financial literacy

· Healthy lifestyle practices
	· Written tests

· Oral questioning

· Portfolio of evidence

· Third party report

	2. Demonstrate critical safe work habits  
	· Stress and stress management

· Punctuality and time consciousness

· Interpersonal communication  

· Sharing information 

· Leisure  

· Integrating personal objectives into organizational objectives

· Resources utilization 

· Setting work priorities

· HIV and AIDS 

· Drug and substance abuse 

· Handling emerging issues 
	· Written tests

· Oral questioning

· Portfolio of evidence

· Third party report

	3. Demonstrate workplace learning 


	· Personal training needs identification and assessment 

· Managing own learning

· Contributing to the learning community at the workplace

· Cultural aspects of work

· Variety of learning context

· Application of learning 

· Safe use of technology

· Identifying opportunities

· Workplace innovation

· Performance improvement

· Handling emerging issues 

· Future trends and concerns in learning
	· Written tests

· Oral questioning

· Portfolio of evidence

· Third party report 

	4. Demonstrate workplace ethics 
	· Meaning of ethics 

· Ethical perspectives 

· Principles of ethics

· Values  and beliefs

· Ethical standards 

· Organization code of ethics 

· Common ethical dilemmas 

· Organization culture

· Corruption, bribery and conflict of interest

· Privacy and data protection 

· Diversity, harassment and mutual respect

· Financial responsibility/accountability 

· Etiquette 

· Personal and professional integrity 

· Commitment to jurisdictional laws 

· Emerging issues in ethics
	· Written tests

· Oral questioning

· Portfolio of evidence

· Third party report 


Suggested Methods of Instruction 

· Simulation/Role play

· Group Discussion

· Presentations 

· Q&A

· Case studies

· Assignments 

Recommended Resources

· Computers

· Stationery

· Charts

· Video clips

· Audio tapes

· Radio sets

· TV sets

· LCD projectors

ENVIRONMENTAL LITERACY
UNIT CODE:
HOS/CU//BT/BC/06/4/A
Relationship to Occupational Standards 

This unit addresses the Unit of Competency: Demonstrate Environmental Literacy
Duration of Unit: 20 hours
Unit Description

This unit specifies the competencies required to demonstrate environmental literacy. It involves controlling environmental hazard, controlling environmental pollution, demonstrating sustainable resource use and evaluating current practices in relation to resource usage.  
Summary of Learning Outcomes

1. Control environmental hazard 

2. Control environmental pollution 

3. Demonstrate sustainable use of resources 
4. Evaluate current practices in relation to resource usage
Learning Outcomes, Content and Methods of  Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Control environmental hazard 
	· Purposes and content of Environmental Management and Coordination Act 1999 

· Purposes and content of Solid Waste Act 

· Storage methods for environmentally hazardous materials 

· Disposal methods of hazardous wastes 

· Types and uses of PPE in line with environmental regulations

· Occupational Safety and Health Standards (OSHS)
	· Written tests 

· Oral questions 

· Observation of work procedures

	2. Control environmental Pollution 
	· Types of pollution

· Environmental pollution control measures 

· Types of solid wastes

· Procedures for solid waste management

· Different types of noise pollution

· Methods for minimizing noise pollution 
	· Written tests 

· Oral questions 

· Observation of work procedures

· Role play

	3. Demonstrate sustainable resource use
	· Types of resources 

· Techniques in measuring current usage of resources

· Calculating current usage of resources

· Methods for minimizing wastage 

· Waste management procedures

·  Principles of 3Rs (Reduce, Reuse, Recycle)

· Methods for economizing or reducing resource consumption
	· Written tests 

· Oral questions 

· Observation of work procedures



	4. Evaluate current practices in relation to resource usage
	· Collection of information on environmental and resource efficiency systems and procedures, 

· Measurement and recording of current resource usage

· Analysis and recording of current purchasing strategies.

· Analysis of current work processes to access information and data 

· Identification of areas for improvement
	· Written tests 

· Oral questions 

· Observation of work procedures



	5. Identify Environmental legislations/conventions for environmental concerns
	· Environmental issues/concerns

· Environmental legislations /conventions and local ordinances  

· Industrial standard /environmental practices  

· International Environmental Protocols (Montreal, Kyoto)

· Features of an environmental strategy
	· Written tests 

· Oral questions 

· Observation of work procedures




Suggested Methods of Instruction 

· Instructor led facilitation of theory

· Practical demonstration of tasks by trainer

· Practice by trainees/ role play

· Discussion

· Observations and comments and corrections by trainers

Recommended Resources

· Computers

· Stationery

· Charts

· Video clips

· Audio tapes

· Radio sets

· TV sets

· LCD projectors

· Standard operating and/or other workplace procedures manuals

· Specific job procedures manuals

· Machine/equipment manufacturer’s specifications and instructions

· Personal Protective Equipment (PPE) 
OCCUPATIONAL SAFETY AND HEALTH PRACTICES
UNIT CODE:
HOS/CU//BT/BC/07/4/A

Relationship to Occupational Standards 

This unit addresses the unit of competency: Demonstrate Occupational Safety and Health Practices
Duration of Unit: 20 hours
Unit Description

This unit specifies the competencies required to practice safety and health and comply   with OSH requirements relevant to work. It involves adhering to workplace procedures for hazards and risk prevention and participating in arrangements for workplace safety and health maintenance.

Summary of Learning Outcomes

1. Adhere to workplace procedures for hazards and risk prevention

2. Participate in arrangements for workplace safety and health maintenance

Learning Outcomes, Content and Methods of  Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Adhere to workplace procedures for hazards and  risk prevention
	· Arrangement of work area and items in accordance with Company housekeeping procedures

· Adherence to work standards and procedures 
· Application of preventive and control measures, including use of safety gears/PPE

· Study and apply standards and procedures for incidents and emergencies. 
	· Oral questions 

· Written tests

· Portfolio of evidence

· Third party report



	2. Participate in arrangements for workplace safety and health maintenance
	·  Participating in orientations on OSH requirements/regulations of tasks 

· Providing feedback on health, safety, and security concerns to appropriate personnel as required in a sufficiently detailed manner
· Practice workplace procedures for reporting hazards, incidents, injuries and sickness 
· OSH requirements/ regulations and workplace safety and hazard control procedures are reviewed, and compliance reported to appropriate personnel
· Identification of needed OSH-related trainings are proposed to appropriate personnel
	· Oral questions 

· Written tests

· Portfolio of evidence

· Third party report




Suggested Methods of Instruction 

· Assigments

· Discussion

· Q&A

· Role play

· Viewing of related videos

Recommended Resources

· Computers

· Stationery

· Charts

· Video clips

· Audio tapes

· Radio sets

· TV sets

· LCD projectors

· Standard operating and/or other workplace procedures manuals

· Specific job procedures manuals

· Machine/equipment manufacturer’s specifications and instructions

· Personal Protective Equipment (PPE) e.g.

· Mask                                                                 

· Face mask/shield

· Safety bootsn

· Safety harness

· Arm/Hand guard, gloves

· Eye protection (goggles, shield)


· Hearing protection (ear muffs, ear plugs)

· Hair Net/cap/bonnet

· Hard hat

· Face protection (mask, shield)

· Apron/Gown/coverall/jump suit

· Anti-static suits

· High-visibility reflective vest

COMMON UNITS OF LEARNING

TOURISM AND HOSPITALITY MARKETING EXPERIENCES
UNIT CODE: HOS/CU/BT/CC/02/4/A 

Relationship to Occupational Standards
This unit addresses the Unit of Competency: Tourism and hospitality marketing experiences
Duration of Unit: 60 hours

UNIT DESCRIPTION

This unit describes the competencies required to tourism and hospitality marketing experiences. It involves conducting a feasibility study, developing marketing strategies, developing a marketing plan developing new products and services, monitoring marketing channels and applying promotional strategy.
Summary of Learning Outcomes

1. Conduct a feasibility study

2. Develop marketing strategies 

3. Develop a marketing plan
4. Develop new products and services
5. Monitor  marketing channels 
6. Apply promotional strategy
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1  Conduct a feasibility study


	Theory:

· Conduct research on available products and services in a destination
· Create customer profiles for tourism and hospitality experiences

· Understand the concept of market segments

· Develop products and experiences that align with the objectives of the business
	· Reports
· Observation

· Team projects 

	2. Develop marketing strategies 
	Theory:

· Develop marketing objectives that align with the organizations business plan and financial forecasts
· Document the marketing strategy based on the organizations objectives
	· Reports

· Observation

· Team projects

	3. Develop a marketing plan


	Theory:

· Principles of hospitality marketing

· Marketing plan process

· Sales forecasting

Practice:

· Design a hospitality or Tourism marketing plan
	· Observation

· Written

· Oral 

· Third party report

	4. Develop new products and services
	Theory:

· Planning for new products
· Organising for the new product planning

· New product development process
· Identifying products and services
Practice: 

· Formulate a new tourism products
	· Observation

· Written

· Oral

· Third party report

	5. Monitor the marketing channels 

	Theory:

· Channel strategy
· Franchising 
Practice:

· Carry out impact assessment (case study) 
	· Oral

· Observation

· Written

· Third party report

· Case study 

	6. Apply promotional strategy
	Theory:

· Managing the promotional mix
· Advertising management
· Planning and evaluating advertising campaign
Practice:

· Develop a comprehensive advertising campaign  
	· Oral

· Observation

· Written

· Third party report


Suggested Methods of Instruction:

· Instructor lead facilitation of theory

· Practical demonstration of tasks

· Practice by trainee

· Simulation/Role play

· Group Discussion

List of Recommended Resources
· Computers

· Business plans

· Telephones 

· Office stationery

· Standard operating procedures
· Sample strategic plan
· Sample key performance indicators
· Communication policy
· Legal and statutory requirements

· Marketing Society of Kenya policy document

· Law Of Contract Act Chapter 23 Revised Edition 2012 [2002]
· Cosumer protection Act 2012

· EMPLOYMENT ACT 2007

· EMCA 1999

SUSTAINABLE TOURISM

UNIT CODE: HOS/CU/BT/CC/03/4/A 

Relationship to Occupational Standards
This unit addresses the Unit of Competency: Promote Sustainable Tourism 

Duration of Unit: 30 hours
UNIT DESCRIPTION

This unit describes the competencies required to promote sustainable tourism. It involves developing and implementing a sustainable tourism management system, monitoring the implementation of a sustainable tourism management system and preparing reports on sustainable tourism.
Summary of Learning Outcomes

1. Develop a sustainable tourism management system
2. Implement sustainable tourism management system
3. Monitor implementation of sustainable tourism management system
4. Prepare reports on sustainable tourism
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1.Develop a sustainable tourism management system
	Theory:

· Principles of sustainable tourism

· Sustainable tourism in relation to tour and travel operations 

· Components of a sustainable tourism management system

· Analysis, evaluation and selection of components of sustainable tourism management

· Establishment of sustainable tourism management system

Practice:

· Design a sustainable tourism management system
	· Observation

· Written

· Oral 

· Third party report

	2.Implement sustainable  tourism management system
	Theory:

· Development of sustainable implementation plans

· Communication of the sustainable tourism management system to stakeholders

· Socio-economic benefits of sustainable tourism to local communities

· Preservation of cultural and religious heritage

· Environmental impacts

· Customer satisfaction and sustainable tourism

Practice: 

· Implement sustainable tourism management system (case study)

	· Observation

· Written

· Oral

· Third party report

	3. Monitor implementation of sustainable tourism management system
	Theory:

· Development of sustainable tourism management system monitoring tools 

· Monitoring and reviewing implementation plans

· Monitoring socio-economic benefits to local communities

· Monitoring preservation of cultural and religious heritage

· Environmental Impact Assessment

· Monitoring customer satisfaction

Practice:

· Develop monitoring and evaluation tool 

· Carry out impact assessment (case study) 
	· Oral

· Observation

· Written

· Third party report

· Case study 

	4. Prepare reports on sustainable tourism
	Theory:

· Preparation of sustainable tourism management reports

· Evaluation and dissemination of sustainable tourism management reports

· Implementation of report recommendations

Practice:

· Develop a report on sustainable tourism 
	· Oral

· Observation

· Written

· Third party report


Suggested Methods of Instruction:

· Instructor lead facilitation of theory

· Practical demonstration of tasks

· Practice by trainee

· Simulation/Role play

· Group Discussion

List of Recommended Resources
· Computers

· Reservation systems

· Telephones 

· Office stationery

· Standard operating procedures
· Sample strategic plan
· Sample key performance indicators
· Communication policy
· Sustainable tourism management policy
· UN sustainable development goals 
· Legal and statutory requirements

· Lists of tour product quality standards

· Sample tour office operation reports CITES 

· National Museums And Heritage Act No. 6 Of 2006 Revised Edition 2012 [2006]Lists of tour product quality standards 
· Law Of Contract Act Chapter 23 Revised Edition 2012 [2002]
· Tourism Act No. 28 Of 2011 Revised Edition 2012 [2011]

· The Occupational Safety and Health Act, 2007

· Cosumer protection Act 2012

· EMPLOYMENT ACT 2007

· EMCA 1999

· Wildlife (Conservation And Management) Act Chapter 376 Revised Edition 2012 [1985]

RISK MANAGEMENT IN HOSPITALITY AND TOURISM INDUSTRY 

UNIT CODE: HOS/CU/BT/CC/04/4/A
Relationship to Occupational Standards
This unit addresses the Unit of Competency: Demonstrate Risk Management Skills 

Duration of Unit: 30 hours

UNIT DESCRIPTION
This unit describes the competencies required to demonstrate risk management skills in hospitality and tourism industry. It involves identifying and classifying risks, developing analysis of risks and risk control methods, developing analysis of resource use, implementing sustainable risk management system, monitoring and evaluating implementation of risk management system and preparing reports on risk management.
Summary of Learning Outcomes

1. Identify and classify risks
2. Develop analysis of risks and risk control methods
3. Develop analysis of resource use
4. Implement sustainable risk management system
5. Monitor and evaluate implementation of risk management system
6. Prepare reports on risk management
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Identify and classify risks

	Theory:

· Sources of risks in hospitality and tourism industry

·  Categories of risks in hospitality and tourism industry

· Risk management in relation to hospitality and tourism
	· Observation

· Written

· Oral 

· Third party report

	2. Develop analysis of risks and risk control methods

	Theory:

· Considerations for risk management process and procedures in the hospitality and tourism industry
· Risk management process

· Risk management procedures

·  Risk control techniques for hospitality and tourism industry
· Analysis, evaluation and selection of sustainable risk management process, procedures and risk control techniques in the hospitality and tourism industry.
Practice:

· Develop risk management plan for hospitality and tourism industry.

	· Observation

· Written

· Oral 

· Third party report

	3. Develop analysis of resources use

	· Resources required for risk control methods

· Quantity and nature of resources for risk control methods

· Resource flow through different parts of the risk control methods


	· Observation

· Written

· Oral 

· Third party report

	4. Implement sustainable risk management system
	Theory:

· Development of risk management implementation plan

· Mapping out the social-economic scope of the risk management implementation plan

· Identification of objectives of stakeholders

· Identification of activities of stakeholders

· Communication of the risk management implementation plan to stakeholders

Practice: 

· Implement risk management system (case study)

	· Observation

· Written

· Oral

· Third party report

· Case study report

	5. Monitor and evaluate implementation of risk management system

	Theory:

· Development of risk management system monitoring and evaluation tools 
· Reviewing implementation plans

· Monitoring and evaluating risk management responses: negative (threats) and positive(opportunities); high risk, medium risk and low risk
· Monitoring and evaluating risk management implementation plan, procedures and risk control techniques in the hospitality and tourism industry
Practice:

· Develop risk management monitoring and evaluation tool 

· Carry out impact assessment (case study) 
	· Oral

· Observation

· Written

· Third party report

· Case study report

	6. Prepare reports on risk management

	Theory:

· Preparation of risk management reports

· Evaluation and dissemination of risk management reports

· Carrying out impact assessment

· Implementation of report recommendations

Practice:

· Carry out impact assessment

· Prepare risk management reports


	· Oral

· Observation

· Written

· Third party report


Suggested Methods of Instruction:

· Instructor lead facilitation of theory

· Practical demonstration of tasks

· Practice by trainee

· Simulation/Role play

· Group Discussion
List of Recommended Resources
· Stationary 

· Computors, printers and photocopying machines

· Telephones 

· Sample risk management case studies

· Sample risk management systems

· Risk Management Standard Operating Procedures
· Sample strategic plan
· Sample key performance indicators
· Risk management policy
· UN sustainable development goals 
· Legal and statutory requirements

· Risk management checklists

· Sample risk management reports

· National policy for Disaster Risk Management in Kenya,2009.

· Hotels and Restaurants Act (494), Revised edition 2009(1986). 

· Tourism Regulatory Authority: Tourism Hospitality Events and Entertainment Guidelines draft, 2017.

· ISO (2009) “Risk management - Principles and guidelines, 13000:2009”. International Organization for Standardization; Geneva, Switzerland.

· National Museums And Heritage Act No. 6 Of 2006 Revised Edition 2012 [2006]Lists of tour product quality standards 

· Law Of Contract Act Chapter 23 Revised Edition 2012 [2002]
· Tourism Act No. 28 Of 2011 Revised Edition 2012 [2011]

· The Occupational Safety and Health Act, 2007

· Cosumer protection Act 2012

· EMPLOYMENT ACT 2007

· EMCA 1999

· Wildlife (Conservation And Management) Act Chapter 376 Revised Edition 2012 [1985]

HOSPITALITY AND TOURISM CAREER PATHWAYS

UNIT CODE: HOS/CU/BT/CC/05/4/A 

Relationship to Occupational Standards
This unit addresses the Unit of Competency: Promote Hospitality and Tourism Career Pathways 

Duration of Unit: 30 hours

UNIT DESCRIPTION
This unit describes the competencies required to promote career pathways. It involves applying features of career pathways in hospitality and tourism, implementing the FOUR C’s with focus on core skills in curriculum, monitoring the implementation of interventions in career pathways and describing competencies required by employers globally.
Summary of Learning Outcomes

1. Apply features of career pathways in hospitality and tourism
2. Implement the FOUR C’s with focus on core skills in curriculum
3. Monitor implementation of interventions in career pathways
4. Describe competencies required by employers globally
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Apply features of career pathways in hospitality and tourism

	Theory:

· Connected systems of education and training programs

· Ease of individuals to start, stop, and re-enter education and training

· Embedded industry-recognized credentials

· Acceleration educational and career advancement 

· Integrated supports like coaching and advising and services

Practice:

· Draw up an integrated pathway within the respective industry
	· Written

· Oral 

· Third party report

	2. Implement the FOUR C’s with focus on core skills in curriculum

	Theory:

· Communication and collaboration skills
· Critical thinking and problem solving
· Creativity and imagination
· Citizenship 
Practice: 

· Carry out impact assessment
	· Written

· Oral

· Third party report

	3. Monitor implementation of interventions in career pathways

	Theory:

· Development of Entrepreneurship skills 
· Continuous Workplace learning programs

· Skills Development informed by labour market information

· Quality Assurance and Standards

· Job Networks
Practice:

· Develop monitoring and evaluation tool 
	· Oral

· Observation

· Written

· Third party report



	4. Describe competencies required by employers globally

	Theory:

· moral and innovative leadership 

· Adaptability

· Resilience

· Having a sense of purpose

· Problem solving 

· Creativity
· Interpersonal skills and teamwork

· Responsibility
· Good Character 

Practice:

· Develop a report on the pathways 
	· Oral

· Observation

· Written

· Third party report


Suggested Methods of Instruction:

· Instructor-led facilitation of theory

· Practical demonstration of tasks

· Practice by trainee

· Simulation/Role play

· Group Discussion

List of Recommended Resources
· Computers

· Telephones 

· Standard operating procedures
· Sample strategic plan
· Technical Education policy
· UN Sustainable Development Goals 
· Competence Based Curriculum and training
· Legal and statutory requirements

· Office of career services

· Law Of Contract Act Chapter 23 Revised Edition 2012 [2002]

· The Occupational Safety and Health Act, 2007

· Cosumer protection Act 2012

· EMPLOYMENT ACT 2007

CORE UNITS OF LEARNING

COCKTAILS AND MOCKTAILS
UNIT CODE: HOS/CU/BT/CR/01/4/A 

Relationship to Occupational Standards
This unit addresses the unit of competency: Prepare and Serve Cocktails and Mocktails.
Duration of Unit: 50 hours


UNIT DESCRIPTION  
This unit specifies the competencies required to prepare a wide variety of cocktails and other alcoholic drinks that meet the expectations of both the customer and the house. It involves assembling  relevant tools, equipment & work spaces preparing relevant glassware ,preparing spirit inventory, preparing non-alcoholic inventory & supplies ,preparing alcoholic and non-alcoholic cocktails ,creating cocktails and mocktails ,preparing cocktail and mocktail garnishes, recommending cocktails and mocktails to guests, serving cocktails and mocktails, maintaining relevant tools, equipment & work spaces, preparing daily sales summaries and shuting down workstation and public spaces.
Summary of Learning Outcomes

1. Assemble relevant tools, equipment & work spaces 

2. Prepare relevant glassware 

3. Prepare spirit inventory

4. Prepare non-alcoholic inventory & supplies 
5. Prepare alcoholic and non-alcoholic cocktails 

6. Create cocktails and mocktails 

7. Prepare cocktail and mocktail garnishes

8. Recommend cocktails and mocktails to guests

9. Serve cocktails and mocktails
10. Maintain relevant tools, equipment & work spaces

11. Prepare daily sales summaries
12. Shut down workstation and public spaces

Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Assemble relevant tools, equipment & work spaces 


	· Cleaning and sanitizing of all workspaces, tools and equipment

· Inspection of all relevant tools and equipment to ensure functionality

· Setup of workspace for effective cocktail & mixed beverage production 

· Proper application of cleaners and sanitizers

· Use of PPE (Personal Protection Equipment) 
	· Observation

· Oral questioning

· Practical exercises

	2. Prepare relevant glassware 


	· Adequate types, and volume, of cocktail and mixed beverage glassware assembled for projected service levels

· Cleaning and sanitizing of all cocktail and mixed beverage glassware

· Inspection of all glassware to ensure both quality and safety.

· Completion of any special preparation requirements for cocktail & mixed beverage glassware.
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer



	3. Prepare non-alcoholic inventory & supplies 


	· Completion of inventory assessment for all non-alcoholic inventory and supplies.

· Accurate preparation and storage of all fresh juices, concentrates, and powders. 

· Preparation of soft drinks and any soft drink dispensing systems.

· Preparation of drink modifiers. 

· Preparation of all cocktail garnishes.

· Adherence to sanitary preparation and storage procedures.
	· Oral questioning 

· Observation

· Written testing

· Practical exercises with observation checklists conducted by trainer.



	4. Prepare cocktails and mocktails 
	· Read and understand a recipe

· Follow a recipe

· Interpret and execute guest requests in cocktail construction

· Follow house guidelines in cocktail construction.

· Follow safety and sanitation guidelines
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.

· Tests to assess underpinning knowledge.



	5. Create cocktails and mocktails
	· Incorporation of house needs & capabilities into the development of all cocktails

· Creation of cocktails and non-alcoholic cocktails that are: 

· Unique

· Palatable

· Visually appealing

· Adherence to all sanitation and safety guidelines

· Adherence to all relevant liquor legislation
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.

· Tests to assess underpinning knowledge.

· Learner portfolio of evidence.

	6. Prepare cocktail and mocktail garnishes
	· Shaking
· Stirring

· Building

· Blending
	· Demonstrations
· Instruction

· Discussion

· Written tests

· Oral questioning

· Practical Exercises

	7. Recommend cocktails and mocktails to guests
	· Presented guest with beverage list

· Described cocktails and mocktails

· Used of EPOS for taking guests order
· Manually taking of guest orders


	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.

· Tests to assess underpinning knowledge.

· Learner portfolio of evidence.

	8. Serve cocktails and mocktails
	· Use of bar tray to serve cocktails and non-alcoholic cocktails

· Use of bar tray to clear guest tables


	· Practical exercises with observation checklists conducted by trainer.

· Observation

· Discussions



	9. Maintain relevant tools, equipment’s and workspaces
	· Follow all safety and sanitation guidelines for the duration of work shift.
· Clean and sanitize all equipments

· All cocktail and mocktail tools and equipments are stored appropriately after stocktaking 
	· Demonstrations

· Instruction

· Discussion

· Written tests

· Oral questioning

· Practical Exercises

	10. Prepare daily sales summaries
	· All details of the daily consumption sheet are filled in accurately
· Daily summary sheet is submitted to management for control proposes
	· Demonstrations

· Instruction

· Discussion

· Written tests

· Oral questioning

· Practical Exercises

	11. Shut down work station and work spaces
	· Storage areas and key equipment have been secured.

· All public and bar station areas have been inspected for fire hazards.

· All non-essential electrical equipment has been turned off or unplugged.

· All non-essential lighting and other main systems have been turned off.

· Windows and doors have been locked.

· All end of shift reports and remaining closing procedures have been completed.


	· Demonstrations

· Instruction

· Discussion

· Written tests

· Oral questioning

· Practical Exercises


Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment
· Delivery may also be supplemented and enhanced by the following:
· Visiting lecturer/trainer from industry;

· Industrial visits
Recommended Resources
Tools

A comprehensive set of professional bartending tools including, but not limited, to tot measures, shakers, strainers, mixing spoons and muddlers and personal protective equipment
Equipment 

· A fully equipped bartending station and service area including, but not limited to:

· Bartending workstation – including ice bin, glass rack holders, speed rail, bar top & die, bottle station, fatigue matting

· Waste, recycling and composting facilities

· Cleaning equipment

· Bar Blender

· Comprehensive set of practice alcohol/spirit/liqueur bottles with speed spouts

· Ice machine and totes

· Refrigerated storage

· Glass washer

· Dishwasher

· Garnish tray 

· Assorted glassware

· Store ‘nPour containers

· Cutting boards

· Paring knives

· Juicers

· Glass rimmer

· Service tray

· Tables & chairs
Materials and supplies

· A comprehensive set of standard recipes 
· Consumables for maintaining a bartending lab:

· Juices, dairy, coffee and other drink modifiers

· Assorted soft drinks used in cocktail construction 

· Flavourings used in cocktail construction such as bitters, herbs, spices, infusions and extracts
· Fruit and other garnish items
· Cleaning and sanitizing supplies

SERVING WINES AND SPIRITS
UNIT CODE: HOS/CU/BT/CR/02/4/A
Relationship to Occupational Standards
This unit addresses the unit of competency: Serve Wines and Spirits 

Duration of Unit: 50 hours


UNIT DESCRIPTION

This unit specifies the competencies required to serve wines and spirits. It involves organizing relevant tools, equipment & work spaces ,preparing wine and spirits glassware, preparing wine and spirits inventory, serving table wines ,serving sparkling wines, serving fortified and aromatized wines ,serving spirits, maintaining relevant tools, equipment & work spaces and preparing wine and spirits service report.
Summary of Learning Outcomes

1. Organize relevant tools, equipment & work spaces 

2. Prepare wine and spirits glassware 

3. Prepare wine and spirits inventory

4. Serve table wines 

5. Serve sparkling wines

6. Serve fortified and aromatized wines 

7. Serve spirits

8. Maintain relevant tools, equipment & work spaces

9. Prepare wine and spirits service report

Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of  Assessment

	1. Organize relevant tools, equipment & work spaces 


	· Cleaning and sanitizing of all workspaces, tools and equipment

· Inspection of all relevant tools and equipment to ensure functionality

· Setup of workspace for effective wine service 

· Proper application of cleaners and sanitizers

· Use of PPE 
	· Observation

· Oral questioning

· Practical exercises

	2. Prepare wines and spirits glassware 


	· Assembly of adequate types, and volume, of wine glassware for projected service levels

· Cleaning and sanitizing of all wine glassware

· Inspection of all glassware to ensure both quality and safety.


	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer



	3. Prepare wine and spirit inventory


	· Completion of accurate opening inventory

· Assessment of par stocks of wine inventory

· Receiving and inspection of all wine inventory 

· Storage of all wine inventory for effective and efficient service
	· Oral questioning

· Observation

· Written testing

· Practical exercises with observation checklists conducted by trainer

	4. Serve table wines

	· Interpreting guest preferences in table wine selection

· Matching guest preferences with guest food choices and house capabilities.

· Presenting and opening white, red, rose and dessert wines by the bottle

· Pouring and serving white, red, rose and dessert wines by the glass 

· Safety and sanitation guidelines

· Liquor service legislation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	5. Serve sparkling wines


	· Interpreting guest preferences in sparkling wine selection

· Matching guest preferences with guest food choices and house capabilities.

· Presenting and opening sparkling wines by the bottle

· Pouring and serving sparkling wines by the glass 

· Safety and sanitation guidelines

· Liquor service legislation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	6. Serve fortified and aromatized wines
	· Interpreting guest preferences in fortified or aromatized wine selection

· Matching guest preferences with guest food choices and house capabilities.

· Pouring and serving fortified wines by the glass 

· Preparing and serving aromatized wines by the glass
· Safety and sanitation guidelines

· Liquor service legislation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	7. Serve spirits
	· Measuring guests orders appropriately
· Serving guests with appropriate glass

· Safety and sanitation guidelines

· Liquor service legislation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	8. Maintain relevant tools, equipment & work spaces


	· Safety and sanitation guidelines for duration of workshift

· Use, care and maintaince of coffee/tea preparation and service tools, equipments and work spaces

· Records used in control of tools, equipments and workspaces

· Basic repair procedures for equipments and workspaces
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.



	9. Prepare wines and spirits service report
	· Beverage consumption summary sheet

· Characteristics and importance of Beverage consumption summary sheet

· Preparation of a beverage consumption summary sheet
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer


Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment
· Visiting lecturer/trainer from industry;

· Industrial visits.

Recommended Resources
   Tools

Wine-service related tools including, but not limited to, personal and stationary wine openers, tot measures, shot glass, pourers, wine carafes, service cloths
     Equipment 

A wine storage and guest service area including, but not limited to:

· Waste and recycling facilities

· Cleaning equipment

·     Comprehensive set of practice wine bottles – assorted types of table, sparking, fortified and aromatized

· Refrigerated storage

· Storage for table, fortified and aromatized wines

· Glass washer

· Handwashing station

· Wine service buckets & stand

· Carafes

· Assorted wine glassware

· Cutting boards

· Paring knives

· Service tray
· Tables & chairs
Materials and supplies

· Consumables for wine and spirits service unit:

· Assorted spirits, Red, white, sparkling, aromatized and fortified wines for assessment 

· Food for matching with common wine

· Wine evaluation kit 

· Stationary and writing materials

· Fruit and other garnish items

· Cleaning and sanitizing supplies

SERVING BEER
UNIT CODE: HOS/CU/BT/CR/03/4/A
Relationship to Occupational Standards

This unit addresses the unit of competency:  Serving Beer 

Duration of Unit: 50 hours


UNIT DESCRIPTION

This unit specifies the competencies required to serve beer. It involves organizing relevant tools, equipment & workspaces, preparing beer mugs and glassware, preparing beer inventory, serving bottled beer, serving draught beer and maintaining relevant tools, equipment & workspaces.
Summary of Learning Outcomes
1. Organize relevant tools, equipment & work spaces 

2. Prepare beer mugs and glassware 

3. Prepare beer inventory

4. Serve bottled beer
5. Serve draught beer

6. Maintain relevant tools, equipment & work spaces

Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of Assessment

	1.  Organize relevant tools, equipment & work spaces 


	· Cleaned and sanitized of all workspaces, tools and equipment

· Inspected of all relevant tools and equipment to ensure functionality

· Setup of workspace for effective wine service 

· Proper application of cleaners and sanitizers

· Use of PPE (Personal Protection Equipment) 
	· Observation

· Oral questioning

· Practical exercises

	2. Prepare beer mugs and glassware 


	· Assembly of adequate types, and volume, of wine glassware for projected service levels

· Cleaning and sanitizing of all beer glassware

· Inspection of all glassware to ensure both quality and safety.
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer



	3. Prepare beer inventory


	· Completion of accurate opening inventory

· Assessment of par stocks of beer inventory

· Receiving and inspection of all packaged and draught inventory 

· Storage of all beer inventories for effective and efficient service.
	· Oral questioning

· Observation

· Written testing

· Practical exercises with observation checklists conducted by trainer

	4. Serve bottled beer


	· Interpret guest preferences related to beer style

· Match guest preferences with guest food choices and house capabilities.

· Open and present bottled beer to the guest

· Pour and serve bottled beer 

· Follow safety and sanitation guidelines

· Follow all liquor service legislation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	5. Serve draught beer


	· Interpret guest preferences related to beer style

· Match guest preferences for draught beer with guest food choices and house capabilities.

· Pour draught beer in a variety of volumes 

· Solve problems related to draught beer dispensing

· Serve draught beer to guests  

· Follow safety and sanitation guidelines

· Follow all liquor service legislation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	6. Maintain relevant tools, equipment & work spaces


	· Follow all safety and sanitation guidelines for duration of work shift
· Clean and sanitize draft beer draught equipment

· Maintain correct dispensing parameters (temperature, pressure etc.) for draught beer service

· All beer-related tools, equipment and workspaces are cleaned and sanitized during as required.

· All beer-related tools and workspaces remain well-organized during work shift

· All beer-related glassware and dispensing vessel inventories are maintained at sufficient levels for the duration of the work shift
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.




Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment
· Visiting lecturer/trainer from industry;

· Industrial visits.
   Recommended Resources
  Tools

  Beer-service related tools including, but not limited to, personal and stationary beer openers,   beer pitchers, service cloths
Equipment 
· Waste and recycling facilities

· Cleaning equipment (including draught beer cleaning tools)

· Refrigerated storage

· Draught Beer Storage and Dispensing system 

· Refrigerated and room temperature storage for packaged beer

· Glass washer

· Hand washing station

· Beer pitchers

· Aerated waters

Assorted beer glassware
· Service tray
· Tables & chairs
Materials and supplies

· Draught and packaged beer for assessment 
· Consumables for beer service unit

· Beer evaluation kit 

· Stationary and writing materials

· Cleaning and sanitizing supplies
SERVING COFFEE, TEA & OTHER BEVERAGES 
UNIT CODE: HOS/CU/BT/CR/04/4/A
Relationship to Occupational Standards
This unit addresses the unit of competency: Serving Coffee, Tea and Other Beverages 

Duration of Unit: 40 hours


UNIT DESCRIPTION
This unit specifies the competencies required to serve coffee, tea and other beverages. It involves organizing relevant tools, equipment & work spaces ,preparing service ware ,preparing coffee and tea inventory, preparing coffee and tea ,preparing multiple  beverages, preparing speciality coffees and teas, serving coffee, tea and other beverages, serving speciality coffees and teas, filling in beverage consumption sheet and maintaining relevant tools, equipment & work spaces

Summary of Learning Outcomes

1. Organize relevant tools, equipment & work spaces 

2. Prepare service ware 

3. Prepare coffee and tea inventory

4. Prepare coffee and tea 

5. Prepare multiple  beverages

6. Prepare speciality coffees and teas

7. Serve coffee, tea and other beverages

8. Serve speciality coffees and teas

9. Fill in beverage consumption sheet

10. Maintain relevant tools, equipment & work spaces

Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of Assessment

	1. Organize relevant tools, equipment & work spaces 


	· Cleaning and sanitizing of all workspaces, tools and equipment

· Inspection of all relevant tools and equipment to ensure functionality

· Setup of workspace for effective wine service 

· Proper application of cleaners and sanitizers

· Use of PPE (Personal Protection Equipment) 
	· Observation

· Oral questioning

· Practical exercises

	2. Prepare service ware 


	· Assembly of adequate types, and volume, of glasses, cups, mugs and other service ware for projected service levels
· Cleaning and sanitizing of all service ware

· Polishing and storage of service ware in readiness for service

	· Observation

· Oral questioning
· Practical exercises with observation checklists conducted by trainer



	3. Prepare coffee and tea inventory


	· Completion of accurate opening inventory

· Assessment of inventory and identification of selling price 

· Storage of all relevant inventories for effective and efficient service.


	· Oral questioning

· Observation

· Written testing

· Practical exercises with observation checklists conducted by trainer

	4. Prepare coffee and tea

	· Reading and understanding relevant recipes

· Interpreting guest preferences related coffee/ tea
· Matching guest preferences with house capabilities.

· Preparing coffee/tea using appropriate methods

·  Safety and sanitation guidelines in coffee/tea preparation
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	5. Prepare multiple beverages
	· Interpreting guest preferences related other common (usually hot) beverage requests

· Matching guest preferences for other hot beverage drinks with house capabilities.

·  Preparing multiple beverages using common production methods. 

· Safety and sanitation guidelines
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	6. Prepare speciality coffees and teas
	· Interpreting guest preferences related to speciality drinks requests

· Procedure of preparing speciality coffees/teas
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.



	7. Serve coffee, tea and other beverages
	· Table setting for service of coffee/tea and other beverages

· Service of coffee/tea and other beverages to seated guests
· Clearing procedures in beverage service
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer

	8. Serve speciality coffees and teas
	· Table setting for service of speciality coffees/teas

· Service of speciality coffees/teas 

· Clearing procedures in beverage service
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer

	9. Fill in beverage control sheet
	· Beverage consumption summary sheet
· Characteristics and importance of Beverage consumption summary sheet

· Preparation of a beverage consumption summary sheet
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer

	10. Maintain relevant tools, equipment & work spaces


	· Use, care and maintenance of coffee/tea preparation and service tools, equipments and work spaces
· Records used in control of tools, equipments and workspaces

· Basic repair procedures for coffee/tea service tools, equipments and workspaces
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.




Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment
· Visiting lecturer/trainer from industry;

· Industrial visits.

Recommended Resources
Tools

Coffee/ tea pots, milk jars, coffee/tea cups, saucers, spoons, silver salvers, and other hot beverage related tools including, but not limited to, mixing spoons, service cloths
Equipment 

· Coffee and tea making machines

· Beverage production, storage and guest service area including, but not limited to:

· Work spaces

· Waste and recycling facilities

· Cleaning equipment (including espresso machine cleaning tools)

· Service ware such as espresso cups, latte/cappuccino, coffee cups/mugs, and tea cups

· Assorted cutlery such as espresso tea spoons

· Tea pots

· Coffee and tea service related accessories such as sugar caddies and creamers

· Refrigerated and room temperature storage

· Dish washer

· Handwashing station

· Service tray

· Tables & chairs
Materials and supplies

· Consumables for speciality/coffee/tea/other beverage unit:

· Assorted coffee types including whole bean and ground

· Assorted tea, Milo, drinking chocolate and other 9mostly hot) beverage products

· Milk, non-dairy cream and other ingredients for constructing espresso, coffee, tea and other beverages

· Sugar and other non-sugar sweetners

· Compostable beverage containers

· Stationary and writing materials

· Cleaning and sanitizing supplies
DISPENSE BAR- NON- ALCOHOLIC BEVERAGES
UNIT CODE: HOS/CU/BT/CR/05/4/A
Relationship to Occupational Standards
This unit addresses the unit of competency: 
Serving dispense bar- non- alcoholic beverages
Duration of Unit: 40 hours 

UNIT DESCRIPTION

This unit specifies the competencies required to serving dispense bar- non- alcoholic beverages. It involves organizing dispense bar non-alcoholic beverage tools, equipment & work spaces ,identifying and prepare relevant service glass ware, classifying dispense bar non-alcoholic beverages, preparing fruit and vegetable juices, generating fruit and vegetable juices, preparing fruit and vegetable garnishes, serving fruit and vegetable juices, maintaining relevant tools equipment and workspaces and filling in beverage consumptions sheets.
Summary of Learning Outcomes

1. Organize dispense bar non-alcoholic beverage tools, equipment & work spaces 

2. Identify and prepare relevant service glass ware

3. Classify dispense bar non-alcoholic beverages

4. Prepare fruit and vegetable juices

5. Generate fruit and vegetable juices
6. Prepare fruit and vegetable garnishes
7. Serve fruit and vegetable juices
8. Maintain relevant tools equipment and workspaces
9. Fill in beverage consumptions sheets
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of Assessment

	1. Organize dispense bar non-alcoholic beverage tools, equipment & work spaces

	· Cleaning and sanitizing of all workspaces, tools and equipment

· Inspection of all relevant tools and equipment to ensure functionality

· Setup of workspace for effective dispense bar non-alcoholic beverage service

· Proper application of cleaners and sanitizers
· Use of PPE (Personal Protection Equipment) 
	· Observation

· Oral questioning

· Practical exercises

	2. Identify and prepare relevant service glass ware
	· Assembly of adequate types, and volume, of dispense bar non-alcoholic beverage tools glassware for projected service levels

· Cleaning and sanitizing of all dispense bar non-alcoholic beverage tools glassware

· Inspection of all glassware to ensure both quality and safety.
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer



	3. Classify dispense bar non-alcoholic beverages
	· Identify and select dispense bar non alcoholic beverages
· Display dispense bar non alcoholic beverages

	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	4. Prepare fruit and vegetable juices


	· Read and understand relevant recipes

· Interpret guest preferences related fruit and vegetable juice requests

· Match guest preferences with house capabilities.

· Prepare fruit and vegetable juice

·  Follow safety and sanitation guidelines
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	5. Generate fruit and vegetable juices
	· Interpret guest preferences related to fruit and vegetable juice requests

· Match guest preferences for fruit and vegetable juice.

· Produce fruit and vegetable juice using various preparation methods

· Follow safety and sanitation guidelines
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	6. Prepare fruit and vegetable garnishes
	· Fruits and vegetables used for garnish are washed as per OSH procedures

· Fruits and vegetables are cut as per the required technique

· Garnishes are appropriately stored in preparation for service.
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	7. Serve fruit & vegetable juices
	· Use a service salver to serve fruit & vegetable juices

· Use a service salver to clear fruit & vegetable juices guest tables
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.



	8. Maintain relevant tools equipment and workspaces
	· Follow all safety and sanitation guidelines for duration of work shift

· Clean and sanitize dispense bar non-alcoholic beverage 
· Maintain correct serving temperature for dispense bar non-alcoholic beverage 
· All dispense bar non-alcoholic beverage, equipment and workspaces are cleaned and sanitized during as required.

· All dispense bar non-alcoholic beverage and workspaces remain well-organized during work shift

· All dispense bar non-alcoholic beverage glassware inventories are maintained at sufficient levels for the duration of the work shift
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.



	9. Fill in beverage consumption sheets
	· Daily Beverages for sale are identified in accordance with  beverage list

· Beverages sold and their costs are identified as per the beverage list prices.

· Profit margins are identified as per the set targets.
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer




Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment

· Visiting lecturer/trainer from industry;

· Industrial visits.

Recommended Resources
Tools

Related tools including, but not limited to, mixing spoons, peelers, strainers, service cloths
Equipment 

· Dispense bar non-alcoholic beverages preparation, storage and guest service area including, but not limited to:

· Waste and recycling facilities

· Cleaning equipment 

· Equipment required to prepare dispense bar and non-alcoholic beverages using a variety of preparation methods including, but not limited to blending, mixing and diluting

· Service ware such as glass ware, mixing spoons, mixing bowls

· Fruit and vegetable juices related accessories such as sweeter and sugar 

· Refrigerated and room temperature storage

· Dish washer

· Hand washing station

· Service tray

· Tables & chairs

· Blender

· Juicer
· Service salver
Materials and supplies

· Consumables for dispense bar and non-alcoholic beverages:

· Assorted fruit and vegetable juices

· Assorted squash

· Assorted syrup

· Sugar and other non-sugar sweeteners

· Compostable beverage containers

· Stationary and writing materials

· Cleaning and sanitizing supplies

OPERATIONAL SUPPORT SERVICE
UNIT CODE: HOS/CU/BT/CR/06/4/A
Relationship to Occupational Standards
This unit addresses the unit of competency: 
Provision of Operational Support to Bar Station 

Duration of Unit: 40 hours


UNIT DESCRIPTION 

This unit specifies the competencies required to provide operational support to bar station. It involves performing opening tasks, performing mise en scene/place tasks, carrying out stocktaking, performing waste disposal and recycling tasks and performing workstation & public space post service tasks.
 Summary of Learning Outcomes

1. Perform opening tasks
2. Perform mise en scene/place tasks 

3. Carry out stock taking 

4. Perform waste disposal and recycling tasks       

5. Perform work-station & public space post service tasks 
Learning Outcomes, Content and Methods of Assessment
	Learning Outcome
	Content
	Methods of Assessment

	1. Perform opening tasks

	· Hand over and take over communication with earlier shifts

· Programming and initialization of Point-of-Sale system

· Organization of cash and other settlement related operations 
	· Observation

· Oral questioning

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer

	2. Perform mise en scene/place tasks
	· Housekeeping tasks done to premise before service commences

· Preparation of service equipments before servicer

· Identification of tools, equipments and work spaces

· Appropriate cleaning methods and procedures 
	· Observation

· Oral questioning

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer



	3. Carry out stock taking                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             


	· Complete ending inventory duties for all product areas

· Assess par stock levels

· Complete inventory requisitions

· Place purchase orders

· Record breakages and losses
	· Oral questioning to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	4. Perform waste disposal and recycling tasks
	· Identify and properly dispose of all garbage 

· Complete all glass and paper recycling

· Identify and properly handle all compostable materials.
	· Oral questioning to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	5. Perform work-station & public space post service tasks 


	· Clean, sanitize and inspect all workspaces and public areas

· Assess and store all garnishes, modifiers and flavourings

· Secure all storage areas and key equipment

· Turn off and secure all non-essential lighting, equipment and other systems.

· Complete all required end-of-shift security duties

· Report to management
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	6. Complete disposal and recycling tasks


	· Identify and properly dispose of all garbage 

· Complete all glass and paper recycling

· Identify and properly handle all compostable materials.
	· Oral questioning to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation


Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment
· Visiting lecturer/trainer from industry;

· Industrial visits.

Recommended Resources
Tools

Service trays, banquet trays & stands, assorted cleaning tools, service cloths
Equipment 

Functioning bar work station and guest service area including, but not limited to:

· Waste and recycling facilities

· Point of Sale system including input stations and cheque printers

· Computer Station

· Full service bar station – including access to practice spirit, flavouring and modifier inventories

· Cash and Credit management system

· Hand washing station

· Tables & chairs

· Hoovers
Materials and supplies

· Consumables for guest service unit:
· Point-of-Sale system supplies such as thermal or impact printer paper
· Stationary and writing materials

· Cleaning and sanitizing supplies

CUSTOMER CARE SERVICE

UNIT CODE: HOS/CU/BT/CR/07/4/A
Relationship to Occupational Standards
This unit addresses the unit of competency: 
Providing customer care service
Duration of Unit: 30 hours


UNIT DESCRIPTION 

This unit specifies the competencies required to providing customer care service. It involves determining guest service needs ,providing customer service needs, maintaining guest service needs  ,applying selling techniques ,resolving guest complaints ,resolving disruptive guest situations  ,delivering responsible alcohol service, processing  guest orders & payments and maintaining customer-related spaces and equipment.
Summary of Learning Outcomes

1. Determine guest service needs 
2. Provide customer service needs 

3. Maintain guest service needs  

4. Apply selling techniques 

5. Resolve guest complaints 

6. Resolve disruptive guest situations  

7. Deliver responsible alcohol service 

8. Process Guest Orders & Payments 

9. Maintain customer-related spaces and equipment
Learning Outcomes, Content and Suggested Assessment Methods

	Learning Outcome
	Content
	Methods of  Assessment

	1. Determine guest service needs  


	· Good service etiquette

·  Guest expectations and match with establishment abilities

· Identify and accommodate guests with special needs 

· Ascertain and accommodate any allergies or special requests
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer

	2. Provide customer service needs
	· Identified needs are matched to guest expectations as per house capabilities
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer



	3. Maintain guest service needs  


	· Deliver service throughout the guest service cycle

· Recognize and adapt to shifts in service needs and production demands

· Provide timely service at all stages of the guest service cycle
	· Observation

· Oral questioning

· Practical exercises with observation checklists conducted by trainer



	4. Apply selling techniques 


	· Develop sound product knowledge

· Communicate key products and services of the establishment

· Recognize key times to up-sell products and services

· Effectively suggest key products and services
	· Oral questioning

· Observation

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer

	5. Resolve guest complaints 


	· Identify guest problems or issues

· Empathize with guests

· Provide effective conflict resolution techniques

· Take action to resolve guest complaints
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	6.Resolve disruptive guest situations  


	· Identify disruptive behaviour

· Identify threatening behaviour

· Address threatening or disruptive behaviour

· Complete incident reports

· Maintain effective communications with supervisors, security and authorities, as needed
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation



	7. Deliver responsible alcohol service 


	· Verification of patron age

· Signs of intoxication

· Limiting or reducing over-service

· Following of responsible beverage service legislation

· Dealing with intoxicated guests
	· Oral questioning to assess underpinning knowledge

· Written testing to assess underpinning knowledge

· Practical exercises with observation checklists conducted by trainer.

· Observation

	8. Process Guest Orders & Payments 

 
	· Generate a guest order using both manual and electronic point of sales systems

· Generate additions and modifications to an existing guest order

· Generate and present a guest bill

· Process different payment methods including credit card, cash and invoiced settlement.

· Settle a guest bill both manually and through an electronic point of sales system


	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.



	9. Maintain customer-related spaces and equipment

	· Set any glassware or table required

· Perform key table maintenance procedures during the guest service cycle

· Effectively use both waiters banquet trays 

· Clean and sanitize any customer-related equipment and spaces.
	· Oral questioning

· Observation

· Practical exercises with observation checklists conducted by trainer.




Suggested Methods of Instruction
· Presentations and practical demonstrations by trainer;

· Guided learner activities and research to develop underpinning knowledge;

· Supervised activities in a controlled learning environment

· Visiting lecturer/trainer from industry;

· Industrial visits.

Recommended Resources
Tools

Service trays, banquet trays & stands, service cloths
Equipment 

Functioning guest service area including, but not limited to:

· Waste and recycling facilities

· Cleaning equipment 

· Point of Sale system including input stations and cheque printers

· Guest table set-up, including glassware and other table ware (for service practice)

· Dish washer

· Handwashing station
· Tables & chairs

Materials and supplies

Consumables for guest service unit:

· Point-of-Sale system supplies such as thermal or impact printer paper

· Stationary and writing materials
· Cleaning and sanitizing supplies
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