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Hospitality and catering: Unit 1.1.1- The hospitality industry structure

Commerc:al
: Non Commercial = not for profit

Residential
: Non Residential = there is no
accommodation there

! The commercial residential sector

= for profit/make money

= you can sleep there

: includes guest houses, hotels, B&Bs,
: hostels, and holiday parks.
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HOTELS & RESORTS

The non-commercial sector includes catering ::

in business and industry, education,
healthcare and the armed forces. These can
be both residential and non-residential.
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: Key Words

Restaurants, Bars, Cafés, Fast Food
: i Restaurants, Deli/Sandwich Shops,

i All of the above need to make money to
i © continue operating, therefore the care of
i i their customers is paramount (very

: There are different types of

: I penthouse apartment for one night's stay.

: : the occasion and want to make their ! Yotel - Cabin

i I (right) and memorise them.

O‘rher‘ commercial hospitality
: businesses mclude

)
ARBUR
X McDIabotet °
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BRITISH
AIRWAYS

SALAD
i Airports, Trains, Coaches and Shlps/Fer'r'y

important) so that they come back!

: Boutique Hotel Budget Room
: accommodation in the hospitality industry .
: to suit different budgets. For example, a i — ‘ Lr :
: businesswoman travelling to London for a I . IR

: meeting would not need to book a luxury

: A couple on their honeymoon might booka : :
: deluxe suite as they will have saved up for : :

Standard Bed and
Breakfast (Twin) Room

: holiday special. Look at the examples rooms in airports

: Hospitality - Relatively modern word, meaning the friendly and generous treatment of guests and strangers.

: Guest/Client/Customer - the person/people who book/receive the service, e.g. hotel guests.

: Service - to do/provide something for someone else, this can be paid for or done for free depending on the business, e.g.

: hospitals provide free healthcare services. Restaurants provide food service that customers pay for.

: Business - the buying and selling of goods/services to make money, e.g. airports make money from flight ticket sales/meals.

: Accommodation - a room, group of rooms, or building in which someone may live or stay.

: Catering - offering facilities to people, especially the provision of food and beverages.

: Hostel - establishment which provides inexpensive food and lodging for a specific group of people, such as students, workers,

i or_travelers.

Hotel - an establishment providing accommodation, meals, and other services for travelers and tourists.

: Guest House - a private house offering accommodation to paying guests, smaller business than hostels and hotels.




Hospitality and catering: Unit 1.1.1- The hospitality industry— reviews and ratings

¢ : Other types of hospitality! i 1 g5 Hospitality establishments are rated by Stars and Diamonds as well
: There's more?! i ¢ Wwwoiol)  as by review sites like Trip Advisor. The rating lets guests know
: Bowling alleys. Golf clubs, leisure centres, what level of service to expect.

: racetracks and the cinema.

4*/5™ Hotel

Well decorated, spa facilities such as pool, spa, steam/sauna rooms,
massage Treatments, concierge service, 24hr room service,
complimentary mini bar, well maintained public areas, gardens, multiple
choices of onsite restaurants/bars, porter service (carrying luggage),
well staffed reception desk, modern facilities and technology in rooms
e.g. docking stations, TVs, Jacuzzi bath. Staff uniform quite formal,
shirt and trousers/skirt or a suit.

3* Hotel

Clean and basic, décor very minimal. Basic bed linen and pillows but still
comfortable. Possibly a small fridge and TV, not likely to have modern
technology or facilities. Of ten near airports or city centres for
commuters. Popular brands: Travelodge, Premier Inn, Ibis

One restaurant, dining area on site for breakfast and possibly evening
meals/snacks. Menu will be limited compared o 4* and 5* hotels.
Limited staff on reception, uniform may be more basic such as polo shirt
and skirt/trousers with company logo. Self check out facility/key drop
off (less personal but more efficient/money saving).

1*/2* Hotel

Very basic, often in city centres where accommodation is in high demand
or on the outer skirts of popular holiday resorts. Rooms feature a bed,
often single beds, wash facilities and cupboard/rail to hang clothes. No
concierge service/porter service and possibly limited staff on reception.
Won't have a fridge/minibar and likely To have one designated eating
area for breakfast. Limited menu, some may serve evening meals but not
all. Not very expensive.

: Planes, Trains and Automobiles

: People need to eat, drink and sometimes sleep :
: when travelling. Planes, trains, coaches and ships :
i all offer food, drink and some form of :
: accommodation if it is a long journey.

-V AL

: Economy - the amount of money a region/country has

i When people have jobs they have money. When they have

: money they spend money. When they spend money, businesses :
i make money and can pay their workers. :
: It is a cycle, which can work forwards or backwards!

i Hospitality helps the economy by creating jobs, so workers

i have money, they can spend it and other business can then

i grow tool
AA Star Ratings: Hotels m NN AA Star Ratings: Guest Houses SR
1 star: Courteous staff provide an informal yet competent service. All rooms * 1 star: Minimum quality requirements for cleanliness, maintenance, hospitality, *
are en suite or have private facilities. A designated eating area serves facilities and services. A cooked or substantial continental breakfast is served ina
breakfast daily and dinner most evenings. dining room or eating area, or bedroom only.
2 stars: A restaurant or dining room serves breakfast daily and dinner most * * 2 stars: Courteous service, well-maintained beds. Breakfast prepared with agood | % %
evenings. level of care.
3 stars: Staff are smartly and professionally presented. The restaurant or * * * 3 stars: Friendly welcome, and good-quality, well-presented beds and furniture. A | % * %

e G (e o e e e s choice of good-quality, freshly cooked food is available at breakfast.

4 stars: Attentive, more personalised service. At least half of the bedrooms are *x X% % %

4 stars: Professional, uniformed staff respond fo your needs or ) *x k %k X% en suite or have private bathrooms. Very good beds and high quality

requests. Well-appointed public areas. The restaurant or dining room is open to furniture. Breakfast of fers a greater choice, and fresh ingredients are cooked and

residents and non-residents. Lunch is available in a designated eating area. presented with a high level of care.

5 stars: Luxurious accommodation and public areas. A range of extra facilities | % % % * * 5 stars: Awareness of each guest's needs with nothing being too much *x %k k% % X
and a multilingual service available. Guests are greeted at the hotel trouble. All bedrooms are en suite or have a private bathroom. Excellent quality

entrance. High quality menu and wine list. beds and furnishings. Breakfast includes specials/home-made items, high quality

ingredients, and fresh local produce.
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: Reviews can make or break a

: business! A good review can

! increase business for :
! establishments_as people will often |

Standards, Reviews & Ratings

Reviews can affect businesses = good reviews boost custom, try an establishment based on a
r reviews can lead to le avoiding the establishment ! recommendation. Reviews and
Michelin - worldwide AA Rosette Awards: UK ; ratings gener'ﬂ'l'e Pu?“{:iw' awards
Anonymous inspectors visit first UK-wide scheme for ﬁfﬁi;:;}}ﬁ;ﬁﬁfﬁiﬁfsm
establishments & have a assessing the quality of food : M t
. ) i dine or stay or both based on
meal, They write a review & || served by restaurants : - . )
! reviews. Customers can identify
can award 1-3 stars for &hcltels Focuses on the : -
: i less favourable establishments
Exce IlF-_r-.l:vL?{B gB QB @@ @ : that they will then avoid.
5 5 Contract catering I
What is rated?
I'u'lemh-Ers nfthe An-,rqne can post | Type & range of food Supply businesses festablishments with food at places it is not usually provided
public fill in a reviews of an Quality of food & Private functions in hotels or community halls, sports venues for parties,
review which is estahlishment. ingredients weddings, funerals, concerts etc ) Or airines, hospitals, schiools
compiled into a Large number of || Provenance [where Food is prepared off site then delivered. [can be made on site if kitchen available)
f::f&:du;:? are ;E‘::zwz 5:;;_'; i< ;f:ﬂ!:;gredienu “ome Accountability =hold responsibility. Refund if unsuccessful Cost = cost for food, preparation, transport Bservice.
excellence 1-10. |il:E|:fD be Consictenty [coakin Peace of Mind - clients can focus on event, not the catering. Stranger Danger - strangers will be at venue
reasonalhy Rovour ¥ ceg:r v | | Experts = Know the trends. Have trusted suppliers e.g. butcher. Lack of Variety - depending on type of catering
crurate YIS el j ap One invoice - client only has one total invoice to pay. Flated dinners - mare limited - guests must choose
vaeﬁ;f <kill = Connections - recruit the right people from existing pool/network. between 2 or 3 options in advance.
i tripadvisor| creati E.g. skilled chefs, silver service waiters, wedding coke designers Buffet - increase variety, but more difficult to plan
Y 'E Legislative Comoliance - work within Food Safety laws/HACCP rules. quantities /know which foods guests will prefer

A rating between one and three Michelin stars could be
awarded based on the following

«  quality of ingredients used

cooking and presentation techniques

taste of the dishes

standard of the cuisine

value for money. i Food Hygiene are the conditions and
! measures necessary to ensure the

Hospitality business support local business, both for the
local economy and the environment.. Local sourcing can
include local and seasonal ingredients and toiletries for
guest rooms and ﬂowers for reception areas.

safety cflfood from production to Build up relationship
: consumption. Food can become 3

i contaminated at any point during Repeat business

! slaughtering or harvesting, processing, : Know what to expect
! storage, distribution, transportation X

i and preparation. Lack of adequate food : Create jobs

i hygiene can lead to foodborne diseases :
i and death of the consumer. This is :
i NOT a meosure of service but still an

! important factor that customers will

. ! consider before staying at or eating in |
hitps.//guide michelin.com/us/en/califomia/to-the-stars- i an establishment. H

and-beyond L

Support local economy
Repeat business
Less food miles
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Hospitality and catering: Unit 1.1.1- The hospitality industry— Services provided and client groups.

: events such as festivals, conferences,
: ceremonies, weddings, formal parties,
: concerts, or conventions.

: Advertising - to promote or make people i :
:aware

2 Types of Service Provided

: You should be able to identify the range of services

: offered by the hospitality industry. REMEMBER,

i hospitality is not just about hotels and restaurants.

: There are many other services an establishment can :
: provide other than bedrooms and meals. :

: Other services a hotel may offer include:

i Meals - breakfast, lunch, dinner, snacks

i Specialist menus for weddings or special occasions

: Meeting rooms for business people to hold corporate events
: Leisure facilities such as pools, spas, beauty freatments,

: play areas, gyms, tennis/football courts

i Childcare facilities such as kids clubs, créche/nanny services
: Entertainment especially in hotel resorts for fourists

: Laundry service often used by business guests for suits

: Room Service meals/beverages brought to the room cooked

i Key Words

: Corporate - a large company or group
: Networking - to meet and share ideas
i with people

: Event Management - organising of large

2 Client Groups

:: Business
Business guests/clients/
i i customers will use the
: i hospitality industry for a
: = number of reasons:
i i Meetings some companies will
! hire corporate rooms in hotels or ::
: = book restaurants to hold
: i important meetings away from
i & the office.

: Advertising Events that
W8 - promote the company.
: Charity Events fo raise
i awareness/money.
i Impress Clients the business
: might 'wine and dine’ potential
: clients fo get their business.
- & Networking these are events
: where similar business meet up
: to share ideas or meet new
: staff.
| ¢ Staff Training some businesses ::
: i may send staff on courses that
i & are far away that can last a few
i ¢ hours to a few days. The staff
i = would need accommodation and
i i meals provided if so.
i = Staff Parties at times such as
i = Christmas or to celebrate a new

achievement.

i = Awards Ceremonies some :
i i companies award their staff and ::
i & host a night with food, drinks

: & and dancing to celebrate. Some
i i examples are Saks :
(hairdressers) and EDF (energy ::
: i company). i

:: Private

i Private functions need to meet
i the needs of an individual, the
i1 most common private event is a :: facilities, these are often

i wedding:
i: Event Management the hotel or

establishment will meet with the

i i clients to discuss their needs.

i % The clients will agree with the

i : services offered and agree on

it the 'quote’ (sum of money to be
:: paid to hold the event). The

i: establishment is then

i ! responsible for organising

i % numerous parts of the event,
i1 including:

i1 eRoom Décor

i eMenu

i % «Seating Plans

i «Table Plan

i «Table Décor

*Room Set Up, e.g. dance floor,

i : table positioning, aisle

i1 Other services the

i1 establishment might offer are:
i »Wedding Organiser for the day
i1 (Master of Ceremonies)

i eComplimentary Champagne

i sAccommodation for the bride
it and groom before and after the

wedding

i: eTransportation
i1 sWedding Cake
i «Wedding Stationery

i} Leisure
i Some guests may only visit an
i+ establishment to use its

:: referred to as ‘users’.

it Hotels that have leisure

i} facilities such as a gym, pool,
i1 sauna, steam room and spa may
:! offer discounted memberships
it to local residents. This ensures
ii the establishment is busy all
i year round and not just when
:: hotel guests are booked in,

i: which means more money going
it into the business.

:: Families

:: Families may visit

:: establishments for meals

i% fogether or hire venues for

:% special occasions such as
birthdays. They may use the

15 créche facilities at leisure

i% cenfres or visit certain

i: pubs/restaurants just because
they have a play area. Popular
i+ chain restaurants that often
:% have children's menus and play
i1 areas are The Toby Carvery and
EE Farmhouse Inns.
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| Types of service

Gueridian: food is cooked oo Silver Food i served by the staff using a spean and fork.
Table: Warting staif take food arders & arepared for service fram a trolley | |+ it provides & miore peraonal customer esperience
e cuttomers whia are seated at table at the customers table |l.e. 2 - Service can be dow. Expentive, Costs high [mare
Plated in kitchen. steak, flambéed dessert) serving Haff required]
+ Good portion conkrol. &ll plates are + Somebme dishes are .
consistent in the presentation. Prowides coaked/amwembled in frant of the Buffet Food displayed in conkainers at an apen courter
euperierce for specal events. customer. ar serving station. Custamers pick wp a plate/bowl and
-Relies more an siolled kitchen ttaff than Fezqures skilke=d service, 15 very nelp themesehes. [expensive foods sometimes terved o
serving staff. Time onsuming for the specialet. Time consuming with the customer Le. roast meat)
kitchen staff. high staff & menu costs. + Customer controls particn siees, casual, less staff, Fast

' Hard to predict portions, Tempemture contral @n

&ll food displayed an a long counter, custamssrs mowe
along the counter with a tray and choose what they
want, then queue up to pay at the end (schoals, cafes)
+ Food displayed, dining area clean, high turncreer.
Low skill of serang staff.

- Customer guewe, food may run aut, impulse buy
fFree fiow — different counters Le. cold sandwiches, hat
sectionm then pay at a cenbral gill

Adcltipoiet - different counters |.e. cold sanchasches,
kit section then pay at different cownters Le. pay far
cold sandwich at cold sardwich counterfill

¥ending Pravide hot & cold snacks and drinks
Someone nesds to maintain and restock regularky

+na staff, cheaper, hygenic (padcaged)
- Rum auwt, money kast in, high mairtenance

Food & placed on the
table and served in bowls
ar plates with farks or
spoans, then customers
serve themsehes. Le.
Potato in ane baowl,
wegetabdes in anather.

+ Cushaomeers portion food
themsehoes 5o ma portion
combral or presentation an
each plate for staff,
sociable method. Cuick &
.

- Hard to judge partian
sizes, waste. Bequired
larger tables

inorezse risk of food polkoning, Less formal Can be baw

cost depending an type of food.

Eaxst food Foodsdriniks displayed on a meru behind a
counier or an a screen)poster. Customers place Eheer
order & pay at a sales point. More than cne till.

Take awary — ane till and member of staff

+ Fast, hok, mo waiting staff needed, no tables needed.
Goaod far peaple out and about/rushed/an breaks
Expensive to set up, eqguipmeent, unhealthy, lack of
‘experience’. May nesd delivery staff

Tranzport catering - Tray or trolley. Train — prepacioed
food brought on atrolley . Plare — pre order food which
& then stocked and heated for joumey. Made in factary
+ cater for everyone, Less waste

- No secands, bmited chaice

Factors affecting type of service
Cpst - Location and type of establehment - Mumber of customers to serve in 2 gven time- The chient - Seadabilty & skills of serving staff
Type af food/meru on offer - Time expected for the meal

Review looking at/examining the quality of something. Usually to make a decision about or change something
Rating - a classificationf/ranking of something based on a comparative assessment of the quality or standard.
Client = a person/businessforganisation using hospitality and catering services

Accommodation - a room, group of rooms, or building in which somecne may live or stay

Hospitality - the business of entertaining clients, conference delegates, or other official visitors.

Catering - provide people with food and drink at a social event or other gathering.

Commoercial - making or intended to make a profit.

Mon commercial - not intended to make a profit. i.e. a hospital.

Residential - providing accommodation in addition to other services

Contract caterer - a catering company that is hired by a business/organisation to provide catering services i.e. for an event
Supplier = a company, or organization that sells or supplies something such as goods or equipment to customers
Housekeeping - the work or activity of deaning and preparing rooms for customers

Kitchen brigade - a system of staffing hierarchy found in restaurants and hotels, commenly referred to as "kitchen staff”
Service - efforts made to achieve pleasant customer experience for guests and exceed expectations through guality service

Key Terms




Hospitality and catering: Unit 1- The hospitality industry— Role and responsibilities

Ther'e; are twe areas in the hospitality industry, front of house and back of house. Front of house refers to any staff the customer may see.

T,

COURAGE
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! e.9. o receptionist. Back of house refers to staff the customer may not see. e.g. a chef.

: Bar Manager

: Can also be called: Bar Supervisor, Bar
: Duty Manoger, Beverage Monoger, Trainze E
¢ Assistant Manoger, Team Leader, Pub :
: Manoger, Pub Landlord. Salary: £20-35k

: Conference & Banqueting Manager

: Can also be colled: Conference Services

: Manager, Catering Manager, Convention

! Services Manager (CSM), Conference
Flanner, Director of Conference Services,
: Conference Manager, Conference Planning
: Monager, Event Moneger, Catering ond

: Canvention Services Coordinator, Catering
: and Corvention Services Manager. Salamy:
: £22-35k per year

: General Manoger

: Can also be called: Jperations Manager,
: Director of Operations, Area Manoger,

: Store Manoger, Chief Operating Officer
: (CO0), Chief Operations Officer. Resort
: Director, Unit Manager, Restaurant

i Manager, Attractions Manager. Salary:

: £21-55k per year

: : Manager, Front Desk Manager,

: : i Monager, Bed and Breakfast Innkeeper. i
Sulﬂrf £22-28k per yeor

: Front of House Manager

: § Chief Operating Officer (COO). Chief
: Operations Officer, Resort Director,
i i Unit Manoger,

: : Restaurant Manoger, Attractions

i - Manager. Salory: £21-55k per year

Hnmkeepmg Supervisor
_ : Can olso be colled: Housekeeping
i Deputy, Facilities Duty Manager.

i Housekeeping Supervisor,
Huusakea-pmg Ceputy manager. : Restaurant Momager
Sﬂlw E£13-17k per year 32 Can also be called: Food Service

................................................... 5upar".'|5|:|r Food Service Director,
: Food Service Manager,

5u|:|er".li5|:|r of Food and Mutrition
SEI'"u"Il:ES Cafeteria Manoger, Fost

H-Ecld Receptionist
: Can also be called: Reception

Supgnflsor Administrative Supervisar,
folca Manager, Member, Services : '

Cu.n olse be colled: Caretaker, Janitor.

i Reception Manager. i Salary: £11-14k per yeor

Snlnrg' £20-24k per year

Heud Waiter
! Can alsa be called: Chef De Rang,
: Restourant Supervisor, Maitre

Fn:ln'l' Office Manager

: Can dlso be called: Fr‘on‘l‘ of House :
Mnmgar Frant Desk Manager, Director ;
of Front Office, Hotel :

.|"|55|51'ur11' Rsﬂaurnn'l' M-mmgar'
¢ Aszzistant Unit Manager, Assistant
Munuger Catering Manager, Cotering

: d'Hotel, Assistant Restourant 5“FBF"-'i5EII‘. Front of House Manager.,
nﬂru:lggr Salary: £14-25k per year : Pub and Restaurant Manager. Salary:
E e e i £16-30k per year

{.'un alsz be called: Business Owner,
ﬂpemi’nr Froprietor, Patron, Lundl-r*d C‘“" alse be colled: Housekeeper,
 Can also be called: Front Office 5:||ur'5r £30-200k per year En'.rlrnnme,nh:ll Services Worker,

i Huusakﬂepmg Loundry Warker,
: Manager, Front Desk Manager, Director 31 : Environmental Services Aide,
nf Front Office, Hotel

:I -------------------------------------------------- H ke ﬁdﬂ- Cotta
Mnmgar Bed and Breakfast Innkaﬂper, ousekeeping Ai g&

: Attendant, Room Cleaner. Salary:
: Customer Services Manager, Front of

{.'un also be colled: Concierge, Eellman, : E £11+k per year

: House Supervisor. Salory: £26-33k per : : Bell Captain, Bellhop, Bellperson, Bell 23 7 007 T00 :
5 ; year : 51-ﬂf+ Bellman ': ..... LR R TP T U e PP ERER
il : i Driver, Bellstaff, Valet, Doorman. : Waiter
-'. 5“'“"&" £11-15k per year : Can also be called: Table Server, :
! General Manager  fearnenen e : Table tender, Food Service Assistant,
. ! Can also be called: Dpar‘ﬂiiuns Hn.nl:lgar RE* ...... + .................................. : Floor Tender, Waitress. Scllur':,' £12-
. . ceptionis lﬁk per year
: § Director of Operations, Area Manager. : & Can also be called: Receptionist, 1.0 il
: Store Manoger : : Administrative, Assistant, Secretary, §vreeeeserrrrrosssssss

Bnr Person

Cun alse be called: Bar Tender, Bar
K-Euspar Bar Server, Drinks Server,
: Bar Maid, Bar Man, Bor Back. Salary:
: £11-20k per year

¢+ Community Liaison,

: = Member Service Representative,

: ¢+ Office Assistant, File Clerk, Front
i ! Desk Receptionist, Greeter.
Salary: £12-18k per yeaor




Hospitality and catering: Unit 1- The hospitality industry— Role and responsibilities

: For thase in less senior roles, there are
- . L
3 an Rnles fusd : mony opporhunities fo take on new
- : responsibilities and develop supervisory
5 : skills or team management shills.
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Back of House Staff

Transferable skills such os these provide
: excellent experience which can be wsed in
i almast amy other industry.

T

i CHEF DE CUTSINE :
err'c hen ; ¢ Customer service skills are very important in

Brignae ; v E:?Ii;ﬂfggrg roles such as waiting staff or

50US CHEF Do R :
ﬁ,'_ A o | ﬂ ™ - - Building experience in dealing with customers,
- B . — B ¢ especialty conflict managemert, is a skill H
-y " b l A o - = : sought after in many other industries where
- SAUCTER ROTISSEUR POISSOMIER @ ENTREMETIER GARDE MANGER PATISSEUR ; staff deal with the public on a daily basis.
A There is always the cpportunity for
3 -Ill —— N —— ¢ troinee/newly qualified chets, waiters and
- hp : receptiorists to move up the employment
: ladder and become assistant maragers. H
CMAMIS STASTARE  PLOMNSELR or ESCUELERIE : :
- - : Assistart managers can then move up toa full :

: managemert pasition

Employment and Opportunities e e mie dus cmerhiorios
1'-:- learn and daml-u_p in gach role,

: Chef t I Full time Hll Occupations in the UK E { Many people chocse work in the industry as :
i Conalso be called: Food Service Supervisor, ! Mo specific number of hours thet makes : Hmprldn'_r Indusiry i it offers opportunity fo work on a part

: Kiftchen Marager, Executive Chef, Dietary | - someone either full or port fime, buta - : time basis.
i Marager, Dietary Supervisor, Food Service @ & full time worker usually works more ¢ Hotel & accommodation managers 57,700 : This often appeals to women returring to :
! Director, Food Service Manager, i than 35 hours. The law says that | work ofter bringing up childrer or people who
! Restourart Manager, Supervisor of Food ;& workers dor't usvalky have to workmore @ Conference & exhibition 23,700 ¢ have other commitments which prevent them
E and Mutrition Services, Cofeterio Manoger. @ 1 than 43 hours @ onaverage, urless @ managers : from taking on a full time position.
Sﬂlﬂw £15-200 per year i & they choose to. This law is sometimes  : ) ¢ The irdustry also has a lange nuember of
.............................................. '} called the working time directive’ or ; Restourant & catering managers 148 200 ! migrant warkers. Employers are often willing
5ﬂ1lﬂr.-'5m5{.11e1‘ """"""""""""""" i & 'working time regulations’. : to take on hard warking migrant workers even

» Canalsa be called: Sows Chef, Kitchen - .  Erie
E Supervizor, Head Cook, Serior Cook, Dt Part time i premises : Erg

Publicans & maragers of licensed 46,900 i if +mnﬁ;+nr~qﬁltmﬁﬂ partficuler mﬁa
wage skills. Mary migrant workers

: - - : : therefore take this riunity to earn
 Second Chef. Salary: £17-28k peryear . : Part-fime work is when a worker is i Chefs, cooks 255,100 : morey and, a< their I?]rgﬂmge sflglls improve,
.............................................. : ﬂjmﬂﬁ_fﬂr ;'"i‘""h”'g less than ”'“31_ : : progress up through the Wm
5g.cn.un Chef H ic full-fime hours. There are ro szt 2 s ; : i working for. Some people take on work in the
' fon also be called- Chef de Partie, Saucier, rumber of hours that makes someare TR e ST T o T 394,600 ¢ industry on e temporary basis. loyers,
: Patisseur, Poissonier, Rotissaur, i = full or pori-time, however overage part- - . - i however, prefer to toke on shaff they know
i Enfremetier Borde Manger. Salary: £14-  § : time contracts ere often 16-20 hours. @ Waiters, waitresses 222,200 : will stay for pru:-lnrtgauf period. There is
: ik per year H " : therefore considerable Dmﬂr“hﬂlﬁ' fo
'.'.'.'.'.'..'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.' : :  Barstoff 187800 : progress very quickly in the industry for the
i Juniors Commis. Chef i Casual workers are hired on an irregulor un-l:-l’ru:-us-:lrd mrnrmHeuiwur'ker .............. ;
If-'l:ﬂﬂ]ﬂ:l tf-mlhli cﬂmmﬁw Tmr“ : EB&";‘IS' :Fﬂr'ﬂﬁhm Ddﬂf'hml:m mare E - - - ..------------------------------------------------E
! Cook, Traines Chef, Apprertice Chef, Food ! & than 12 weeks). 'IJt:g'e is ro comtinuing The five mast common skills employers would like Key Words R :
Pr'e,pam'h-:-r Assistant. ! © commitment from the emplover to offer ‘]F'F'I'CM“ to have are" I : Employment - having paid wark
Snl:w £10-16% per year ! work, ard ro obligation on the part of the : L Technical, Emd_ln:u] nr_'ru:lb specific skills : EkJII:._ - to train to |:I|:-_|:| . culzr task
: Pl cnsual worker to do the work of fered = | 2. Custamer hardling skills : Qualities - choracteristics people have
""""""""""""""""""""""""""" R R . s T ! Comtroct - a written agreement (lzgal
4. Oral commurscation skills : document)
5. Prablem salvirg slkills : Salary - payment, wages, morey Tor working
B ssssEsEEEE NS S EESESEEEEEEEEEEEEEEEEEEEEEEEEEEEEE
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The Kitchen Bxsgutive bead chet
Brigade

developmen and suprrvising stad

Baous ::Iul'
imeler chef

Hreondd in remmard in che ktchen

Chels do partis
Sralion chefs Commis chef
Traimes o)
Léarnis o Ut kil Pt T sy it by
Aazists the chirfs

Boucher Entremetior Friturier Giarde manager Girillardin

In charge of & particular section of the kitthan

Bufcher Vaegenahle chef Fry chef Cold foods £ paniry chef Coritd chef
Frepares mest amd by T Pt b mhmtadeid el i I Catering Roles | Hospitality roles |
| | phtda
| _ Expeitor Head Chef [Maitre chif de Cuisine] Management = in charge of the business and staff
T in charge of the whale kitchen Receptionists employed in 2 hotel to receive guests and deal with
Patissior Paoissomicr Ratissier Haurier [ - -
Prastry elsef Fish ehef [ Saute chef TR Second chet {5ous ched) i baookings.
:Ta:n;:.u“r-:rl.:;-.. :'frluh-ul;ll:.dlnlquu: r:....:u;::;::.:.:.:..r.l P rl I'J;-:Th--:'ﬂL ki ] :E'w#&;.mﬁ" .::jrr;sﬁ:“ mqmﬂum:ﬂMMM:h ﬂiswfl:'“ﬂr
R o S e and chearing tablos; helps ta 5 {Chets de pa . anzwering phanes, taking memos and maintaining
L 1 s 4 e sl s = Vegetable ched [ entremetier) PoarteryMight porter employed to camy kiggage and cther koads,
I I T ] e =  Pasiry chef (ke patissier) Frepares pasiries and desseris espedally in a rilsay station, airport, hobel, or market.
Baulanger [becorntens Glacier Confisear Kitchen parters | =  Larder chef [le garde manger) Responsible for cold foods, | | Conderge ackt guests by booking towus, making theatre and
Makrs brracds and ralls e A e e ":“Tﬂﬂ:m - including salads and dressings restaurant resarvations, etc.
= S il S Sauce cheef |le saucler) Frepares sauces, stews B hot hors Housekesper/chambermaldroom attendant does of directs the
o’ comires domiestic work and planning, such as deaning. bedding, refilling.
Assistaat chef [commis chef) Helps in all areas, bask jobs Maintenance officer repairs of maintenance of bulldings and
Kitchen porier Ceans wp after chefs and does the washing un | | equipment

F
lob Roles Managermeant
WManager 1
| Assistant manager
| Hospitality | | Catering |
Front of house || Back of house Front of house Back of house
y= === =====n= | (Housekeeping) | | (restaurant & bar] | | (Kitchen brigade]
s Head receptionist | | — —— - — - —— — — - A e FELE L |
" Receptionist || Headhouscheeper | | Restaurant manager | Head chef |
y Admin staft I: Housoieeper : Euperdsor : i Sppond chef |
. Porier || chambermaid ' | Waherfess 1) Stationchefs :
. Might porter |: Aoom attendant |, | Wine waiter/ress :u Aggstant chef |
' Conderge :. Maintenance officer © | Barman/maid | ' Kitchen porter :
1

L e —— U R W I T rp——— N -




Hospitality and catering: Unit 1- The hospitality industry— Communication
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O Communication and Teamwork

: Effective teamwork will lead to a much better event.

: When people work together jobs are generally completed

: quicker and more efficiently. Saving time can usually sove

: maney and effort which is always impertant in running a :
: successful business. As the hospitality industry is made up !
:of 20 many different sectors, there can be many different
teams having to communicate to create a successful event. |
: E.g. the wait staff team and the chef brigade, both have !
: fo communicate and work with each other to make sure :

: the right dishes ge to different tables and on time .

---------------------------------------------------------------------------

i How are teams organized (created)? i : Communication :
?“.;Eﬂmhliﬂfsr' ‘1“””: dﬁ"”d:‘ ""'I;h'] works in the team Communication can be verbal (spoken) and non verbal (written). ,'
EClde what The Tenm Ras 1o do ! I Communication can alse be through the use of body language, €.9. B
rake respansibility for the standard or work produced : 3 : someone who smiles and has an ugr-i ht, open osf:r'e w?ll a.g ﬂ.f : ' I|’
Make sure current legislation (the low) is followed prig penp Ppe v
Brrsrensennn T : competent and friendly. People communicate without realising by 0%
: Stage 1 51.,,19.5 2 i ! their body language. this is important for customer facing staff | &
: A tosk is set, everyone in ¢} The team will discuss i i such as receptionists and waiters, People who slouch may appear I/ []
: the team will discuss the E ideas, there may be some § ! disinterested. unprofessional and not confident. Someone with good /| '
: task and make sure ; disagreement over the ! pu-sfur-e appears more confident, friendly and approachable. : e L\S
: everyone understands. est option, £.. the TEAM I i :
E eg. the team has been E : may ot be able to decide E ........................................................................
‘ asked to plan a menu for |} between o buffef ar : Trpe: of Communication with Customers
 a school prom. ! | three course meal. i i Administrative procedures, e.g. filing and
.................................... M asamsssassrnnrnanrannn i E Frgcgssing Eﬂql..liI"I-ES
: Billing of customers - methods of payment
5"193 4 : : Bocking systems - software. online, websites
: The team works together @ The team comes to an I:-' tomer care - welcome, bady languoge
: well and are able to plan agreed decision and start ICT databa nd ¥ ang -Q'I
f-:lr' other problems, e.g. to work together as a atabases. word processing. emails

i the team plan are oble to @ © unit, e.g. the team decide : E*nmgt of data - Data Protection Act 1398
plﬂn a menu that will suit : © to accept the majority
: oll dietary needs. Werk is @ - decisien and everyone

: completed calmly and i works together to plan
t efficiently. i ¢ the best menu.

YO BODY
LAMGLMAGE SAYS ¥OU'VE
LAST IMTEREST,

m Good Teamwork
'f] i = Team members communicate with each other.

i « Teom members feel valued ond con suggest ideas. ;
: = Team members share respansibility. :
i » Tosks are carried out quickly.

i » Tosks are carried out effectively.

: » Team members are huppw,f with their _]abs.




Hospitality and catering: Unit 1- The hospitality industry— Communication

: Administrative Procedures

i * Reservations

: * Cancellations, changes to bookings
: » Enguiries

: + Communication with other
departments, e.9. housekeeping

i = Security e.g. lost property, room
keys

i+ Check infout

+ Registration

i » Gust Accounts

: » Guest Services

i » Admin - filing, updating records
: « fustomer care

i » Answering phones/emails

: Customer Care

Staff appearance and the welcome :

: quests receive is the first
impression a customer has of
! an establishment.

i * Good custemer care iz vital

: because:

i » Guests leave good reviews

: * More guests

: = Guests come back (repeat custom)
» Stoff will have higher self esteem

Billing Customers

: = Payment of the room

i « Payment of services

+ Food and beverages

¢+ Mini bar usage

: *Running a tob at the bar (when

: drinks/food are charged to the room,
i not poid for immediately)

: * Usually recorded by a POS (paint of :
: sale) system, the total charges are given
i to the customer when they check out.

: » Con also be recorded on poper or with
till receipts in smaller hotels/quest

i houses who may not have this type of

! technology.

: 1 ICT Skills

: ICT skills are becoming mare and more importa

: ¢ with the advancement of technology and social media.
i i Lots of businesses go ‘paperless’ to benefit the
: 1 environment, therefore more work iz done online.
: & Skills staff should have are:

i i » goodliteracy skills (occurate spelling)
i » Fuests feel welcome ond cored for

* Food communication skills for letter writing

! { » Good word-processing skills
1 = Accuracy when entering dota on a dotabase

Good understanding of software packages

Booking Systems

! i Bookings can be taken by:

i i« Email * Phone » Online Booking Forms « In Person » post

: This is the first point of contact with the customer so needs to function well.
: : The details needed when booking are:

i I = Guest nome and telephone number

i !« Date and time bocking is needed

: i =« Mumber of guests

i ¢ = Special requests

i = Digtary needs

! © Guests should be given a written confirmation of their booking, called o booking :
confirmation, to ensure the details are correct top prevent problems loter.

Data Protection Act 1008

: Storage of Personal Data
: : The Data Protection Act 1998 requires all organisations that hald data
i ! gbout individuals on computerised systems to register with the Data
: Protection Registrar. Examples in hospitality include guest reservation
! i systems, guest registration forms, guest history files ond mailing lists.
: 2 The Act gives custemers the right to;
! © »Be informed of where the data is being processed
* Have a description of all the details being held
: i » Know why the dota is being used
it » Know wha has access to it
: i Front of house staff such as receptionists must be aware of their
! ! responsibilifies under this Act os they are primarily respensible for
i guests' security and protection of their data, such as bank details.

nt
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Hospitality and catering: Unit 1- The hospitality industry

AC13

working conditions
across the hospitality
and catering industry

Emplayers want io employ most
warkens when they have busy limes

Buey times ol o
» Chemisin Tirm o dpwy
» Tisuil S = Limchiis
* Buhool hobdays + AfBmoon
= Mothers day Daws of the meos = Dinner time
i sy  Friday v (hrekf)
v Serdey
+ Burdiny
+ Py day
Working faurs

Hespitabity and Catiing jobs lend b kag
hours, safy stars for broakfast in @ hotod io ke
righis for dinner in o restaurant.

o will i gl T daye off o wesk bul R wil be
reiier darpn inslend of e waskend

Ehifts okt b B-3 116 3-11 oF othir hours

Wigmhly salarind sish may rol haee sel houss &g
Haad Chal who might mork from sary moming ko
bl nighE sy Gy

Confracts of amployment
Sulk- e giafl = cver Sibes 2 et

+ Hove permanent jobs and work al yeae

¢ Coetract sxpipinicg the lme of ther smploymant

+ They may wosk set shits or eres shifts thal
ohange dafwwiekiy' monthiy

+ They wil work 3 et amount of days over a 7 day
sk, including wsshands.

+ Enlilke i ekl gy and Bokley pay

+ Enlitied 00 mateTity pary

Contracts of employment
Py

NSk gl = 4 €N & ik 5",‘;2."\9
Hirse permanent jobs and wosk ol year.

Gonirac| sapisining the teme of ther smployment
Thery mury work s shifte or hows ahils that
changa dalywaskly' monthly:

Thiey will work masfy o the buskest tmes of Pa
dopwent nchading weskends

Eriitind to vick pay ard holday pay (0 propotion)
Entithd 1o rasarmity oy

LO1 Understand the environment in which the hospitality and catering providers operate

Factors affecting success

Conlracts of employment

Employed for a specific lengih of #me such as he

summar inurist seas0n o he month of December

Tamporary stad have the same nghts o

parTiann Skl for P Suraden of heir con e

+ Temporary stafl enployed for lonper than 2 years.
beecome panmanant by liw

Casusl ssal7 [ Agency sl

work lor specin unchore and can e smploysd
hrmugh an

Tiwary ek ful Bt @ SORR] oF sl Bours of wark.
Trary an neoded ai busk imas of th war &g A1
Christmas: or for weddings. Mew years s

mﬁ. &

1. mwritlen staerent of employment or conlec] sling
cud o chubem, rphis snd responatie

3. e slwduiory mnimum beeel of pued holicy 77 days
Yoo full e wirkrs

3. o pary ahp sharaing ol deductions, &g Mational
e, Lin . Earreng atesi £155 & wisk

4. e sliabsborp et beegth of e brodkcs- e 20
i bk dor 8 . worked

4. Slwtriory Sk Pay (557] [ A% pes for 77 weede.
|nome ey g Ful wagess for o bmited amouni of

el
8. Moy, pabeedy ond Sdopion S e MO0
of warrings for 6 wissich than 130058 for ot 33

Pay h.."’::'-# Most estabishments

e
+Digabled Discriminaticn Act 1595
+Equal Pay Fegulations 1970
«Health and Safety &t Work 1574
~Nalicnal minimum wage

~Warking Timas Regulations 1398
+Part-lima warkers Regulaticns 2000

e

/ ﬁﬁﬁgg

Marthly ealaried sias

Work fasxd howrs or shifts sg; managee, mecepiznist
hinsseh s pars

Hourly paid staff

Howrs of work vary day o doy pakd for e actual
hoxers they wirk sither sl ta end ol a shifl or weskly
g, miars, kiches aaskdants

Paid Annual Leave
Al workers ap enided |0 2B days pad leave annealy

. o

PR o o Ehmtaty il ot
IPugir Sy

To caloulaie hobday eniiiemont,
Mul.na,'hn hm%‘mwﬂ: Bgﬂw& hf Mﬂ

days fulk-time stall wi
Eniement for 3 days 0 woske 28 x 3% = 168 days

AC 14

Factors that affect the
success of Hospitality and
catering providers

Reasons for failure

1. A saturated market - there & a fine line bebwesn
compatition & too many for the number of
customens

2. General business incompetence - 46% of

business fal due o leck of business knowledge

Lack of capital - not enough maney to get through

the first few manths

Location — aither not encugh people walk past

(foct-Tall) Ive & work nearby

Quality of life - mosl reslauratesrs work 60 hours

8 week — not the glamorous Iife they thought

Lack of industry experience -~ most successful

reataurabeurs lend 1o have previous industry

RNpRaNCe

R S

Factors affecting success

Trends heallhy lood oplons, pop-up bars, cales
and restaurants, cronud, clhan eating, low carh,

geod fats,

Pelitical factors - Increasing regulations — fram
gowernment due 1o healih isses, Brasl, us=e of
migrant labour, migrants = ethnic foods

Media - Strang giobal brand, Good community

Cosls - need to make a profi. Consder cost of
everything you buy and ssling price.
Mabanial - Anything inwolved in making product
Labouwr - Costs of staff
COwerhaads - Amything not connacted with
making producls

Economy - wihan the aconomy slows down,
business hawe lower sales as consumers eat out
leas because by have leas disposable income
Envire -3 R's, packaging, food waste, global
warming, carbon fastpring, clean aating

Factors affecting success

Technalogy - Using lechnology o improve servics,
delhvary and shock control — lelch soeen customan
orderng, EPDS syslems, slock management. apgs lor
delhery services

Emarging and innowvative cooking techniques - sous
wide, chean sating, sieaming, new mestaurants,
Custamar damegraphics and litastyla

- delvery sanates Facebook Twilter

Customer service—cusiomes salistaction - free WiF,
order oniine

Compatition - Low cost food [ £1 manw, caffes McDs
Baprasse v Slarbucks |

What is port "

= Portion contl is Fa amoani of aach menu
Al fhal i served I the cusiome:

=k depands on the e of cusiomes, fhe
e o oo seryed,

= soma fonds ane sensed in wvery small
porticns due ko the high costof the Bem eg
caviar s served by the leaspoon

Hn

Cosling recipes

In order fo calculale seling price and proft for
dishas you nasd in caouate the recips cost

divide babwesrs the

=7

- ] workers, don'l exan
S — b Inwands minimum
| wages but yu Compulsory Rest Breaks

shauld pay ke on

—— o

= . tham -gt?m:w:;mlmdmzi rmursﬁff:n
o J day and young workens
[ [ Offviar remUnATALon 18] are enlitied to 2 days in 1.
Festrl [ - Mhoals wlmammlmmmmm
o g Cr = Acommodation minutes uninterruplad rest ¥ Faicworking
T [, « Unioem o dary i= longsr than & hours,
=3 I « Borabas - workers are enfiled to 30 mirules
[t [ e | resst if' thesir wearking day |5md.5‘h
Condiligng ior workers
ity Banefits of portion contral
PR P
[r—— B ———
gl s R A ————
Parar.
Npewn | S
il e, - Bl Tl W paortion o
[ P — .
+ Minimisa washy
g afiorars
+ T make o proft

which & conmlan

mapiitaton — chiklran's chartias |/ Ronakd McDonakd
House, celebiily chefs, celabeity andorsaments,
Masterched,

R n il

7. Failure to create a good encugh brand -
Thay did not incorporate the 12 Ps of restawrant

branding i Pace, Produsl, Pice, Pespie. Prometios, Promsiss
Frincipies, Prope. Production, Performanos, Posiioning and Fress)

8. Name of the restaurant is too long.

A reslauranl with a name that is briel, descriptive and
attractive & more likely o sucooed,

9. Lack of differentiation -

the: brand is nol diferent enough

10, Poor financial controls —

Main costs — labour and food exceaded §0% of salas

rgredient cost = %t ¥ wiight i

Divvicha Ery th numisss of pomons mada Tor e poricn

oot

Selling price
ki Botionceal g
' T
Waizrialy costs B
By, b rodl L
el Pre s foids.
O Bar food andl drink
el Fosd el ik 4o pialt
Bowers
Casts for an
estabishment
Crvartad costy Parsannel cosis sages
Tinakrg bgFing Cheds
Fusmitng Kichar mamisnis
[T p—— B sl
Cunmrs, cameds Wailing nisfl
g
Conumd whafl o
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Hospitality and catering: Unit 1- The hospitality industry— How provisions operate

Workflow in the kitchen should follow a logical process by using different areas so that the
clean stages in food production never come into contact with the “dirty” stages.

DRESS CODE

A chefs uniform is more than a
fashion statement. Each
component plays a specific role

+ Some establishments have staff

wear the same uniform; this makes
them easily identifiable for staff and
customers. The uniform may
change depending on which area of
the establishment they work in.
Protective clothing as part of a
uniform must be paid for by the
employer.

vy -

-
-

I

1 E ; i Clemn dres e o You naﬂd.lu consider in protecting from potential
i the following key areas dangers common in most
e o o e o e o '1"'39"""5%2?3'“'-'--- kitchans
2 Storege Chef's uniform
-y . Chef's jacket
H i 3 Food i . Chef's pants
H i -r ovad | [
Il 1 4. Cooking . N rchif
[ ] 5 Haolding
! t f & Food : . HHn|:II1InweI
e e pp——— J‘ e y—— area * - )
- . » + -+ + = 7 Wash up - Slip-resistant shoes
waum dnad waun B s 8 ‘Waste disposal
L oy TR
STOCK CONTROL DOCUMENTATION
2 types of foods when it comes to Why must they be ted?

stock control:
Perishable food and products that
dnmtstayiaﬁhfﬂrmylu‘rg
Fresh fruit, vegetables
Dairy products
Meat and fish
Only buy enough to last &
few days because they will
not last
Staple foods and supplies that are
canned, bottled, dried or frozen
These have a longer shelf life and s0
do not need to be purchased as
frequently. Larger amounts can be
bouwght to get cheaper prices and
can be stored .
Condiments,
Canned vegetables
Frozen foods including meat,
fish and deseris
Sauces
Flowr, sugar, fat,oi

Remember
1. FIFO = First In First Out
rule.

2. Check use by/best
before dates and make
sure you stick to these.
Do not use something if
it is past its use by date.

3. Keep food that an cause
an allergic reaction
separate from all other
food.

CUSTOMER REQUIREMENTS
Customer service is what an establishment does

1. Maintaining organisational procedures in order to mest the expectations of their
2. Safety of staff and customens customers and generate customer safisfaction.
3. Legal requirements o + S0 customers return.- People will not retum
4. Complying with food safety legislation i to a place where they were not satisfied with
5. Complying with accounting and taxation practices the service. Repeat business means a
uccessful business.
Heailth and safety, 5 '
- . eeding expectations-This repeat
Siock control inygiene Purchasing Exceedi ions-This makes
Moaritor stack leveds for re business more likely
crdering Fire cerfificale Foad and drink arders .
Decite reqissncy of shoch Sl training Packaging orders + Growth of the business- If customers receive
Firstin First out for Bems with a  records Equipment a high standard of service ad return, they will
shelf life Accident book Tables, chairs ebc. spend more money and also tell other people
Food hygiene Cuthery and crackery about the business.
Personnel records checks Staff uniformns
Hours warked m’ Einancial Customers are influenced by:
Pomonal datsly reservations Incame tax - T
Twﬂrm Electraric boaking sysiem VAT +  Magazines
Natiaral irsurance Slecironic resenalions Wages «  Health
Trainin s ) Insurance «  Travel abroad
ining Diary with bookings and Sales and income
Accidents _ el Stalt +  Technology
Staff rotas and timetables P — *erg“’lhﬁgﬁg : Ratings and reviews

Small Equipment — you will need to know what each piece of equipment is used for.

Box Cramer  Carlic Fress

Slomed Spocn.  Balloon Whisk

Juicer

Potato
Masher

A [N

'.-;!;:Il:rhlt i Lak:.hir ghadil T\O\.|1[f pit

satwg |obno HAE] Fish Shce

ml|1I'Ji1' Falette

Enife W:

>/ b

Amount of money service is

KNIVES

s

N

o
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1.5tore knives safely so you don't cut yourself accidentally
2.Clean knives after each use. gently scrub the knife, then
wash it off with hot water. Dry with a clean cloth

3. Make sure knives are sharp.
4.Use knives for the purpose that they were intended.
5.Cut with & slicing action iLe. forwards and backwards.

Uiy Krike

Caush 'y Knde
ey
. .

Kichen Knfe
P =]

Sanioky

Paring Krile

Lad:

[mm )
5 K.
I Fillet Knife

Dlegesr
Frvad Knde

il

Local resadents

Business | parpoeaie

Custamans who ve in

& busness haches

esabishments i Seir the lncal area who vt Use buziness facibes in
leiaie B 8.5, B meal the eslabisheant ofen asiabishment for
with fnends, a tamily day | eg regular Sunday lunck, | meebngs or
aul, Iutiste. of gal 1apeTErg prefantatang Coulkss
and conderences
Leisura Local Business
cusiomers’ customers’ Customers
requirements requirements requirements
= Value for maney 2
= Value for money * Dedicated corporaie
« Good Eaciliies * good standasd of [business) conlact at
« Families wan cild :ﬁ'ﬂ"';f SENCE SO0 pesablishment
menuws, play area, child =Y relurn = Descounbed rabes
friendly * Caeding for local = Meaeting rooms
« Tousists want local fopd,  ESCS [Sulture, « Water, juice on
easy 0 communicale ?m] e (s
= Oider peaple may want uiinalt == = Pressntafion

more farmal senvice

* Good cushomer Servics

= Varied choice of menu

* Dietary neads &g
allergies, inlolerances,
wegetanan cabered for
withoul having o ask for
special foods

= Facilities for physically
impained cusiomens

sarved
= Loyally schemes

« Recegnised by stafl-

feel weloome
= Menu specials
= Theme nights
= OAP discounl day
= Child friendly
= Enbertanmen

equigment, Tea and
coffes for breaks

= Lunch or ather
meals- buffel or
restaurant

= Accommodaian i
ablendees are from a
long distance
Chuick; service for

- lhing&lnmﬂfnr lunch mestings

special offers

\J
Dﬂ!p Fat Fryer

il is abave the the bars ane clean.

heaber coils. = Swilch off eleciical
* Avcid spilling any supply and clean the
waler in the oi. bars theroughly, as
= Do nof overheat the el as the loo.
ol » Do nat dean when
hat.

Ensure the parts underneath  Ensure thers is waber a1+ Awvaid spilling
all times when the Bain

the arm are cleansd

Large Eguipment — you will need to know what each piece of eguipment is used for.

-___________JX; F By . . "_...El“b
1 _u,,.'.\ﬁ-«—. ==
s U <
GrillSalamander

* Check the bevel of - Ensure the tray beneath Free Standing Mizer

Bain Marie

= Bwilch off elecirical supply  Marie i on.

and clean the bladatahisk - Do nod let the vwaber
tharcughly, as well as the

log.

boil vigorausly.

= Refill with clean waler + Coal hot plales

= Do nol clean when moving

e

Hot Plate

wader on surface
= swilch off paris,

which are not

being used.

befare deaning




Hospitality and catering: Unit 1- The hospitality industry— Profit and costs

Fixed costs are those that stay the same,
;@ &.q. rent, insurance, energy, rates

To have a successful

business, you need to make a

profit! There are many P

different costs youneed to  : : Variable costs are those that can change.
: consider to run a business. ! e.g. wages. food costs, drink, tax.

These different costs can be ©
: =plit into 3 categories: : ; Fixed Expenses

Material Costs, Labour : Insurance, Taxes, Rent/Rates

Costs and Overheads. S‘h'.'l.‘.F'F wages (also called lobour costs)
.-"nduar“hsm.g

" u
---------------------------------------------------------------------

: Material Costs
: Food, drinks, recipe ingredients, printer paper, from desorotions e.g. ballsens and table

E COVERS, PCIF""}' poppers, HEI.FII[IHS

Room Expenses
: Mewspapers

: Guest stotionary
: Tea/Coffee

: Toiletries

: Cleaning Expenses
it Cleoning cloths/mops
i i Cleaning chemicals
:: busters
i Dustpans

: Flowers i} Buckets
i Hangers :i Bin bags
I.".'|:||11|:|||r'ns',ni'.::lr'g,I sweets | Vocuum cleaners
: Linen Expenses i1 Other equipment
anels

: ! Focecloths

: Dry cleaning

: Bed linen

: Food Expenses

: Ingredients

! Storoge equipment

: : Cooking equipment
If.'r'u:n:lr.er'g,I
|:IJ‘HE-F':|-'

E-IusEE.E

Labouwr Costs

taff salaries (wages) - staff whe ore regulor workers at an estoblishment or ona
permanent or fixed term contract will hove o set wage they ore paid each month.
Examples of this type of staff are- chefs, waiters, manogers, receptionists, chamber
maids, cleaners, janiters, porters, concierge, sales staff, event planners/manogers.

E:]r Werds

Labour Costs

Establishments may have to hire in staff for one off or specialist jobs such as:
builders, plumbers, electricians, painters and decorofors, contract coterers, pest contral, Pl
line cleaners (for the bar).

 the business to run (be maintained) or grow.

: businesses.

: deducted.

_palsorund

i ¢ Electricity
P Water
! ! Printing Expenses
: Manuals
D D Guides
: i Maps
i 1 Signoge
Desk pads

: Stotionery

: Envelopes

: Room cards

: Admin forms

i Transport Expenses
¢ Limousines

! Town Cars
Transport services
¢ [mini bus)

! Petrol/Diesel

: Capital - wealth in the form of money or other assets owned by
: a person or business that can be used to buy things necessary for

© IV.A.T - or Value Add Tax, is a tax that is charged to all
: Profit - amount of money earned after costs have been
: Overheads - a cost or an expense, e.g. electricity. gas, water,

! staff wages. food costs such as ingredients, phone/internet bills,
: drinks e.q. wine, beer, lager, spirits, tea and coffee.
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: Food costs are large percentage of costs for most
: hospitality businesses. When planning menus chefs must
: caleulate how much dishes will cost per portion to be able

i to justify keeping it on the menu. Expensive dishes that are
: not ordered often may lead to wasted ingredients that are

: unused, which result in less profit. Chef's must design
: dishes that generate a profit to stay operational.

: To work out the minimum cost per portion for the business
: to make a profit, businesses use the following formula.
: Cost per portion x 100

! The cost is sometimes rounded up or down so the number ends ina

: B or 0 making it easier to calculate a customer's bill and calculate
: change, e.g. £20.50 instead of £20.47

Example: A dish costs £17.56 to make, to calculate the cost per

: pertion you would:

£17.66 x 100 = 1,756

{1,756 / 40 = £43.90

! The dish would be advertised on the menu for £43.90

: VAT (or Value Add Tax)

: VAT is currently 20%

: To work out a price :
i including the standard rate :
:of VAT (20%), multiply the !
i price excluding VAT by 1.2 |
‘e.g. £300 x 1.2 = £360.

i Try the following calculations:
1. Add VAT to £50

:2. Add VAT to £75

3. Add VAT to £6.40

If a dish costs £4 to make, how much does
it need to be sold for to make profit?

If a dish costs £12 to make, how much does
it need to be sold for to make profit?

If a dish costs £23 to make, how much does
it need fo be sold for to make profit?

If a dish costs £20 on the menu, how much
did it cost to make?

If a dish costs £30 on the menu, how much
did it cost to make?
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