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Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 5 QQI Certificate. 
Teachers/tutors should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:
	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment
a. Assessment Technique(s)
b. Mapping of Learning Outcomes to Assessment Technique(s)
c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment
The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will Enable the learner to develop the academic and vocational language, literacy and numeracy skills relevant to the themes and content of the module. 
Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to Enable a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 5 Communications and level 5 Mathematics modules with that of other level 5 modules is specifically encouraged, as appropriate. 
Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.

Title of Programme Module
Meal Service

Component Name and Code 
Meal Service 5N0635

Duration in Hours
50 Hours (typical learner effort, to include both directed and self-directed learning)

Credit Value
5 Credits 

Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, ‘Section 9 Programme Structure’.

Special Requirements
The provider must have access to a training restaurant incompliance with health and safety requirements and current legislation.  See www.QQI.ie for a list of requirements for a training restaurant.
Aim of the Programme Module
This module aims to equip the learner with the knowledge, skill and competence to understand the meal experience concept and serve plated food and accompanying beverages to customers, under supervision.

Objectives of the Programme Module

· To enable the learner to identify the roles of various food and beverage service personnel within the food service industry
· To assist the learner to identify different service methods and specialised forms of service used within different food and beverage service operations
· To enable the learner to identify and develop a range of attributes required of food and beverage service personnel
· To explore with the learner the basic technical and interpersonal skills and knowledge required to work in a meal service environment 
· To enable the learner to practice essential skills in a controlled environment
· To enable the learner to gain an understanding of the importance of hygiene and safe working practices
· To explore with the learner how to form effective working relationships, working harmoniously and effectively as a member of a team
· To assist the learner to develop the academic and vocational language, literacy and numeracy skills related to meal service through the medium of the indicative content
· To enable the learner to take responsibility for his/her own learning

Learning Outcomes of Level 5 Meal Service 5N0635
Learners will be able to:
1. identify the factors which contribute to creating a meal experience
2. outline the range of service styles
3. relate styles of food service to customer needs and expectations
4. describe the mise-en-place required for a range of styles of service
5. explain the sequence of service
6. record reservations
7. meet and greet customers, implementing the various aspects of an Irish welcome
8. take orders from customers
9. serve plated food and wine using appropriate communication skills
10. handle customer complaints and compliments, referring them to a supervisor where appropriate
11. present a bill to a customer
12. evaluate guest feedback and communicate as appropriate
13. implement best practice in food hygiene and workplace safety.





Indicative Content 
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.
Section 1: Introduction to Meal Service(Meets learning outcomes 1, 3 and 13)
Enable the learner to examine work organisations within the hospitality sector, for example, 
· hotels, restaurants, cafeterias and public houses 

Identify the functions of the food and beverage department within each of the above. 
Explore with the learner the range of duties of food service personnel  and review standards acceptable to customers in food and beverage service.
Explore attributes of food service personnel, for example,
· professional and hygienic appearance
· good knowledge of food and beverages being offered in the establishment 
· technical ability
· punctuality
· local knowledge
· personality
· good memory
· honesty
· sales ability
· sense of urgency

Examine the factors which contribute to creating a meal experience. Consider for example,
· food and beverage on offer
· level of service
· cleaniness and hygiene
· percieved value for money
· atmosphere of the establishment
· customer service, including:
· service level 
· service availability
· level of standards
· service reliability
· service flexibility
· use of resources, including:
· materials/labour/facilities
· level of service and standards of service
· technical specification, including:
· items on offer
· portion size
· cooking method
· presentation
· accompaniments 
· standard of cleaniness 
· service specification, including:
· procedures of service, such as:
· meeting and greeting customers
· taking customers’ orders
· dealing with complaints
· execution of procedures, such as:
· level of staff attentiveness
· tone of voice 
· body language

Enable the learners to identify the needs of the customers, consider how to meet these needs and identify how to satisfy customer expectations, by:
· exploring the needs customers might be seeking to satisfy, for example,
· physiological 
· economical
· social 
· psychological 
· convenience 
· using case studies and real-life examples (e.g., Trip Advisor reports)
· analysing whether customers needs are being met in the cases identified above.  If not, examine why and explore ways of meeting the needs of the customer and satisfying their expectations

Explore with the learner the concept of health and safety and the need for maintaining health and safety standards in the food preparation and service areas, to include:
· personal hygiene
· food hygiene
· maintaining a safe environment, such as:
· avoiding hazards
· procedures in the event of an accident
· procedures in case of a fire
















Section 2: Specialised Service
(Meets learning outcomes 2, 3, 4 and 5)
Enable learners to categorise food service styles and relate styles to customer needs and expectations. Discuss food and beverage service methods and categorise food service methods, for example,
· table service methods, including: 
· silver service/English
· family 
· plate/American
· butler/French 
· Russian 
· Gueridon 
· assisted service, including:
· carvery
· buffets
· self-service, including:
· cafeteria
· counter
· free flow
· supermarkets
· single point service, including:
· take away
· drive-thru
· fast food vending
· kiosks
· food court
· bar
· specialised service, including:
· tray
· trolley
· lounge
· room
· drive-in
· home delivery

Enable learners to understand and practice the techniques used for tray service/trolley service and plated meals. 
Explore with the learner terminology and concepts related to menus, the presentation of menu items and menu planning, considering:
· menu type, such as:
· A La Carte
· Table D’hote
· static 
· cycle
· evening
· degustation menu
· menu design, such as:
· headings
· format
· typeface
· typical information 
· simple culinary terms
· menu planning, including special dietary requirements
· the classic menu sequence

Section 3: Mise-en-place
Explore with learner the preparation required for food service, including: 
· order of work
· use of white gloves
· preparation duties of different staff, for example,
· supervisor
· housekeeper
· mise-en-place duties, for example,
· linen duties
· hotplate duties
· cutlery, flatware, hollow-ware and crockery duties
· polishing glass ware
· daily cleaning schedules
· stillroom duties
· sideboards/workstations/trolleys
· clothing-up - laying the table cloth
· napkin folding
· laying covers for table service and assisted service:
· à la carte
· table d’hôte
· table accompaniments
· procedures for setting up a buffet
· boxing a buffet table
· service considerations, including:
· menus - check what menu is on offer and brief staff
· table planning - check reservations and allocate/arrange tables to accommodate bookings
· checklists:
· check the side boards/workstations are all equipped for service
· check that tables are laid correctly
· check that all staff have a clear understanding of menu items being offered
· supervisor’s check that all staff are in correct uniform and that hygiene regulations are being adhered to






Section 4: Customer Service Skills for the Hospitality Industryd 10)
Enable the learner to understand the basic social and communicative skills required for food service, and enable them to acquire such skills, to include: 
· taking a restaurant booking using a booking sheet
· meeting, greeting and seating customers on arrival using correct procedures, for example,
· greet the customers
· check their reservation
· assist with customers’ coats
· seat customers - ladies first, descending in age 
· seat the host last
· present menus opened, guests first and host last
· explain menus and specials of the evening, answer any queries customers may have  
· taking a food order, using correct procedures, as follows:
· take the ladies’ orders first, descending in age 
· host’s order is taken last
· serve wine using appropriate communication skills, such as:
· present, open and serve a bottle of wine at the correct temperature
· offer to host to taste
· serve remaining guests 
· top up host’s glass last
· handle customer complaints and compliments, referring them to a supervisor where appropriate, such as:
· review a representative same of real-life scenarios of customer complaints 
· explore and identify how discontented customers can be turned into happy customers  
· evaluate guest feedback and communicate as appropriate

Explore with the learner the benefits of excellent customer care, including:
· feel-good factor among staff is high/staff enjoy going to work
· improved reputation
· return/repeat business
· fewer complaints
· less stress for management and staff
· improved team spirit, staff morale and motivation
                            
Section 5: Procedures and Sequence of Service
Enable the learner to explore and apply different techniques and skills related to meal service procedures and sequence of service, to include:
· the procedure and sequence of service for:
· soup 
· plated meals 
· silver service
· the techniques of carrying trays, service flats and plated meals
· how to serve appropriate accompaniments to meals
· taking a customer’s food and wine order, to include:
· methods of order taking, such as:
· triplicate 
· duplicate 
· service with order
· pre-order

Enable the learner to understand and acquire the technique and skills required to: 
· carry out silver service
· remove and add spare covers without disturbing the customer
· clear plates during service
· maintain a tidy table between courses
· deal with accidents, spillages and breakages during service
· prepare and present a bill to a customer:
· compile a bill including service charge
· accept payment with cash and none cash transactions
· operate a cash register and float
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11a. Assessment Techniques
Skills Demonstration	70%
Examination	30%

11b. Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is enabled to demonstrate the achievement of all learning outcomes from the component specification, each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment. All learning outcomes must be assessed.

	Learning Outcome
	Assessment Technique

	1. Identify the factors which contribute to creating a meal experience.
	Examination 


	2. Outline the range of service styles.
	Examination 


	3. Relate styles of food service to customer needs and expectations.
	Examination 


	4. Describe the Mise-en-place required for a range of styles of service.
	Examination 


	5. Explain the sequence of service.
	Examination and Skills Demonstration 

	6. Record reservations.
	Skills Demonstration
 

	7. Meet and greet customers, implementing the various aspect of an Irish welcome.
	Skills Demonstration 

	8. Take orders from customers.
	Skills Demonstration 

	9. Serve plated food and wine using appropriate communication skills.
	Skills Demonstration

	10. Handle customer complaints and compliments, referring them to a supervisor where appropriate.
	Skills Demonstration 

	11. Present a bill to a customer.
	Skills Demonstration

	12. Evaluate guest feedback and communicate as appropriate.
	Skills Demonstration

	13. Implement best practice in food hygiene and workplace safety.
	Skills Demonstration
 



11c. Guidelines for Assessment Activities
The assessor is required to devise an assessment brief and marking scheme for the skills demonstration. The assessor will also devise an examination paper and outline solutions for the examination (theory). In devising the assessment brief and examination paper, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.

	Skills Demonstration
	70%

	The skills demonstration may be carried out at any time during the programme delivery and in accordance with the assessment schedule. This assessment may be carried in one or more demonstrations.

	
The skills demonstration will be evidenced by:

1. The learner will complete a skills demonstration for summative assessment. 
2. The learner will also submit supporting documentation in the form of a skills demonstration workbook.

During the skills demonstration, learners will demonstrate the following skills:
· Record reservations
· Meet and greet customers, implementing the various aspects of an Irish welcome
· Take orders from customers
· Serve plated food and wine using appropriate communication skills
· Handle customer complaints and compliments, referring them to a supervisor where appropriate
· Present a bill to a customer
· Best practice in food hygiene and workplace safety

A “Skills Demonstration Workbook” will be completed by the learner and submitted per assessment schedule.

Evidence for this assessment technique may take the form of written, oral, audio, visual or digital evidence, or any combination of these. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief. 






	
Examination
	30%

	This exam will be no less than 1 hour in duration and will take place at the end of the programme module.

	
An examination provides a means of assessing a learner’s ability to recall and apply knowledge, skills and understanding within a set period of time and under clearly specified conditions. 

The examination paper will be structured as follows:

· 10 structured questions, with all 10 to be answered.

Learners will be given an opportunity to demonstrate evidence for all of the learning outcomes below in answering a selected ten questions.

LO1: Identify factors contributing to creating a meal experience

LO2: Outline the range of service styles

LO3: Relate styles of food service to customers’ needs and expectations

LO4: Describe mise-en-place required for a range of styles of service

LO5: Explain the sequence of service

Evidence for this assessment technique may take the form of written or audio evidence. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an examination paper.





Grading
Distinction: 	80% - 100% 
Merit:		65% - 79%
Pass: 		50% - 64%
Unsuccessful:	0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.
	Meal Service 5N0635
	Learner Marking Sheet
Skills Demonstration 70%



Learner’s Name: ________________________________
	Assessment Criteria
	Maximum Mark
	Learner Mark

	
Efficient  and effective demonstration of food service skills
Mise-en-place  
· Lay table cloth correctly
· Polish cutlery and glass ware
· Set a table for four clients using the Table D’hôte/A la carte setting
· Polish  glasses and place correctly on Setting
· Napkin fold 
· Cruets/centre arrangement 

	16
	

	
Sequence of service and procedures for serving a meal
· Meet, Greet & Seat customers
· Present the customers with the menu
· Take a food and beverage order using a docket book
· Add and remove spare covers to accommodate clients menu choice
· Demonstrate silver service/plate service/family/cafeterias
· Demonstrate the techniques and skills used to serve wine, plated food, accompaniment and present a bill to a customer.
	24
	

	Subtotal
	40
	

	Organisational Skills
· Recording  reservations 
· Table planning
· Planning 
· Procedures for handling customer complaints and compliments
· Gaining feedback from customers and evaluating guest feedback
	20


	

	Subtotal
	20
	

	Health and safety
· Comply with all hygiene and safety standards
· Ensure safety at work is adhered to

	20
	

	Subtotal
	20
	

	Customer service skills
· Receiving and recording a restaurant booking 
· Meeting, greeting and seating the guest
· Taking a food and beverage order
	

10
10
10
	

	Subtotal
	30
	

	Skills demonstration workbook
· Knowledge and understanding of professional and pleasant customer service/care
· Cognitive knowledge
· Comprehension of psychometer skills and procedures
· Self assessment on using an electronic cash register

	
5

15
5
5
	

	Subtotal
	30
	

	Total Mark
	140/2
	





NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................

	Meal Service
5N0635
	Learner Marking Sheet
Examination 30%



Learner’s Name: ________________________________
	Assessment Criteria
	Maximum Mark
	Learner Mark

	
Section A: The examination will consist of 10 structured questions. Answer all 10 (3 marks each)

	


	

	Question No.1
	3
	

	Question No.2
	3
	

	Question No.3
	3
	

	Question No.4
	3
	

	Question No.5
	3
	

	Question No.6
	3
	

	Question No.7
	3
	

	Question No.8
	3
	

	Question No.9
	3
	

	Question No.10 
	3
	

		Subtotal
	30
	

	Total Mark
	30
	




NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................
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