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Laois and Offaly ETB

Programme Module for 
Restaurant Hospitality

leading to 
QQI Level 5 
Restaurant Hospitality 5N2082






Version Log for this Component
The most recent change and version is highlighted and listed first.  This is the version you should use in your delivery of the component.

	Version
	Effective Date
	Change

	03
	1st Sept 2022
	Changes made to the assessment criteria and learner marking sheets. 
Inclusion of component version log.

	02
	1st Sept 2021
	Formatting changes only





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. 
The teacher/tutor 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

	1. QQI Component Title and Code

	1. Duration in hours

	1. Credit Value of QQI Component

	1. Status

	1. Special Requirements

	1. Aim of the Programme Module

	1. Objectives of the Programme Module

	1. Learning Outcomes

	1. Indicative Content

	1. Assessment
10. Assessment Technique(s)
10. Mapping of Learning Outcomes to Assessment Technique(s)
10. Guidelines for Assessment Activities

	1. Grading

	1. 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 facilitate 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 facilitate 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
Restaurant Hospitality
Component Name and Code 
Restaurant Hospitality 5N2082
Duration in Hours
150 Hours (typical learner effort, to include both directed and self- directed learning)
Credit Value
15 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
None
Aim of the Programme Module
The aim of this award is to equip the learner with the knowledge, skill and competence to provide a quality restaurant service in a range of restaurant settings.
Objectives of the Programme Module

· 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 interpersonal skills and knowledge required to work in food and beverage service environment and practice these in a controlled environment
· To assist the learner in identification of current practices and future trends in food and beverage service within the hospitality industry
· To explore with the learner how to deal with challenging situations and major hazards that occur in the restaurant environment
· 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 Restaurant Hospitality through the medium of the indicative content 
· To enable the learner to take responsibility for his/her own learning.
Learning Outcomes of Level 5 Restaurant Hospitality 5N2082

Learners will be able to:

1. Explain the concept of hospitality including personal skills, interpersonal skills, quality product and precision technical skills

2. Identify industry best practice in the art of hospitality across a range of grades and the criteria for grading at various levels

3. Analyse customer expectations in relation to a meal experience including ways of improving and tailoring service

4. Implement the features of an Irish welcome, including meeting and greeting customers

5. Demonstrate the range of interpersonal skills required from restaurant personnel

6. Explain the theatrical and dramatic features of restaurant service and how to adapt them to meet varying customer needs

7. Demonstrate conversation skills and active learning skills in a restaurant setting

8. Demonstrate the showmanship and salesmanship skills and techniques required to provide an interesting meal experience for customers

9. Maintain strong floor presence during service periods, responding and adapting to customer needs and communicating complaints and compliments to management

10. Adapt service style to a range of concepts and themes in the restaurant sector

11. Deal with challenging situations arising in the operation of a restaurant

12. Demonstrate respect for diversity in lifestyles, religion, ability and culture

13. Demonstrate confidence and self-discipline in carrying out skills and duties 


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.

1. To facilitate the learner to explain the concept of hospitality including personal skills, interpersonal skills, quality product and precision technical skills.
· Demonstrate an understanding of the concept of hospitality and quality service and apply them to their work in the restaurant sector.
· Develop an understanding of interpersonal skills and the ability to anticipate and satisfy customer needs.
· Describe and demonstrate the various tasks and skills involved in preparing the restaurant and ancillary areas for pre-and-post service.
2. To enable the learner to identify industry best practice in the art of hospitality across a range of grades and the criteria for grading at various levels.
· Identify current practices and future trends in food and beverage service within the hospitality industry.
· Describe the classification process for the restaurant grading systems.
· Ensure that surroundings, furniture and equipment are maintained in a presentable and safe condition and are consistent with the image of the product.
3. To assist the learner to analyse customer expectations in relation to a meal experience including ways of improving and tailoring service.
· Explain the customers and establishments needs and expectations in relation to the service of food and beverages.
· Discuss the significance of food and beverages in relation to the meal experience.
· Formulate the planning of food, beverage and service requirements for a variety of service events.
4. To enable the learner to understand and implement the features of an Irish welcome, including meeting and greeting customers.
· Develop the concept of quality service and its importance in the Irish hospitality industry.
· Explain the importance of staff as individuals, as a team, and their value and expectations in becoming customer driven.
· To identify the need for courtesy, tact, patience and good humour in contact with customers and colleagues and the impact on them of rude, bad-tempered or indifferent staff.
5. To demonstrate the range of interpersonal skills required from restaurant personnel.
· Recognise how the learner’s interpersonal skills and professionalism are perceived by and impact on customers and colleagues in a restaurant.
· Build a range of professional skills, knowledge and attributes that are essential for restaurant hospitality.
· Demonstrate a knowledge of the characteristics, skills and professional requirements of a restaurant employee.
6. To assist the learner to explain the theatrical and dramatic features of restaurant service and how to adopt them to meet varying customer needs.
· Assess the benefits of featuring visual and dramatic presentations as powerful aids in promoting flambé dishes in a restaurant.
· Explain and demonstrate the service of popular liqueur coffees and spirits from a liqueur trolley at the customer’s table.
· Identify the need for flexibility in the service of food and beverages in order to meet changing needs and demands which are likely to affect the setting and maintaining of standards.
7. To demonstrate conversational skills and active learning skills in a restaurant setting.
· Examine the social skills and knowledge necessary to relate successfully to customers’ discussions on a continuous basis.
· Recognise the importance of self -awareness and develop the skills of self-appraisal in order to deal confidently with difficult situations in a learning and work environment.
· Demonstrate the knowledge and apply the skills for the successful practice of verbal and non-verbal communication in a restaurant.
8. To demonstrate the showmanship and salesmanship skills and techniques required to provide an interesting meal experience for customers.
· Explain the importance of positive selling including realising and developing sales opportunities, by selling some of the more profitable products.
· State the operator’s role in selling and presentation in order to achieve customer satisfaction and maximum revenue/profits for hospitality operations.
· Selling the establishment’s services: selling through point of sale displays, merchandising a range of food and beverages and the importance of attractive presentations.
9. To enable the learner maintain a strong floor presence during meal periods, responding and adapting to customer needs and communicating complaints and compliments to management.
· Illustrate the art of communication through customer interaction, customer care and correct service etiquette.
· Explain the need to follow recognised procedures in dealing with customers’ compliments, queries and complaints.
· Identify how work is planned and organised at different levels within the restaurant sector.
10. To enable the learner to adopt the service style to a range of concepts and themes in the restaurant sector.
· Select and implement the most appropriate type of service to suit the product and the occasion.
· Develop an ability to plan, organise and implement a restaurant event.
· Recognise the nature of work and be able to adopt to the needs of the restaurant work environment.
11. To enable the learner to deal with challenging situations arising in the operation of a restaurant.
· Identify the reasons and need for flexibility in carrying out food and beverage service ie: staff shortages, season, pressure on restaurant occupancy, economic constraints etc.
· Recognise the appropriate action to prevent common frauds and pilfering in a restaurant.
· Know how to deal with the major hazards that can occur in restaurants.
12. To demonstrate respect for diversity in lifestyle, religion, ability and culture.
· Outline the importance of social and cultural factors in a multi-racial society.
· Identify the need for teamwork and working in harmony with colleagues and supervisors from a range of religious backgrounds.
· Examine the need for courtesy, tact and patience when dealing with other cultures.
13. To demonstrate confidence and self-discipline in carrying out skills and duties.
· Practice with confidence the appropriate food and beverage service skills required in the restaurant and ancillary areas.
· Explain the importance of discipline, team work, interdepartmental liaison and the need for professionalism.
· Recognise the importance and effects of positive personal attitudes and behaviour on others, e.g. good humour, a pleasant manner, self-confidence and self-organisation.
Assessment
11a.	Assessment Techniques

Project			40%
Skills Demonstration 	60%


11b.	Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated 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.

	Learning Outcome
	Assessment Technique

	1. Explain the concept of hospitality including personal skills, interpersonal skills, quality product and precision technical skills.
	Project / Skills Demonstration

	2. Identify industry best practice in the art of hospitality across a range of grades and the criteria for grading at various levels.
	Project/ Skills Demonstration

	3. Analyse customer expectations in relation to a meal experience including ways of improving and tailoring service.
	Project

	4. Implement the features of an Irish welcome, including meeting and greeting customers.
	Skills 
Demonstration

	5. Demonstrate the range of interpersonal skills required from restaurant personnel.
	Project

	6. Explain the theatrical and dramatic features of restaurant service and how to adapt them to meet varying customer needs.
	Project /Skills Demonstration

	7. Demonstrate conversation skills and active learning skills in a restaurant setting.
	Project / Skills Demonstration

	8. Demonstrate the showmanship and salesmanship skills and techniques required to provide an interesting meal experience for customers.
	Skills 
Demonstration

	9. Maintain strong floor presence during service periods, responding and adapting to customer needs and communicating complaints and compliments to management.
	Project / Skills Demonstration

	10. Adapt service style to a range of concepts and themes in the restaurant sector.
	Project/ Skills Demonstration

	11. Deal with challenging situations arising in the operation of a restaurant
	Project

	Demonstrate respect for diversity in lifestyles, religion, ability and culture.
	Project

	13. Demonstrate confidence and self-discipline in carrying out skills and duties.
	Skills 
Demonstration



11c.  	Guidelines for Assessment Activities

The assessor is required to devise assessment briefs for the name the assessment techniques from Care Skills.  In devising the assessment briefs, 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.

	Project 
	40%

	The Project will provide evidence of the learning outcomes: 1, 2, 3, 5, 6, and 10 

This project may be carried out at any time during the programme delivery, once sufficient content has been taught so as to enable successful completion by the learner.
The assessor will devise a project brief that requires the learner to demonstrate the following:
· Understanding of the concept of hospitality and attributes and skills needed for a quality service
·  Identification of  how work is planned and organised at different levels within the hospitality industry 
· Understanding of new ideas, modern trends and techniques in meeting customers’ needs
· Understanding of customer expectations and how services can be improved
· Recognition of areas of learning that are important for effective professional standards and best practice. 
Projects may involve research, require investigation of a topic, issue or problem or may involve a process such as a performance or practical activity or production of an event.

The project will be presented with appropriate introduction and conclusion. 

Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these (select as appropriate). 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.



	Skills Demonstration
	60%

	The Skills Demonstration  will provide evidence of learning Outcomes: 1, 2, 4, 6, 7, 8, 9, 10, 13 and 14

The skills demonstration may be carried out at any time during the programme delivery, once sufficient content has been taught so as to enable successful completion by the learner. The assessment may be carried out over a number of skills demonstrations.
The skills demonstration will be evidenced by:
A. The learner will complete skills demonstrations for summative assessment.
B. The learner will also submit supporting documentation to include planning and procedures to follow. This may take the form of a skills demonstration workbook.
During the skills demonstrations, learners will demonstrate the following skills:
· Explain the hospitality concept to include personal skills, attributes and service quality and demonstrate precision technical skills.
· Identify industry best practice skills in a broad range of different types of establishments.
· Features of an Irish welcome.
· Range of interpersonal skills required.
· Develop the ability to evaluate and operate a broad range of theatrical elements of food and beverage service systems with particular emphasis on operational standards, health, safety and security.
· Conversation and active learning skills.
· Describe and demonstrate a range of skills used in merchandising, display and sales promotion in quality restaurants.
· Maintain a strong floor presence during service and follow recognised procedures in handling complaints and compliments.
· Analyse and apply the different types and styles of food and beverage service in order to suit particular themes.
· Display confidence in executing restaurant skills and duties.
In order to undertake the practical Skills Demonstration, learners’ must be able to-
1. Maintain personal cleanliness in order to meet the required standards of the establishment.
2. Wear the appropriate uniform correctly, neatly and to the establishment standard.
3. Maintain clean and tidy work areas and equipment.
Where possible, the teaching of theory in isolation should be avoided. As far as possible, practical work should be closely related to work in the classroom so that learners exercise their theoretical knowledge in a realistic work environment. Formal lectures in the classroom can be combined with appropriate exercises and demonstrations. Learners should maintain records of practical work undertaken so that reference to it may be made at a later date for their project which carries a 40% weighting.
Evidence for this assessment technique should take the form of a combination of written, oral, audio, visual or digital 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 assessment brief



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.


	Restaurant Hospitality
5N2082

	Learner Marking Sheet
Project
40%



Learner’s Name: ________________________________		
	Assessment Criteria Project

	Maximum Mark
	Learner Mark

	Introduction, Aims, Contents Page
	2
	

	1. Theatrical and dramatic features
	4
	

	2. Strong Floor Presence
	4
	

	3. Concept of hospitality and customer care/Industry Best Practice.
	4
	

	4.Types and Styles of service to a range of concepts
	4
	

	5.Customer expectations in relation to a meal experience
	4
	

	6.Challenging Situations in Restaurant Service
	4
	

	7.Respect for Diversity 
	4
	

	8.Range of Interpersonal Skills
	4
	

	9.Active Learning Skills
	4
	

	Conclusion
	1
	

	Presentation, Layout of Project
	1
	

	Total Mark

	40
	




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
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	Learner Marking Sheet 1
Skills Demonstration
60%



Learner’s Name: ________________________________	
	Assessment Criteria

	Maximum Mark
	Learner Mark

	Concept of hospitality and interpersonal skills.
	5
	

	Industry best practice across a broad range of establishments.
	5
	

	Features of a céad míle fáilte.
	5
	

	Range of interpersonal skills.
	5
	

	Theatrical and dramatic features of service.
	5
	

	Active learning skills.
	6
	

	Showmanship and salesmanship skills in relation to a meal experience.
	5
	

	Maintain a strong floor presence during service.
	5
	

	Adaption of service styles to include concepts and themes.
	5
	

	Confidence in executing restaurant tasks and skills.
	5
	

	Completion of Skills Demonstration Workbook
	9
	

	
 Total Mark 
	
60
	




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.
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