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PURPOSE OF THIS DOCUMENT 
The purpose of this document is to provide information on National Competency Standards 

(NCS) and associated Samoa Qualifications (SQs) for training providers who are currently 

delivering or planning to deliver training to prepare individuals for work in the Hospitality 

Industry. 

This document contains the NCS and SQs for recognizing and assessing people‟s skills 

within the Hospitality Industry, as well as other information that training providers will find 

useful. 

All SQs listed in this document have been registered on the Samoa Qualifications Framework 

(SQF). 

 

DEVELOPMENT PROCESS 
 

The NCS and SQs contained in this document were developed using the processes outlined in 

the SQA Guidelines for Development of National Competency Standards, and the SQA 

Guidelines for Development of National Qualifications. These are: 

1. Needs Analysis 

2. Drafting 

3. Validation 

4. Endorsement 

Sector stakeholders were consulted at every stage of this process to ensure the resulting 

product reflected essential competencies for workplace performance. 

A Sector Advisory Group (SAG) made up of representatives of government, non-

government, industry, employer and professional organizations played an advisory role to 

SQA through the development of these NCS and SQs. 

DEFINITIONS 
Samoa 

Qualifications 

Qualifications developed to meet a specific priority national need or 

interest and whose development has involved, and has widespread 

endorsement by, the appropriate national industry, profession or 

community related to the qualification outcomes. 

National 

Competency 

Standard  

National Competency Standards are specifications of competency 

required to perform job roles within a particular industry or sector. 

Learning outcome These are the building blocks of the NCS. They describe the activities 

that must be completed in order to perform the function described in 

the NCS title. 

Performance 

Standard 

The performance standards describe how an assessor could judge 

whether the learning outcome has been achieved.  
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SECTOR INFORMATION  

The Hospitality Industry offers a range of occupations in the following broad areas. 

 

 

 

 

 

 

 
 

Hospitality 

House-
keeping 

Food & 
Beverage 

Front 
Office 

Kitchen 



 

H
o

u
se

ke
ep

in
g 

Se
rv

ic
es

 

• Public Area 
Attendant 

• Laundry 
Attendant 

• Housekeeping 
Attendant 

• Floor Supervisor 

• Butler 

• Rooms Division 
Manager 
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• Bus Person 

• Bar Useful 

• Cellar Hand 

• F&B Attendant 

• Bar Attendant 

• Bottleshop 
Attendant 

• Storeperson 

• Snack Bar 
Attendant 

• Barrista 

• Restaurant 
Cashier 

• Host/Hostess 

• Cocktail 

C
o

o
ke

ry
 

• Kitchen 
Attendant 

• Sandwich/Salad 
hand 

• Catering 
Assistant 

• Short Order Cook 

• Cook 

• Patissier 

• Chef de Partie 

• Sous Chef 

• Chef 

• Executive Chef 

• Caterer 

• Clerical Assistant 

• Bell Desk 
Attendant 

• Porter 

• Valet 

• Telephonist 

• Reservationalist 

• Cashier 

• Front Office 

• Supervisor 

• Night Auditor 

• Front Office 
Manager 

• Concierge 

• Duty Manager 

• General Manager 

OCCUPATIONAL INFORMATION  
Individuals working in the hospitality industry are expected to possess the skills to carry out and fulfill the requirements of one or more of the 

following positions. 
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LEARNING AND CAREER PATHWAYS 
 

 

 

 

 

 

 

 

 
 

ENTRY 

REQUIREMENT 

SAMOA 

QUALIFICATIONS 

CAREER 

OPPORTUNITIES 

 

Successful completion 

of English Literacy of 

the Training Provider 

and/or Year 10 English 

Samoa Certificate I 

Hospitality 

Work as a Beginner under 

direct supervision in the 

Hospitality Industry 
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Samoa Certificate I 

Hospitality or Basic 

Literacy & Numeracy 

Skills (determined by 

the Training Provider) 

Samoa Certificate II  

Hospitality 

Work as an Assistant 

under general supervision 

in the Hospitality Industry 

 

 

 

Samoa Certificate II 

Hospitality or Basic 

Literacy & Numeracy 

Skills (determined by 

the Training Provider 

Samoa Certificate III    

Hospitality 

Work under limited 

supervision in a range of 

jobs in the Hospitality 

Industry 

 

 

 

Samoa Certificate III 

Hospitality or Basic 

Literacy & Numeracy 

Skills (determined by 

the Training Provider 

Samoa Certificate IV    

Hospitality 

Work as a Supervisor or 

Team Leader in the 

Hospitality Industry 
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CODING GUIDELINES 

CODE SAMOA QUALIFICATIONS 
CREDIT 

VALUES 

 

FHI-1501 

 

Samoa Certificate I Hospitality 

 

60 

 

FHII-1401 

 

Samoa Certificate II Hospitality 

 

61 

 

FHIII-1402 

 

Samoa Certificate III Hospitality 

 

121 

 

FHIV-1502 

 

Samoa Certificate IV Hospitality 

 

176 

CODING FOR SAMOA QUALIFICATIONS 

 

Once registered on the (SQF), SQs are assigned a coding based on: 

 

1. The first 2 letters indicate the SQF Field, followed by 

2. Roman Numeral (I-X) to indicate SQF Level, followed by  

3. The last 2 digits of the year the qualification was registered, followed by 

4. Numbering consecutively from 01-99 

CODING FOR NATIONAL COMPETENCY STANDARDS 

 

1. The first two Letters indicate the SQF Field, followed by 

2. Two Numbers (01,…45,… 91,…) to indicate the Subfield in which the NCS falls, 

followed by  

3. Numbering consecutively from 001-999  

 

The list of SQF Fields and NCS Subfields are in Annex 1 of this document. 

 

 

 

 

 

 



 

THE NATIONAL COMPETENCY STANDARDS/QUALIFICATIONS MATRIX 

  

NCS Code NCS Title 
SQF 

Level 
 Credit 

Samoa 
Cert I 

Hospitality 

Samoa 
Cert II 

Hospitality 

Samoa 
Cert III 

Hospitality 

Samoa 
Cert IV 

Hospitality 

1 FH01001 Clean premises and equipment I 2      

2 FH01003 
Clean and tidy bar areas to organizational 
standards 

I 2    

3 FH01005 Participate in safe food handling practices I 4    

4 FH01006 
Provide information on local area to 
visitors 

II 4    

5 FH01007 Provide housekeeping services to guests I 1    

6 FH01008 Prepare rooms for guests II 3     

7 FH01009 Launder linen and guest clothes II 2     

8 FH01010 Use hospitality skills effectively II 5        

9 FH01013 Provide responsible service of alcohol III 2      

10 FH01014 
Source and use information on the 
hospitality industry 

II 3    

11 FH01017 Provide accommodation reception services III 3      
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12 FH01018 Provide lost and found services II 1    

13 FH01019 Work effectively in hospitality service III 15      

14 FH01020 
Demonstrate knowledge of roles and jobs 
in the hospitality industry 

I 3        

15 FH01021 
Demonstrate knowledge of commercial 
cutlery and crockery types and uses in the 
hospitality industry 

I 2        

16 FH01022 
Demonstrate knowledge of stripping beds 
and making beds in a commercial 
accommodation environment 

I 1        

17 FH01023 
Demonstrate knowledge of terminology 
used for food and recipes in commercial 
cookery 

I 5        

18 FH01024 
Provide food service to the table in the 
hospitality industry 

I 3        

19 FH01026 
Implement and monitor environmentally 
sustainable work practices in the 
hospitality industry 

IV 3       

20 FH01027 
Plan and supervise daily food service 
operations 

IV 5       

21 FH02003 Operate a bar III 4      

22 FH02004 Prepare and serve non-alcoholic beverages II 2     

23 FH02005 Prepare and serve espresso coffee III 3      
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24 FH02006 Serve food and beverage II 8    

25 FH02007 Provide advice on food III 4      

26 FH02008 Prepare and serve cocktails III 2      

27 FH02009 
Provide advice on beers, spirits and 
liqueurs 

III 4      

28 FH02010 Provide silver service III 3      

29 FH02011 
Provide advice on food and beverage 
matching 

III 5      

30 FH02013 
Prepare and supervise daily beverage 
service operations 

IV 3       

31 FH02014 
Set up and supervise series at food and 
beverage functions 

IV 5       

32 FH02015 Provide advice on  wines III 4      

33 FH06001 Use hygienic practices for food safety I 2    

34 FH06002 Maintain the quality of perishable items I 1    

35 MC12002 Purchase goods III 3      

36 MC12003 Plan in-house events or functions IV 4       
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37 MC15009 Enhance the customer service experience IV 4      

38 MF02006 Carry out basic workplace calculations I 2      

39 MF02007 Process financial transactions II 3     

40 MF02008 Interpret financial information IV 8       

41 MF02009 Manage finances within a budget IV 3       

42 MF04009 
Show social and cultural sensitivity in the 
workplace 

I 2      

43 MF05011 Participate in safe work practices I 2      

44 MF05012 
Identify hazards, assess and control safety 
risks 

III 3      

45 MF05013 Respond to a customer in crisis IV 3       

46 MF05014 Manage conflict IV 4       

47 MF05015 
Implement and monitor work health and 
safety practices 

IV 3       

48 MF07003 Source and present industry  information I 1      

49 MF07004 Receive and store stock I 1    
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50 MF09019 Participate in workplace communications II 4    

51 MF09020 Work effectively with others I 2      

52 MF09021 Interact with customers in the workplace I 2       

53 MF09022 Use business technology in the workplace II 2    

54 MF09023 Provide service to customers III 3      

55 MF09025 Prepare quotations IV 3       

56 MF09026 Coach others in job skills III 2      

57 MF09027 Control stock III 3      

58 MF09028 Lead and manage people IV 6       

59 MF09029 Monitor work operations IV 4       

60 MF09030 Roster staff IV 3       

61 MF09031 Manage diversity in the workplace  IV 6       

62 MF09039 
Apply time management concepts and 
methods in business situations 

IV 3       



 

Qualification Code 

and Title 

Samoa Certificate I in Hospitality 

SQF Level I Total Credit Value 60 

Qualification 

purpose statement 

The purpose of this qualification is to provide the Hospitality sector with 

individuals who participate in a range of routine and predictable hospitality 

work activities. They work under close supervision and follow clear 

directions to complete tasks. 

This preparatory qualification provides individuals with knowledge and 

skills for initial work, community involvement and further learning. 
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Graduate 
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This qualification will be awarded to people who have met the 

requirements of the outcomes of the compulsory NCS list. 

Compulsory List 

NCS Code NCS Title SQF Level Credit 

FH01001 Clean premises and equipment I 2 

FH01003 Clean and tidy bar areas to 

organisational standards 

I 2 

FH01005 Participate in safe food handling 

practices 

I 4 

FH01006 Provide information on local area to 

visitors 

II 4 

FH01007 Provide housekeeping services to 

guests 

I 1 

FH01014 Source and use information on the 

hospitality industry 

II 3 

FH01018 Provide lost and found services II 1 

FH01020 Demonstrate knowledge of roles 

and jobs in the hospitality industry 

I 3 

FH01021 Demonstrate knowledge of 

commercial cutlery and crockery 

types and uses in the hospitality 

industry 

I 2 

FH01022 Demonstrate knowledge of 

stripping beds and making beds in a 

commercial accommodation 

environment 

I 1 

FH01023 Demonstrate knowledge of 

terminology used for food and 

recipes in a commercial cookery 

I 5 

FH01024 Provide food service to the table in 

the hospitality industry 

I 3 

FH02006 Serve food and beverage II 8 

FH06001 Use hygienic practices for food 

safety 

I 2 

FH06002 Maintain the quality of perishable 

items 

I 1 

MF02006 Carry out basic workplace 

calculations 

I 2 

MF04009 Show social and cultural sensitivity 

in the workplace 

I 2 
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MF05011 Participate in safe work practices I 2 

MF07003 Source and present industry  

information 

I 1 

MF07004 Receive and store stock I 1 

MF09019 Participate in workplace 

communications 

II 4 

MF09020 Work effectively with others I 2 

MF09021 Interact with customers in the 

workplace 

I 2 

MF09022 Use business technology in the 

workplace 

II 2 

Education 

pathway 

This certificate can lead to: 

 Certificate II in Hospitality 

Employment 

pathway 

Holders of this certificate are able to work in Hospitality sector roles that 

are highly structured and under direct supervision.  

 Possible job titles include: 

 bar useful (bar back) 

 food runner 

 glass runner 

 housekeeping assistant 

Summary of 

Industry and 

Community support 

This qualification was developed in response to the „Post School Education 

and Training: Strategic Plan 2008 – 2016‟.  It aligns with goals: 

1. Enhanced post school education and training; 

2. Increased relevance of PSET to national strategies; 

3. Increased access to learning for all Samoans; and 

4. Assured quality and international recognition for Samoan 

qualifications, learning and skills. 

 

Stakeholders in the Hospitality & Cookery Industries were consulted and 

involved at every stage of the process, which consisted of Needs Analysis 

(Phase 1), writing of NCS and packaging into SQs (Phase 2) and Industry 

Validation (Phase 3). Consultations during the Needs Analysis and 

Validation phases included government organisations, non-government 

organisations, registered associations, PSET providers and the private 

sector. 

 

As per normal process, SQA is required to set up a (THSAG) made up of 

representatives from the Tourism, Hospitality and Cookery Industries 

stakeholders to provide advice and technical input into the development of 

the TH NCS and SQs. The SAG is expected to consist of representatives 

from relevant government organisations, non-government organisations, 

registered professional associations, PSET providers and the private sector. 

The invitation to act as the SAG was extended and accepted by the 

Tourism Training Taskforce (TTT), a group set up by the STA and of 

which comprises a suitable composition of representatives from these types 

of organizations.  A local consultant with an extensive experience in the 

provision of training in the TH Sector in Samoa and Australia was 

employed to write the SQs and NCS. 

 

Endorsement of the SQs was sought from sector organisations through the 
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THSAG and through individual consultation with stakeholders. This 

qualification and the NCS contained within have received the endorsement 

of the THSAG, as well as other organisations that chose to document their 

endorsement individually. 

Entry requirements  Individuals wishing to enrol in this qualification must meet:  

 the English literacy requirements of the training provider OR 

 the equivalence of Year 10 English literacy and numeracy determined 

through either interviews or literacy assessments. Individuals may 

apply to the relevant provider for full or partial completion of this 

qualification, on the basis of Recognition of Current Competency. 

 

 

Qualification Code 

and Title 
Samoa Certificate II in Hospitality 

SQF Level II Total Credit Value 61 

Qualification 

strategic purpose 

statement 

The purpose of this qualification is to provide the Hospitality sector with 

individuals who use a defined and limited range of hospitality operational 

skills. They are involved in mainly routine and repetitive tasks using 

practical skills and basic industry knowledge. They work under general 

supervision. 

O
u

tc
o
m

es
 S

ta
te

m
en

t 

Graduate 

profile 

This qualification will be awarded to people who have met the 

requirements of the outcomes of the compulsory NCS list.  

Compulsory List 

NCS 

Code 

NCS Title SQF Level  Credit 

MF05011 Participate in safe work practices I 2 

FH01001 Clean premises and equipment I 2 

MF02006 Carry out basic workplace 

calculations 

I 2 

MF07003 Source and present industry 

information 

I 1 

MF09020 Work effectively with others I 2 

MF04009 Show social and cultural 

sensitivity in the workplace 

I 2 

FH01005 Participate in safe food handling 

practices 

I 4 

FH01003 Clean and tidy bar areas to 

organisational standards  

I 2 

MF07004 Receive and store stock I 1 

FH06001 Use hygienic practices for food 

safety 

I 2 

FH01006 Provide information on local area 

to visitors 

II 4 

MF09022 Use business technology in the 

workplace 

II 2 

FH02006 Serve food and beverage  II 8 

FH01014 Source and use information on the 

hospitality industry 

II 3 

MF09019 Participate in workplace II 4 
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communications 

FH06002 Maintain the quality of perishable 

items  

I 1 

MF09021 Interact with customers in the 

workplace 

I 2 

FH01007 Provide housekeeping services to 

guests 

 I 1 

FH01008 Prepare rooms for guests II 3 

FH01009 Launder linen and guest clothes  II 2 

FH02004 Prepare and serve non-alcoholic 

beverages  

II 2 

FH01018 Provide lost and found services II 1 

FH01010 Use hospitality skills effectively II 5 

MF02007 Process financial transactions II 3 

Education 

pathway 

This certificate can lead to: 

 Certificate III in Hospitality 

Employment 

pathway 

Holders of this certificate are able to work in Hospitality sector roles that 

are structured and under general supervision.  

 Possible job titles include: 

 café attendant 

 catering assistant 

 food and beverage attendant 

 front office assistant  

 room attendant. 

Summary of 

Industry and 

Community support 

This qualification was developed in response to the „Post School Education 

and Training: Strategic Plan 2008 – 2016‟.  It aligns with goals: 

1. Enhanced post school education and training; 

2. Increased relevance of PSET to national strategies; 

3. Increased access to learning for all Samoans; and 

4. Assured quality and international recognition for Samoan 

qualifications, learning and skills. 

 

Stakeholders in the Hospitality & Cookery Industries were consulted and 

involved at every stage of the process, which consisted of Needs Analysis 

(Phase 1), writing of NCS and packaging into SQs (Phase 2) and Industry 

Validation (Phase 3). Consultations during the Needs Analysis and 

Validation phases included government organisations, non-government 

organisations, registered associations, PSET providers and the private 

sector. 

 

As per normal process, SQA is required to set up a (THSAG) made up of 

representatives from the Tourism, Hospitality and Cookery Industries 

stakeholders to provide advice and technical input into the development of 

the TH NCS and SQs. The SAG is expected to consist of representatives 

from relevant government organisations, non-government organisations, 

registered professional associations, PSET providers and the private sector. 

The invitation to act as the SAG was extended and accepted by the 

Tourism Training Taskforce (TTT), a group set up by the STA and of 

which comprises a suitable composition of representatives from these types 

of organizations.  A local consultant with an extensive experience in the 
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provision of training in the TH Sector in Samoa and Australia was 

employed to write the SQs and NCS. 

 

Endorsement of the SQs was sought from sector organisations through the 

THSAG and through individual consultation with stakeholders. This 

qualification and the NCS contained within have received the endorsement 

of the THSAG, as well as other organisations that chose to document their 

endorsement individually. 

Entry requirements   Individuals wishing to enrol in this qualification must have basic 

literacy and numeracy in English. 

 Preference will be given to those who have completed Samoa 

Certificate I Hospitality or appropriate industry experience. 

 Individuals may apply to the relevant provider for full or partial 

completion of this qualification, on the basis of Recognition of Current 

Competency. 

 

 

Qualification Code 

and Title 
Samoa Certificate III in Hospitality 

SQF Level III Total Credit Value 121 

Qualification 

strategic purpose 

statement 

 

 

The purpose of this qualification is to provide the Hospitality sector with 

individuals who use a range of well-developed hospitality skills. They use 

discretion and judgement and have a sound knowledge of industry 

operations. They work with some independence and under limited 

supervision and may provide operational advice and support to team 

members. 

O
u

tc
o
m
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ta
te

m
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t 

Graduate 

profile 

This qualification will be awarded to people who have met the 

requirements of the outcomes of the compulsory NCS list.  

NCS 

Code 

NCS Title SQF Level Credit 

MF05011 Participate in safe work practices I 2 

FH01001 Clean premises and equipment I 2 

MF02006 Carry out basic workplace 

calculations 

I 2 

MF07003 Source and present industry 

information 

I 1 

MF09020 Work effectively with others I 2 

MF04009 Show social and cultural sensitivity 

in the workplace 

I 2 

FH01005 Participate in safe food handling 

practices 

I 4 

FH01003 Clean and tidy bar areas to 

organizational standards 

I 2 

MF07004 Receive and store stock I 1 

FH06001 Use hygienic practices for food 

safety 

I 2 

FH01006 Provide information on local area 

to visitors 

II 4 

MF09022 Use business technology in the II 2 
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workplace 

FH02006 Serve food and beverage  II 8 

FH01014 Source and use information on the 

hospitality industry 

II 3 

MF09019 Participate in workplace 

communications 

II 4 

FH06002 Maintain the quality of perishable 

items 

I 1 

FH01007 Provide housekeeping services to 

guests 

I 1 

FH01008 Prepare rooms for guests II 3 

FH01009 Launder linen and guest clothes  II 2 

FH02004 Prepare and serve non-alcoholic 

beverages  

II 2 

FH01018 Provide lost and found services II 1 

MF02007 Process financial transactions II 3 

FH01017 Provide accommodation reception 

services 

III 3 

MF09023 Provide service to customers III 3 

FH02005 Prepare and serve espresso coffee  III 3 

FH01013 Provide responsible service of 

alcohol 

III 2 

FH02003 Operate a bar  III 4 

FH02007 Provide advice on food III 4 

MF09026 Coach others in job skills III 2 

MC12002 Purchase goods III 3 

FH01019 Work effectively in hospitality 

service 

III 15 

FH02008 Prepare and serve cocktails  III 2 

FH02009 Provide advice on beers, spirits and 

liqueurs  

III 4 

FH02015 Provide advice on  wines  III 4 

FH02010 Provide silver service  III 3 

FH02011 Provide advice on food and 

beverage matching  

III 5 

MF09027 Control stock III 3 

MC15009 Enhance the customer service 

experience 

IV 4 

MF05012 Identify hazards, assess and control 

safety risks 

III 3 

Education 

pathway 

This certificate can lead to: 

Certificate IV in Hospitality 

Employment 

pathway 

Holders of this certificate are able to work in Hospitality sector roles that 

may require judgements about problems under limited supervision.  

Possible job titles include: 

 espresso coffee machine operator 

 food and beverage attendant 

 front desk receptionist 

 function attendant 
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 function host  

 housekeeper 

 restaurant host 

 bar attendant 

 waiter. 

Summary of 

Industry and 

Community support 

This qualification was developed in response to the „Post School Education 

and Training: Strategic Plan 2008 – 2016‟.  It aligns with goals: 

1. Enhanced post school education and training; 

2. Increased relevance of PSET to national strategies; 

3. Increased access to learning for all Samoans; and 

4. Assured quality and international recognition for Samoan 

qualifications, learning and skills. 

 

Stakeholders in the Hospitality & Cookery Industries were consulted and 

involved at every stage of the process, which consisted of Needs Analysis 

(Phase 1), writing of NCS and packaging into SQs (Phase 2) and Industry 

Validation (Phase 3). Consultations during the Needs Analysis and 

Validation phases included government organisations, non-government 

organisations, registered associations, PSET providers and the private 

sector. 

 

As per normal process, SQA is required to set up a (THSAG) made up of 

representatives from the Tourism, Hospitality and Cookery Industries 

stakeholders to provide advice and technical input into the development of 

the TH NCS and SQs. The SAG is expected to consist of representatives 

from relevant government organisations, non-government organisations, 

registered professional associations, PSET providers and the private sector. 

The invitation to act as the SAG was extended and accepted by the 

Tourism Training Taskforce (TTT), a group set up by the STA and of 

which comprises a suitable composition of representatives from these types 

of organizations.  A local consultant with an extensive experience in the 

provision of training in the TH Sector in Samoa and Australia was 

employed to write the SQs and NCS. 

 

Endorsement of the SQs was sought from sector organisations through the 

THSAG and through individual consultation with stakeholders. This 

qualification and the NCS contained within have received the endorsement 

of the THSAG, as well as other organisations that chose to document their 

endorsement individually. 

Entry requirements  Individuals wishing to enrol in this qualification must have basic literacy 

and numeracy in English. 

Preference will be given to those who have completed Samoa Certificate II 

Hospitality or appropriate industry experience. 

Individuals may apply to the relevant provider for full or partial 

completion of this qualification, on the basis of Recognition of Current 

Competency. 
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Qualification Code 

and Title 
Samoa Certificate IV in Hospitality 

SQF Level IV Total Credit Value 176 

Qualification 

strategic purpose 

statement 

The purpose of this qualification is to provide the hospitality sector with 

people who are able to undertake a range of routine and predictable work 

associated with commercial kitchen. They operate independently or with 

limited guidance from others and use discretion to solve non-routine 

problems. Many individuals have supervisory responsibilities and plan, 

monitor and evaluate the work of team members. 

O
u

tc
o
m

es
 S

ta
te

m
en

t 

Graduate 

profile 

This qualification will be awarded to people who have met the requirements 

of the outcomes of the compulsory NCS list.  

NCS Code NCS Title SQF Level  Credit 

FH01005 Participate in safe food handling 

practices I 4 

FH01003 Clean and tidy bar areas to 

organisational standards 

I 2 

MF07004 Receive and store stock I 1 

FH06001 Use hygienic practices for food 

safety 

I 2 

FH01006 Provide information on local area to 

visitors 

II 4 

MF09022 Use business technology in the 

workplace 

II 2 

FH02006 Serve food and beverage  II 8 

FH01014 Source and use information on the 

hospitality industry 

II 3 

MF09019 Participate in workplace 

communications 

II 4 

FH06002 Maintain the quality of perishable 

items  

I 1 

 

FH01007 

Provide housekeeping services to 

guests 

I 1 

FH01008 Prepare rooms for guests II 3 

FH01009 Launder linen and guest clothes  II 2 

FH02004 Prepare and serve non-alcoholic 

beverages  

II 2 

FH01018 Provide lost and found services II 1 

MF02007 Process financial transactions II 3 

FH01017 Provide accommodation reception 

services 

III 3 

MF09023 Provide service to customers III 3 

FH02005 Prepare and serve espresso coffee  III 3 

FH01013 Provide responsible service of 

alcohol 

III 2 

FH02003 Operate a bar  III 4 

FH02007 Provide advice on food III 4 

MF09026 Coach others in job skills III 2 

MC12002 Purchase goods III 3 
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FH01019 Work effectively in hospitality 

service 

III 15 

FH02008 Prepare and serve cocktails  III 2 

FH02009 Provide advice on beers, spirits and 

liqueurs  

III 4 

FH02015 Provide advice on  wines  III 4 

FH02010 Provide silver service  III 3 

FH02011 Provide advice on food and 

beverage matching  

III 5 

MF09027 Control stock III 3 

MF05012 Identify hazards, assess and control 

safety risks 

III 3 

MF09025 Prepare quotations IV 3 

MF05013 Respond to a customer in crisis IV 3 

MC12003 Plan in-house events or functions IV 4 

MF02008 Interpret financial information IV 8 

MC15009 Enhance the customer service 

experience 

IV 4 

MF05014 Manage conflict IV 4 

MF02009 Manage finances within a budget IV 3 

MF09028 Lead and manage people IV 6 

MF09029 Monitor work operations IV 4 

MF05015 Implement and monitor work health 

and safety practices 

IV 3 

MF09030 Roster staff IV 3 

MF09031 Manage diversity in the workplace IV 6 

MF09039 Apply time management concepts 

and methods in business situations 

IV 3 

FH01026 Implement and monitor 

environmentally sustainable work 

practices in the hospitality industry 

IV 3 

FH01027 Plan and supervise daily food 

service operations 

IV 5 

FH02013 Prepare and supervise daily 

beverage service operations 

IV 3 

FH02014 Set up and supervise series at food 

and beverage functions 

IV 5 

Education 

pathway 

This qualification provides a pathway into higher provider qualifications in 

the same area and field. 

Employment 

pathway 

Holders of this certificate are able to work in Hospitality sector roles that 

require calls of judgement under both predictable and unpredictable context 

and that may involve some responsibility for the work and learning of 

others. 

Possible job titles include: 

 bar supervisor or team leader 

 duty manager 

 food and beverage supervisor or team leader 

 front office supervisor or team leader 

 housekeeping supervisor or team leader 
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 shift supervisor. 

Summary of 

Industry and 

Community support 

This qualification was developed in response to the „Post School Education 

and Training: Strategic Plan 2008 – 2016‟.  It aligns with goals: 

1. Enhanced post school education and training; 

2. Increased relevance of PSET to national strategies; 

3. Increased access to learning for all Samoans; and 

4. Assured quality and international recognition for Samoan qualifications, 

learning and skills. 

 

Stakeholders in the Hospitality & Cookery Industries were consulted and 

involved at every stage of the process, which consisted of Needs Analysis 

(Phase 1), writing of NCS and packaging into SQs (Phase 2) and Industry 

Validation (Phase 3). Consultations during the Needs Analysis and 

Validation phases included government organisations, non-government 

organisations, registered associations, PSET providers and the private 

sector. 

 

As per normal process, SQA is required to set up a (THSAG) made up of 

representatives from the Tourism, Hospitality and Cookery Industries 

stakeholders to provide advice and technical input into the development of 

the TH NCS and SQs. The SAG is expected to consist of representatives 

from relevant government organisations, non-government organisations, 

registered professional associations, PSET providers and the private sector. 

The invitation to act as the SAG was extended and accepted by the Tourism 

Training Taskforce (TTT), a group set up by the STA and of which 

comprises a suitable composition of representatives from these types of 

organizations.  A local consultant with an extensive experience in the 

provision of training in the TH Sector in Samoa and Australia was 

employed to write the SQs and NCS. 

 

Endorsement of the SQs was sought from sector organisations through the 

THSAG and through individual consultation with stakeholders. This 

qualification and the NCS contained within have received the endorsement 

of the THSAG, as well as other organisations that chose to document their 

endorsement individually. 

Entry requirements  Individuals wishing to enrol in this qualification must have basic literacy 

and numeracy in English. 

Preference will be given to those who have completed Samoa Certificate III 

Hospitality or appropriate industry experience. 

Individuals may apply to the relevant provider for full or partial completion 

of this qualification, on the basis of Recognition of Current Competency. 
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NATIONAL COMPETENCY STANDARDS  

Code and NCS Title  FH01001 Clean premises and equipment 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to carry out general cleaning duties. It requires the ability to set up 

and store cleaning equipment and chemicals and to safely clean premises and 

equipment using resources efficiently to reduce negative environmental 

impacts. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Select and set up cleaning equipment and materials. 

Performance 

Standard 1.1 

Appropriate equipment is selected for the cleaning task. 

 

Range Statement: Equipment may include:  

 electrically operated equipment: 

o polishers  

o scrubbers 

o vacuum cleaners 

o garbage receptacles 

 manual equipment: 

o brushes  

o buckets 

o dusters 

o mops and cloths. 

Performance 

Standard 1.2 

Cleanliness and safe working condition of equipment is checked prior to use. 

Performance 

Standard 1.3 

Suitable wet and dry cleaning agents are selected according to manufacturer 

instructions, work health and safety and environmental requirements. 

 

Range Statements: Cleaning agents may include:  

 agents for specialised surfaces: 

o glass 

o wood 

o deodorisers 

o disinfectants 

o spot cleaning agents 

o pesticides. 

 

Work health and safety and environmental requirements may include: 

 hazardous substances and storage requirements 

 MSDS 

 safe manual handling techniques. 

Performance 

Standard 1.4 

Protective clothing selected and used in accordance with manufacturer 

instructions and organizational procedures. 

 

Range Statement: Protective clothing may include:  

 aprons 

 breathing apparatus 

 gloves 

 goggles and masks 
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 headwear 

 jackets 

 overalls 

 waterproof clothing and footwear. 

Performance 

Standard 1.5 

Principles of preventing cross contamination are applied. 

Learning Outcome 2 Wet and dry areas and associated equipment are cleaned to organisational 

standards. 

Performance 

Standard 2.1 

Account of potential customer inconvenience is observed and monitored 

when scheduling and performing cleaning tasks. 

Performance 

Standard 2.2 

Wet and dry areas to be cleaned are prepared and hazards identified.  

 

Range Statements:  Wet and dry areas may include:  

 balconies 

 bathrooms 

 bedrooms 

 function rooms 

 kitchens 

 private lounge areas 

 public areas 

 storage areas. 

 

Hazards may include:  

 breakages 

 heated utensils and surfaces 

 human material or waste 

 sharp items: 

o knives 

o needles and syringes 

o surgical dressings 

 wet or slippery surfaces. 

Performance 

Standard 2.3 

Work areas to be cleaned are barricaded or place warning signs placed as 

required to reduce risk to others. 

Performance 

Standard 2.4 

Correct cleaning agents or chemicals for specific areas, surfaces and 

equipment are selected according to manufacturer recommendations, safety 

and organisational procedures. 

Performance 

Standard 2.5 

Unhygienic personal contact with food or food contact surfaces is avoided. 

 

Range Statements: Unhygienic personal contact may include:  

 transferring micro-organisms by: 

o blowing nose 

o coughing 

o drinking 

o eating 

o scratching skin and hair 

o sneezing 

o spitting 

o touching wounds 

o transmitting tobacco products by smoking. 
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Food contact surfaces may include:  

 chopping boards 

 containers 

 cooking utensils 

 crockery 

 cutlery 

 glassware 

 pots and pans 

 sinks 

 workbenches. 

Performance 

Standard 2.6 

Unhygienic cleaning practices that may cause food-borne illnesses are 

avoided. 

 

Range Statement: Unhygienic cleaning practices may include:  

 cleaning food contact surfaces with linen that may be contaminated with 

human waste: 

o blood 

o body secretions 

o faeces 

 using dirty: 

o cleaning cloths 

o tea towels 

 spreading bacteria from bathroom or bedroom areas to mini-bar or 

kitchen areas. 

Performance 

Standard 2.7 

Equipment is used correctly and safely in accordance with manufacturer‟s 

instructions and organisational procedures. 

Performance 

Standard 2.8 

Negative environmental impacts are reduced through efficient use of energy, 

water and other resources. 

Performance 

Standard 2.9 

Waste and hazardous substances are disposed of in accordance with 

manufacturer‟s instructions and organisational procedures. 

Performance 

Standard 2.10 

Knowledge of safe and unsafe chemicals for use is demonstrated. 

Learning Outcome 3 Cleaning equipment and chemicals are stored and maintained in accordance 

with manufacturer‟s instructions and organisational procedures. 

Performance 

Standard 3.1 

Equipment is cleaned after use according to organisational requirements and 

manufacturer instructions. 

Performance 

Standard 3.2 

Routine maintenance carried out or arranged according to organisational 

requirements and manufacturer instructions. 

 

Range Statement: Routine maintenance may include:  

 dismantling and reassembling 

 drying out 

 emptying 

 sanitising 

 washing and rinsing 

 wiping down and cleaning. 

Performance 

Standard 3.3 

Equipment faults identified and reported to supervisor or manager. 

Performance 

Standard 3.4 

Equipment stored in designated area in a condition ready for re-use. 
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Performance 

Standard 3.5  

Chemicals stored according to health and safety requirements. 

Explanatory Notes This NCS applies to people responsible for general cleaning duties in any 

industry context. They work under supervision and usually as part of a team. 

 

Required skills 

 literacy skills to interpret product labels and product safety instructions 

 numeracy skills to calculate dilution requirements of cleaning products 

 planning and organising skills to complete the cleaning process in a 

logical and efficient way 

 problem-solving skills to identify and resolve routine cleaning problems. 

Required knowledge 

 cleaning chemicals, equipment and procedures for wet and dry surfaces 

and materials: 

o wet: 

 toilets 

 basins 

 walls 

o dry: 

 carpet 

 laminate 

 soft furnishings 

 woodwork 

 role and use of Material Safety Data Sheets (MSDS) 

 safe manual handling techniques: 

o carrying 

o lifting 

o pulling 

o pushing 

 safe handling requirements for hazardous cleaning products, including 

disposal 

 hygiene procedures and requirements: 

o hygiene responsibilities of cleaning staff 

o hygiene hazards for cleaning, including potential food contamination 

and transmission of airborne illnesses 

o cleaning practices that minimise hygiene risks 

 ways of minimising negative environmental impacts in the cleaning 

process: 

o resource conservation – energy and water 

o waste disposal 

o typical procedures and standards for presentation of premises. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 select and safely use cleaning agents and equipment on wet and dry 

areas 

 complete cleaning tasks to required standards within commercially-

realistic timeframes 

 use hygienic cleaning practices 

 integrate knowledge of cleaning products, cleaning techniques, waste 



Page 30 of 291 
 

© Samoa Qualifications Authority 2017 
 

disposal and ways of; 

 conserving resources in the cleaning process.  

Context of and specific resources for assessment 
Assessment must ensure use of: 

 wet and dry areas to be cleaned, that include a range of different hard 

and soft surfaces  

 electrical and manual cleaning equipment 

 cleaning agents for multiple hard and soft surfaces 

 protective clothing and other safety equipment. 

Method of assessment 
 direct observation of cleaning and maintenance activities  

 inspection of areas cleaned by the individual 

 oral or written questioning to assess knowledge of cleaning and 

maintenance procedures, 

 materials, equipment and hazardous substances and efficient resource 

use 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance 

 by the individual.  
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 
 

Code and NCS Title  FH01003 Clean and tidy bar areas to organisational standards. 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to clean bars and public areas, clear and clean glasses and to safely 

dispose of waste. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH06001 Use hygienic practices for food safety. 

Learning Outcome 1 Clean bar and equipment to organisational standards. 

Performance 

Standard 1.1 

Cleaning agents and chemicals are selected according to product instructions. 

 

Range Statement: Cleaning agents and chemicals include:  

 automatic dishwasher: 

o liquid 

o powder 

o tablets 

 bleach 

 cleaning agents for specialised surfaces 

 deodorisers 

 dishwashing liquid 

 disinfectants 
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 floor cleaners 

 glass cleaner 

 pesticides 

 stainless steel cleaner and polish 

 window cleaner. 

Performance 

Standard 1.2 

Bar surfaces and equipment is cleaned according to organisational standards, 

food safety procedures and with minimum disruption to bar attendants. 

 

Range Statement: Bar surfaces and equipment include:  

 beer, wine and post-mix service points 

 blenders 

 cash register and related equipment 

 coffee machines 

 dishwashers 

 food containers for garnishes and chips 

 glass washers 

 glassware 

 ice machines 

 refrigeration equipment 

 service counters  

 utensils 

Performance 

Standard 1.3 

Equipment is operated according to manufacturer instructions. 

 

Performance 

Standard 1.4 

The condition of utensils and glassware is checked during the cleaning 

process for dirty or damaged items. 

Performance 

Standard 1.5 

Broken or chipped service ware is disposed of, within scope of 

responsibility, and losses reported to supervisors.  

Learning Outcome 2 Clean and maintain public areas to organisational standards. 

Performance 

Standard 2.1 

Public areas that require cleaning or maintenance are identified and 

appropriate action taken. 

 

Range Statement: Public areas may be indoor or outdoor and include: 

 bar 

 function 

 restaurant. 

Performance 

Standard 2.2 

Unwanted glasses are cleared and emptied on a regular basis with minimum 

disruption to customers. 

Performance 

Standard 2.3 

 Tables and public areas are cleaned and prepared hygienically according to 

organisational requirements. 

Performance 

Standard 2.4 

Customers are interacted with to enhance customer service.  

Learning Outcome 3 Work safely and reduce negative environmental impacts within scope of 

responsibility. 

Performance 

Standard 3.1 

Cleaning agents, chemicals and cleaning equipment are used safely and 

according to manufacturer instructions. 

 

Range Statement: Cleaning equipment may include:  

 brooms, brushes and dustpans 

 buckets 

 cleaning cloths 
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 dishwashers 

 mops 

Performance 

Standard 3.2 

Personal protective equipment used and safe manual handling techniques 

followed when cleaning equipment and premises. 

Range Statement: Personal protective equipment may include: 

 face masks 

 gloves 

 goggles 

 rubber aprons. 

Performance 

Standard 3.3 

Energy, water and other resources are used efficiently to reduce negative 

environmental impacts. 

Performance 

Standard 3.4 

Bar waste, especially hazardous substances are disposed of safely, to 

minimise negative environmental impacts. 

 

Range Statement: Hazardous substances may include:  

 chemicals 

 cleaning agents. 

 

Recyclables may include:  

 glass bottles and jars 

 plastics 

 paper and cardboard 

 tin or aluminium containers 

 fruit and vegetable matter. 

Explanatory Notes This NCS applies to any hospitality organisation which operates a bar 

including hotels, restaurants, clubs, cafes, and wineries. 

It applies to people who work with very little independence and under close 

supervision including those commonly known as "bar useful" or “bar back”. 

It can also apply to bar attendants. 

Required skills 
 communication skills to discuss and confirm cleaning requirements with 

other team members 

 literacy skills to: 

o read and comprehend workplace documents or diagrams that interpret 

the content of: 

 cleaning schedules 

 safety procedures 

 Material Safety Data Sheets (MSDS) and product instructions for 

cleaning agents and chemicals 

 manufacturer‟s instructions for equipment 

o write simple notes to report broken serviceware 

 numeracy skills to calculate the dilution requirements for chemicals and 

cleaning products 

 problem-solving skills to identify and dispose of unsafe chipped or 

broken glassware 

 teamwork skills to support bar staff by cleaning equipment, serviceware 

and utensils continuously for their availability 

 technology skills to use automatic dish and glass washers. 

Required knowledge 

 different types of cleaning agents and chemicals for bar areas and 
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equipment; their safe use and storage 

 safe practices for using and storing hazardous substances 

 content of MSDS for cleaning agents and chemicals or plain English 

workplace documents or diagrams that interpret the content of MSDS 

 cleaning sanitising and disinfecting methods for: 

o bar floors, shelves and walls 

o bar equipment, serviceware and utensils 

 correct use of personal protective equipment 

 safe manual handling techniques for cleaning bar and public areas, 

especially bending, lifting and carrying heavy equipment 

 general awareness of potential dangers associated with inert gases used 

in beverage dispensing systems, their impact on different workers and 

signage used for areas of restricted access 

 environmental impacts of cleaning bars, public areas and equipment and 

minimal impact practices to reduce these especially those that relate to 

water and energy use 

 correct and environmentally sound disposal methods for bar waste 

including hazardous substances and recyclable glass and plastic bottles 

and containers 

 equipment used to clean bars, public areas and equipment: 

o essential features and functions 

o safe operational practices 

 for the specific organisation: 

o contents of cleaning schedules 

o standards of presentation for the premises 

o procedures for reporting intoxicated persons 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to 

demonstrate competency in this NCS 
Evidence of the ability to: 

 efficiently clean bars, public areas and equipment on multiple 

occasions according to cleaning schedules 

 work safely and use resources efficiently to reduce negative 

environmental impacts 

 work with speed and efficiency to complete cleaning tasks 

 integrate knowledge of: 

o different types of cleaning agents and chemicals for bars, public 

areas and equipment 

o cleaning sanitising and disinfecting methods for bars, public 

areas and equipment 

o correct and environmentally sound disposal methods for waste 

and hazardous substances. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational commercial bar with the fixtures, large and small 

equipment and workplace documentation defined in the Assessment 

Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training bar servicing 

customers 

 industry-realistic ratios of bar staff to customers  
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 equipment used to clean bars, public areas and equipment 

 a variety of commercial cleaning and sanitising agents and 

chemicals for cleaning  bars, public areas and equipment 

 commercial cleaning schedules 

 safety procedures 

 MSDS for cleaning agents and chemicals and or plain English 

workplace documents or diagrams that interpret the content of 

MSDS. 

Method of assessment 
 direct observation of the individual cleaning a fully equipped bar 

 inspection of public areas cleaned by the individual 

 written or oral questioning to assess knowledge of: 

o different types of cleaning agents and chemicals 

o cleaning sanitising and disinfecting methods 

o disposal methods for waste and hazardous substances 

o review of portfolios of evidence and third-party workplace 

reports of on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to 

holistically assess this NCS with other NCSs relevant to the industry 

sector, workplace and job role, for example: 

 MF09020 Work effectively with others 

 FH02003 Operate a bar 

 MF09021 Interact with customers in the workplace 

 MF05011 Participate in safe work practices. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 
 

NCS Code and Title FH01005 Participate in safe food handling practices 

SQF Level I NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to handle food safely during the storage, preparation, display, 

service and disposal of food. It requires the ability to follow predetermined 

procedures as outlined in a food safety program. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable 

Learning Outcome 1 Follow food safety program. 

Performance 

Standard 1.1 

Relevant information is accessed from organisational food safety program. 

Performance 

Standard 1.2 

Policies and procedures are followed according to the organisational food 

safety program. 
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Range Statement: Policies and procedures may relate to:  

 cleaning and sanitation 

 hazards: 

o control methods for each critical control point 

o corrective actions 

o systematic monitoring of hazard controls and record keeping 

o equipment maintenance 

 food: 

o receiving 

o storage 

o preparation 

o display 

o service 

o disposal 

 personal considerations: 

o dress  

o hygiene 

o protective equipment and clothing 

 pest control 

 record maintenance 

 training.  

Performance 

Standard 1.3 

Food hazards are controlled at critical control points. 

 

Range Statement: Food hazards may be:  

 actual or potential 

 chemical 

 insects and vermin 

 microbiological: 

o bacteria 

o natural poisons 

o moulds 

o yeast 

 physical: 

o broken glass 

o metal 

o foreign objects 

 process-related where food is vulnerable to contamination: 

o displayed food 

o need for food to be touched by hand 

o re-thermalisation or defrosting 

o processes involving temperatures that promote rapid growth of 

micro- organisms. 

 

Critical control points are specific steps where control of food hazards is 

essential to maintain the safety and suitability of the food, including: 

 receiving 

 storing 

 preparing 

 processing 

 displaying 
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 serving 

 packaging 

 transporting 

 disposing. 

Performance 

Standard 1.4 

Food safety monitoring processes documents completed according to 

organisational food safety program. 

 

Range Statement: Food safety monitoring may involve:  

 bacterial swabs and counts 

 checking and recording that food is stored in appropriate timeframes  

 chemical tests 

 monitoring and recording food temperatures using a temperature 

measuring device accurate to plus or minus 1 degree Celsius 

 monitoring and recording temperature of cold and hot storage equipment 

 visual examination of food for quality review. 

Performance 

Standard 1.5 

Non-conforming practices are identified and reported according to 

organisational food safety program.  

Performance 

Standard 1.6 

Corrective actions are taken within scope of job responsibility for incidents 

where food hazards are not controlled 

 

Range Statement: Incidents may include:  

 customer complaints 

 existence of pests and vermin 

 food not under temperature control 

 food poisoning 

 misuse of single use items 

 spoilt or contaminated food 

 stocks of out of date foodstuffs 

 unclean equipment. 

Learning Outcome 2 Store food safely according to food safety program. 

Performance 

Standard 2.1 

Relevant food storage conditions are selected for specific food type. 

 

Range Statement: Food type may include:  

 dairy 

 dried goods 

 eggs 

 frozen goods 

 fruit and vegetables 

 meat and fish. 

Performance 

Standard 2.2 

Food is stored in environmental conditions that protect against 

contamination and maximise freshness, quality and appearance 

Performance 

Standard 2.3 

Food is stored at controlled temperatures and ensure that frozen items remain 

frozen during storage. 

Learning Outcome 3 Prepare food safely according to food safety program. 

Performance 

Standard 3.1 

Cooling and heating processes are used in a way to support microbiological 

safety of the food. 

Performance 

Standard 3.2 

Food temperature is monitored during preparation using required 

temperature measuring device to achieve microbiological safety. 

Performance 

Standard 3.3 

Safety of food prepared, served and sold to customers is maintained under 

other conditions. 
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Range Statement: Safety of food served and sold to customers under other 

conditions may be achieved by:  

 packaging control: 

o using packaging materials suited to foods 

o monitoring of packaging damage 

o protective barriers 

o temperature control  

o supervision of food displays 

 utensil control: 

o providing separate serving utensils for each dish. 

Learning Outcome 4 Provide safe single use items for customer and organisational use. 

Performance 

Standard 4.1 

Single use items are stored, displayed and provided so they are protected 

from damage and contamination. 

Performance 

Standard 4.2 

Instructions for items intended for single use are followed according to 

manufacturer instructions and organisational procedures. 

 

Range Statement: Items intended for single use may include:  

 disposable items: 

o cutlery 

o crockery 

o face wipes and serviettes 

 individually packaged items: 

o beverages 

o condiments  

o jams and spreads. 

Learning Outcome 5 Maintain a clean kitchen environment. 

Performance 

Standard 5.1 

Equipment, surfaces and utensils are cleaned and sanitised according to 

organisational procedures. 

Performance 

Standard 5.2 

Appropriate containers are used for storage and accumulation of garbage and 

recycled matter is prevented. 

Performance 

Standard 5.3 

Cleaning, sanitising and maintenance requirements are identified and 

reported according to organisational procedures. 

 

Range Statement: Cleaning, sanitising and maintenance may involve: 

 cleaning: 

o dirt 

o food waste 

o grease 

o pest waste removal 

 maintenance: 

o recalibration of measurement and temperature controls 

o minor faults 

 sanitising: 

o eating and drinking utensils 

o food contact surfaces.  

Performance 

Standard 5.4 

Chipped, broken or cracked eating, drinking or food handling utensils are 

disposed of in a safe way or reported according to organisational procedures. 

Performance 

Standard 5.5 

Measures within scope of responsibility are taken to ensure food handling 

areas are free from animals and pests and report incidents of animal or pest 
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infestation. 

Learning Outcome 6 Waste food is disposed of safely according to organisational procedures. 

Performance 

Standard 6.1 

Food identified for disposal is kept separate from other foodstuffs until 

disposal is complete. 

 

Range Statement: Food identified for disposal must be held and kept 

separate and either:   

 clearly identified as not safe, or suspected of not being safe, for 

consumption 

 destroyed 

 disposed of so that it cannot be used for human consumption 

 returned to supplier 

 subject to recall. 

Performance 

Standard 6.2 

Food identified for disposal  is disposed of promptly to avoid cross 

contamination. 

Explanatory Notes This NCS applies to all tourism, hospitality and catering organisations with 

permanent or temporary kitchen premises or smaller food preparation areas. 

This includes restaurants, cafes, clubs, hotels, tour operators, attractions, 

function, event, exhibition and conference caterers, educational institutions, 

aged care facilities, correctional centres, hospitals, defence forces, cafeterias, 

kiosks, canteens, fast food outlets, residential caterers, in flight and other 

transport caterers.  

Safe food handling practices are based on an organisation‟s individual food 

safety program. The program would normally be based on the Hazard 

Analysis and Critical Control Points (HACCP) method, but this NCS can 

apply to other food safety systems. 

It applies to food handlers who directly handle food. People at many levels 

use this skill in the workplace during the course of their daily activities, 

including cooks, chefs, caterers, kitchen hands and food and beverage 

attendants. 

Required skills 
 communication skills to report food safety hazards 

 literacy skills to: 

o read and interpret food safety program, including policies, 

procedures and flow charts that identify critical control points 

o complete documentation for monitoring food safety 

 numeracy skills to calibrate and use a temperature probe and calculate 

timings 

 problem-solving skills to identify and respond to routine food safety 

issues 

 planning and organising skills to coordinate a range of different food 

handling tasks to take account of food safety issues 

 self-management skills to take responsibility for food safety at an 

operational level. 

Required knowledge 
 key features of National food safety compliance requirements as they 

impact workers at an operational level, including: 

o contents of national codes and standards that underpin regulatory 

requirements 

o reasons for food safety programs and what they must contain 
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o local government food safety regulations and inspection regimes 

o consequences of failure to observe food safety policies and 

procedures 

o meaning of contaminant, contamination and potentially hazardous 

foods HACCP or other food safety system principles, procedures 

and processes as they apply to particular operations and different 

food types, including: 

o critical control points for the specific food production system and 

the predetermined methods of control, especially time and 

temperature controls used in the receiving, storing, preparing, 

processing, displaying, serving, packaging, transporting and 

disposing of food 

o main types of safety hazards and contamination 

o conditions for development of microbiological contamination 

o environmental conditions, including temperature controls, for 

storage 

o temperature danger zone and the two-hour and four-hour rule 

 contents of organisational food safety program, especially procedures 

and monitoring documents 

 equipment operating procedures, especially how to calibrate, use and 

clean a temperature probe and how to identify faults 

 choice and application of cleaning, sanitising and pest control 

equipment and materials 

 high risk customer groups, such as: 

o children or babies 

o pregnant women 

o aged persons 

o people with immune deficiencies or allergies. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 consistently use safe food handling practices in a range of different 

food handling circumstances 

 demonstrate knowledge of food safety program and requirements, 

including critical control points and methods of food hazard control for 

each critical control point. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food preparation area or commercial kitchen with the 

fixtures, large and small equipment and workplace documentation 

defined in the Assessment Guidelines; this can be a: 

o real industry workplace 

o simulated industry environment such as a training kitchen servicing 

customers 

 food ingredients and ready to eat food items 

 current plain English regulatory documents distributed by the national 

government food safety authority 

 current commercial food safety programs, policies and procedures used 

for the management of food safety. 

Method of assessment 
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 direct observation of the individual completing tasks in a food handling 

facility 

 use of case studies to assess ability to react to a range of incidents 

where hazards have not been controlled 

 oral or written questioning to assess knowledge of food safety 

legislative requirements, policies and procedures, including hazard 

control measures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCSs relevant to the industry sector, workplace 

and job role, for example: 

 FH06001Use hygienic practices for food safety 

 any commercial cookery, commercial catering, patisserie, Asian 

cookery or food and beverage NCS involving food preparation. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  FH01006 Provide information on local area to visitors 

SQF Level II NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to access general information on facilities, products and services 

available in the local area and to provide this to visitors. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable 

Learning Outcome 1 Access and update visitor information. 

Performance 

Standard 1.1 

Sources of visitor information are identified and accessed. 

 

Range Statements: Sources may include: 

 brochures 

 library 

 local people, including local identities with specialised knowledge 

 local visitor guide booklets 

 maps 

 online reservations systems 

 organisation information 

 organisation-designed information systems, e.g. inventory control 

database 

 principal supplier of the product 

 product library 

 room directories 
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 social media websites 

 National  government tourism authority information systems 

 supplier of the product 

 the Internet 

 timetables. 

 

Visitor information may include: 

 accommodation options 

 attractions 

 cruises 

 dining options 

 vehicle rental 

 entertainment venues 

 events 

 local facilities: 

o airline offices 

o banks 

o dentists 

o doctors 

o currency exchanges 

o hairdressers 

o hospitals 

o emergency services 

o post offices 

o travel agencies 

 local shopping facilities: 

o centres 

o malls 

o markets 

o souvenir shops 

 local transport options: 

o buses 

o ferries 

o taxis 

o trains 

 organisation-specific information 

 road conditions 

 sporting facilities 

 tours, local outings and trips 

 travelling routes  

 weather conditions. 
 

Performance 

Standard 1.2 

General information on different local facilities, products and services is 

obtained to meet different customer needs. 

Performance 

Standard 1.3 

Information is shared with colleagues to support the efficiency and quality of 

service. 

Performance 

Standard 1.4 

Opportunities are used to update and maintain local area knowledge. 

Range Statement: Opportunities may include: 

 attending team meetings 

 informal discussions with colleagues 
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 listening to radio 

 ongoing contact with principal or supplier of the product or service 

 participating in local familiarisation tours 

 reading: 

o brochures 

o and internal newsletters 

o leaflets 

o local newspapers 

o staff noticeboards 

 talking and listening to colleagues and customers 

 using personal observation or exploration 

 visiting the local information centre 

 watching television, videos and films. 
 

Learning Outcome 2 Provide information to visitors. 

Performance 

Standard 2.1 

Specific information and assistance needs of the customer are identified.  

Performance 

Standard 2.2 

Appropriate scope and depth of information is provided to meet customer 

needs. 

Performance 

Standard 2.3 

 Internal products and services are promoted to enhance customer 

experience. 

 

Range Statement: Internal products and services may include: 

 accommodation 

 activities 

 general retail products and souvenirs 

 products made by the organisation: 

o craft items 

o food 

o wine 

 restaurant products 

 tours. 

Learning Outcome 3 Seek feedback on information provision. 

Performance 

Standard 3.1 

Visitor feedback is sought to ensure all required information has been 

provided. 

Performance 

Standard 3.2 

Formal organisational customer evaluation procedures are followed. 

Performance 

Standard 3.3 

Internal feedback on visitor information services is provided to supervisor. 

Explanatory Notes This NCS applies to a range of tourism, travel, hospitality, event, 

entertainment and cultural sectors. 

It applies to frontline service personnel who routinely respond to visitor 

requests for general local area information. They may be working 

independently or with guidance from others in restaurants, hotels, wineries, 

attractions, entertainment venues, tour operations, visitor information centres 

and at tour desks. 

Required skills 
 communication skills to: 

o interact in a friendly and courteous way with customers 

o promote local products and services 
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 learning skills to continuously update local area knowledge 

 literacy skills to: 

o read and comprehend product and local area information 

o research, sort and use relevant information 

o write simple notes on products and local services 

 problem-solving skills to identify knowledge deficiencies and seek 

information to satisfy visitor enquiries 

 teamwork skills to share local area information with colleagues and 

provide internal feedback. 

Required knowledge 
 sources of information on the local area, facilities and general products 

available 

 sources of information on organisational products and services 

 major local attractions and events, transport options and general visitor 

facilities. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 respond to multiple and diverse customer requests and provide local 

area information to meet their needs 

 source accurate and current information on the local area 

 integrate knowledge of the local area when providing general 

information. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry environment 

where visitor information is sourced and provided to customers 

 current information on the local area, facilities and general products 

available 

 customers with whom the individual can interact. 

Method of assessment 
 direct observation, using role plays, to assess the individual‟s ability to 

use local knowledge to answer a variety of customer questions 

 projects and activities to source and obtain current, accurate and 

relevant local information 

 written or oral questioning to assess knowledge of sources of 

information on the local area, facilities and general products available 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01017 Provide accommodation reception services 

 MF09021 Interact with customers in the workplace 

 MF04009 Show social and cultural sensitivity in the workplace 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 
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Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA. 

 

 

NCS Code and Title  FH01007 Provide housekeeping services to guests 

SQF Level I NCS Credit Value 1 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to provide a range of general housekeeping services to guests. It 

does not include cleaning and preparation of guests‟ rooms which is covered 

in Prepare Rooms for Guests. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Respond to housekeeping requests. 

Performance 

Standard 1.1 

Guest requests are handled in a polite and friendly manner according to 

organisational customer service standards and security procedures. 

 

Range Statement: Guest requests may relate to: 

 additional items: 

o pillows and blankets 

o room supplies 

o hair dryers 

o irons 

o roll away beds 

 information and advice: 

o services and products 

o how equipment works 

o lost property enquiries 

 special needs: 

o items for in-room celebrations 

o rectification cleaning 

o repairs and maintenance 

o technology. 

Performance 

Standard 1.2 

Guests are acknowledged by use of name wherever possible.  

Performance 

Standard 1.3 

Requests made are confirmed and noted according to organisational 

procedures. 

Performance 

Standard 1.4 

Appropriate apologies are made where a request has arisen from breakdown 

in room servicing. 

Performance 

Standard 1.5 

Timelines with guests are agreed upon for meeting requests. 

                      

Performance 

Standard 1.6 

Items delivered or picked up within agreed timeframes. 

Performance 

Standard 1.7 

Equipment is set up for guests when required according to organisational 

procedures. 

 

Range Statement: Equipment may include: 

 alarm clocks 
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 computers 

 electric kettles and jugs 

 hair dryers 

 telephones 

 DVD/Media players 

 televisions. 

 Radio 

Performance 

Standard 1.8 

Information and advice about special services and benefits is offered to 

guests or clients to ensure maximum take-up of services and profitability of 

guest‟s stay. 

Learning Outcome 2 Guests are courteously advised on room and housekeeping equipment. 

Performance 

Standard 2.1 

Guests are courteously advised on correct use of equipment.  

Performance 

Standard 2.2 

Equipment malfunctions are reported promptly, and where possible, 

alternative arrangements are made to meet guest needs. 

Performance 

Standard 2.3 

A suitable time to collect equipment is agreed upon with guest. 

Explanatory Notes This NCS applies to housekeeping attendants, porters and concierge staff in 

commercial accommodation establishments. They work under supervision 

and usually as part of a team. 

Required skills 
 communication skills to: 

o interact courteously with guests  

o interact with guests from diverse cultural and social backgrounds 

 literacy skills to: 

o read basic equipment instructions 

o write simple notes and complete forms 

o planning and organising skills to respond to requests in a logical and 

efficient way. 

Required knowledge 
 features of housekeeping services and procedures: 

o range of services and available items 

o delivery and pick-up systems 

o maintenance  

o response times standards 

 security and safety procedures of particular relevance to housekeeping 

services: 

o accessing rooms 

o interactions with guests 

o securing supplies and equipment 

o safe handling of room equipment. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 offer courteous and friendly service to guests 

 demonstrate knowledge of housekeeping procedures, services and 

equipment. 

Context of and specific resources for assessment 
Assessment must ensure use of: 
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 an operational accommodation environment with the fixtures, large and 

small 

 equipment and workplace documentation defined in the Assessment 

Guidelines; this can be a: 

 real industry workplace 

 simulated industry environment such as a training hotel 

 other people with whom the individual can interact. 

Method of assessment 
 direct observation of the individual handling housekeeping requests 

 use of role-plays to demonstrate appropriate interpersonal skills in 

response to 

 requests 

 oral or written questioning to assess knowledge of typical housekeeping 

services 

 and procedures  

 review of portfolios of evidence and third-party workplace reports of 

on-the-job 

 performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example:  

 FH01008 Prepare rooms for guests 

 MF09021 Interact with customers in the workplace. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH01008 Prepare rooms for guests 

SQF Level II Total Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to clean and prepare rooms, including bedrooms and bathrooms, in 

an accommodation establishment. It requires the ability to set up cleaning 

equipment and trolleys and to safely clean guest rooms using resources 

efficiently to reduce negative environmental impacts. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Prepare for room servicing. 

Performance 

Standard 1.1 

Rooms requiring service are identified from information supplied. 

Performance 

Standard 1.2 

Room servicing equipment and cleaning agents are selected and prepared. 

 

Range Statements: Equipment may include: 
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 electrically operated equipment: 

o scrubbers 

o vacuum cleaners 

o garbage receptacles 

 manual equipment: 

o brushes  

o buckets 

o dusters  

o mops and clothes 

 protective clothing. 

 

Cleaning agents may include: 

 agents for specialised surfaces: 

o glass 

o wood 

 deodorisers 

 disinfectants 

 spot cleaning agents 

 pesticides. 

Performance 

Standard 1.3 

Supplies for trolleys identified and selected or ordered in sufficient numbers. 

Performance 

Standard 1.4 

Carrying equipment loaded safely with adequate supplies. 

Performance 

Standard 1.5 

Rooms are accessed according to organisational customer service and 

security procedures.             

Learning Outcome 2 Make up beds according to organisational procedures. 

Performance 

Standard 2.1 

Beds stripped mattresses, pillows and linen checked for stains and damage. 

Performance 

Standard 2.2 

Stained and damaged linen replaced according to organisational standards. 

Learning Outcome 3 Clean rooms according to organisational procedures. 

Performance 

Standard 3.1 

Rooms are cleaned in logical order and with minimum disruption to guests. 

Performance 

Standard 3.2 

Any hazards in the room are identified and responded to according to 

organisational procedures. 

 

Range Statement: Hazards may include: 

 breakages 

 heated utensils and surfaces 

 human material or waste 

 sharp items: 

o knives 

o needles and syringes 

 surgical dressings 

 wet or slippery surfaces. 

Performance 

Standard 3.3 

Negative environmental impacts are reduced through efficient use of energy, 

water and other resources. 

Performance Unhygienic personal contact with food or food contact surfaces is avoided. 
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Standard 3.4 Range Statements: Unhygienic personal contact may include: 

 transferring micro-organisms by: 

o blowing nose 

o coughing 

o drinking 

o eating 

o scratching skin and hair 

o sneezing 

o spitting 

o touching wounds 

 transmitting tobacco products by smoking. 

 

Food contact surfaces may include: 

 chopping boards 

 containers 

 cooking utensils 

 crockery 

 cutlery 

 glassware 

 pots and pans 

 sinks 

 workbenches. 

Performance 

Standard 3.5  

Unhygienic cleaning practices that may cause food-borne illnesses are 

avoided. 

Range Statement: Unhygienic cleaning practices may include: 

 cleaning food contact surfaces with linen that may be contaminated with 

human waste: 

o blood 

o body secretions 

o faeces 

 using dirty: 

o cleaning cloths 

o tea towels 

 spreading bacteria from bathroom or bedroom areas to mini-bar or 

kitchen areas. 

Performance 

Standard 3.6 

Pests are identified and action taken according to organisational procedures. 

Learning Outcome 4 Organise rooms according to organisational procedures. 

Performance 

Standard 4.1 

Furniture, fixtures and fittings are checked and reset into position. 

Range Statement: Furniture, fixtures and fittings may include: 

 desks 

 floor surfaces 

 light fittings 

 mirrors and glassware 

 refrigerators 

 shelving 

 soft furnishings 

 telephones 
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 televisions 

 wardrobes. 

Performance 

Standard 4.2 

Room supplies are checked, replenished or replaced according to 

organisational procedures. 

Range Statement: Room supplies may include: 

 bathroom supplies 

 discretionary supplies and gifts 

 food and beverages 

 digital equipment 

 kitchen equipment 

 linen 

 information: 

o local tourist information 

o magazines and newspapers 

o promotional material 

 stationery 

 tableware: 

o crockery 

o cutlery 

o glassware. 

Performance 

Standard 4.3 

Guest items left in vacated rooms are collected and stored according to 

organisational procedures. 

Learning Outcome 5 Check rooms according to organisational procedures. 

Performance 

Standard 5.1 

Room defects, damaged items or suspicious items or occurrences are listed 

and reported to appropriate person. 

Performance 

Standard 5.2 

Maintenance items are reported to appropriate person. 

Performance 

Standard 5.3 

A final inspection of room set up and cleanliness performed prior to leaving 

the room. 

Learning Outcome 6 Clean and store trolleys and equipment according to organisational 

procedures. 

Performance 

Standard 6.1 

Trolleys cleaned and equipment stored after use. 

Performance 

Standard 6.2 

Waste and hazardous substances are disposed of according to organisational 

procedures. 

Performance 

Standard 6.3 

Trolley supplies are replenished or reordered according to organisational 

procedures. 

Explanatory Notes This NCS applies to housekeeping attendants in commercial accommodation 

establishments. They work under supervision and usually as part of a team. 

Required skills 

 literacy skills to: 

o read schedules for room servicing 

o read product labels and product safety instructions 

o complete simple forms and room reports 

 numeracy skills to calculate dilution requirements of cleaning products 

 planning and organising skills to complete room servicing in a logical 

and efficient way 

 problem-solving skills to identify and deal with common room servicing 
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challenges. 

Required knowledge 

 cleaning chemicals, equipment and procedures for wet and dry surfaces 

and materials: 

o wet: 

 baths 

 showers 

 toilets 

 basins 

 walls 

o dry: 

 carpet 

 laminate 

 soft furnishings 

 woodwork 

 types of protective clothing used for different cleaning tasks 

 safe manual handling techniques: 

o carrying 

o lifting 

o pulling 

o pushing 

 security and safety issues for guest rooms: 

o handling of guest property 

o appropriate interactions with guests 

o room access and departure 

o privacy considerations 

o legal obligations (duty of care) 

 safe handling requirements for hazardous cleaning products, including: 

o use of Material Safety Data Sheets (MSDS) 

o disposal 

 hygiene procedures and requirements: 

o hygiene responsibilities of cleaning staff 

o hygiene hazards for room cleaning, including potential food 

contamination and transmission of airborne illnesses 

o cleaning practices that minimise hygiene risks 

 ways of minimising negative environmental impacts in the cleaning 

process: 

o resource conservation – energy and water 

o waste disposal 

o presentation standards for guest rooms. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
 Evidence of the ability to: 

 safely use cleaning chemicals and equipment during room servicing 

 clean and prepare multiple rooms to required standards within 

commercially-realistic timeframes 

 use hygienic cleaning practices 

 demonstrate knowledge of cleaning products, cleaning techniques, waste 

disposal and ways of conserving 

 resources in the cleaning process. 
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Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational accommodation environment with the fixtures, large and 

small equipment and workplace 

 documentation defined in the Assessment Guidelines; this can be a: 

 real industry workplace 

 simulated industry environment such as a training hotel 

 guest rooms requiring cleaning. 

Method of assessment 
 direct observation of the individual preparing and servicing a guest room 

 inspection of rooms cleaned by the individual 

 written or oral questioning to asses knowledge of housekeeping and 

room preparation procedures, 

 hazardous substances and efficient resource use 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example:  

 FH01001 Clean premises and equipment. 

 FH01007 Provide housekeeping services to guests 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date 31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH01009 Launder linen and guest clothes 

SQF Level II NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to launder linen and guest clothes. It requires the ability to operate 

laundry equipment safely, complete the laundering process for a variety of 

items and use resources efficiently to reduce negative environmental 

impacts. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Process laundry items according to organisational procedures. 

Performance 

Standard 1.1 

Items are sorted and processed according to cleaning process, urgency, guest 

requests and required linen stock levels. 

Performance 

Standard 1.2 

Laundry methods are selected according to textile labelling codes based on 

fibre and fabric, dye fastness and amount of soilage.  

Performance 

Standard 1.3 

Stains are treated according to organisational procedures. 
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Performance 

Standard 1.4 

Cleaning agents are used according to manufacturer instructions and specific 

laundry equipment. 

Performance 

Standard 1.5 

Laundry equipment is operated according to manufacturer instructions. 

 

Range Statement: Laundry equipment may include: 

 dryers 

 hangers 

 heat sealing equipment and roll plastic 

 irons 

 sorting baskets and shelves 

 steam presses 

 washers. 

Performance 

Standard 1.6 

Negative environmental impacts are reduced through efficient use of energy, 

water and other resources. 

Performance 

Standard 1.7 

All waste, especially hazardous substances are safely disposed of, to 

minimise negative environmental impacts. 

Learning Outcome 2 Finish laundry items according to organisational procedures. 

Performance 

Standard 2.1 

Minor repairs and mending are completed as required according to 

organisational procedures.  

Performance 

Standard 2.2 

Quality checks and report of damage arising from laundering process 

completed according to organisational procedures. 

Performance 

Standard 2.3 

Ironing or pressing and finishing processes are completed according to 

organisational procedures.  

Learning Outcome 3  Package and store laundry items according to organisational procedures. 

Performance 

Standard 3.1 

 Guest laundry and linen is packaged and presented according to 

organisational standards and procedures. 

 

Range Statement: Packaging and presenting guest laundry may include: 

 folding 

 wrapping 

 heat sealing 

 labelling. 

Performance 

Standard 3.2 

Records and billing information is completed according to organisational 

procedures. 

Performance 

Standard 3.3 

Finished items are returned to guest within required timeframes. 

Performance 

Standard 3.4 

Processed guest laundry is stored where required according to guest requests 

or where return to guests is not possible. 

Range Statement: Storage of laundry is required where: 

 guests have requested storage 

 guests have departed temporarily 

 laundry has been left behind or forgotten. 

Explanatory Notes This NCS applies to laundry attendants in venues with an on-premises (not 

outsourced) laundry. Often it relates to the laundering of linen. It may also 

apply to personal assistants, butlers and valet attendants whose job role 

involves personal laundry services. This work is carried out under 

supervision. 

Required skills 
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 literacy skills to: 

o read information about the use of laundry chemicals 

o read and interpret labels and washing instructions  

o complete simple laundry documentation 

 numeracy skills to: 

o calculate dilution strengths of laundry chemicals 

o calculate charges for laundry services  

o planning and organising skills to coordinate laundry workflow to 

meet timelines 

o problem-solving skills to treat difficult stains and carry out minor 

repairs. 

Required knowledge 

 safe handling requirements for laundry chemicals, including: 

o use of Material Safety Data Sheets (MSDS) 

o disposal 

 hygiene and infection control procedures in the laundry, including: 

o separation of clean and dirty items 

o procedures when in contact with different types of soilage 

 major natural and synthetic fabric types and the laundering and drying 

requirements for each 

 meaning of laundering and dry cleaning labels on clothing 

 linen control procedures, including: 

o clean for dirty 

o set amount 

o topping up 

o uniform issue 

o condemned linen 

o procedures if problems are identified 

 procedures for charging, packaging and distribution of laundry items 

 safe manual handling techniques: 

o carrying 

o lifting 

o pulling 

o pushing 

 ways of minimising negative environmental impacts in the cleaning 

process: 

o resource conservation – energy and water 

o waste disposal 

 packing and presentation methods for clean laundry. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 assess processes required for different laundry and soilage types 

 safely use laundry equipment and cleaning agents, using different cycles 

and programs  

 launder and finish a variety of linen, clothing items and fabrics  

 demonstrate knowledge of safety and environmental issues, including 

efficient use of resources and requirements for safe handling and 

disposal of hazardous substances. 

Context of and specific resources for assessment 
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Assessment must ensure use of: 

 the fixtures, large and small equipment and workplace documentation 

defined in the 

 Assessment Guidelines; this can be a: 

o real industry workplace 

o simulated industry environment such as a training hotel 

 linen and laundry items made from a range of fabrics and with different 

soilage 

 workplace documentation for laundry operations. 

Method of assessment 
 direct observation of the individual carrying out laundry tasks  

 inspection of items laundered by the individual 

 oral or written questioning to assess knowledge of commercial laundry 

equipment operation, 

 different laundry cycles and programs, hazardous substances, stain 

identification and treatment, 

 work health and safety issues and ways of conserving resources 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example:  

 MF05011 Participate in safe work practices. 

Resource 

requirements 

 Essential resources are referred to throughout this NCS. 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date 31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH01010 Use hospitality skills effectively 

SQF Level II NCS Credit Value 5 

NCS Purpose 

Statement 

 This NCS describes the performance outcomes, skills and knowledge 

required to provide effective hospitality service to customers during live 

service periods. 

It requires the ability to integrate a range of individual technical skills while 

dealing with numerous sales, service or operational tasks simultaneously to 

meet the needs of multiple and diverse customers. It incorporates 

preparation, service and end of service tasks. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable.  

Learning Outcome 1 Prepare for service. 

Performance 

Standard 1.1 

Pre service tasks are planned and organised using organisational 

information. 
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Range Statement: Organisational information may include: 

 availability of products, services and specials 

 beverage lists 

 current promotions, events and entertainment 

 details of expected business, including customer requirements and 

scheduling 

 event or function running sheets 

 job role and tasks to be performed 

 local area and venue facilities 

 menus 

 policies 

 procedures 

 staff rosters 

 verbal or written advice affecting job performance and service 

requirements. 

Performance 

Standard 1.2 

Service requirements are discussed and confirmed with supervisors. 

Performance 

Standard 1.3 

Work area, equipment and supplies are prepared according to procedures to 

meet service requirements.  

Learning Outcome 2 Provide service. 

Performance 

Standard 2.1 

Customers are greeted courteously and their requirements for products and 

services are determined. 

 

Range Statement: Products and services may include: 

 accommodation 

 food 

 beverage 

 housekeeping 

 reception 

 information 

 portering. 

Performance 

Standard 2.2 

Information is offered to customers and products and services are promoted 

according to organisational procedures. 

 

Range Statement: Information to customers may involve: 

 current gaming promotions 

 customer loyalty programs 

 food menu options, choices and specials 

 gymnasiums and health facilities 

 hotel facilities 

 in room services 

 laundry services 

 local area and venue facilities 

 lost and found services 

 membership benefits 

 prices of products and services 

 prize nights and special events 

 product knowledge of food, alcoholic and non-alcoholic beverages 

 raffles 

 room service 
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 wine and cocktail drink list choices and specials. 

Performance 

Standard 2.3 

Customers are interacted with using appropriate methods and techniques to 

meet customer expectations of quality, presentation and timeliness of 

delivery. 

Performance 

Standard 2.4 

Routine customer problems are resolved according to individual 

empowerment and organisational policy.              

Learning Outcome 3 Complete operational tasks. 

Performance 

Standard 3.1 

Work schedules are followed whilst working cooperatively as part of the 

team to maximise efficiency. 

Performance 

Standard 3.2 

Workplace safety and hygiene practices are followed according to 

organisational procedures. 

Performance 

Standard 3.3 

The cleanliness and tidiness of work areas is maintained at all times. 

Performance 

Standard 3.4 

Organisational procedures and technology is used to complete operational 

tasks. 

 

Range Statement: Operational tasks may include: 

 communicating orders to the kitchen 

 ordering stock 

 preparing rooms for guests 

 processing financial transactions 

 providing portering services 

 selling and preparing drinks 

 serving food and beverage 

 taking orders. 

Performance 

Standard 3.5  

Problems and operational issues are identified and reported as they arise. 

Learning Outcome 4 Complete end of shift duties. 

Performance 

Standard 4.1 

End of shift procedures are followed according to organisational 

procedures. 

 

Range Statement: End of shift procedures may include: 

 cleaning procedures related to work areas and equipment 

 debriefing sessions, including quality service reviews 

 preparation for the next service period 

 restocking 

 safe storage of products, equipment and materials. 

Performance 

Standard 4.2 

Administration and reporting requirements are completed according to 

organisational standards. 

 

Range Statement: 

Administration and reporting requirements may include: 

 completing financial transactions such as reconciling takings and or 

floats 

 completing incident, Occupational Safety and Health or maintenance 

reports 

 completing work plans and schedules 

 handover. 

Performance Customer feedback is provided to relevant supervisors or managers. 
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Standard 4.3 

Explanatory Notes This NCS applies to a range of hospitality industry settings including bars, 

hotels, cafes, restaurants, pubs and motels. 

This NCS underpins the more advanced integrated NCS Work effectively in 

hospitality service. 

It applies to frontline operational service personnel who deal directly with 

customers on a daily basis. They work with very little independence and 

under close supervision, applying little discretion and judgement as they 

follow predefined organisational procedures and report discrepancies to a 

higher level staff member for action. They may work within any industry 

area including accommodation services, food and beverage, gaming 

operations and housekeeping. 

Required skills 
 communication skills to: 

o discuss and confirm service requirements with supervisors 

o provide customer information and listen to and interpret customer 

requests 

 literacy skills to read and comprehend procedures and work schedules 

 numeracy skills to: 

o calculate time to complete operational tasks 

o service customers within expected timelines 

 planning and organising skills to follow work schedules to maximise 

efficiency and work within timelines 

 problem-solving skills to identify workplace problems and to refer to 

supervisors 

 self-management skills to integrate all technical skills within the whole 

service period including preparation, service, and end of shift duties 

 teamwork skills to work cooperatively as part of a team 

 technology skills to use a variety of equipment for day-to-day work 

activities. 

Required knowledge 
 roles and responsibilities of different service team members 

 organisational policies and procedures for: 

o administrative reporting 

o hygiene, health, safety and security 

o customer service 

o complaint handling 

 full details of organisational products, services, facilities, current 

promotions, events and entertainment. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 integrate technical skills and provide effective hospitality service to 

customers for a minimum of 12 complete service periods (shifts) 

 interact with and positively respond to the diverse demands and 

requests of multiple customers throughout the service period 

 work with speed and efficiency to deal with numerous service and 

operational tasks simultaneously 

 identify issues and problems such as workplace time constraints, late 

arrivals, no-shows, walk-ins, refer to supervisors and participate in 
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their resolution 

 work cooperatively as part of the service team and take limited 

responsibility for the service process, workflow and own work 

outcomes 

 integrate knowledge of relevant organisational policies and 

procedures. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a fully-operational hospitality environment with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines; this can be a: 

o real hospitality workplace 

o hospitality industry environment operated within a training 

organisation that services customers e.g. a training restaurant for 

the food and beverage context 

 industry-realistic ratios of service staff to customers 

 products and services to be delivered to customers. 

Method of assessment 
 direct observation of the individual providing integrated service 

according to established systems and procedures within an operational 

hospitality setting 

 evaluation of customer feedback about service including speed and 

timing 

 written or oral questions to assess knowledge of organisational 

products and services and procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual.  

Guidance information for assessment 
Since evidence must be completed across a minimum of 12 complete 

service periods (shifts), an integrated approach to assessing these NCS 

with other technical NCS required for a qualification is possible and 

expected. 

The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01007 Provide housekeeping services to guests 

 FH01008 Prepare rooms for guests 

 FH02003 Operate a bar 

 FH02006 Serve food and beverage 

 MF09021 Interact with customers in the workplace 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 
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NCS Code and Title  FH01013 Provide responsible service of alcohol 

SQF Level III NCS Credit Value 2 

NCS Purpose 

Statement 

 This NCS describes the performance outcomes, skills and knowledge 

required to responsibly sell or serve alcohol. 

Responsible practices must be undertaken wherever alcohol is served and 

sold, including where alcohol samples are served during on-site product 

tastings. This NCS, therefore, applies to any workplace where alcohol is 

served and sold, including all types of hospitality venues, retail liquor 

outlets, breweries and distilleries. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable 

Learning Outcome 1 Sell or serve alcohol responsibly. 

Performance 

Standard 1.1 

Alcohol is served or sold according to provisions of relevant legislation, 

licensing requirements and responsible service of alcohol principles. 

Performance 

Standard 1.2 

Accurate information is provided to customers on alcoholic beverages 

according to organisation or house policy and government legislation, 

including types, strengths, standard drinks and the alcoholic percentages of 

a range of frequently sold alcoholic beverages. 

 

Range Statement: Accurate information may be provided to customers: 

 by use of fact sheets and advertising material that comply with 

legislative requirements 

 by use of mandatory signage 

 verbally. 

Performance 

Standard 1.3 

Customers are assisted with information on the range of non-alcoholic 

beverages available for purchase. 

Performance 

Standard 1.4 

Issues related to the sale and service of alcohol to different types of 

customers are identified, especially those at risk, and incorporate them into 

sales or service. 

 

Range Statements: Issues may include: 

 demeanour and mood 

 familiarity with specific customers 

 perceived effects of illicit and other drug usage 

 perceived health status 

 physical stature 

 social context. 

 

Those at risk may include: 

 minors 

 people affected by the consumption of illicit and other drugs 

 women 

 young customers. 
 

Learning Outcome 2 Assist customers to drink within appropriate limits. 

Performance 

Standard 2.1 

Standard drinks or samples are prepared according to industry requirements. 

  

Range Statements: Standard drinks should be measured using: 

 appropriate measures 

 appropriately sized sample glasses 
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 electronic dispensing and measuring devices. 

 

Samples may include tastings of any item for sale in a: 

 brewery 

 distillery 

 hospitality venue 

 retail liquor outlet 
 

Performance 

Standard 2.2 

Customers are courteously and diplomatically encouraged to drink within 

appropriate limits. 

Performance 

Standard 2.3 

Erratic drinking patterns are recognised as an early sign of possible 

intoxication and take appropriate action.  

 

Range Statement: Erratic drinking patterns may include: 

 mixing a wide range of drink types 

 drinking quickly and asking for more immediately 

 ordering more than one drink for self-consumption 

 mixing alcohol consumption with consumption of prescription or illicit 

drugs 

 consistently returning to the tasting site to request more samples 

 ordering multiple samples 

 ordering large samples 

 ordering „triple shots‟ or extra-large drinks. 

Performance 

Standard 2.4 

Emotional and physical state of customers are monitored for signs of 

intoxication and ill effects of illicit or other drug usage.            

Performance 

Standard 2.5 

Food and non-alcoholic beverages are offered to customers where 

appropriate.   

Performance 

Standard 2.6 

Requests for alcohol to be dispensed in a manner that is irresponsible, or 

which encourages the rapid or excessive consumption of alcohol, are 

politely declined, and customers advised of the reasons for the refusal. 

 

Range Statement: Requests for drinks to be dispensed in a manner that is 

irresponsible, or which encourages the rapid or excessive consumption of 

liquor may include: 

 jugs of spirits and mixers 

 laybacks 

 multiple samples for self-consumption 

 bombs and depth chargers 

 rocket fuel 

 shooters 

 test tubes 

 yard glasses. 

Learning Outcome 3 Assess alcohol affected customers and identify customers to whom sale or 

service must be refused. 

Performance 

Standard 3.1 

Intoxication levels of customers are assessed using a number of methods, 

including observing changes in behaviour, observing emotional and 

physical state, and monitoring noise levels and drink purchases. 

 

Range Statement: Changes in behaviour may involve the customer 

becoming: 
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 aggressive 

 disorderly 

 quarrelsome 

 violent. 

Performance 

Standard 3.2 

Factors that may affect individual responses to alcohol are taken into 

account when assessing intoxication levels. 

 

Range Statement: Factors include: 

 food intake 

 gender 

 general health 

 other substances taken, especially illicit and other drugs 

 rate of consumption 

 weight. 

Performance 

Standard 3.3 

Customers to whom sale or service must be refused are identified according 

to legislation, including minors, those purchasing on behalf of minors, 

intoxicated persons, and persons affected by the consumption of illicit and 

other drugs. 

Performance 

Standard 3.4 

Lawful form of proof of age is requested prior to sale or service where 

appropriate. 

 

Range Statement: Lawful form of proof of age includes: 

 Identification as listed in current legislation or as listed by the liquor 

licensing authority 

Learning Outcome 4 Refuse to provide alcohol. 

Performance 

Standard 4.1 

Service is refused in a polite manner and reasons stated for the refusal. 

Performance 

Standard 4.2 

Intoxicated customers are spoken to in a suitable and consistent manner, 

minimising confrontation and arguments and signage where appropriate. 

 

Range Statements: Intoxicated denotes: 

 a condition as defined in current liquor licensing legislation 

 those to whom service may be refused due to excessive consumption 

of alcohol 

 

Signage may include: 

 signs produced in-house that comply with wording required by 

legislation 

 warning notices within any form of advertising. 
 

Performance 

Standard 4.3 

Appropriate assistance is provided to customers when refusing service. 

 

Range Statement: Appropriate assistance may include: 

 assisting the customer to connect with their designated driver 

 offering alternatives to alcohol, including food 

 offering to sell or serve non-alcoholic drinks 

 organising transport for customers wishing to leave 

 providing information on taxis. 

Performance 

Standard 4.4 

Where appropriate, customers are given a verbal warning and/or asked to 

leave the premises according to organisation or house requirements, the 
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specific situation and provisions of legislation and regulations. 

Performance 

Standard 4.5 

Appropriate communication and conflict resolution skills are used to handle 

difficult situations. 

 

Range Statement: Communication and conflict resolution skills may 

include: 

 using open and non-aggressive body language 

 using a number of strategies to diffuse a situation, such as taking the 

person away from an audience or blaming the refusal on the „law‟ 

 monitoring the reactions of other customers 

 picking early warning signs and intervening before the person is 

intoxicated 

 not using physical touch or body language 

 remaining calm and using tactful language. 

Performance 

Standard 4.6 

Difficult situations beyond the scope of individual responsibility are 

referred to the appropriate person. 

Performance 

Standard 4.7 

Situations that pose a threat to the safety or security of colleagues, 

customers or property are identified promptly, and assistance is sought from 

appropriate colleagues according to organisational policy. 

Explanatory Notes This NCS applies to all levels of sales personnel involved in the sale, 

service and promotional service of alcohol in licensed premises. Those 

selling and serving alcohol may include food and beverage attendants; retail 

liquor sales persons; brewery and distillery and supplier sales 

representatives. It also applies to security staff who monitor customer 

behaviour and to the licensee who is ultimately responsible for Responsible 

Service of Alcohol management.  

Required skills 
 communication to: 

o provide complex information on responsible service of alcohol 

laws in a way that is readily understood by customers 

o speak firmly and clearly with intoxicated customers 

 deal with customers sensitively, courteously and discreetly using non-

confrontational language 

 critical thinking skills to assess intoxication levels of customers 

 initiative and enterprise skills to offer food and non-alcoholic 

beverages to assist customers 

 learning skills to continuously update knowledge of changing 

responsible service of alcohol laws and regulations 

 literacy skills to: 

o read and interpret documents such as identification (ID) cards, 

driver‟s licences, statutory signage, warning signs and wording 

within advertising or promotional material, in-house policies and 

procedures and any general plain English regulatory and advisory 

information issued by the liquor licensing authority 

 numeracy skills to measure and calculate standard drinks or samples 

problem-solving skills to: 

o identify customers to whom sale or service must be refused 

o identify intoxicated persons and refuse service 

o identify situations that pose a safety threat and seek assistance from 

appropriate colleagues 



Page 63 of 291 
 

© Samoa Qualifications Authority 2017 
 

 teamwork skills to share customer information with team members to 

ensure proper responsible service of alcohol practices within the 

organisation. 

Required knowledge 
 public interest reasons for implementation of responsible service of 

alcohol practices, including: 

o government and community concern with alcohol misuse and 

abuse 

o crime, violence and anti-social behaviour associated with alcohol 

abuse 

 impact of excessive drinking on: 

o local neighbourhood and community 

o premises and staff 

o customers 

o particular types of customers who may be at heightened risk such 

as young people, pregnant women and minors 

o government agencies such as the local police, health facilities and 

road authority 

 key agencies and how to source relevant information on laws, 

regulations and codes of practice or conduct 

 current promotional and strategic community education campaigns 

developed and conducted by agencies and industry groups 

 effects of alcohol on: 

o emotional state 

o health 

o physical alertness 

 factors that affect individual responses to alcohol, including: 

o gender 

o weight 

o general health 

o rate of consumption 

o food intake 

o other substances taken 

 time for effects of alcohol to be registered 

 standard drinks and acceptable measures of alcohol 

 indicators of intoxication, including ways of assessing intoxication of 

customers 

 ways of assessing customers affected by the consumption of illicit and 

other drugs 

 principles of harm minimisation and strategies to minimise the harm 

associated with liquor abuse: 

o strategies laid down in legislation and codes of conduct developed 

by government agencies or industry groups 

o organisational policies that are designed to reduce the harm 

associated with liquor abuse 

 the key provisions of liquor laws and regulations at a depth relevant to 

the scope of job responsibility within licensed premises, including the 

following list that expresses general statements about requirements of 

liquor legislation: 

o legislative definition of intoxication and intoxicated person.  



Page 64 of 291 
 

© Samoa Qualifications Authority 2017 
 

o role of individual staff members and supervisors or managers in 

providing responsible service of alcohol, including seller or server 

duty of care and liability 

o requirement to adopt and use statutory signage on the premises 

for the entire range of circumstances applicable to the 

organisation 

o requirements for mandatory content of any warning signs and 

wording within advertising or promotional material of any form, 

such as print advertising or internet sales 

o requirements for the remote sale and delivery of alcohol sales 

generated via the telephone, fax, email or mail 

o requirements for lawful forms of proof of age and obligations to 

minors under local legislation 

o provisions for retaining and reporting falsified  documents 

o provisions for requiring someone to leave the premises 

o transportation options 

o barring procedures 

o opening and closing hour provisions 

o requirements for monitoring noise and disturbances in and around 

licensed premises 

o requirements laid down in codes of practice or conduct developed 

by government agencies or industry groups 

o requirements described by an in-house policy, standard or code of 

practice or conduct 

o training and record keeping requirements 

o banned or undesirable products 

o personal and business implications of breaching any laws, 

regulations, government or industry-driven codes of practice or 

conduct 

o offences and penalties relating to offences 

 legal drink and drive limits. 
  

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 responsibly sell or serve alcohol on multiple occasions to diverse 

customers with different requests for alcoholic beverages 

 satisfy the legal requirements for responsible sale and service of 

alcohol 

 follow organisational policies and procedures for the responsible 

service of alcohol 

 demonstrate knowledge of: 

o reasons for and benefits of responsible service of alcohol 

o principles of responsible service of alcohol and harm minimisation 

o the key provisions of liquor laws and regulations at a depth 

relevant to the scope of job responsibility within licenced premises 

o the ramifications of non-compliance with the law and industry 

codes for the organisation, licensee and individual staff members. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet providing the service of 
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alcohol with the fixtures, large and small equipment and workplace 

documentation defined in the Assessment Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training bar or food and 

beverage outlet servicing customers 

 industry-realistic ratios of service staff to customers  

 relevant and current publications, signage, information and plain 

English fact sheets distributed by government regulators and industry 

bodies 

Method of assessment 
Because of the nature of this NCS, i.e. intoxication provisions, it may be 

inappropriate in a training or assessment situation to fully provide the 

conditions for this NCS i.e. have intoxicated persons present. Therefore, 

role-plays or case studies are recommended. 

The following examples are appropriate for this NCS:  

 role-plays that allow assessment of the individual‟s ability to: 

o interact with customers during a service period and explain 

organisational legal requirements to serve alcohol responsibly 

o explain in-house policies for the service of alcohol 

o refuse service to a range of people to whom alcohol cannot be 

served 

o speak to intoxicated customers to minimise confrontation 

 case studies and problem-solving activities to assess the individual‟s 

ability to respond to: 

o situations where customers are engaging in erratic drinking 

patterns 

o signage deficiencies 

o situations that pose a safety threat 

 written or oral questioning to assess knowledge of legislation and all 

other knowledge components of this NCS 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02003 Operate a bar 

 FH02008 Prepare and serve cocktails 

 FH02009 Provide advice on beers, spirits and liqueurs 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 
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NCS Code and Title  FH01014 Source and use information on the hospitality industry 

SQF Level II NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to source and use current and emerging information on the 

hospitality industry. This includes industry structure, technology, laws and 

ethical issues specifically relevant to the hospitality industry. Hospitality 

personnel integrate this essential knowledge on a daily basis to work 

effectively in the industry. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable 

Learning Outcome 1 Source and use relevant hospitality industry information. 

Performance 

Standard 1.1 

Sources of information are identified on the structure and operation of the 

hospitality industry. 

 

Range Statements: Sources of information may include: 

 computer data, including the Internet 

 discussions with experienced industry personnel 

 industry: 

o accreditation operators 

o associations and organisations 

o developers of codes of conduct or ethics 

o journals 

o seminars 

 networking with: 

o colleagues 

o suppliers 

 plain English documents, issued by government regulators, that describe 

laws relevant to the hospitality industry 

 libraries 

 media 

 personal observations and experience 

 reference books 

 training courses 

 unions. 

 

The hospitality industry involves a range of sectors and businesses 

including: 

 accommodation 

 casinos 

 bars 

 clubs 

 restaurants and cafes. 

Performance 

Standard 1.2 

Specific information of relevance to the hospitality industry is accessed to 

assist operational duties. 

 

Range Statement: Information of relevance to the hospitality industry may 

include: 

 career opportunities within the industry 

 different sectors and businesses within the industry, their relationships 
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and the services available in each sector 

 different hospitality markets and their relevance to industry sectors 

 economic and social significance of the hospitality industry, which may 

relate to: 

o community role in hospitality 

o effect on local amenities and facilities 

o employment 

 industrial relations and award provisions 

 major hospitality industry bodies and associations 

 quality assurance schemes 

 relationships between hospitality and other industries, including: 

o entertainment 

o events 

o food production 

o recreation 

o tourism 

o wine production 

 role of and impacts on local communities 

 roles and general responsibilities for different jobs in the industry 

 specific features of the local and regional industry. 

Performance 

Standard 1.3 

Information is obtained on features of current and in trend hospitality 

products and services relevant to job role.  

Performance 

Standard 1.4 

Knowledge of the hospitality industry and its products and services are used 

to enhance the quality of work performance. 

  

Range Statement: To enhance the quality of work performance may 

involve: 

 improving skills and productivity 

 producing food items to meet current market trends and customer 

expectations 

 providing quality hospitality service 

 suggesting new and improved ways of doing things 

 working effectively with: 

o other sectors of the hospitality industry 

o suppliers 

 working according to: 

o ethical industry practices to ensure smooth hospitality operations 

 the law to avoid problems for self and the organisation. 

Learning Outcome 2 Source and use compliance information in daily activities. 

Performance 

Standard 2.1 

Information on laws specifically relevant to the hospitality industry are 

obtained and followed.  

 

Range Statement: Laws may cover: 

 business and occupational licensing 

 EEO 

 food safety 

 land ownership, management and access 

 responsible conduct of gaming 

 responsible service of alcohol 

 workplace relations 
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Performance 

Standard 2.2 

Information on industry quality assurance schemes are identified and 

understood. 

 

Range Statement: Quality assurance schemes may include: 

 accreditation schemes 

 codes of conduct or ethics 

 industry association membership 

 occupational licences. 

Performance 

Standard 2.3 

Information on career planning and equal employment opportunity law is 

accessed and understood.  

Performance 

Standard 2.4 

Day to day hospitality activities are performed according to ethical industry 

practices.      

 

Range Statement: Ethical industry practices may relate to: 

 agreed compliance with: 

o accreditation schemes 

o codes of conduct 

o preferred product arrangements 

o payment of commission 

o terms of payment  

 confidentiality of customer information 

consumer protection: 

o provision of services as promoted 

o reasonable consumer pricing 

o truth and honesty in all information given to customers 

 declaration of: 

o commissions 

o fees and other charges 

o gifts and services provided free of charge 

o tips 

 maintaining the rights and lifestyle conditions of local community 

residents 

 overbooking 

 product recommendations 

 professional behaviour when participating in familiarisations and 

industry events. 

Learning Outcome 3 Source and use information on hospitality technology. 

Performance 

Standard 3.1 

Information on current and emerging technologies are described and 

understood in relation to operational duties. 

 

Range Statement: Technologies may involve: 

 catering systems 

 customer technologies: 

o applications for electronic devices and computers 

o online booking systems 

 computer-aided despatch systems 

 e-business 

 food production systems 

 industry: 

o online booking systems 
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o reservations, operations and financial and tracking systems 

 project management systems 

 social media sites. 

Performance 

Standard 3.2 

Information on technology is used to suggest new and improved workplace 

practices. 

Performance 

Standard 3.3 

Current and emerging technology are used in day to day work activities. 

Learning Outcome 4 Update personal and organisational knowledge of the hospitality industry. 

Performance 

Standard 4.1 

 

 

 

A range of opportunities are used to update knowledge of the hospitality 

industry. 

 

Range Statement: Opportunities may include: 

 discussions with experienced industry personnel 

 networking with: 

o colleagues 

o suppliers 

 participating in: 

o industry accreditation schemes 

o industry seminars 

o membership of professional industry associations 

o union membership 

 training courses. 

Performance 

Standard 4.2 

Current issues and trends for the industry are monitored and understood. 

 

Range Statement:  Current issues and trends for the industry may relate 

to: 

 emerging markets 

 environmental, social and cultural impacts 

 government initiatives 

 industry expansion or retraction 

 industry initiatives 

 labour issues 

 maintaining organisational and industry profitability by productivity 

and pricing flexibility 

 shrinking markets. 
 

Performance 

Standard 4.3 

Updated information is shared with colleagues. 

 

Explanatory Notes This NCS applies to all hospitality sectors and many people working at 

different levels. Managers will use more formal research to attain 

specialised and comprehensive knowledge covered within other individual 

NCS. 

This NCS is not about having in-depth knowledge but focuses on the ability 

to source and interpret information related to the hospitality industry 

Required skills 
 communication skills including active listening and open and closed 

probe questioning to obtain information from: 

o experienced industry personnel 

o colleagues 

o suppliers 
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o industry bodies 

 initiative and enterprise skills to suggest: 

o new and improved practices using emerging technology 

o business benefits of participating in industry quality assurance 

schemes 

 learning skills to continuously update knowledge of the hospitality 

industry 

 literacy skills to: 

o read and comprehend the content of plain English information 

about laws, industry accreditation schemes and codes of conduct 

o research, sort and use hospitality industry information 

o write notes, summarise and record information in basic documents 

such as information sheets, portfolios and files 

 planning and organising skills to complete daily operational activities 

while sourcing information required to support those 

 problem-solving skills to recognise knowledge deficiencies and take 

action to seek information 

 self-management skills to take responsibility for sourcing and updating 

current and emerging information 

 teamwork skills to share updated information with colleagues 

 technology skills to: 

o use a computer and keyboard 

o use online information systems to search for information. 

Required knowledge 
 sources of information on the hospitality industry 

 structure of the hospitality industry and its different sectors including 

their: 

o functions 

o key characteristics 

o business relationships between sectors 

 roles and general responsibilities for different jobs in the industry 

 general nature of allied and related industries including tourism, 

meetings, incentives, conferences and events 

 primary functions of: 

o major cross-industry and sector-specific industry associations 

especially those with which the business has a relationship 

o trade unions in the industry 

 basic aspects of hospitality industry quality assurance processes: 

o industry accreditation schemes 

o codes of conduct or ethics 

o occupational licensing 

o reasons for participation and impacts of non-compliance 

o roles and responsibilities of individual staff members when 

participating in schemes 

 basic aspects of laws specifically relevant to the hospitality industry 

and actions that must be adhered to by hospitality businesses: 

o food safety 

o responsible service of alcohol 

o responsible conduct of gaming 

o local community protection including land ownership, management 
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and access requirements that must be met by hospitality industry 

operators when delivering services and requirements to maintain 

the lifestyle of neighbouring residents 

 basic aspects of Equal Employment Opportunity (EEO) law including 

rights of employees and responsibilities of employers to make merit 

based employment decisions 

 current and emerging technology used in the hospitality industry, 

including e-business and social media. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 source current hospitality industry information and use this in 

day-to-day activities to maximise effective performance 

 demonstrate knowledge of the hospitality industry, including main 

roles, functions and interrelationships of different sectors 

 integrate knowledge of the basic aspects of key laws and ethical issues 

specifically relevant to the hospitality industry. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 computers, printers, communication technology and information 

programs used to source industry information 

 information on codes of conduct, membership and benefits distributed 

by: 

o industry associations 

o accreditation operators 

o unions 

 plain English documents issued by government regulators that 

describe laws specifically relevant to the hospitality industry: 

o food safety 

o responsible service of alcohol 

o local community protection. 

Method of assessment 
 exercises and project activities that allow assessment of the 

individual‟s ability to: 

o obtain current and accurate hospitality industry information 

o research information to meet differing operational needs 

 group projects that allow individuals to collectively source information 

on differing aspects of the hospitality industry and present it in a 

portfolio 

 direct observation of the individual delivering an oral presentation on 

the sourced information 

 problem-solving exercises so the individual can identify new 

knowledge required to complete operational activities and source 

information to resolve the deficiency 

 written and oral questioning to assess knowledge of: 

o different sectors of the hospitality industry and their 

interrelationships 

o laws relevant to the hospitality industry 

o industry codes of conduct 

 review of portfolios of evidence and third-party workplace reports of 
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on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF07003 Source and present industry information. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH01017 Provide accommodation reception services 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to check guests in and out of commercial accommodation 

establishments. It requires the ability to check daily arrivals, allocate rooms 

and complete relevant documentation.  

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites  Not applicable. 

Learning Outcome 1 Prepare for guest arrival. 

Performance 

Standard 1.1 

Reception area and equipment is checked and prepared prior to gust arrival. 

Performance 

Standard 1.2 

Daily arrival details are checked and reviewed prior to guest arrival. 

Performance 

Standard 1.3 

Rooms are allocated according to guest requirements and organisational 

policy. 

Performance 

Standard 1.4 

Uncertain arrivals or reservations are followed up according to 

organisational procedures. 

Performance 

Standard 1.5 

Accurate arrivals information is compiled and distributed to relevant 

colleagues, including special situations or requests.               

Learning Outcome 2 Welcome and register guests. 

Performance 

Standard 2.1 

Guests are welcomed courteously, reservation details confirmed and 

opportunities sought to upsell when appropriate. 

 

Range Statement: Reservation details may include: 

 arrival and departure times 

 length of stay 

 payment details 

 personal details 

 rates and discounts 

 special requests 

 type of accommodation and bed configuration. 

Performance Registration procedures are completed according to organisational security 
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Standard 2.2 requirements. 

Performance 

Standard 2.3 

Accounting procedures are followed according to organisational 

requirements. 

 

Range Statement: Accounting procedures may relate to: 

 credit card payments 

 deposits 

 group rates 

 issuing receipts 

 prepayments  

 vouchers and discount rates 

 credit 

Performance 

Standard 2.4 

Arrival information is provided to guests according to organisational 

requirements. 

 

Range Statement: Arrival information may relate to: 

 keys 

 messages 

 products and services: 

o dining times 

o opening hours 

 safety deposit facility arrangements 

 security arrangements. 
 

Performance 

Standard 2.5 

Where rooms are not immediately available or overbooking has occurred, 

follow organisational procedures in order to minimise guest 

inconvenience.                       

Performance 

Standard 2.6 

Actual arrival activity is monitored against expected arrivals and deviations 

reported. 

Learning Outcome 3 Organise guest departure. 

Performance 

Standard 3.1 

Guest departure lists are reviewed and checked for accuracy. 

Performance 

Standard 3.2 

Information on departing guests is sought from other departments in a 

timely manner to facilitate preparation of account. 

Performance 

Standard 3.3 

Guest accounts are generated and checked for accuracy. 

Performance 

Standard 3.4 

Guest accounts are explained clearly and courteously and payments 

processed. 

Performance 

Standard 3.5  

Keys or electronic cards are recovered and processed according to 

organisational procedures. 

Performance 

Standard 3.6 

Guest requests for departure assistance are actioned or referred to 

appropriate person or department. 

 

Range Statement: Departure assistance may include: 

 luggage assistance 

 making forward bookings 

 confirming onward bookings 

 organising transport. 

Performance 

Standard 3.7 

Express checkouts are processed according to organisational procedures as 

required. 
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Performance 

Standard 3.8 

Group checkouts are performed according to organisational procedures. 

Learning Outcome 4 Prepare front office records and reports. 

Performance 

Standard 4.1 

Front office records are prepared and updated within designated timelines. 

 

Range Statement: Front office records may include: 

 arrival and departure lists 

 lost and found information 

 occupancy reports. 

Performance 

Standard 4.2 

Records and reports in regard to room changes, no shows, extensions and 

early departures are prepared according to organisational procedures. 

Performance 

Standard 4.3 

Reports and records are distributed to the appropriate departments within 

designated timelines. 

Performance 

Standard 4.4 

Printed materials usage is minimised to reduce waste. 

Explanatory Notes  This NCS applies to all types of commercial accommodation, and to people 

who staff the reception area. They work within established procedures and 

systems under some supervision, but the customer service nature of the role 

means they apply some discretion and judgment in their interaction with 

guests. 

Required skills 
 communication skills to interact positively with guests 

 literacy skills to: 

o read and interpret reservation information 

o enter guest and accounting information in front office systems  

 numeracy skills to: 

o explain guest accounts and service charges 

 problem-solving skills to respond to check-in, check-out discrepancies 

 technology skills to use computerised front office systems. 

Required knowledge 
 reservations terminology 

 relationships between front desk and other operational areas, 

including: 

o housekeeping 

o food and beverage service 

o maintenance 

 range of needs and expectations of different types of guests 

 types of reports handled or generated at front office, including: 

o accounting reports 

o arrival and departure data 

o occupancy rates 

o guest feedback summaries  

 for the industry sector or organisation: 

o different sources of accommodation reservations: 

o direct 

o travel agents 

o booking centres 

o inbound tour operators 

o online 
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o systems and procedures: 

 check-in and check-out  

 guest accounts 

 product codes 

 security, including issuing of keys or electronic cards and safety 

deposit arrangements. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 check-in and check-out guests with varying reservation requirements, 

including: 

o registration 

o room allocation  

o invoicing of guest charges 

 complete accurate front office reports and records. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational front office environment with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines; this can be a: 

o real industry workplace 

o simulated industry environment  

 industry-current front office reservations, accounting and reporting 

system  

 reservations, accounting and reporting data 

 other people with whom the individual can interact. 

Method of assessment 
 direct observation of the individual providing arrival and departure 

services 

 review of front office records, reports and computer data completed by 

the individual 

 use of role-plays to assess ability to deal with differing guest queries 

and requests  

 use of case studies to assess ability to apply arrival or departure 

processes to different guest scenarios 

 written or oral questioning to assess knowledge of the accommodation 

product and the relationships between different sectors of the 

 tourism industry  

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example:  

 MF09023 Provide service to customers  
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review After 5 years of registration or listing or earlier if required. 
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date 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH01018 Provide lost and found services 

SQF Level II NCS Credit Value 1 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to Provide service to customers who have lost and found items. It 

requires the ability to determine and record details of items, investigate lost 

items, assist claimants and complete documentation. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Determine and record details of lost and found items. 

Performance 

Standard 1.1 

Descriptions and relevant details of lost or found items is obtained and 

verified with customers. 

Performance 

Standard 1.2 

Found items are tagged and place in a designated location.  

 

Range Statement: Designated locations may include: 

 locked cupboard 

 locked storage room 

o safe facilities. 

Performance 

Standard 1.3 

The lost and found register is used to record details of lost and found items. 

 

Range Statement: Details of lost and found items may include: 

 dates, times and location of loss 

 where items have been found, dates and times 

 description of item 

 customer contact details. 

Learning Outcome 2 Assist customers with lost and claimed items. 

Performance 

Standard 2.1 

All communication is conducted in a professional, courteous and sensitive 

manner.  

 

Range Statement: Communication may involve: 

 active listening 

 control of tone of voice and body language 

 interpreting non-verbal and verbal messages 

 language, verbal or non-verbal 

 questioning to clarify and confirm understanding 

 use of language and concepts appropriate to cultural differences 

 use of positive, confident and co-operative language. 

Performance 

Standard 2.2 

Customers are provided with details of organisational procedures and 

obligations for lost and found items. 

Performance 

Standard 2.3 

Lost items are investigated and traced according to organisational 

procedures.  

Performance 

Standard 2.4 

Ownership of found items is investigated according to organisational 

procedures.          

Performance 

Standard 2.5 

Claimant identification is verified before releasing found items. 
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Performance 

Standard 2.6 

Claimant signature is obtained for collection of items. 

                       

Learning Outcome 3 Complete lost and found documents. 

Performance 

Standard 3.1 

The lost and found register is updated to reflect investigation and collection 

of lost items. 

Performance 

Standard 3.2 

Lost and found reports are completed according to organisational 

procedures. 

 

Range Statement: Lost and found reports may include: 

 daily or weekly reports 

 logs, journals 

 verbal reports 

 manual and computer reports 

 written reports. 

Performance 

Standard 3.3 

Improvements to lost and found procedures are recommended based on 

individual observations. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. 

This NCS mainly applies to frontline operations personnel who operate with 

some level of independence and under limited supervision. It does, 

however, describe a basic operational function of minimal complexity and 

individuals who work with very little independence under close supervision 

would also use this skill. 

It applies to a range of people, including club, hotel and venue receptionists 

and customer service personnel within attractions and event facilities. 

Required skills 
 communication skills to: 

o determine details of lost items using active listening and 

questioning techniques 

o discuss details of lost items in a sensitive manner 

 initiative and enterprise skills to recommend improvements to lost and 

found procedures 

 literacy skills to: 

o read and interpret organisational lost and found procedures, details 

within the register and  claimant identification documents 

o write clear descriptions of lost and found items in the register and 

write simple reports 

 problem-solving skills to investigate and find lost items. 

Required knowledge 

 for lost and found items: 

o organisational procedures 

o formats for and inclusions of reports 

o methods to succinctly and clearly record details 

o methods of investigating 

o location of storage facilities for found items 

o requirements for securing items 

 the layout of the property 

 formats for lost and found registers and required entries. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
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Evidence of the ability to: 

 communicate with the customer, interpret details and provide efficient 

and courteous lost and found services on multiple occasions 

 record clear descriptions of lost and found items in the register and 

write simple reports 

 complete investigation of lost items within deadlines determined by 

the customer or the organisation. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry environment 

where lost and found services are provided 

 secure storage for items 

 current commercial lost and found registers, procedures and reporting 

documents 

 customers with whom the individual can interact. 

Method of assessment 
 direct observation, using role plays, of the individual providing lost 

and found services 

 review of lost and found registers and reports completed by the 

individual 

 written or oral questioning to assess knowledge of: 

o procedures 

o location of storage facilities 

o methods of investigating lost and found items 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01017 Provide accommodation reception services 

 MF09021 Interact with customers in the workplace 

 MF09023 Provide service to customers 

 MF04009 Show social and cultural sensitivity in the workplace 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH01019 Work effectively in hospitality service 

SQF Level III NCS Credit Value 15 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to provide effective hospitality service to customers during live 

service periods. 
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It requires the ability to integrate a range of individual technical skills while 

dealing with numerous sales, service or operational tasks simultaneously to 

meet the needs of multiple and diverse customers. It incorporates 

preparation, service and end of service tasks. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites  Not applicable. 

Learning Outcome 1  Prepare for service. 

Performance 

Standard 1.1 

Pre-service tasks are planned and organised from organisational 

information. 

 

Range Statement: Organisational information includes: 

 availability of products, services and specials 

 beverage lists 

 current promotions, events and entertainment 

 details of expected business, including customer requirements and 

scheduling 

 event or function running sheets 

 job role and tasks to be performed 

 local area and venue facilities 

 menus 

 policies 

 procedures 

 staff rosters 

 verbal or written advice affecting job performance and service 

requirements. 

Performance 

Standard 1.2 

Team members are liaised with to confirm and inform others of service 

requirements. 

Performance 

Standard 1.3 

Work schedules are developed taking into consideration roles and 

responsibilities of other team members. 

Performance 

Standard 1.4 

Work area, equipment and supplies are prepared according to procedures to 

meet service requirements. 

Learning Outcome 2 Provide service. 

Performance 

Standard 2.1 

Quality customer service is provided using appropriate methods and 

techniques to meet customer expectations of quality, presentation and 

timeliness of delivery.  

Performance 

Standard 2.2 

Information is offered to customers and products and services are 

promoted according to organisational procedures. 

 

Range Statement: Information to customers may involve: 

 current gaming promotions 

 customer loyalty programs 

 food menu options, choices and specials 

 gaming facilities 

 gymnasiums and health facilities 

 hotel facilities 

 in room services 

 laundry services 

 local area and venue facilities 

 lost and found services 
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 membership benefits 

 prices of products and services 

 prize nights and special events 

 product knowledge of food, alcoholic and non-alcoholic beverages 

 raffles 

 room service 

 wine and cocktail drink list choices and specials. 

Products and services may include: 

 accommodation 

 food 

 beverage 

 housekeeping 

 reception 

 information 

 porterage. 
 

Performance 

Standard 2.3 

Customers are assisted with choices that meet individual needs, special 

requests or cultural requirements. 

Performance 

Standard 2.4 

Products are proactively promoted, upsold and cross sold according to 

organisational procedures. 

Performance 

Standard 2.5 

Complaints are resolved according to individual empowerment and with 

appropriate communication techniques used to deal with conflict.                

Learning Outcome 3 Complete operational tasks. 

Performance 

Standard 3.1 

Work schedules are followed whilst working cooperatively as part of the 

team to maximise efficiency. 

Performance 

Standard 3.2 

Workplace safety and hygiene practices are followed according to 

organisational procedures. 

Performance 

Standard 3.3 

The cleanliness and tidiness of work areas is maintained at all times to 

ensure optimum working efficiency. 

Performance 

Standard 3.4 

Organisational procedures and technology is used to complete operational 

tasks. 

Range Statement: Operational tasks may include: 

 checking guests in and out 

 communicating orders to the kitchen 

 ordering stock 

 paying out gaming winnings 

 processing financial transactions 

 processing reservations 

 providing valet services 

 selling 

 taking orders. 

Performance 

Standard 3.5  

Identify and anticipate operational problems and take action to minimise the 

effect on customer satisfaction. 

Learning Outcome 4 Complete end of shift duties. 

Performance 

Standard 4.1 

End of shift procedures are followed according to organisational procedures  

 

Range Statement: End of shift procedures include: 

 cleaning of work areas and equipment 

 debriefing including quality service reviews 

 preparation for the next service period 
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 restocking 

 safe storage of products, equipment and supplies. 

Performance 

Standard 4.2 

Administration and reporting requirements are completed according to 

organisational standards. 

 

Range Statement: Administration and reporting requirements may include: 

 completing financial transactions such as reconciling takings and or 

floats 

 completing incident, work health and safety or maintenance reports 

 completing work plans and schedules 

 handover. 

Performance 

Standard 4.3 

Debriefing and handover sessions are completed with colleagues with 

suggested service improvements. 

Explanatory Notes This NCS applies to a range of hospitality industry settings including bars, 

hotels, cafes, restaurants, clubs, pubs and motels. 

It applies to those frontline service personnel who deal directly with 

customers on a daily basis and who operate with some level of 

independence and under limited supervision. They may work within any 

industry area including accommodation services, food and beverage and 

housekeeping. 

Required skills 
 communication skills to: 

o liaise with other team members about service requirements 

o respond to customers with diverse needs and expectations 

 critical thinking skills to review and evaluate products and services 

with colleagues 

 initiative and enterprise skills to proactively promote, upsell and cross-

sell products and services 

 literacy skills to: 

o read and interpret procedures and work schedules 

o write simple work schedules for shifts 

 numeracy skills to: 

o calculate time to complete operational tasks 

o service customers within expected timelines 

 planning and organising skills to prioritise, sequence and monitor tasks 

and processes 

 problem-solving skills to identify workplace and customer problems, 

determine solutions and take appropriate action to resolve 

 self-management skills to integrate all technical skills within the whole 

service period including preparation, service, and end of shift duties 

 teamwork skills to work cooperatively as part of a team and provide 

advice and support as required 

 technology skills to use a variety of equipment for day-to-day work 

activities. 

Required knowledge 
 roles and responsibilities of different service team members 

 organisational policies and procedures for: 

o administrative reporting 

o hygiene, health, safety and security 

o customer service 
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o complaint handling 

 full details of organisation products, services, facilities, current 

promotions, events and entertainment. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 integrate technical skills and provide quality hospitality service to 

customers for a minimum of 36 complete service periods (shifts) 

 interact with and positively respond to the diverse demands and 

requests of multiple customers throughout the service period 

 work with speed and efficiency to deal with numerous service and 

operational tasks simultaneously 

 identify issues and problems such as workplace time constraints, late 

arrivals, no-shows, walk-ins, determine solutions and take appropriate 

action to resolve 

 work cooperatively as part of the service team, monitor the service 

process and workflow and take responsibility for own work outcomes 

 provide technical advice and support to other team members 

 integrate knowledge of relevant organisational policies and 

procedures. 

Context of and specific resources for assessment 

event venues and sites operated within a training organisation 

servicing customers within a training organisation 
Assessment must ensure use of: 

 a fully-operational hospitality environment with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines; this can be a: 

o real hospitality workplace 

o hospitality industry environment operated within a training 

organisation that services customers e.g. a training restaurant for 

the food and beverage context 

 industry-realistic ratios of service staff to customers 

 products and services to be delivered to customers. 

Method of assessment 
A range of assessment methods should be used to assess practical skills 

and knowledge. The following examples are appropriate for this NCS:  

 direct observation of the individual providing integrated service 

according to established systems and procedures within an operational 

hospitality setting 

 evaluation of customer feedback about service, including speed and 

timing 

 written or oral questions to assess knowledge of organisational 

products and services and procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 
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Guidance information for assessment 
Since evidence must be completed across a minimum of 36 complete 

service periods (shifts), an integrated approach to assessing these NCS 

with other technical NCS required for a qualification is possible and 

expected. 

The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02003 Operate a bar 

 FH01017  Provide accommodation reception services 

 MF09023 Provide service to customers. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  FH01020 Demonstrate knowledge of roles and jobs in the hospitality 

industry 

SQF Level I NCS Credit Value 3 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to differentiate between the various roles and jobs in the 

hospitality industry.  It is intended for people who are studying the 

hospitality industry in a school or early tertiary learning environment. 

Classification Food, Hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Demonstrate knowledge of roles and jobs in the hospitality industry. 

Performance 

Standard 1.1  

The roles and jobs found in a commercial kitchen are described in 

accordance with standard industry texts. 

 

Range Statement:  kitchen roles and jobs include but are not limited to –

chef, executive chef, sous chef, chef de partie, commis, kitchen attendant, 

demi-chef de partie, apprentice chef. 

Performance 

Standard 1.2 

The roles and jobs found in a commercial restaurant are described in 

accordance with standard industry texts. 

 

Range Statement:  restaurant roles and jobs include but are not limited to – 

maître d‟hôtel, cashier, waiter, wine waiter, barista. 

Performance 

Standard 1.3 

The roles and jobs found in a commercial bar are described in accordance 

with standard industry texts. 

 

Range Statement:  bar roles and jobs include but are not limited to - duty 

manager, bartender. 
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Performance 

Standard 1.4 

The roles and jobs found in a stores department are described in accordance 

with standard industry texts. 

 

Range Statement:  store roles and jobs include but are not limited to – 

purchasing officer, store person. 

Performance 

Standard 1.5 

The roles and jobs found in a commercial front office department are 

described in  accordance with standard industry texts. 

 

Range Statement:  front office roles and jobs include but are not limited to 

– front office manager/supervisor, receptionist, cashier, reservations, 

concierge, porter, night auditor, night porter. 

Performance 

Standard 1.6 

The roles and jobs found in commercial accommodation services are 

described in accordance with standard industry texts. 

 

Range Statement:  accommodation serviced roles and jobs include but are 

not limited to – housekeeper, room attendant, and laundry attendant. 

Performance 

Standard 1.7 

The roles and jobs for sales, marketing, and management are described in 

accordance with industry texts. 

 

Range Statement:  sales, marketing, and management roles and jobs 

include but are not limited to – sales manager, food and beverage manager, 

rooms division manager, duty manager, executive assistant manager, 

general manager, financial controller, functions manager, human resources 

manager. 

Performance 

Standard 1.8 

The roles and jobs in a tour guide operation are described in accordance 

with industry texts. 

Explanatory Notes Definition 

Industry requirements refer to common methodologies and practices 

accepted widely throughout the industry as standard practice.  It is expected 

that the detail of these requirements will differ slightly from one 

establishment to another. 

Suggested 

assessment methods 

Method of assessment 
A range of assessment methods should be used to assess practical skills 

and knowledge. The following examples are appropriate for this NCS:  

 direct observation of the individual providing integrated service 

according to established systems and procedures within an operational 

hospitality setting 

 evaluation of customer feedback about service, including speed and 

timing 

 written or oral questions to assess knowledge of roles and jobs in the 

hospitality industry 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 
 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 
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Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH01021 Demonstrate knowledge of commercial cutlery and crockery, 

types and uses in the hospitality industry. 

SQF Level I NCS credit value 2 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to identify and describe the various commercial cutlery 

an crockery types, uses and care in the hospitality industry.  It is intended for 

people who are studying the hospitality industry in a school or early tertiary 

learning environment. 

Classification Food, hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable.  

Range Statement Methods may include but not limited to:  deep and shallow frying, baking, 

baking, boiling, poaching, steaming, grilling, braising or stewing, roasting, 

reheating 

Learning Outcome 1 Demonstrate knowledge of commercial cutlery types, uses, and care in the 

hospitality industry. 

Performance 

Standard 1.1  

The functions of standard cutlery types are described in accordance with 

standard industry texts. 

 

Range Statement:  standard cutlery includes but is not limited to: 

 Knives – side, entrée, main, steak; 

 Forks – entrée, main, dessert; 

 Spoons – soup, dessert, tea, serving 

Performance 

Standard 1.2 

The functions of special commercial cutlery types are described in 

accordance with standard industry texts. 

 

Range Statement:  special commercial cutlery types may include but is not 

limited to: Cake slice, oyster fork, butter knife, sauce ladle, nut cracker, 

cheese knife, cake fork, parfait spoon; 

Evidence of three is required. 

Performance 

Standard 1.3 

The care of commercial cutlery is described in accordance with standard 

industry texts. 

Learning Outcome 2 Demonstrate knowledge of commercial crockery types and uses in the 

hospitality industry. 

Performance 

Standard 2.1  

The functions of standard commercial crockery types are described in 

accordance with standard industry texts. 

 

Range Statement:  standard crockery includes but is not limited to: 

 Plates – side, entrée, main; 

 Bowls – soup, cereal and/or dessert, pasta; 

 Two of – tea cup and saucer, coffee cup and saucer, coffee mug, 

specialist coffee (also called demi tasse). 

Performance 

Standard 2.2 

The functions of additional commercial crockery types are described in 

accordance with standard industry texts. 
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Range Statement:  additional crockery may include but is not limited to – 

tea and coffee pots, milk and cream jugs, butter dishes, egg cups, platters, 

condiments (including salt, pepper, mustard, sauce boat, sugar bowl, oil 

dishes; Evidence of three is required. 

Explanatory Notes Legislation and regulations to be complied with include but are not limited 

to: Food Act 2015, Occupational Safety and Health Act 2002 

Suggested 

assessment methods 

Method of assessment 
 direct observation of the individual providing silver service for several 

meals in a fine dining environment 

 projects that allow assessment of the individual‟s ability to prepare for 

and provide cutlery and crockery for a fine dining experience 

 written or oral questioning to assess knowledge of features and uses of 

crockery and cutlery 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

 NCS Code and Title  FH01022 Demonstrate knowledge of stripping beds and making beds in 

a commercial accommodation environment 

SQF Level I NCS credit value 1 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to prepare and make beds in a commercial 

accommodation environment.  It is for people who are studying the 

hospitality industry in a school or early tertiary learning environment. 

Classification Food, Hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Demonstrate knowledge of preparing beds in a commercial accommodation 

environment. 

Performance 

Standard 1.1  

The reasons for preparing beds are identified and described in accordance 

with industry requirements. 

Performance 

Standard 1.2 

The process of preparing beds ins described in accordance with industry 

requirements. 

Performance 

Standard 1.3 

Personal safety requirements when preparing beds are described in 

accordance with industry requirements. 

Learning Outcome 2 Demonstrate knowledge of making beds in a commercial accommodation 

environment. 

Performance 

Standard 2.1  

The procedure for making beds in a commercial accommodation 

environment is described in accordance with industry requirements. 
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Performance 

Standard 2.2 

Personal safety requirements when making beds in a commercial 

accommodation environment are described in accordance with industry 

requirements. 

Explanatory Notes Definition 

Industry requirements refer to common methodologies and practices 

accepted widely throughout the industry as standard practice.  It is expected 

that the detail of these requirements will differ slightly from one 

establishment to another, and should be explained in such a manner. 

 

The outcomes required in this unit standard are seen as a basic introduction 

to the hospitality industry.  References to industry or commercial 

environments are designed to assist teachers to contextualise the learning 

environment to one that is more realistic of the hospitality industry. 

Partnerships with industry are recommended to assist learning. 

Suggested 

assessment methods 

Method of assessment 
 direct observation of the individual preparing and making beds 

 oral or written questioning to assess knowledge of typical bed-

making services and procedures  

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 
 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

 Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH01023 Demonstrate knowledge of terminology used for food and 

recipes in commercial cookery 

SQF Level I NCS credit value 5 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to use terminology used for food and recipes in 

commercial cookery. This standard is intended for people who are studying 

the hospitality industry in a school or early tertiary learning environment. 

Classification Food, Hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable 

Learning Outcome 1 Identify the classification of food types and their respective nutrient value in 

commercial cookery. 

Performance 

Standard 1.1  

The common farmed meat names and terms and their corresponding nutrient 

values are identified in accordance with standard industry texts. 

 

Range Statement:  may include but is not limited to – mutton, offal, 

venison, poultry, pork, veal, lamb, and beef. 
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Performance 

Standard 1.2 

The common seafood classifications and their corresponding nutrient values 

are identified in accordance with standard industry texts. 

 

Range Statement:  may include but is not limited to –mollusc, crustacean, 

flat fish, round fish. 

Performance 

Standard 1.3 

The common fruit classifications and their corresponding nutrient values are 

identified in accordance with standard industry texts. 

 

Range Statement: may include but is not limited to – stone, hard, berry, 

citrus, vine, melon, tropical. 

Performance 

Standard 1.4 

The common vegetable classifications and their corresponding nutrient 

values are identified in accordance with standard industry texts. 

 

Range Statement:  may include but is not limited to - root vegetables, 

tubers, bulbs, flowering vegetables, pods and seeds, fruiting vegetables. 

Performance 

Standard 1.5 

Terminology used in the preparation and cooking of meat and poultry is 

explained in accordance with standard industry texts. 

 

Range Statement: may include but is not limited to – basting, glazing, 

marinating, searing, sautéing. 

Performance 

Standard 1.6 

Terminology used in the preparation and cooking of fruit and vegetables is 

explained in accordance with standard industry texts. 

 

Range Statement:  may include but is not limited to – washing, peeling, 

blanching, boiling, and baking. 

Performance 

Standard 1.7 

Terminology used in the preparation and cooking of baked goods pasta and 

rice is explained in accordance with standard industry texts. 

 

Range Statement:  may include but is not limited to – blind baking, rubbing 

in, creaming, folding, mixing, glazing. 

Performance 

Standard 1.8 

Common terms used in commercial cookery are explained in accordance 

with standard industry texts. 

 

Range Statement: terms include but are not limited to – roux, béchamel, au 

gratin, mise en place, jus, bouquet garni, al dente. 

Performance 

Standard 1.9 

Classification of food are explained in accordance with industry texts. 

 

Range statement:  classification may include but not limited to vegetarian, 

cultural, religious requirements 

Performance 

Standard 1.10 

Classification of meals are explained in accordance with standard industry 

texts. 

 

Range statement:  meals may include but not limited to entreé, main course, 

dessert 

Explanatory Notes Legislation and regulations to be complied with include but are not limited 

to: Food Act 2015, Occupational Safety and Health Act 2002 

Suggested 

assessment methods 

Method of assessment 
 written or oral questioning to assess knowledge of terminology used for 

food, menu and recipes in commercial cookery 
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Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

 Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

 Code and NCS Title  FH01024 Provide food service to the table in the hospitality industry. 

SQF Level I NCS credit value 3 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to provide food service to the table in the hospitality 

industry.  It intended for people who are studying the hospitality industry in 

a school or early tertiary learning environment. 

 

People credited with this standard are able to: set tables for customers; 

present a menu, take orders, and reset tables for customers; and serve meals 

to the table. 

Classification Food, Hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Set tables for customers. 

Performance 

Standard 1.1  

Table settings for commercial food service environments are identified and 

described in accordance with standard industry texts. 

 

Range Statement:  table settings include but are not limited to – à la carte, 

table d‟hôte, buffet, breakfast, dinner, morning and afternoon tea. 

Performance 

Standard 1.2 

The set-up and use of a sideboard is described in accordance with 

establishment requirements. 

Performance 

Standard 1.3 

Tables and chairs are in correct position, and are clean and level in 

accordance with establishment requirements and standard industry texts. 

Performance 

Standard 1.4 

Table is laid in accordance with establishment requirements. 

 

Range Statement: includes but is not limited to – cutlery, glassware, 

condiments, and table accessories. 

Learning Outcome 2 Present a menu, take orders, and reset tables for customers. 

Performance 

Standard 2.1  

The menu is presented to customers at the table in accordance with 

establishment requirements. 

Performance 

Standard 2.2 

The menu is explained to the host or customer in accordance with 

establishment requirements. 

Performance 

Standard 2.3 

Menu orders are taken, confirmed with customers and placed in the correct 

chronological order in accordance with establishment requirements. 

Performance 

Standard 2.4 

The menu order is recorded in accordance with establishment requirements. 
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Performance 

Standard 2.5 

Menu orders are delivered to the correct customers.   

Performance 

Standard 2.5 

Table is prepared for service in accordance with establishment requirements. 

Learning Outcome 3 Serve meals to the table. 

Performance 

Standard 3.1 

Meal on the plate is confirmed with the kitchen as being the customer‟s and 

carried to the table in a safe and prompt manner in accordance with 

establishment requirements. 

 

Range Statement:  evidence is required of two plated meals carried 

simultaneously. 

Performance 

Standard 3.2 

Any customer queries regarding their order are answered in a prompt and 

polite manner in accordance with establishment requirements. 

Performance 

Standard 3.3 

Plates, cutlery, and glassware are removed from the table during service in a 

safe and prompt manner in accordance with establishment requirements. 

Explanatory Notes Definition 

Establishment requirements refer to any policy, procedure, recipe, or 

agreed requirement, either written or oral, that is made known to the 

candidate prior to assessment in this unit standard. 

Sideboard refers to a piece of furniture holding dishes silverware and table 

linen. 

 

References to a commercial or industrial environment require evidence to be 

generated in a commercial or industrial environment or in a simulated 

context if realistic conditions can be applied.  Partnerships with industry are 

recommended to assist learning. 

 

For the purpose of this unit standard, the candidate must, at all times, 

demonstrate a friendly and polite manner to customers. 

Suggested 

assessment methods 

Method of assessment 
 direct observation of the individual providing food service to the table. 

 written or oral questioning to assess knowledge of food service 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title 

 

FH01026 Implement and monitor environmentally sustainable work 

practices in the hospitality industry. 

SQF Level IV NCS Credit Value 3 

NCS Purpose People credited with this standard are able to investigate workplace practices 
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Statement in relation to resource usage; set targets for resource usage improvements to 

sustainable work practices; implement environmental performance 

improvement strategies; and monitor, adjust and promote environmental 

performance improvement strategies in the hospitality industry.  

Classification Food, Hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Investigate current workplace practices in relation to resource usage in the 

hospitality industry. 

Performance 

Standard 1.1  

Environmental regulations are identified in terms of their application to the 

specific establishment. 

Performance 

Standard 1.2 

Procedures for assessing compliance with environmental regulations are 

evaluated in accordance with establishment requirements. 

 

Range Statement:  Compliance may include but is not limited to – meeting 

rules and regulations, by-laws and regulations; meeting requirements of 

industry codes of conduct. 

Performance 

Standard 1.3 

Information on environmental and resource-efficient systems and procedures 

is collected and communicated to relevant stakeholders in accordance with 

establishment requirements. 

 

Range Statement:  May include but is not limited to – employees, guests 

and/or customers, suppliers 

Performance 

Standard 1.4 

Current resource usage by employees of the establishment is measured and 

documented in accordance with establishment requirements. 

Performance 

Standard 1.5 

Current purchasing strategies are analysed and documented in accordance 

with establishment requirements. 

 

Range Statement:  purchasing strategies may include but are not limited to 

– influencing suppliers to incorporate practices that support the principles 

and outcome of sustainability 

Performance 

Standard 1.6 

Current work practices are analysed to identify areas for improvement to 

resource usage in accordance with establishment requirements. 

Performance 

Standard 1.7 

Feedback from colleagues and relevant stakeholders on issues of 

environmental sustainability, including environmental responsibilities and 

environmental impacts, is gathered in accordance with establishment 

requirements. 

Learning Outcome 2 Set target for resource usage improvements to sustainable work practices in 

the hospitality industry. 

Performance 

Standard 2.1  

Input from stakeholders, key personnel and specialists on resource usage 

improvements is sought in accordance with establishment requirements. 

 

Range Statement:  Stakeholders, key personnel and specialists may include 

but are not limited to – individuals and groups both inside and outside the 

establishment that have some direct interest in the establishment‟s conduct, 

actions, products and services; employees at all levels of the establishment; 

customers and/or guests; suppliers; specialists outside the establishment with 

particular technical expertise. 
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Performance 

Standard 2.2 

External sources of information and data on resource usage are assessed in 

accordance with establishment requirements. 

Performance 

Standard 2.3 

Alternative solutions to workplace environmental issues are evaluated and 

outcomes incorporated into workplace operations in accordance with 

establishment requirements. 

Performance 

Standard 2.4 

Efficiency targets for resource usage are set in accordance with 

establishment requirements. 

Performance 

Standard 2.5 

Procedures to minimize or negate potential negative environmental impacts 

and maximize positive environmental impacts are developed in accordance 

with establishment requirements. 

Performance 

Standard 2.6 

Process for operating in an environmentally sustainable manner is developed 

in accordance with establishment requirements. 

Learning Outcome 3 Implement environmental performance improvement strategies in the 

hospitality industry. 

Performance 

Standard 3.1 

Techniques and tools to assist in achieving environmental performance 

improvement targets are sourced in accordance with establishment 

requirements. 

 

Range Statement:  techniques and tools may include but are not limited to – 

examination of invoices from suppliers, measurements made under different 

conditions relating to environmental impacts of workplace operations, 

examination of relevant information and data on energy and resource use. 

Performance 

Standards 3.2 

Continuous improvement strategies to own work area of responsibility are 

applied and communicated to employees in accordance with establishment 

requirements. 

Performance 

Standards 3.3 

Environmental and resource efficiency improvements plans for work area are 

integrated and implemented with those form other operational activities in 

accordance with establishment requirements. 

 

Range Statement:  environmental and resource efficiency improvements 

plans may include but are not limited to – addressing environmental and 

resources sustainability initiatives such as environmental management 

systems, action plans, surveys and audits; reference to standards and 

guidelines; determining establishment‟s most appropriate waste treatment 

methods; initiating or maintaining appropriate establishment procedures for 

operational energy consumption. 

Performance 

Standards 3.4 

Suggestions and ideas about environmental and resource management are 

sought from stakeholders in accordance with establishment requirements. 

 

Range Statement:  suggestions and ideas may include but are not limited to 

– reduce use of non-renewable resources, make more efficient use of energy, 

maximize opportunities to reuse and recycle materials, express purchasing 

power through the selection of suppliers with improved environmental 

performance, eliminate the use of hazardous and toxic materials. 

Performance 

Standards 3.5 

Costing strategies to determine the value of environmental assets are 

implemented in accordance with establishment requirements. 

Learning Outcome 4 Monitor, adjust and promote environmental performance improvement 

strategies in the hospitality industry. 
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Performance 

Standards 4.1 

Outcomes of improvement strategies are documented and reports on 

performance improvement targets are communicated to stakeholders in 

accordance with establishment requirements. 

Performance 

Standards 4.2 

Improvement strategies are evaluated to identify required modifications and 

inform further performance improvement strategies in accordance with 

establishment requirements. 

Performance 

Standards 4.3 

New targets are set and new tools and strategies are investigated and applied 

in accordance with establishment requirements. 

Performance 

Standards 4.4 

Successful strategies are promoted to stakeholders in accordance with 

establishment requirements. 

Performance 

Standards 4.5 

Environmental practices that have been established to improve the 

environmental sustainability of establishment operations are monitored and 

recorded in accordance with establishment requirements. 

Explanatory Notes 1. Definition 

Establishment requirements – any policy, procedure, or agreed 

requirement, either written or oral, that is made  known to the candidate 

prior to assessment in this competency standard 

Suggested 

assessment methods 

Method of assessment 
 direct observation written or oral questioning to assess knowledge review 

of portfolio of evidence and third-party workplace reports of on-the-job 

performance by the individual. 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

 Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH01027 Plan and supervise daily food service operations 

SQF Level IV NCS Credit Value 5 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to plan and supervise daily food service operations. This 

standard is for people in supervisory or junior management roles in the 

hospitality industry responsible for the planning and overseeing of service in 

daily food service operations. 

Classification Food, Hospitality and Personal Services > Food and Hospitality 

Pre-requisites and 

co-requisites 

Not applicable.  

 

Learning Outcome 1 Prepare daily food service operations in a commercial hospitality 

environment. 

Performance 

Standard 1.1  

The correct number of staff required for service is selected in accordance 

with establishment requirements. 

Performance 

Standard 1.2 

The food requirements for service are checked with the kitchen, taking into 

consideration anticipated quantities and types of food, current promotions 

and specials, and known customer dietary requirements in accordance with 
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establishment requirements. 

Performance 

Standard 1.3 

Equipment required for food service is made available, and kept operational 

and ready for use in accordance with establishment requirements. 

 

Range Statement:  Equipment may include but is not limited to – payment 

handling, food service equipment, display, temperature control units. 

Performance 

Standard 1.4 

The service environment is cleaned, made ready for use and optimized in 

terms of use of space and reservations in accordance with establishment 

requirements. 

Performance 

Standard 1.5 

Float is made available in correct denominations for service, and security 

arrangements are put in place in accordance with establishment 

requirements. 

Performance 

Standard 1.6 

Staffs are fully briefed on service requirements and anticipated customer 

expectations, and meet dress code standards, in accordance with 

establishment requirements. 

Learning Outcome 2 Supervise daily food service operations in a commercial hospitality 

environment 

Performance 

Standard 2.1  

The personal presentation and service standards of staff are monitored 

throughout service in accordance with establishment requirements and 

legislation. 

 

Performance 

Standard 2.2 

Stocks are maintained at agreed par stock levels taking into consideration 

anticipate quantities and types of food throughout service in accordance with 

establishment requirements. 

 

Range Statement:  stocks may include but are not limited to – food, service 

equipment, specials and promotions. 

Performance 

Standard 2.3 

The safety and security of staff, customers, and all property is monitored 

throughout service in accordance with establishment requirements. 

Performance 

Standard 2.4 

The conditions and ambience of the service environment are maintained 

throughout service in accordance with establishment requirements. 

 

Range Statement:  conditions may include but are not limited to – sound, 

light temperature, amenities, layout 

Performance 

Standard 2.5 

The documentation and reports related to daily food service operations are 

accurately completed with agreed personnel in accordance with 

establishment requirements. 

 

Range Statement:  documentation and report may include but are not 

limited to – related to cash balances, shift handover, service, and 

maintenance requirements. 

Explanatory Notes Definition 

Establishment requirements – any policy, procedure, or agreed requirement, 

either written or oral, made known to the candidate prior to assessment 

against this unit standard. 

Suggested 

assessment methods 

Method of assessment 
 direct observation, using role plays, of the individual providing food 
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service operations 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 
 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH02003 Operate a bar 

SQF Level III NCS Credit Value 4 

NCS Purpose 

Statement 

 This NCS describes the performance outcomes, skills and knowledge 

required to prepare a bar for service, take drink orders, prepare and serve 

alcoholic and non-alcoholic beverages and close the bar down in safe 

environment; using resources efficiently to reduce negative environmental 

impacts.. Customer service and selling skills are found in other NCS. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH01013 Provide responsible service of alcohol 

FH06001 Use hygienic practices for food safety 

Learning Outcome 1 Prepare bar for service. 

Performance 

Standard 1.1 

Bar display and work area is set up according to regulatory and 

organisational standards and style of bar service. 

 

Range Statements: Set up may include requirements for: 

 a variety of mixed drinks and basic cocktails 

o beers 

o fortified drinks 

 manual and electronic cash registers, credit and Electronic Funds 

Transfer at Point Of Sale (EFTPOS) equipment 

 non-alcoholic beverages 

 spirits 

 wines. 

 

Bar service may include requirements and procedures for: 

 cash drinks 

 dry till 

 inclusive packages 

 open bar 

 pre-set drinks 

 set limits. 
 

Performance 

Standard 1.2 

Bar products and materials are checked and restocked with organisational 

documentation completed. 

 

Range Statement: Bar products and materials include: 

 accompaniments 
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 bar towels 

 coasters 

 different types of alcoholic and non-alcoholic beverages display items: 

o bar menus 

o brochures 

o price lists 

o promotional materials 

 edible and non-edible garnishes 

 serviettes. 

Performance 

Standard 1.3 

All items are stored in correct place and at correct temperature. 

Performance 

Standard 1.4 

Mise en place requirements for decorations, coasters, edible and non-edible 

garnishes are completed according to organisational standards. 

Learning Outcome 2 Take drink orders. 

Performance 

Standard 2.1 

Orders are noted or memorised them correctly. 

Performance 

Standard 2.2 

Specific customer preferences are checked and identified. 

 

Range Statement: Specific customer preferences may relate to: 

 brands 

 garnishes 

 glassware 

 ice 

 mixers 

 strength 

 temperature. 

Performance 

Standard 2.3 

Recommendations and suggestions are made to assist customers with drink 

selection, and to promote or upsell products.  

Performance 

Standard 2.4 

Customer payments are received and processed accurately.                   

Learning Outcome 3  Prepare and serve drinks. 

Performance 

Standard 3.1 

Alcoholic and non-alcoholic beverages are prepared according to legal and 

organisational standards, using the correct equipment, ingredients and 

standard measures. 

 

Range Statements: Non-alcoholic beverages include: 

 carbonated drinks 

 coffee 

 frappes and „mocktails‟ (non-alcoholic cocktails) 

 juices 

 tea. 

 

Equipment includes: 

 bar towels 

 blenders 

 coasters 

 coffee and tea serviceware 

 coffee and tea making equipment 

 cleaning equipment 
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 cutting board 

 garnish containers 

 glass washer 

 ice: 

o buckets 

o crusher 

o make 

o shaver 

o grinder 

 jugs 

 juicers 

 powder shakers e.g. chocolate, cinnamon 

 post-mix dispensing system 

 pourers: 

o speed 

o optic 

o inverted optic 

o nip measures 

 utensils including: 

o small knives 

o tongs 

o spoons including bar spoons, teaspoons 

 range of glassware, including: 

o highball  

o liqueur and liqueur coffee  

o old fashioned  

o beer  

o red wine, white wine, champagne flute, brandy, sherry and port 

o water 

 refrigerator 

 reticulated beer dispensing system 

 spirit measures 

 service trays and liners 

 straws, swizzle sticks, coasters, napkins, toothpicks 

 vitamisers 

 waiter‟s friend. 

Performance 

Standard 3.2 

Drinks are served using required glassware and garnishes. 

Performance 

Standard 3.3 

Wastage and spillage is kept to a minimum. 

Performance 

Standard 3.4 

Beverage quality is checked during service and corrective action taken when 

required. 

Performance 

Standard 3.5  

Beverage quality issues are promptly reported to the appropriate person. 

Performance 

Standard 3.6 

Tray service is provided where appropriate, according to organisational 

procedures. 

Performance 

Standard 3.7 

Mishaps are attended to promptly and safely. 

 

Range Statement: Mishaps include: 
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 spillages 

 breakages. 

Learning Outcome 4 Close down bar operations. 

Performance 

Standard 4.1 

Equipment is shut down according to organisational safety procedures and 

manufacturer instructions. 

Performance 

Standard 4.2 

Bar areas are cleaned, cleared or dismantled according to organisational 

procedures. 

Performance 

Standard 4.3 

Leftover garnish is stored at the correct temperature and in an appropriate 

container. 

Performance 

Standard 4.4 

Stock is checked and reordered according to organisational procedures. 

Performance 

Standard 4.5 

Bar is set up for next service, ensuring equipment, stock and glasses are in 

the correct place. 

Performance 

Standard 4.6 

A handover is conducted to incoming bar staff and relevant information is 

shared. 

 

Range Statement: Relevant information includes: 

 current customer information, such as preferences or problems 

 issues relating to beverage quality 

 stock requirements. 

Learning Outcome 5  Work safely and reduce negative environmental impacts. 

Performance 

Standard 5.1 

Safe work practices of specific relevance to bar operations are followed. 

 

Range Statement: Safe work practices of specific relevance to bar 

operations may relate to: 

 access to restricted areas containing inert gas equipment 

 chemicals used in bar operations 

 handling inert gases used in beer and post mix systems 

 safe manual handling techniques. 

Performance 

Standard 5.2 

Energy, water and other resources are used efficiently when operating and 

cleaning the bar to reduce negative environmental impacts. 

Performance 

Standard 5.3 

Glass, plastic bottles and containers are recycled according to organisational 

procedures. 

Performance 

Standard 5.4 

All waste, especially hazardous substances are safely disposed of, to 

minimise negative environmental impacts. 

Explanatory Notes This NCS applies to any hospitality organisation which operates a bar 

including hotels, restaurants and cafes. 

The NCS applies to bar attendants who operate with some level of 

independence and under limited supervision. 

Required skills 
 communication skills including active listening and open and closed 

probe questioning to: 

o interact with customers in a polite and friendly manner 

o determine customer preferences and offer suitable products 

o provide clear and accurate information tailored to the customer 

 initiative and enterprise skills to promote and upsell products 

 literacy skills to: 

o read and comprehend bar menus, brochures, price lists and 

promotional materials 
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o write basic records of bar restocks and stock orders 

 numeracy skills to: 

o calculate ingredient quantities for the preparation of beverages 

o accurately measure standard drink ingredients 

o calculate the cost of transactions and provide correct change 

 planning and organising skills to sequence the preparation of beverage 

items to efficiently serve customers 

 problem-solving skills to identify deficiencies in beverage quality, 

make adjustments to ensure a quality product and make reports to 

supervisors 

 self-management skills to manage own speed, timing and productivity 

 teamwork skills to provide operational and customer information to 

other bar staff during the service period and at handover 

 technology skills to use beverage preparation equipment, beer and post 

mix systems. 

Required knowledge 
 different types of bars and bar service for different industry sectors, 

including those relevant to events and functions 

 meaning the role of mise en place for the service of alcoholic beverages 

 organisational standards for operating the bar: 

o display of stock and ancillary bar products 

o mise en place requirements for bar products 

o presentation of beverages 

o procedures for opening and closing the bar 

o procedures for reordering stock 

 major types of beverages, their characteristics, preparation and service 

including: 

o mixed drinks 

o basic and popular cocktails 

o beers 

o fortified drinks 

o non-alcoholic beverages 

o spirits 

o wines 

 operational features, safety and hygiene issues for bar equipment: 

o dispensing systems 

o glass-washers 

o ice machines 

o refrigeration 

 safety issues and safe work practices of specific relevance to bar 

operations including: 

o specific dangers of inert gases used in beer and post mix systems, 

how they apply in different hospitality environments, and the 

measures required to ensure worker and customer safety 

o issues and requirements around the types of chemicals used in bar 

operations 

o requirements for appropriate signage of areas where gases and 

chemicals are used 

o scope of responsibilities of different workers and contractors for bar 

equipment 
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 the environmental impacts of operating a bar and cleaning equipment 

and minimal impact practices to reduce these especially those that 

relate to water and energy use 

 correct and environmentally sound disposal methods for bar waste 

including hazardous substances, recyclable glass and plastic bottles and 

containers. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 set up, operate and close down a bar for multiple service periods 

 prepare a diverse range of drinks, both alcoholic and non-alcoholic to 

meet diverse customer requests 

 use the correct equipment, ingredients and standard measures to prepare 

alcoholic and non-alcoholic beverages 

 work with speed and efficiency to deal with numerous service and 

operational tasks simultaneously 

 integrate knowledge of: 

o different types of bars and bar service 

o organisational standards for operating the bar 

o major types of beverages and their characteristics 

o safety issues and safe work practices of specific relevance to bar 

operations. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational commercial bar with the fixtures, large and small 

equipment and workplace documentation defined in the Assessment 

Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training bar servicing 

customers 

 industry-realistic ratios of bar staff to customers 

 commercial bar menus, brochures, price lists and promotional materials 

currently used by the hospitality industry 

 a wide commercial range of bar stock including wines, beers, spirits, 

liqueurs and non-alcoholic beverages. 

Method of assessment 
 direct observation of the individual serving alcoholic and non-alcoholic 

beverages at a fully equipped commercial bar 

 evaluation of the taste and visual appeal of beverages produced by the 

individual 

 project activities which allow assessment of the individual‟s ability to 

set up and operate a bar for an event, function or meeting to a particular 

bar service style 

 written or oral questioning to assess knowledge of: 

o different types of bars and bar service 

o organisational standards for operating the bar 

o major types of beverages and their characteristics 

o safety issues and safe work practices of specific relevance to bar 

operations 

 review of portfolio of evidence and third-party workplace reports of on-
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the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01003  Clean and tidy bar areas to organisational standards 

 FH02008  Prepare and serve cocktails 

 MF09023 Provide service to customers 

 MF02007 Process financial transactions 

 MF05011 Participate in safe work practices. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02004 Prepare and serve non-alcoholic beverages 

SQF Level II NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to prepare and serve a range of teas, non-espresso coffees and other 

non-alcoholic beverages. It requires the ability to select ingredients and 

equipment and to use a range of methods to make and present drinks. 

It does not include making espresso coffee beverages which is covered in the 

NCS Prepare and serve espresso coffee. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH06001 Use hygienic practices for food safety. 

Learning Outcome 1 Select ingredients. 

Performance 

Standard 1.1 

Specific customer preferences are checked and identified for beverages on 

order. 

 

Range Statement: Specific customer preferences may include: 

 brands 

 crockery 

 garnishes 

 glassware 

 ice 

 mixers 

 size 

 strength 

 temperature. 

Performance 

Standard 1.2 

Correct ingredients are identified and obtained for non-alcoholic drinks.  

 

Range Statement: Non-alcoholic drinks include: 

 carbonated drinks 

 children‟s specialty drinks 
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 coffee: 

o filtered 

o Greek or Turkish 

o iced 

o plunger 

 cordials and syrups 

 flavoured milks 

 frappes 

 freshly squeezed juices 

 fruit whips 

 health drinks 

 hot and iced chocolate 

 juices 

 milkshakes 

 non-alcoholic cocktails 

 smoothies 

 soft drinks 

 varieties of tea, including: 

o black 

o semi-black 

o blended 

o green 

o scented 

o herbal 

o fruit 

o floral 

 traditional national and regional non-alcoholic beverages 

 waters. 

Learning Outcome 2 Select, prepare and use equipment. 

Performance 

Standard 2.1 

Equipment selected is of correct type and size.  

 

Range Statement: Equipment may include: 

 coffee: 

o percolators and urns 

o drip filter systems 

o plungers 

o cezve, ibrik or briki 

 blenders 

 fridges 

 juicers 

 milkshake machines 

 teapots. 

Performance 

Standard 2.2 

Equipment is cleaned and safely assembled before use.  

Performance 

Standard 2.3 

Equipment is used safely and hygienically according to manufacturer 

instructions.  

Learning Outcome 3 Prepare and serve non-alcoholic drinks. 

Performance 

Standard 3.1 

Drinks are prepared using appropriate methods and standard recipes to meet 

customer requests. 
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Range Statement: Methods include: 

 blending 

 brewing 

 juicing 

 mixing 

 plunging 

 shaking. 

Performance 

Standard 3.2 

Each drink is prepared to the correct strength, taste, temperature and 

appearance. 

Performance 

Standard 3.3 

Waste is minimised to maximise profitability of beverages produced. 

Performance 

Standard 3.4 

Drinks are presented attractively in appropriate crockery or glassware with 

accompaniments and garnishes according to organisational standards. 

Performance 

Standard 3.5  

Presentation of beverages is evaluated and adjustments made before serving 

where required. 

Explanatory Notes Required skills 
 communication skills including active listening and open and closed 

probe questioning to: 

o interact with customers and team members in a polite and friendly 

manner 

o determine customer preferences and prepare suitable beverage 

tailored to the customer‟s requirements 

 initiative and enterprise skills to minimise wastage 

 literacy skills to read and interpret beverage menus and standard recipes 

for non-alcoholic beverages 

 numeracy skills to calculate and measure ingredient quantities for the 

preparation of beverages 

 planning and organising skills to sequence the preparation of beverages 

to efficiently serve customers 

 problem-solving skills to identify deficiencies in beverage quality and 

make adjustments to ensure a quality product 

 self-management skills to manage own speed, timing and productivity 

 technology skills to use equipment for the preparation of non-alcoholic 

beverages. 

Required knowledge 
 culinary terms for and characteristics of ingredients commonly used to 

produce non-alcoholic beverages 

 major types of non-espresso coffees, teas, other non-alcoholic 

beverages and their characteristics 

 preparation methods for a variety of non-espresso coffees, teas and 

other non-alcoholic beverages 

 organisational and traditional drink standards for: 

o glassware and crockery used for beverage presentation 

o garnishes and accompaniments used to enhance beverages 

 equipment used to produce non-alcoholic beverages: 

o essential features and functions 

o safe operational practices 

o dangers of inert gases used in post-mix dispensing systems and the 

measures required to ensure worker and customer safety. 
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Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 prepare and present a diverse range of non-alcoholic beverages, over 

multiple service periods, to meet different customer requests 

 present multiple non-alcoholic beverages that are attractive and 

consistent in quality, volume and appearance 

 use the correct equipment, ingredients and standard measures 

 work with speed and efficiency to deal with numerous service tasks 

simultaneously 

 integrate knowledge of: 

o major types of teas, non-espresso coffees, other non-alcoholic 

beverages and their characteristics 

o preparation methods for popular non-alcoholic beverages 

o organisational and traditional presentation standards. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines including specific equipment for preparing non-

alcoholic beverages; this may be a: 

o real industry workplace 

o simulated industry environment such as a training food and 

beverage outlet servicing customers 

 industry-realistic ratios of service staff to customers  

 commercial beverage menus and standard recipes for non-alcoholic 

drinks currently used by the hospitality industry 

 organisational and traditional presentation standards non-alcoholic 

beverages 

 a wide commercial range of non-alcoholic beverage ingredients. 

Method of assessment 
 direct observation of the individual preparing and serving a variety of 

non-alcoholic drinks 

 evaluation of the taste and visual appeal of drinks produced by the 

individual 

 written or oral questioning to assess knowledge of: 

o major types of teas, coffees and other non-alcoholic beverages and 

their characteristics 

o preparation methods 

o standards for presentation 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02006 Serve food and beverage 

 MF09021 Interact with customers in the workplace 

 MF02007 Process financial transactions 

 MF05011 Participate in safe work practices. 
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Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02005 Prepare and serve espresso coffee 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

This unit describes the performance outcomes, skills and knowledge required 

to extract and serve espresso coffee beverages using commercial espresso 

machines. It requires the ability to advise customers on coffee beverages, 

select and grind coffee beans, prepare and assess espresso coffee beverages 

and to use, maintain and clean espresso machines. Complex repairs of 

equipment would be referred to specialist service technicians. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH06001 Use hygienic practices for food safety. 

Learning Outcome 1 Organise coffee workstation. 

Performance 

Standard 1.1 

Mise en place for coffee service is completed to enable efficient work flow 

and easy access to ingredients, equipment, and serviceware. 

 

Range Statements: Mise en place may involve: 

 laying out: 

o coffee preparation accessories 

o serviceware 

 selecting adequate supplies of beverage ingredients and 

accompaniments 

 sorting and assembling ingredients. 

 

Equipment may include: 

bins for used coffee grounds 

blind or blank filter 

cleaning brushes 

coffee grinders 

colour coded cleaning cloths 

espresso coffee machines 

flat edge implement such as a spatula for levelling off dosed filter basket 

measuring equipment: 

o stopwatch or timer 

o thermometer 

 milk foaming jugs 

 napkins 

 powder shakers e.g. chocolate, cinnamon 

 service trays 

 spoons 

 stirrers 
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 storage bins 

 straws 

 take-away cardboard trays 

 tamp mats 

 tampers. 

 

Serviceware may include: 

 for different types of coffee beverages: 

o cups 

o saucers 

o mugs 

o glasses 

 take away coffee cups and lids. 
 

Performance 

Standard 1.2 

Ingredients are placed in correct containers and conditions to maintain 

freshness. 

Performance 

Standard 1.3 

The espresso machine and grinder are prepared for service. 

 

Range Statement: To prepare espresso machine and grinder may involve: 

 assembly of grinder parts 

 preparing and seasoning the espresso machine 

 turning on machines to achieve correct pressure and temperature. 

Learning Outcome 2 Select and grind required amount of coffee beans. 

 

Range Statement: To grind coffee includes: 

 adjusting grinder to correct setting 

 operating the grinder using correct techniques 

 pre-setting grinder 

sensory analysis of grind, including: 

o olfactory 

o tactile 

o tasting coffee beverage 

o visual. 

Performance 

Standard 2.1 

Coffee beans are ground to appropriate particle size according to relevant 

factors.  

 

Range Statement: Relevant factors may involve: 

ambient humidity 

consistency of used coffee grounds 

crema on top of the espresso 

quality and rate of espresso flow 

taste. 

Performance 

Standard 2.2 

Extractions are tested before service to ensure correct particle size of grind, 

assessed and adjusted according to relevant factors. 

  

Range Statement: To assess may involve: 

 checking: 

o aroma 

o body 

o flavour: 

 acidity 
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 bitterness 

 sweetness 

o quality of the crema 

o volume of the espresso 

 sensory analysis, including: 

o olfactory 

o tactile 

o tasting 

o visual. 

Performance 

Standard 2.3 

Grind is adjusted throughout the service period according to relevant 

factors.  

Performance 

Standard 2.4 

Efficiency of grinder is monitored in regards to dosage and grind during 

usage, and resolved or reported.  

Performance 

Standard 2.5 

Grinder is cleaned as required during or after the service period. 

Learning Outcome 3 Advise customers on espresso coffee beverages. 

Performance 

Standard 3.1 

Information and recommendations provided about types of coffee beverages 

and accompaniments. 

Performance 

Standard 3.2 

Customer preferences are identified and orders taken. 

 

Range Statement: Customer preferences may relate to: 

 accompaniments 

 blends 

 serviceware 

 strength 

 sweeteners 

 type of: 

o beans 

o milk.  

 

Orders may be: 

 electronic: 

o PALM order pad 

o touch screen 

 manual: 

o hand written on order pad 

o memorised. 

Learning Outcome 4 Extract and monitor quality of espresso. 

Performance 

Standard 4.1 

Appropriate serviceware is selected and prepared. 

 

Range Statement: To prepare serviceware may involve: 

 marking beverage type on take-away lids 

 warming cups and mugs and glasses for hot beverages. 

Performance 

Standard 4.2 

Correct filter basket is selected, cleaned, dry and dosed with required amount 

of ground coffee. 

 

Range Statement: The dose may be measured: 

 by sight 

 electronically 
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 manually 

 mechanically. 

Performance 

Standard 4.3 

Ground coffee is tamped to make even and level cake. 

Performance 

Standard 4.4 

Group head is flushed before attaching group handle to extract espresso. 

Performance 

Standard 4.5 

Quality of extraction is monitored during service period and adjustments 

made as required.  

 

Range Statement:  To monitor may involve checking: 

 changes in colour of cream 

 changes in flow texture 

 extraction rate; speeding up or slowing down 

 steam and pump pressure 

 steam pressure during foaming and steaming 

 used coffee grounds 

 water pressure during extraction. 

Performance 

Standard 4.6 

The efficiency of the espresso machine is monitored during service and 

issues resolved or reported. 

 

Range Statements:  To monitor may involve checking: 

 changes in colour of cream 

 changes in flow texture 

 extraction rate; speeding up or slowing down 

 steam and pump pressure 

 steam pressure during foaming and steaming 

 used coffee grounds 

 water pressure during extraction. 

 

Adjustments may be to: 

 dose 

 grind 

 tamping technique 

 water flow 

 water pressure. 

Learning Outcome 5 Texture milk to required standards. 

Performance 

Standard 5.1 

Cold milk and appropriate milk foaming jug is selected to fulfil customer 

orders. 

Performance 

Standard 5.2 

Steam wand is purged every time before texturing. 

 

Performance 

Standard 5.3 

Milk is textured according to type of milk and coffee beverage. 

 

Performance 

Standard 5.4 

The texture and temperature of the milk is visually monitored and adjusted 

where required. 

Performance 

Standard 5.5 

Steam wand is cleaned on the outside and purged every time after texturing. 

 

Performance 

Standard 5.6 

Foam and milk are combined through swirling, ensuring even consistency. 

Performance Milk is poured immediately after swirling, according to the coffee beverage. 
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Standard 5.7 

Performance 

Standard 5.8 

Waste is minimised to maximise profitability of beverages produced. 

Learning Outcome 6 Serve espresso coffee beverages. 

Performance 

Standard 6.1 

Coffee beverages are presented attractively and without drips and spills. 

Performance 

Standard 6.2 

Coffee beverages are served promptly at the required temperature, with 

appropriate accompaniments. 

 

Range Statement: Accompaniments may include: 

 biscuits 

 chocolates 

 marshmallows 

 sugar 

 sugar substitutes. 

Learning Outcome 7 Clean espresso equipment according to organisational procedures. 

 

Range Statement:  To clean may involve: 

 backflushing the machine at the end of a service 

 brushing out doser chamber 

 pouring hot water to clean drainage pipes 

 using correct and environmentally sound disposal methods for coffee 

making waste including recyclable glass and plastic bottles and 

containers 

 washing drip trays 

 washing and drying: 

o bean hopper 

o group handle and filter basket 

 wiping down entire machine 

 wiping outside of steam wand and nozzle and purging inside with steam. 

Performance 

Standard 7.1 

Machine parts are cleaned thoroughly and safely according to organisational 

procedures. 

 

Range Statement:  To clean may involve: 

 backflushing the machine at the end of a service 

 brushing out doser chamber 

 pouring hot water to clean drainage pipes 

 using correct and environmentally sound disposal methods for coffee 

making waste including recyclable glass and plastic bottles and 

containers 

 washing drip trays 

 washing and drying: 

o bean hopper 

o group handle and filter basket 

 wiping down entire machine 

 wiping outside of steam wand and nozzle and purging inside with steam. 

Performance 

Standard 7.2 

Water filtration system is maintained according to organisational procedures. 

Performance Faults and maintenance issues requiring technical specialists are reported to 
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Standard 7.3 supervisor. 

Performance 

Standard 7.4 

Energy and water resources are used efficiently when preparing coffee 

beverages and cleaning to reduce negative environmental impacts. 

Explanatory Notes Preparation of coffee beverages using other methods is covered in the NCS 

FH02004 Prepare and serve non-alcoholic beverages. 

This unit applies to any hospitality organisation which serves espresso coffee 

beverages including cafes, restaurants, bars, clubs, function and event 

venues. 

It applies to espresso machine operators who operate with some level of 

independence and under limited supervision.  

Required skills 
 communication skills including active listening and open and closed 

probe questioning to: 

o determine customer preferences and offer suitable beverages 

o provide clear and accurate information tailored to the customer 

 initiative and enterprise skills to minimise wastage 

literacy skills to: 

o comprehend workplace documents or diagrams that interpret the 

content of: 

 safety procedures 

 Material Safety Data Sheets (MSDS) and product instructions 

for cleaning chemicals 

 organisational procedures for operating, cleaning and 

maintaining equipment 

o read and interpret beverage menus and standard recipes for espresso 

coffee beverages 

o write orders and basic notes on customer preferences 

 numeracy skills to visually estimate amounts of milk and make 

adjustments to doses of ground coffee 

 planning and organising skills to sequence the preparation of beverages 

to efficiently serve customers 

 problem-solving skills to: 

o identify deficiencies in espresso extraction and make adjustments to 

ensure a quality product 

o monitor operational efficiency of espresso machine and adjust usage 

during coffee beverage preparation 

 self-management skills to manage own speed, timing and productivity 

 teamwork skills to discuss and report espresso machine faults and 

maintenance requirements with supervisors 

 technology skills to use coffee grinders and espresso machines. 

Required knowledge 
 major types of espresso coffee beverages and their characteristics: 

o caffe latte 

o cappuccino 

o espresso (short black) 

o flat white 

o long black 

o mocha 

o piccolo latte 

o bon bon 
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o ristretto 

o short and long macchiato 

 different types of milk, their characteristics and uses for different types 

of coffee beverages 

 characteristics of different types of beans, blends and roasts 

 mise en place requirements for preparing coffee beverages 

methods and techniques for: 

o grinding coffee beans 

o dosing 

o tamping 

o extraction of espresso and presentation of quality coffee beverages 

o texturing milk 

o sequencing orders for the preparation of coffee beverages 

 appropriate pour rate for espresso coffee beverages 

 organisational and industry standards for: 

o serviceware used for espresso coffee beverage presentation 

o accompaniments used to enhance beverages 

o presentation of beverages including latte art 

 storage of coffee beans, ground coffee, milk and other ingredients: 

o correct environmental conditions to ensure food safety 

o appropriate methods to optimise shelf life 

 equipment used to prepare espresso coffee beverages: 

o essential features and functions of different espresso machines and 

grinders 

o sizes and types of filter baskets and tampers 

o purging the steam wand 

o flushing the group head 

o cleaning and maintenance methods and procedures 

o symptoms of faults in espresso machines and grinders 

o safe operational practices and dangers of working with steam 

 content of MSDS for cleaning agents and chemicals or plain English 

workplace documents or diagrams that interpret the content of MSDS. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 prepare and present a diverse range of espresso coffee beverages, over 

multiple service periods, to meet different customer requests, including: 

o caffe latte 

o cappuccino 

o espresso (short black) 

o flat white 

o long black 

o piccolo latte 

o bon bon 

o mocha 

o ristretto 

o short and long macchiato 

 present multiple espresso coffee beverages and accompaniments that are 

attractive and consistent in quality, volume and appearance 

 use the correct equipment ingredients and measures to prepare espresso 
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coffee beverages 

 work with speed and efficiency to deal with numerous service and 

operational tasks simultaneously 

 integrate knowledge of: 

o major types of espresso coffee beverages and their characteristics 

o types of bean, blends and roasts 

o preparation methods for espresso coffee beverages 

o basic maintenance and cleaning methods for espresso grinders and 

machines. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines including specific equipment for preparing 

espresso coffee beverages; this may be a: 

o real industry workplace 

o simulated industry environment such as a training food and 

beverage outlet servicing customers 

 industry-realistic ratios of service staff to customers 

 a workstation with industry-current commercial grade espresso machine 

and coffee grinders 

 a commercial range of coffee beans, ground coffee, other ingredients 

and accompaniments 

 commercial beverage menus and standard recipes for coffee beverages 

currently used by the hospitality industry 

 MSDS for cleaning chemicals or plain English workplace documents or 

diagrams that interpret the content of MSDS 

 organisational and industry standards for presenting for espresso coffee 

beverages 

 cleaning and maintenance procedures for espresso coffee machines and 

grinders. 

Method of assessment 
 direct observation of the individual preparing and serving different 

types of espresso coffee beverages 

 evaluation of the taste and visual appeal of beverages produced by the 

individual 

 written or oral questioning to assess knowledge of: 

o major types of espresso coffee beverages and their characteristics 

o types of bean, blends and roasts 

o preparation methods for espresso coffee beverages 

o basic maintenance and cleaning methods for espresso grinders and 

machines 

o review of portfolio of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01004 Clean kitchen premises and equipment 

 MF09021 Interact with customers in the workplace 
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 MF02007Process financial transactions 

 MF05011 

 MF05012 Identify hazards, assess and control safety risks. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02006 Serve food and beverage 

SQF Level II NCS Credit Value 8 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to serve food and beverage to customers in a casual dining setting. 

It covers fundamental technical skills required to prepare the outlet for the 

service period, interact with customers to take orders, serve and clear food 

and beverage and to complete end of service tasks. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH06001 Use hygienic practices for food safety 

FH01013 Provide responsible service of alcohol  

Learning Outcome 1 Prepare for food and beverage service. 

Performance 

Standard 1.1 

Table and room set-up, menu and style of service are discussed and clarified 

prior to the service period. 

 

Range Statements: Menu may include: 

 bar food 

 blackboard 

 buffet 

 finger food 

 set 

 specials 

 table d‟hôte. 

 

Style of service may include: 

 bar 

 bistro 

 café 

 counter 

 espresso coffee bar 

 plate service 

 table. 
 

Performance 

Standard 1.2 

Furniture and fittings are checked for cleanliness, stability and condition 

prior to the service period.  

 

Range Statement: Service period may include: 

 afternoon tea 
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 breakfast 

 dinner 

 lunch. 

Performance 

Standard 1.3 

Furniture placement is adjusted to meet service requirements and allow safe 

and easy access for service personnel. 

Performance 

Standard 1.4 

The environment is prepared and adjusted to ensure comfort and ambience 

for customers. 

 

Range Statement: Environment may include: 

 background noise 

 decorations and displays 

 lighting 

 music 

 privacy 

 room temperature. 

Performance 

Standard 1.5 

Equipment is checked and prepared for service and items cleaned or replaced 

to meet service standards.     

 

Range Statement: Equipment may include: 

 bain maries   

 computerised ordering systems 

 condiments and condiment containers 

 crockery 

 cutlery 

 espresso machine 

 food and beverage menus 

 glassware for alcoholic and non-alcoholic beverages 

 linen 

 oven to tableware 

 placemats 

 platters, lids and covers 

 promotional materials 

 service utensils 

 tea and coffee making equipment.             

Performance 

Standard 1.6 

Food and beverage items are prepared and displayed according to 

organisational standards. 

Learning Outcome 2 Welcome and advise customers. 

Performance 

Standard 2.1 

Customers are greeted on arrival, according to organisational customer 

service standards. 

Performance 

Standard 2.2 

Customers are provided with relevant information, giving clear explanations 

and descriptions.  

 

Range Statement: Relevant Information provided to customers may relate 

to: 

 food and beverages 

 location of customer facilities 

 menu choices, options and availability 

 specials 

 the location or area. 
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Performance 

Standard 2.3 

Customer questions about menu items are answered correctly and 

courteously. 

Learning Outcome 3 Take and process orders. 

Performance 

Standard 3.1 

Orders are taken and recorded accurately and legibly using the format 

required by the organisation, and conveyed promptly to the kitchen. 

Performance 

Standard 3.2 

The ordering system is used according to organisational procedures. 

 

Range Statement: Ordering system may be: 

 electronic: 

o PALM order pad 

o touch screen 

 manual: 

o hand written on order pad. 

Performance 

Standard 3.3 

Special requests or dietary requirements are communicated to kitchen. 

Performance 

Standard 3.4 

Suitable glassware, serviceware and cutlery are provided according to menu 

choice. 

Performance 

Standard 3.5  

Accounts are processed and payments received at appropriate time. 

 

Range Statement: Process accounts may involve: 

 depositing money in cash register, processing and giving change 

 handing account to another person to process 

 processing credit cards or Electronic Funds Transfer at Point Of Sale 

(EFTPOS) 

 using: 

o Electronic Point-Of-Sale (POS) system with touch screen or PALM 

order pad 

o EFTPOS equipment. 

Learning Outcome 4 Serve food and drinks to customers. 

Performance 

Standard 4.1 

Food and beverage selections are collected from kitchen and checked for 

accuracy and presentation. 

Performance 

Standard 4.2 

Appropriate techniques are used to carry and place plates containing meals 

and served to correct person. 

Performance 

Standard 4.3 

Any delays or deficiencies in service are promptly recognised and followed 

up with the kitchen. 

Performance 

Standard 4.4 

Customers are advised about any delays or problems. 

Performance 

Standard 4.5 

Customer satisfaction is checked at the appropriate time(s). 

Learning Outcome 5 Clear food and drinks. 

Performance 

Standard 5.1 

Plates and other serviceware are cleared in a way that causes minimum 

disruption to the customer. 

Performance 

Standard 5.2 

Used items are removed in a timely manner and safely transferred to the 

appropriate location for cleaning. 

Performance 

Standard 5.3 

Food waste and disposables are safely disposed of and recyclable items 

placed in the appropriate area according to organisational procedures.  

Learning Outcome 6 Complete end of shift duties. 

Performance 

Standard 6.1 

End of shift procedures are followed in a timely manner. 

 



Page 116 of 291 
 

© Samoa Qualifications Authority 2017 
 

Range Statement: End of shift procedures may include: 

 clearing, cleaning and dismantling furniture 

 cleaning equipment, such as coffee machines and bains marie 

 participating in debriefing sessions, including quality service reviews 

 placing equipment and furniture in allocated storage areas 

 preparing for the next service period: 

o polishing glassware 

o resetting tables 

o restocking. 

Performance 

Standard 6.2 

Customer feedback is provided to relevant supervisors or managers. 

Performance 

Standard 6.3 

Handover to incoming colleagues is provided and relevant information 

shared. 

Explanatory Notes This NCS applies to hospitality organisations which operate food and 

beverage outlets including hotels, clubs, cafes, and coffee shops. 

Beverages may include alcohol but it is not a requirement of this NCS, as 

many casual dining settings do not serve alcohol.  

The NCS applies to operational food and beverage attendants who work with 

very little independence and under close supervision. 

Required skills 
 communication skills including active listening and open and closed 

probe questioning to: 

o interact with customers and team members in a polite and friendly 

manner 

o determine customer preferences and provide food and beverage 

service tailored to the customer‟s requirements 

 critical thinking skills to evaluate the placement of furniture and 

organise it for optimum service efficiency 

 literacy skills to: 

o read and comprehend food and beverage menus and organisational 

procedures 

o record customer orders and write clear and precise notes on special 

requests 

 numeracy skills to calculate customer accounts 

 planning and organising skills to select and prepare equipment and set 

up the dining area in advance of the service period 

 problem-solving skills to recognise any delays in food service and 

rectify to the customer‟s satisfaction  

 teamwork skills to provide operational information to colleagues 

 technology skills to use organisational ordering systems and equipment. 

Required knowledge 
 for food and beverage outlets and the organisation in particular, features 

of: 

o work flow structure for food and beverage service 

o ordering systems and procedures 

o workflow between kitchen and front of house areas 

o service procedures 

o end of shift procedures 

 techniques for: 

o carrying and placing plates containing meals 
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o clearing and carrying multiple used plates and other serviceware 

 key features of food and beverage items on the menus 

 correct and environmentally sound disposal methods for food and 

beverage waste including recyclable glass and plastic bottles and 

containers. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 prepare for and provide effective food and beverage service for 

multiple service periods 

 interact with and positively respond to the diverse demands and 

requests of multiple customers 

 work with speed and efficiency to deal with numerous service and 

operational tasks simultaneously 

 integrate knowledge of: 

o set up, service and end of shift procedures 

o ordering systems and procedures 

o key features of food and beverage items on menus. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training food and 

beverage outlet servicing customers 

 industry-realistic ratios of service staff to customers 

 kitchen staff with whom the individual can interact 

 commercial food and beverage menus currently used by the hospitality 

industry 

 freshly prepared meals to be served. 

Method of assessment 
 direct observation of the individual preparing for service, providing 

service to customers and closing down after service 

 direct observation of the individual undertaking specific tasks, such as 

taking and processing orders, serving food and drink items or clearing 

tables 

 written or oral questioning to assess knowledge of: 

o set up, service and end of shift procedures 

o ordering systems and procedures 

o key features of food and beverage items on the menus 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02004 Prepare and serve non-alcoholic beverages 

 MF09021 Interact with customers in the workplace 

 MF02007 Process financial transactions 



Page 118 of 291 
 

© Samoa Qualifications Authority 2017 
 

 MF05011Participate in safe work practices. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02007 Provide advice on food 

SQF Level III NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to provide accurate information and advice on different menu 

options. It requires the ability to evaluate organisational menu items, provide 

advice to customers on their menu selection, contribute to menu design and 

to continuously extend personal product knowledge of food and cuisines. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Research information on food. 

Performance 

Standard 1.1 

Sources of information on food are identified. 

 

Range Statement: Sources of information may include: 

 chefs, cooks and other food service personnel 

 food and beverage reference books 

 food and cooking demonstrations 

 general and trade media, including print and electronic 

 the Internet 

 product suppliers 

 recipes and menus 

 trade shows and exhibitions. 

Performance 

Standard 1.2 

Current knowledge of food is developed to provide informed customer 

advice. 

 

Range Statement: Current knowledge includes: 

 current food and beverage festivals 

 current market trends 

 organisation: 

o menus and specials 

o promotional activities 

o trends 

o promotional activities 

 seasonal produce 

 typical foods and wines of the local area. 

Performance 

Standard 1.3 

The characteristics of organisational menu items are evaluated using sensory 

evaluation techniques. 

 

Range Statement: Sensory evaluation techniques may include: 
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 smell or nose appraisal 

 taste tests 

 visual inspection of presentation. 

Learning Outcome 2 Advise customers on menu items. 

Performance 

Standard 2.1 

Accurate information is provided on different menu options.  

Performance 

Standard 2.2 

Methods of cooking and different culinary styles are discussed in clear and 

simple language. 

Performance 

Standard 2.3 

Customer questions on menu items are responded to correctly and in a 

courteous manner.  

Performance 

Standard 2.4 

Information and advice on menu items are provided in response to special 

dietary requirements.      

 

Range Statement: Information may include: 

 ingredients 

 menus items that cannot be adjusted 

 methods of cooking 

 variations that can be achieved to suit the 

customer. 

Special dietary requirements may include: 

 cultural or religious dietary: 

o needs 

o requirements 

o sanctions 

 diabetic 

 exclusions for: 

o allergies 

o contraindications with medicines 

o food intolerance 

 gluten-free 

 lacto-ovo 

 low-cholesterol 

 low-fat  

 portion size 

 vegan 

 vegetarian. 
 

Performance 

Standard 2.5 

Variations to menu items are offered in response to customer preferences and 

dietary requirements.                   

Performance 

Standard 2.6 

Customers are assisted with menu selections according to taste, price 

preferences and other specific needs. 

Learning Outcome 3 Contribute to menu development. 

Performance 

Standard 3.1 

The content of menus is discussed and contributed to with appropriate 

managers. 

 

Range Statement: Menus may be: 

 à la carte 

 buffet 

 classical 

 cyclical 
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 degustation  

 ethnic 

 traditional 

 for a:  

o function 

o event 

o festival 

o for any cuisine 

o modern 

o set 

o table d‟hôte 

 seasonal. 

Performance 

Standard 3.2 

A variety of menu items at different cost points are suggested to reflect the 

type of food outlet. 

Performance 

Standard 3.3 

Information on customer feedback and preferences is provided to the 

appropriate person. 

Performance 

Standard 3.4 

The preferences of particular target groups are understood and suggested. 

 

Range Statement: Target groups may include: 

 athletes 

 health care customers 

 infants, children and adolescents 

 international tourists 

 older people 

 people from different socio-economic groups 

 people from specific cultural or religious groups 

 students 

 those with particular nutritional interests 

 young people. 

Performance 

Standard 3.5  

The bestselling menu items are identified to contribute to organisational 

profitability. 

Learning Outcome 4 Extend and update food knowledge. 

Performance 

Standard 4.1 

Research is conducted to access current, accurate and relevant information 

about food. 

 

Range Statement: Research may include: 

 attending trade shows 

 attending food tastings 

 reading general and trade media and supplier information 

 reading food reference books 

 taking up membership memberships of associations and industry bodies 

 talking to: 

o chefs 

o cooks 

o product suppliers 

 using the Internet. 

Performance 

Standard 4.2 

Customer taste trends are identified based on customer contact and 

workplace experience. 

Performance Source information on current and emerging food service trends and 
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Standard 4.3 customer preferences. 

 

Range Statement: Food service trends may include: 

 contemporary eating and drinking habits 

 cultural and ethnic influences 

 major events and festivals 

 media influence 

 seasonal and popular influences. 

Performance 

Standard 4.4 

Informed input about food trends and menu items is provided to support 

organisational activities. 

 

Range Statement: Organisational activities may include: 

 conducting product tastings 

 providing product advice and selling food to customers 

 selecting or assisting with selection of products from suppliers 

 writing or providing input to menus. 

Explanatory Notes Required skills 
 communication skills to discuss menu items with customers and 

articulate advice about food selections 

 critical thinking skills to evaluate wide ranging information about food 

and cuisines 

 learning skills to continuously update knowledge of foods and food 

service trends 

 literacy skills to: 

o read and interpret detailed product information, promotional 

material, menus, recipes and reviews about cuisines 

o research information on current and emerging food service trends 

and customer preferences 

o write notes, summarise and record information in basic documents 

such as information sheets, portfolios and files 

 problem-solving skills to recognise customer preferences and adjust 

advice to take account of these 

 self-management skills to take responsibility for sourcing and updating 

current and emerging product information 

 teamwork skills to share current knowledge and new information with 

colleagues. 

Required knowledge 
 major food types and their characteristics: 

o appetisers 

o cheeses 

o dishes from several major cuisines: 

 international 

o fruits and vegetables 

o meat, fish and seafood 

o salads 

o sauces and accompaniments 

o soups 

o special diets for health or cultural reasons 

o sweets and desserts 

 characteristics of these major food types including: 
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o ingredients 

o major suppliers 

o methods of preparation, cooking and production 

o origins and cultural background and issues 

o presentation styles 

o service styles 

o suitability for different customers 

o typical or suitable accompaniments and garnishes 

 current information on: 

o food and beverage festivals 

o market trends 

o organisation: 

 menus and specials 

 promotional activities 

 trends 

 promotional activities 

o seasonal produce 

o typical foods and wines of the local area 

 meaning of: 

o drug–food interactions 

o food allergy 

o food intolerance 

o genetically modified foods 

 key health and legal consequences of failing to address special dietary 

requirements. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 identify the characteristics and evaluate a range of food types and 

organisational menu items using sensory evaluation techniques 

 provide advice to customers on menu selection 

 maintain and continuously extend personal food and menu product 

knowledge to enhance organisational activities 

 integrate knowledge of: 

o major food types and their characteristics 

o current food service market trends 

o current organisation: 

 menus and specials 

 promotional activities 

 trends 

 promotional activities. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training restaurant 

servicing customers 

 industry-realistic ratios of service staff to customers  
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 other people with whom the individual can interact to discuss food and 

beverage characteristics and to answer varied questions about menu 

options 

 current food and cuisine product information within descriptive menus, 

recipes, brochures, media reviews, information databases and 

computerised information sources. 

Method of assessment 
 direct observation of the individual providing advice to customers or 

colleagues about food and menu items 

 observation of a presentation on selected food types and their 

characteristics 

 project activities that allow assessment of the individual‟s ability to 

research information about food and menu items and write descriptive 

menus which meet the customer preferences of a given hospitality 

organisation 

 written or oral questioning to assess knowledge of: 

o major food types and their characteristics 

o current food service market trends 

o current organisational menu content 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02006 Serve food and beverage 

 FH02011 Provide advice on food and beverage matching 

 MF09023 Provide service to customers. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02008 Prepare and serve cocktails 

SQF Level III NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to prepare and serve a range of organisational and traditional 

specific cocktails. It requires the ability to promote, prepare and present 

attractive cocktails and experiment with ideas to develop new cocktail 

recipes. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites 
 

 FH01013 Provide responsible service of alcohol 

 FH06001 Use hygienic practices for food safety 

Learning Outcome 1 Promote cocktails to customers. 
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Performance 

Standard 1.1 

Display materials are used to promote cocktails. 

 

Range Statement: Display materials include: 

 brochures 

 cards 

 descriptive menus 

 lists 

 photographs 

 electronic displays 

Performance 

Standard 1.2 

Customers are offered accurate information about the style and range of 

cocktails available.   

 

Range Statement: Range of cocktails include:  

 blended 

 built 

 floated 

 muddled 

 shaken 

 stirred. 

Performance 

Standard 1.3 

Orders are taken with specific customer preferences identified and checked. 

 

Range Statement: Specific customer preferences may relate to: 

 brands 

 garnishes 

 glassware 

 ice 

 mixers 

 strength. 

Performance 

Standard 1.4 

Recommendations and suggestions are made to assist customers with drink 

selection.  

Learning Outcome 2 Prepare cocktails. 

Performance 

Standard 2.1 

Appropriate cocktail glassware and equipment is selected and used according 

to organisational and traditional industry standards.  

 

Range Statement: Equipment includes: 

 bar towels 

 blender 

 Boston Glass (mixing glass) 

 coasters 

 cocktail shakers 

 cutting board  

 garnish containers 

 glass chillers 

 glass washer 

 Hawthorn glasses and strainer 

 ice: 

o buckets 

o crusher 

o make 

o shaver 
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o grinder 

 jugs 

 juicers 

 muddler 

pourers: 

o speed 

o optic 

o inverted optic 

o nip measures 

 utensils including: 

o small knives 

o tongs 

o spoons including bar spoons, teaspoons 

 refrigerator 

 industry standard and specialised cocktail glassware for different bases 

spirits 

 spirit measures 

 service trays and liners 

 straws, swizzle sticks, coasters, napkins, toothpicks 

 vitimiser 

 waiter‟s friend 

 zester. 

Performance 

Standard 2.2 

Cocktails are made correctly and efficiently according to organisational and 

traditional recipes. 

 

Range Statement: Recipes include those developed by the organisation as 

well as traditional recipes such as: 

 bloody mary 

 brandy alexander 

 caipiroska 

 champagne cocktail 

 cosmopolitan 

 daiquiri 

 grasshopper 

 margarita 

 martini 

 mint julep 

 mojito 

 piña colada 

 screwdriver 

 tequila sunrise 

 tom collins 

 whisky sour 

 white Russian. 

Performance 

Standard 2.3 

In preparing cocktails, requirements in regards to eye appeal, texture, flavour 

and required temperature are followed according to organisational and 

traditional recipes. 

Performance 

Standard 2.4 

Presentations of cocktails are evaluated and adjustments made as required 

before serving.                     

Performance New cocktails are created by experimenting with creative and 
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Standard 2.5 complementary combinations of alcoholic and non-alcoholic ingredients 

according to operational policies.           

 

Range Statement: Alcoholic ingredients for cocktails include:   

 spirits 

 fortified wines 

 liqueurs. 

 

Non-alcoholic ingredients for cocktails include: 

 bitters 

 cordials 

 eggs 

 fruit and vegetable juices 

 fruit and vegetables 

 milk and cream 

 salt 

 spices 

 sugar 

 sugar syrup. 
 

Learning Outcome 3 Present cocktails to customers. 

Performance 

Standard 3.1 

Cocktails are presented attractively to maximise eye appeal. 

Performance 

Standard 3.2 

Garnishes and decorations are used according to organisational and 

traditional standards. 

Performance 

Standard 3.3 

Wastage and spillage is avoided during service. 

Explanatory Notes This NCS applies to any hospitality organisation which operates a cocktail 

bar including hotels, restaurants and clubs.  

The preparation of cocktails is a high order technical bar attendant skill used 

by experienced beverage attendants who operate independently or with 

limited guidance from others. 

Required skills 
 communication skills including active listening and open and closed 

probe questioning to: 

o interact with customers in a polite and friendly manner 

o determine customer preferences and offer suitable products 

o provide clear and accurate information tailored to the customer 

 initiative and enterprise skills to promote and upsell products and to 

develop new and appealing cocktails 

 literacy skills to: 

o read and interpret cocktail menus, brochures, price lists, promotional 

materials and organisational and traditional recipes 

o write recipes for newly developed cocktails 

 numeracy skills to: 

o calculate ingredient quantities for the preparation of cocktails 

o accurately measure standard drink ingredients 

 planning and organising skills to sequence the preparation of cocktails 

to efficiently serve customers 

 problem-solving skills to identify deficiencies in cocktail quality and 

make adjustments to ensure a quality product 
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 self-management skills to manage own speed, timing and productivity 

 technology skills to use cocktail preparation equipment. 

Required knowledge 
 major types of alcoholic ingredients, their characteristics and origins 

including: 

o spirits and liqueurs 

o vermouths, bitters and fortified wines 

 major types of cocktails and their characteristics, preparation techniques 

and service including: 

o blended 

o built 

o floated 

o muddled 

o shaken 

o stirred 

 traditional recipes and preparation methods for popular cocktails 

including: 

o bloody mary 

o brandy alexander 

o caipiroska 

o champagne cocktail 

o cosmopolitan 

o daiquiri 

o grasshopper 

o margarita 

o martini 

o mint julep 

o mojito 

o piña colada 

o screwdriver 

o tequila sunrise 

o tom collins 

o whisky sour 

o white Russian. 

o recipes, preparation methods and presentation standards for 

organisation specific cocktails 

 organisational and traditional industry standards for: 

o glassware used for cocktail presentation 

o garnishes and decorations used to enhance cocktails 

 operational features and uses for cocktail making equipment. 
 

Suggested assessment 

methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 prepare and present a diverse range of cocktails, using organisational 

and traditional recipes, to meet diverse customer requests including 

these types: 

o blended 

o built 

o floated 

o muddled 
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o shaken 

o stirred 

 present multiple cocktails, accompaniments and garnishes attractively 

and decoratively that are consistent in quality, volume and appearance 

 use the correct equipment, ingredients and standard measures to prepare 

cocktails 

 prepare and present cocktails over multiple service periods 

 work with speed and efficiency to deal with numerous service tasks 

simultaneously 

integrate knowledge of: 

o major types of cocktails and their characteristics 

o traditional and organisation recipes and preparation methods for 

popular cocktails 

o organisational and traditional industry standards for presentation. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational bar with the fixtures, large and small equipment and 

workplace documentation defined in the Assessment Guidelines 

including specific equipment for preparing cocktails; this may be a: 

o real industry workplace 

o simulated industry environment such as a training bar servicing 

customers 

 industry-realistic ratios of bar staff to customers 

 commercial cocktail bar menus, brochures, price lists and promotional 

materials currently used by the hospitality industry 

 traditional recipes, preparation methods and presentation standards for 

cocktails 

 a wide commercial range of cocktail bar stock including spirits, 

fortified wines, liqueurs and non-alcoholic ingredients. 

Method of assessment 
 direct observation of the individual preparing and serving cocktails at a 

fully equipped commercial cocktail bar 

 evaluation of the taste and visual appeal of cocktails produced by the 

individual 

 evaluation of new cocktails developed by the individual 

 project activities which allow assessment of the individual‟s ability to 

operate cocktail service for a themed event function or meeting 

 written or oral questioning to assess knowledge of: 

o major types of cocktails and their characteristics 

o organisational and traditional recipes and preparation methods for 

popular cocktails 

o traditional industry and organisational standards for presentation 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01003 Clean and tidy bar areas to organisational standards  

 FH02003 Operate a bar 
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 MF09023 Provide service to customers 

 MF02007 Process financial transactions. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02009 Provide advice on beers, spirits and liqueurs 

SQF Level III NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to evaluate a range of local and imported beers, spirits and liqueurs, 

provide advice to customers on their selection and to continuously extend 

personal product knowledge. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH01013 Provide responsible service of alcohol. 

Learning Outcome 1 Evaluate beers, spirits and liqueurs. 

Performance 

Standard 1.1 

The characteristics of a range of both Samoan and imported beers, spirits and 

liqueurs are identified and explored using sensory evaluation techniques. 

 

Range Statement: Beers, spirits and liqueurs include: 

 basic spirits (local and imported) 

 beer strengths 

 beer types 

 mid and top range spirits 

 traditional and contemporary liqueurs. 

 

Sensory evaluation techniques include: 

 smell or nose appraisal: 

o techniques for releasing aroma and bouquet 

o recognising „off‟ odours 

o assessing intensity of aromas 

o describing smell characteristics  

o assessing age 

 taste appraisal: 

o techniques for releasing flavours (sucking in air, swirling over taste 

buds) 

o spitting techniques 

o recognising acidity, sweetness, weight or body, length, faults 

o assessing balance of wine features on the palate 

 visual appraisal: 

o use of light and background 

o intensity and type of colour 

o clarity 

o identifying „legs‟ or „tears‟ to assess alcohol content 

Performance Other information about beers, spirits and liqueurs is reviewed to 
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Standard 1.2 complement the sensory evaluation process.  

 

Range Statement: Other information may include: 

 details of production methods 

 presentation sessions from wholesalers or distributors 

 product reviews 

 promotional information 

 reference texts on beers, spirits and liqueurs. 

Performance 

Standard 1.3 

Informed opinions about beers, spirits and liqueurs are developed to support 

work as a beverage specialist.  

 

Range Statement: Work might involve: 

 conducting specialised tastings 

 developing beverage list suggestions 

 making presentations on beers, spirits and liqueurs 

 providing brewery tours 

 selling beers, spirits and liqueurs to corporations or individuals. 

Learning Outcome 2 Handle, store and monitor beers, spirits and liqueur products. 

Performance 

Standard 2.1 

Products are stored and cellared according to particular requirements for 

different beers, spirits and liqueurs. 

 

Range Statement: Particular requirements may relate to: 

 amount of UV light 

 humidity 

 shelf life 

 stock rotation 

 temperature 

 vibrations. 

Performance 

Standard 2.2 

Product quality is monitored and impaired quality recognised based on a 

broad knowledge of beers, spirits and liqueurs.  

 

Range Statement: Impaired quality might relate to: 

 cloudiness 

 cork problems 

 flat products. 

Performance 

Standard 2.3 

Issues with beverage quality are resolved through accurate identification of 

faults and appropriate corrective action. 

Learning Outcome 3 Advise customers on beers, spirits and liqueurs. 

Performance 

Standard 3.1 

Accurate advice about Samoan and imported beers, spirits and liqueurs is 

provided to customers. 

Performance 

Standard 3.2 

The different styles and features of beers, spirits and liqueurs are discussed 

with customers, taking account of customer level of knowledge. 

Performance 

Standard 3.3 

Customers are assisted in selecting beverages according to taste and price 

preferences. 

Learning Outcome 4 Extend and update own knowledge of beers, spirits and liqueurs. 

Performance 

Standard 4.1 

Formal and informal research is conducted to access current, accurate and 

relevant information about beers, spirits and liqueurs. 

 

Range Statement: Formal and informal research may include: 
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 attending trade shows and product tastings 

 using the Internet 

 taking up membership of associations and industry bodies 

 reading general and trade media and supplier information 

 reading reference books 

 talking to product suppliers, winemakers, brewers. 

Performance 

Standard 4.2 

Customer taste trends are identified based on customer contact and 

workplace experience. 

Performance 

Standard 4.3 

Information is sourced on current and emerging beverage service trends and 

customer preferences. 

 

Range Statement: Beverage service trends may relate to: 

 contemporary eating and drinking habits 

 cultural and ethnic influences 

 major events and festivals 

 media influence 

 seasonal and popular influences. 

Performance 

Standard 4.4 

Informed input about beers, spirits and liqueurs is provided to support 

organisational activities. 

 

Range Statement: Organisational activities may include: 

 conducting product tastings and tours 

 providing product advice and selling beverages to customers 

 selecting or assisting with selection of products from suppliers 

 writing or providing input to: 

o beverage menus 

o beverage lists 

o food and beverage matching menus. 

Explanatory Notes This NCS applies to hospitality, retail and wholesale organisations which sell 

beers, spirits and liqueurs. 

It applies to personnel who operate independently or with limited guidance 

from others. This includes beverage sales consultants, bar specialists, 

sommeliers and senior bar and food and beverage attendants. 

Required skills 
 communication skills to articulate advice about beers, spirits and 

liqueurs and to discuss and debate different ideas and opinions about 

products 

 critical thinking skills to evaluate wide ranging information about 

beers, spirits and liqueurs 

 learning skills to continuously update knowledge of beers, spirits and 

liqueurs 

 literacy skills to: 

o read and interpret detailed product information, promotional 

material and reviews about beers, spirits and liqueurs 

o research information on current and emerging beverage service 

trends and customer preferences 

o write notes, summarise and record information in basic documents 

such as information sheets, portfolios and files 

 planning and organising skills to schedule regular checks on the storage 

of beverage products 
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 problem-solving skills to identify product faults and make judgments 

about appropriate remedial action 

 self-management skills to take responsibility for sourcing and updating 

current and emerging product information 

 teamwork skills to share current knowledge and new information with 

colleagues. 

Required knowledge 
 sensory evaluation techniques and their relevance to different types of 

beers, spirits and liqueurs including: 

o smell or nose appraisal 

o taste appraisal 

o visual appraisal 

 past, current and emerging trends in the Samoan liquor industry 

 overview of international trends in beers, spirits and liqueurs 

 production methods for beers, spirits and liqueurs and the way that 

production affects the final product 

 key structural components of beers, spirits and liqueurs 

 characteristics of both Samoan and imported beers, spirits and liqueurs 

including: 

o low alcohol, light, mid-strength and full strength beers 

o different beer types – draught, stout, golden, pale or brown ale, 

porter, wheat, blonde, lager, pilsner and bock 

o a range of spirits to include vodka, gin, brandy, whisky, tequila, 

cognac, Armagnac and ready to drink items 

o a range of liqueurs to include Drambuie, DOM Benedictine, 

Cointreau, Grand Marnier, Chartreuse, Baileys Irish Cream and 

Galliano  

 factors that affect the quality of different beers, spirits and liqueurs 

 storage requirements for different beers, spirits and liqueurs 

 safety and hygiene issues of particular relevance to the handling and 

storage of beers, spirits and liqueurs, including: 

o general awareness of potential dangers associated with inert gases 

used in beverage dispensing systems, and their impact on different 

workers 

o signage used for areas of restricted access 

o overview of the types of foods that match successfully with 

different beers, spirits and liqueurs. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 identify the characteristics and evaluate a range of local and imported 

beers, spirits and liqueurs using sensory evaluation techniques including: 

o smell or nose appraisal 

o taste appraisal 

o visual appraisal 

 provide advice to customers on their selection 

 maintain and continuously extend personal product knowledge to 

enhance organisational activities 

 integrate knowledge of: 

o past, current and emerging trends in the Samoan liquor industry 
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o characteristics of Samoan and imported beers, spirits and liqueurs. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a hospitality, liquor or retail industry business operation which sells beer, 

spirits and liqueurs and workplace documentation defined in the 

Assessment Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training outlet servicing 

customers 

 industry-realistic ratios of service staff to customers  

 other people with whom the individual can interact to discuss beverage 

characteristics and options, and to answer varied questions about beers, 

spirits and liqueurs 

 current product information within sales kits, brochures, product 

manuals, supplier information kits, information databases and 

computerised information sources 

 a wide commercial range of Samoan and imported beers, spirits and 

liqueurs. 

Method of assessment 
A range of assessment methods should be used to assess practical skills and 

knowledge. The following examples are appropriate for this NCS: 

 direct observation of the individual providing advice to customers or 

colleagues about beers, spirits and liqueurs 

 observation of a presentation on selected beer, spirit or liqueur products 

 project activities that allow assessment of the individual‟s ability to 

research information about beers, spirits or liqueurs and write beverage 

menus and lists which meet the customer preferences of a given 

hospitality organisation 

 written or oral questioning to assess knowledge of: 

o past, current and emerging trends in the Samoan liquor industry 

o characteristics of Samoan and imported beers, spirits and liqueurs 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF09023 Provide service to customers. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 
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NCS Code and Title FH02010 Provide silver service 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to provide full silver service in a fine dining restaurant. It requires 

the ability to prepare tables for silver service and use silver service 

techniques to serve meals. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH06001 Use hygienic practices for food safety. 

Learning Outcome 1 Prepare tables for silver service. 

Performance 

Standard 1.1 

Tables are prepared to silver service standard, with the appropriate 

equipment and utensils for a given menu. 

 

Range Statement: To prepare tables includes: 

 folding napkins 

 placing chairs in correct position 

 polishing cutlery, glassware and crockery 

 selecting and setting up linen, glassware, cutlery and crockery according 

to menu requirements 

 using floral decorations or bud vases. 

Performance 

Standard 1.2 

Tables are set to silver service standard, with the appropriate crockery, 

cutlery, glassware and silverware.  

Performance 

Standard 1.3 

The presentation of tables is evaluated and necessary adjustments made 

before commencement of the service period. 

Performance 

Standard 1.4 

Cutlery on the table is changed in silver service style and at the appropriate 

time, to suit customer choice of menu items. 

Learning Outcome 2 Work in cooperation with kitchen staff. 

Performance 

Standard 2.1 

Kitchen staff are liaised with to ensure correct preparation, presentation and 

timing of meals. 

Performance 

Standard 2.2 

An appropriate relationship is established between the chef and serving staff 

to ensure silver service between the kitchen and dining room is maintained 

effectively.  

 

Range Statement: An appropriate relationship between the chef and food 

service staff includes: 

 communication that shows respect 

 identification of particular needs and problems 

 timely lodgement of orders and requests to allow for preparation and 

garnishing of menu items. 

Learning Outcome 3 Use silver service techniques to serve meals. 

Performance 

Standard 3.1 

Mise en place requirements are completed for silver service menu options. 

Performance 

Standard 3.2 

The correct utensils and equipment are selected for silver service. 

 

Range Statement: Utensils and equipment for silver service include: 

 candles and matches or lighter 

 carafes for decanting red wine 

 condiments and accompaniments 

 cutlery appropriate for given menu items to be served 

 heated plates and hot serving utensils 
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 service trays, platters and doilies 

 serving utensils 

 table crumber 

 tea and coffee service 

 waiter‟s friend 

 water jugs 

 white cotton gloves 

 wine baskets. 

Performance 

Standard 3.3 

Serving utensils are balanced correctly and positioned appropriately at the 

table for silver service. 

Performance 

Standard 3.4 

Food items are served correctly, using the appropriate silver service 

techniques. 

Performance 

Standard 3.5  

Food and condiments are portioned and placed correctly, based on advice 

from kitchen or head waiter. 

Performance 

Standard 3.6 

Hot dishes are handled carefully and customers are advised that the dishes 

are hot.  

Explanatory Notes This NCS applies to hospitality organisations where silver service of food is 

provided, such as a la carte or fine-dining restaurants. 

Silver service standard refers to superior table service in a fine dining setting 

where diners are provided with a high level of personalised attention and 

table service. Some menu items may also be prepared and served at the table 

rather than being ready plated in the kitchen. 

This NCS applies to food and beverage attendants who operate 

independently or with limited guidance from others. They may provide 

operational advice and support to team members. 

Required skills 
 communication skills to: 

o interact with kitchen staff in a polite, professional and friendly 

manner 

o develop rapport with chef to discuss precision timing and 

presentation of meals 

o critical thinking skills to evaluate the standard of presentation of the 

tables against organisational and traditional silver service standards 

o literacy skills to read and interpret menus to determine the table 

setting requirements 

o numeracy skills to calculate portions and quantities for individual 

plate service 

o planning and organising skills to select appropriate serviceware for 

a given menu and efficiently prepare tables to silver service 

standard in advance of the service period 

o problem-solving skills to identify deficiencies in table set up and 

make adjustments to ensure standards are met 

o self-management skills to manage own speed, timing and 

productivity 

o teamwork skills to work closely and harmoniously with the chef 

and other kitchen staff to ensure precision service of customer‟s 

meals  

o technology skills to select and use silver service equipment and 

utensils for a given menu. 

Required knowledge 
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 organisational and traditional industry standards for silver service table 

setting of glassware, crockery and cutlery 

 silver service techniques for the major food types including: 

o cheese and dairy products 

o condiments and accompaniments 

o desserts and sweets 

o fish and seafood 

o fruits 

o garnishes 

o hors d‟oeuvres and appetisers 

o meat and poultry 

o salads 

o sauces 

o vegetables 

 for the main food types listed above: 

o features and uses of silver service utensils and equipment 

o features and uses of different crockery, cutlery 

o features and uses of serviceware for garnishes and accompaniments 

 features and uses of different types of glassware for different beverages 

 mise en place requirements for silver service menu options. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 prepare for silver service and use silver service techniques to serve meals 

from all the major food types and for service of entrees, main courses, 

accompaniments, desserts and cheeses 

 select and use the correct sliver service utensils, equipment, table 

serviceware, crockery, cutlery and glassware for the dishes and 

beverages served 

 provide sliver service for the full service period and for multiple service 

periods 

 work with speed and efficiency to deal with numerous silver service 

tasks simultaneously 

 integrate knowledge of organisational and traditional standards for silver 

service table settings. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational restaurant with the fixtures, large and small equipment and 

workplace documentation defined in the Assessment Guidelines 

including specific equipment for providing silver service; this may be a: 

o real industry workplace 

o simulated industry environment such as a training restaurant 

servicing customers 

 industry-realistic ratios of service staff to customers  

 kitchen staff with whom the individual can interact 

 meals from all the major food types and for entrees, main courses, 

accompaniments, desserts and cheeses. 

Method of assessment 
 direct observation of the individual providing silver service for several 

meals in a fine dining environment 
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 projects that allow assessment of the individual‟s ability to prepare for 

and provide silver service for a fine dining event, function or meeting 

within designated deadlines 

 written or oral questioning to assess knowledge of: 

o organisational and traditional standards for silver service table 

settings 

o features and uses of silver service utensils, equipment, table 

serviceware, crockery, cutlery and glassware 

o silver service techniques for all major food types and for entrees, 

main courses, accompaniments, desserts and cheeses 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02015 Provide advice on wines 

 FH02011 Provide advice on food and beverage matching 

 MF09023 Provide service to customers. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02011 Provide advice on food and beverage matching 

SQF Level III NCS Credit Value 5 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to evaluate a range of beverages and their compatibility with 

different food items and cuisines, provide advice to customers on their 

selection and to continuously extend personal product knowledge to enhance 

customer service. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH01013 Provide responsible service of alcohol. 

Learning Outcome 1 Evaluate food and beverages for compatibility. 

Performance 

Standard 1.1 

The compatibility of wines is assessed with various food items and cuisines. 

Performance 

Standard 1.2 

The compatibility of beers, spirits and liqueurs is assessed with various food 

items and cuisines. 

 

Range Statement: Beers, spirits and liqueurs include: 

 beer strengths 

 beer types 

 spirits 

 traditional and contemporary liqueurs. 
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Performance 

Standard 1.3 

The ways in which different methods of cooking affect food compatibility 

with different beverages is determined. 

Performance 

Standard 1.4 

The ways in which food features affect interactions with different beverages 

is evaluated. 

 

Range Statement: Food features may relate to: 

 aroma 

 taste or flavour: 

o acidic 

o bitter 

o salty 

o spicy 

o spicy (heat) 

o sweet 

o umami 

 temperature: 

o cold 

o frozen 

o hot 

o warm 

 texture: 

o clean 

o creamy 

o crisp 

o crunch 

o fibrous 

o intensity 

o light or heavy mouth feel 

o marshmallow 

o moist 

o mousse 

o rich 

o slippery 

o smooth 

o velvety. 

Performance 

Standard 1.5 

The ways in which beverage production techniques affect beverage 

compatibility with different foods is evaluated.  

 

Range Statement:  Beverage production techniques may relate to: 

 bottling or packaging processes 

 brewing practice 

 chemical components 

 fermentation processes 

 maturation processes 

 variations in raw products.           

Learning Outcome 2 Provide advice on food and beverage compatibility. 

Performance 

Standard 2.1 

Informed opinions and ideas are provided to support the selection of 

compatible food and beverage items.  

 

Range Statement: Informed opinions and ideas might be based on: 
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 accepted food and beverage matches 

 critic reviews 

 information from customers 

 recommendations from suppliers or manufacturers 

 research and reading 

 results of own evaluations. 

Performance 

Standard 2.2 

Options, ideas and information on matching is exchanged and discussed in a 

manner that builds positive rapport with customers and colleagues.  

Performance 

Standard 2.3 

Tailored food and beverage matching advice is provided and appropriate to 

the specific need.  

 

Range Statement: Tailored advice might consider: 

 customer budget 

 business objectives 

 customer characteristics: 

o age 

o allergies 

o cultural origins 

o gender 

 nature of the occasion: 

o duration of event 

o level of formality 

o time of day 

 profitability. 

Performance 

Standard 2.4 

Appropriate and ethical business considerations are taken into account when 

providing advice.    

 

Range Statement:  Appropriate and ethical business considerations may 

include: 

 current stock 

 profitability requirements 

 responsible service of alcohol 

 stock availability 

 supplier arrangements.                

Performance 

Standard 2.5 

Advice is adapted and adjusted appropriately to meet any particular 

organisational requirements.                 

Learning Outcome 3 Extend and update own knowledge of food and beverage compatibility. 

Performance 

Standard 3.1 

Emerging food and beverage service trends and customer preferences are 

researched and understood. 

 

Range Statement: Research may include: 

 attending trade shows 

 attending wine tastings 

 reading general and trade media and supplier information 

 reading wine and beverage reference books 

 taking up memberships of associations and industry bodies 

 talking to product suppliers, winemakers and vineyard managers 

 using the Internet. 
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Food and beverage service trends may relate to: 

 contemporary eating and drinking habits 

 cultural and ethnic influences 

 developments in particular countries or cuisines 

 economic trends 

 health and fitness issues 

 major events and festivals 

 media influence 

 new ideas from chefs 

 seasonal and popular influences. 

Performance 

Standard 3.2 

Customer taste trends are identified based on customer contact and 

workplace experience. 

Performance 

Standard 3.3 

Informed input is provided about food and beverage matching to support 

organisational activities. 

 

Range Statement: Organisational activities may include: 

 conducting product tastings 

 providing product advice and selling food and beverage to customers 

 selecting or assisting with selection of products from suppliers 

writing or providing input to: 

o food and beverage menus 

o beverage lists 

o food and beverage matching menus. 

Explanatory Notes Beverages can include wine, beer, spirits and liqueurs. This NCS applies to 

hospitality organisations which serve food and beverage including hotels, 

restaurants, wineries, fine food outlets and clubs. Advice on food and 

beverage matching might also be provided by wholesalers to hospitality 

outlets and from retail liquor outlets to retail customers. 

It applies to frontline sales and operational personnel who operate with some 

level of independence and under limited supervision to provide advice to 

others about the matching of beverages to food items and cuisines. This 

includes beverage sales consultants, bar specialists, sommeliers and other 

senior bar and food and beverage attendants. 

Required skills 
 communication skills to articulate advice about food and beverage 

matching and to discuss and debate different ideas and opinions 

 critical thinking skills to evaluate wide ranging information about food 

and beverage compatibility 

 learning skills to continuously update knowledge of food and beverage 

compatibility 

 literacy skills to: 

o read and interpret detailed product information, promotional material 

and reviews about cuisines and beverages 

o research information on current and emerging food and beverage 

service trends and customer preferences 

o write notes, summarise and record information in basic documents 

such as information sheets, portfolios and files 

 problem-solving skills to recognise customer budget and adjust advice to 

take account of their constraints 

 self-management skills to take responsibility for sourcing and updating 
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current and emerging product information 

 teamwork skills to share current knowledge and new information with 

colleagues. 

Required knowledge 
 major food types, their characteristics and how those characteristics 

affect compatibility with beverages: 

o appetisers 

o cheeses 

o dishes from several major cuisines: 

 international 

 fruits and vegetables 

 meat, fish and seafood 

 salads 

 sauces and accompaniments 

 soups 

 special diets for health or cultural reasons 

 sweets and desserts 

 major methods of cookery, including those listed, and what this means 

for food and beverage matching: 

o baking 

o boiling 

o braising 

o deep-frying 

o grilling 

o pan-frying 

o poaching 

o roasting 

o shallow frying 

o steaming 

o stewing 

o stir-frying 

 compatibility of a range of beers, spirits and liqueurs with various food 

items and cuisines 

 compatibility of wines with various food items and cuisines 

 overview of the chemistry of primary food and beverage components 

 different ways that alcohol is used in cooking and the impact on food 

items 

 traditional and contemporary food and beverage matches across a 

selection of cuisines, food types and beverage styles 

 current and emerging trends in food and beverage matching  

 factors to consider in achieving a balance between food and beverages 

on a menu. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 evaluate a range of beverages and their compatibility with different food 

items and cuisines 

 provide advice to customers on their selection of compatible food and 

beverage items 

 maintain and continuously extend personal knowledge of compatible 
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food items, cuisines and beverage products 

 integrate knowledge of: 

o major food types, their characteristics and how those characteristics 

affect compatibility with beverages 

o compatibility of a range of beers, spirits, liqueurs and wines with 

various food items and cuisines. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet with the fixtures, large and small 

equipment and workplace documentation defined in the Assessment 

Guideline; this may be a: 

o real industry workplace 

o simulated industry environment such as a training restaurant 

servicing customers 

 industry-realistic ratios of service staff to customers  

 other people with whom the individual can interact to discuss food and 

beverage characteristics and matching options, and to answer varied 

questions about compatibility of food and beverage items 

 current beverage product information within sales kits, brochures, 

product manuals, supplier information kits, information databases and 

computerised information sources 

 current food information within recipes and descriptive menus. 

Method of assessment 
 direct observation of the individual providing advice to customers about 

the compatibility of beverage with food items and cuisines 

 observation of a presentation on selected complementary food and 

beverage items 

 project activities that allow assessment of the individual‟s ability to 

research information about various compatible food and beverages items 

and write matching menus which meet the customer preferences of a 

given hospitality outlet 

 written or oral questioning to assess knowledge of: 

o major food types, their characteristics and compatibility with 

beverages 

o cookery methods and effect on beverage matching 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH02006 Serve food and beverage 

 FH02010 Provide silver service 

 FH02007 Provide advice on food 

 MF09023 Provide service to customers. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review After 5 years of registration or listing or earlier if required. 
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date 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH02013 Prepare and supervise daily beverage service operations. 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to prepare and supervise daily beverage service 

operations in a commercial environment. This standard is for people in 

supervisory or junior management roles in the hospitality industry 

responsible for the planning and overseeing of service in daily beverage 

service operations. 

 

People credited with this standard are able to prepare and supervise daily 

beverage service operations. 

Classification Food, Hospitality and Personal Services > Food and  Beverage Service  

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Prepare for daily beverage service operations in a commercial hospitality 

environment. 

Performance 

Standard 1.1  

The correct number of staff required for service is selected in accordance 

with establishment requirements. 

Performance 

Standard 1.2 

The beverages required for service are prepared, taking into consideration 

anticipated quantities and type of beverage, in accordance with establishment 

and manufacturer‟s requirements. 

 

Range Statement:  beverages may include but are not limited to – types, 

brands current promotions, specials. 

Performance 

Standard 1.3 

Equipment required for beverage service is made available, operational and 

ready for use in accordance with establishment requirements. 

 

Range Statement:  equipment may include but is not limited to – payment 

handling, bar service equipment, temperature control units. 

Performance 

Standard 1.4 

Stocks are prepared at agreed par stock levels prior to service in accordance 

with function and establishment requirements.  

Performance 

Standard 1.5 

The service environment is cleaned, made ready for use, and optimized in 

terms of use of space in accordance with establishment requirements and 

legislation. 

Performance 

Standard 1.6 

Float is made available in correct denominations for eservice, and security 

arrangements are put in place, in accordance with establishment 

requirements, where required. 

Performance 

Standard 1.7 

Staff is fully briefed on service requirements, anticipated customer 

expectations and meet dress code standards in accordance with establishment 

requirements. 

Learning Outcome 2 Supervise daily beverage service operations in a commercial hospitality 

environment.  
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Performance 

Standard 2.1 

The personal presentation and service standards of staff are monitored 

throughout service in accordance with establishment requirements and 

legislation. 

Performance 

Standard 2.2 

Stock is maintained at agreed par stock levels taking into consideration 

anticipated quantities and type of beverage throughout service in accordance 

with establishment requirements. 

Performance 

Standard 2.3 

The safety and security of staff, customers, and all property is monitored 

throughout service in accordance with establishment requirements and 

legislation. 

 

Performance 

Standard 2.4 

The conditions and ambience of the service environment are maintained 

throughout service in accordance with establishment requirements. 

 

Range Statement:  conditions may include but are not limited to – sound, 

light, temperature,   amenities, and layout. 

Performance 

Standard 2.5 

The documentation and reports related to daily beverage service operations 

are accurately completed with the agreed personnel in accordance with 

establishment requirements. 

 

Range Statement:  documentation and reports may include but are not 

limited to – related to cash balances, shift handover, service, maintenance 

requirements, and time sheets. 

Explanatory Notes Definition 

Establishment requirements – any policy, procedure, or agreed requirement, 

either written or oral, made known to the candidate prior to assessment 

against this unit standard. 

 

This unit standard must be assessed in a realistic workplace environment.  

The candidate must be under realistic time pressures, use relevant 

commercial equipment, and have realistic customer/staff ratios.   

Suggested 

assessment methods 

Method of assessment 
 direct observation, using role plays, of the individual preparing and 

supervising daily beverage service operations. 
 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

Tourism and Hospitality Sector Advisory Group 

Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title FH02014  Set up and supervise service at food and beverage functions 

SQF Level IV NCS Credit Value 5 

NCS Purpose 

Statement 

This standard is for people who are working in a supervisory capacity, 

overseeing the operational planning and service of food and beverages, in a 

function environment. 
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People credited with this standard are, in a commercial hospitality 

environment, able to: operationally set up food and beverage functions; 

supervise food and beverage functions; and supervise the breakdown of food 

and beverage functions. 

Classification Food, Hospitality and Personal Services > Food and Beverage Service  

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Operationally set up food and beverage functions in a commercial hospitality 

environment. 

Performance 

Standard 1.1  

Function area is set up in accordance with customer requests and 

establishment requirements. 

 

Range Statement: function set-up area may include but is not limited to – 

tables, chairs, electronic equipment, special requests, amenities, temperature 

control units, environmental conditions, payment handling. 

Performance 

Standard 1.2 

Function staff is briefed prior to the function in accordance with 

establishment requirements. 

 

Range Statement:  staff briefing may include but is not limited to – order of 

service, uniforms, anticipated customer expectations, special requirements, 

staff roles, cost details, type of function, menu, service style. 

Performance 

Standard 1.3 

Final check of area is conducted prior to the function in accordance with 

establishment requirements. 

Learning Outcome 2 Supervise food and beverage functions in a commercial hospitality 

environment. 

Performance 

Standard 2.1  

Customer is approached and relationship with contact is established in 

accordance with establishment requirements. 

Performance 

Standard 2.2 

Function sheet details are confirmed with contact in accordance with 

establishment requirements. 

Performance 

Standard 2.3 

The personal presentation and service standards of staff are monitored 

throughout service in accordance with establishment requirements. 

Performance 

Standard 2.4 

Function flow is timely, follows the order of service in accordance with the 

function sheet and establishment and customer requirements. 

Performance 

Standard 2.5 

The number of staff available for service is maintained in terms of prompt, 

cost-effective, and coordinated function service, according to establishment 

requirements. 

Performance 

Standard 2.6 

Stocks are maintained at agreed par stock levels throughout service in 

accordance with function and establishment requirements. 

 

Range Statement:  stocks may include but are not limited to – food and 

beverage, service equipment, special requirements. 

Performance 

Standard 2.7 

The safety and security of staff, function guests, and property are monitored 

throughout service in accordance with establishment requirements and 

legislation. 

Performance 

Standard 2.8 

The conditions and ambience of the food and beverage areas are maintained 

throughout service in accordance with establishment requirements. 

 

Range Statement:  conditions may include but are not limited to – sound, 
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light, equipment operation, temperatures, electronic amenities, and layout. 

Performance 

Standard 2.9 

The documentation and reports may include but are not limited to cash 

balances, functions sheets, order of service, maintenance requirements. 

Learning Outcome 3 Supervise the breakdown of food and beverage functions in a commercial 

hospitality environment. 

Performance 

Standard 3.1 

The equipment assembled for food and beverage function s removed in a 

safe manner in accordance with establishment requirements. 

Performance 

Standard 3.2 

Function venue is returned to original state in accordance with establishment 

requirements. 

Performance 

Standard 3.3 

Food and beverages are removed from venue in a safe, hygienic, and secure 

manner in accordance with establishment requirements and legislation. 

Performance 

Standard 3.4 

Staff is debriefed on function arrangements and service in a accordance with 

establishment requirements. 

Explanatory Notes Definition 

Function – the service of food and beverages to a group as a part of an 

organized event where service needs to occur in a specific time-frame to all 

guests. 

Establishment requirements – any policy, procedure, or agreed requirement, 

either written or oral, made known to the candidate prior to assessment 

against this unit standard 

 

This unit standard must be assessed in a realistic workplace environment.  

The candidate must be under realistic time pressures, use relevant 

commercial equipment, and have realistic customer/staff ratios.   

Suggested 

assessment methods 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational food and beverage outlet with the fixtures, large and 

small equipment and workplace documentation defined in the 

Assessment Guidelines; this may be a: 

o real industry workplace 

o simulated industry environment such as a training food and 

beverage outlet servicing customers 

 industry-realistic ratios of service staff to customers 

 kitchen staff with whom the individual can interact 

 commercial food and beverage menus currently used by the 

hospitality industry 

 freshly prepared meals to be served. 

Method of assessment 
 direct observation, using role plays, of the individual setting up and 

supervising service at food and beverage functions 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 
 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

 Tourism and Hospitality Sector Advisory Group 
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Registration date   26th November 2015 

Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  FH02015 Provide advice on wines 

SQF Level III NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to evaluate a range of wines, provide advice to customers on their 

selection and to continuously extend personal product knowledge. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH01013  Provide responsible service of alcohol. 
 

Learning Outcome 1 Evaluate wines. 

Performance 

Standard 1.1 

The characteristics of a range of wines are identified and evaluated using the 

full range of sensory evaluation techniques. 

 

Range Statement:  Sensory evaluation techniques include: 

 smell or nose appraisal: 

o techniques for releasing aroma and bouquet 

o recognising „off‟ odours 

o assessing intensity of aromas 

o describing smell characteristics (e.g. fruity, vegetal, spicy) 

o assessing age 

 taste appraisal: 

 techniques for releasing wine flavours (sucking in air, swirling wine over 

taste buds) 

o spitting techniques 

o recognising acidity, sweetness, weight or body, length, wine faults  

o assessing balance of wine features on the palate 

 visual appraisal: 

o wine swirling and glass handling 

o use of light and background 

o intensity and type of colour 

o clarity 

o identifying „legs‟ or „tears‟ to assess alcohol or glycerol content. 

Performance 

Standard 1.2 

Other information about viticulture and specific wine styles, regions and 

production methods are reviewed to complement the sensory evaluation 

process.  

 

Range Statement: Other information may include: 

 details of production methods 

 presentation sessions from growers, wholesalers, distributors, visiting 

winemakers 

 product reviews 

 promotional information 

 reference texts on wines. 

Performance 

Standard 1.3 

Informed opinions are developed about wine that support work as a specialist 

in wine. 
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Range Statement: Work as a specialist in wine might involve: 

 conducting specialised wine tastings 

 developing wine list suggestions 

 making presentations on wine 

 providing winery tours 

 selling wine to corporations 

 selling wine to individuals. 

Learning Outcome 2 Handle, store and monitor wine products. 

Performance 

Standard 2.1 

Wine is stored and cellared according to particular requirements of different 

wines. 

 

Range Statement: Particular requirements may relate to: 

 amount of UV light 

 humidity 

 shelf life 

 stock rotation 

 temperature 

 vibrations. 

Performance 

Standard 2.2 

Wine quality is monitored and impaired quality recognised based on in depth 

knowledge of wines. 

 

Range Statement: Impaired quality might relate to: 

 cloudiness 

 cork faults 

 oxidation 

 presence of hydrogen sulphide 

 tartrates. 

Performance 

Standard 2.3 

Issues with wine quality are resolved through accurate identification of faults 

with appropriate corrective action taken. 

Performance 

Standard 2.4 

Wines are decanted using techniques appropriate to the variety, style and 

vintage of wine.                

Learning Outcome 3 Advise customers on wines. 

Performance 

Standard 3.1 

Accurate information is provided about different wine options. 

Performance 

Standard 3.2 

Wine characteristics, origins and production methods are discussed with 

customers, taking account of customer level of wine knowledge. 

Performance 

Standard 3.3 

Appropriate and ethical business considerations are taken into account when 

providing advice on wines. 

 

Range Statement: Appropriate and ethical business considerations may 

include: 

 current stock  

 profitability requirements 

 range being promoted 

 stock availability 

 supplier arrangements. 

Performance 

Standard 3.4 

Customers are assisted with wine selections according to taste, price 

preferences and other specific needs. 
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Learning Outcome 4 Extend and update own knowledge wines. 

Performance 

Standard 4.1 

Formal and informal research is conducted to access current, accurate and 

relevant information about wines. 

 

Range Statement: Formal and informal research may include: 

 attending trade shows 

 attending wine tastings 

 reading general and trade media and supplier information 

 reading wine reference books 

 taking up memberships of associations and industry bodies 

 talking to product suppliers, winemakers and vineyard managers 

 using the Internet. 

Performance 

Standard 4.2 

Trends in customer tastes are identified based on direct contact and 

workplace experience. 

Performance 

Standard 4.3 

Information is sourced on current and emerging beverage service trends and 

customer preferences. 

 

Range Statement: Beverage service trends may relate to: 

 contemporary eating and drinking habits 

 cultural and ethnic influences 

 major events and festivals 

 media influence 

 seasonal and popular influences. 

Performance 

Standard 4.4 

Informed input is provided about wines to support organisational activities. 

 

Range Statement: Organisational activities may include: 

 conducting product tastings and tours 

 providing product advice and selling beverages to customers 

 selecting or assisting with selection of products from suppliers 

 writing or providing input to: 

o beverage menus 

o beverage lists 

o food and beverage matching menus 

Explanatory Notes This NCS applies to hospitality, retail and wholesale organisations which sell 

wines. 

It applies to personnel who operate independently or with limited guidance 

from others and who have substantial specialist knowledge of wines. This 

includes beverage sales consultants, winery sales staff, bar specialists, 

sommeliers and senior bar and restaurant personnel. 

Required skills 
 communication skills to articulate advice about wines and to discuss 

and debate different ideas and opinions about products 

 critical thinking skills to evaluate wide ranging information about wine 

 learning skills to continuously update knowledge of international wines 

 literacy skills to: 

o read and interpret detailed product information, promotional 

material and reviews about wines 

o research information on current and emerging beverage service 

trends and customer preferences 

o write notes, summarise and record information in basic documents 
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such as information sheets, portfolios and files 

 planning and organising skills to schedule regular checks on the storage 

of beverage products 

 problem-solving skills to identify product faults and make judgments 

about appropriate remedial action 

 self-management skills to take responsibility for sourcing and updating 

current and emerging product information 

 teamwork skills to share current knowledge and new information with 

colleagues. 

Required knowledge 
 the full range of sensory evaluation techniques and their relevance to 

different types of wines: 

o assessing balance of wine features on the palate 

o smell or nose appraisal 

o taste appraisal 

o visual appraisal 

 structure, history, trends and philosophies of: 

o the international wine industry 

o the major international wine producing nations 

o general understanding of the operation of wine shows and wine 

medal systems in an international context 

 characteristics of major wine types  

 for each wine region, the characteristics must include: 

o different wine types and their styles 

o different production methods 

o label terminology and interpretation 

o major regional variations 

o principal grape varieties used in wine types 

o a broad overview of wine production and naming laws 

 broad overview of relevant geography and its impact on wine growing 

 impact of the vineyard and viticultural techniques affecting the taste 

and style of wine 

 annual cycle of a general vineyard and regional specific cycles 

 wine production methods and variations for white, red, sparkling and 

fortified wines, including: 

o basic wine production steps and variations for different wines 

(harvesting, crushing, pressing, fermentation, clarification, 

maturing, bottling) 

o old world approaches to wine making and attitudes to new world 

wine making 

o specific production techniques for white wine (additional 

clarification process – before and after fermentation, pressing, 

malolactic fermentation and oak usage) 

o specific production techniques for red wine (fermentation on the 

skins, maceration techniques such as pumping over, plunging down, 

heading down and rotary fermenters 

o specific production techniques for sparkling wines such as 

traditionelle, the transfer process, tank fermentation and carbonation 

o specific production techniques for fortified wines 

 factors that affect the style and quality of wine, including: 
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o climate 

o soil 

o grape variety 

o viticultural techniques 

o storage 

o vinification techniques 

 key structural components in wine and their impact on taste, including 

alcohol, tannin, sugar, fruit flavour 

 indicators of quality in wines and analysis and diagnosis of wine faults 

or impairments, including: 

o oxidation 

o tartrates 

o cloudiness 

o cork faults 

o presence of hydrogen sulphide 

 wine service techniques, including serving aged wines and processes 

for the decanting of wine 

 storage and cellaring requirements for a range of wines and reasons for 

these contributing factors of a successful wine list 

 overview of the types of foods that match successfully with different 

wines. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 evaluate a range of wines using sensory evaluation techniques including: 

o assessing balance of wine features on the palate 

o smell or nose appraisal 

o taste appraisal 

o visual appraisal 

 identify the characteristics of major wine types  

 provide advice to customers on their selection 

 maintain and continuously extend personal product knowledge to 

enhance organisational activities 

 integrate knowledge of: 

o past, current and emerging trends in the international wine industry 

o characteristics of international wines. 

 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a hospitality, wine or retail industry business operation which sells wines 

and workplace documentation defined in the Assessment Guidelines; this 

may be a: 

o real industry workplace 

o simulated industry environment such as a training outlet servicing 

customers 

 industry-realistic ratios of bar staff to customers 

 other people with whom the individual can interact to discuss beverage 

characteristics and options, and to answer varied questions about wines 

 current product information within sales kits, brochures, product 

manuals, supplier information kits, information databases and 
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computerised information sources 

 a wide commercial range of wines. 

 

Method of assessment 
 direct observation of the individual providing advice to customers or 

colleagues about wines 

 observation of a presentation on selected wines 

 project activities that allow assessment of the individual‟s ability to 

research information about wines and write beverage menus and lists 

which meet the customer preferences of a given hospitality organisation 

 written or oral questioning to assess knowledge of: 

o past, current and emerging trends in the international wine industry 

o characteristics of international wines 

 review of portfolio of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

FH01013  Provide responsible service of alcohol 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  FH06001 Use hygienic practices for food safety 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to use personal hygiene practices to prevent contamination of food 

that might cause food-borne illnesses. It requires the ability to follow 

predetermined organisational procedures and to identify and control food 

hazards. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Follow hygiene procedures and identify food hazards. 

Performance 

Standard 1.1 

Hygiene procedures are followed in accordance with organisational 

standards.  

 

Range Statement: Hygiene procedures:  

 may cover: 

o cleaning and sanitising practices to avoid contamination of food 

o food storage 

o handling and disposal of garbage 

o personal hygiene 
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o regular hand washing 

o safe and hygienic handling of food and beverages 

o safe handling and disposal of linen and laundry 

o suitable dress and personal protective equipment and clothing 

o use of cleaning equipment, clothes and materials to avoid 

contamination of food 

 may be: 

o covered by staff training programs 

o documented in the organisational food safety program 

o  required by the national food safety code. 

Performance 

Standard 1.2 

Unsafe practices that breach hygiene procedures are promptly reported to 

supervisor or manager. 

 

Range Statement: Unsafe practices may include:  

 being asked to participate in unhygienic work practices 

 food handling practices that may result in the contamination of food 

 ignoring the direction of: 

o hygiene signage 

o supervisors 

o managers 

 lack of: 

o required hygiene signage 

o training in hygiene procedures 

 out-dated practices not in keeping with current organisational procedures 

 poor personal hygiene and cleaning practices that may result in cross 

contamination of food and other items 

 practices inconsistent with organisational food safety program 

 seeing others using unhygienic work practices 

 use of broken or malfunctioning equipment. 

Performance 

Standard 1.3 

Food hazards that may affect the health and safety of customers, colleagues 

and self are identified. 

 

Range Statement: Food hazards may include:  

 airborne dust 

 colleagues without appropriate training or understanding of good hygiene 

practices, policies and procedures 

 contaminated food 

 contaminated garbage 

 dirty equipment and utensils 

 equipment not working correctly, such as fridge and temperature probes 

 items, such as linen, tea towels and towels that may be contaminated with 

human waste, such as blood and body secretions 

 use of practices not in keeping with current organisational activities 

 vermin. 

Performance 

Standard 1.4 

Hygiene hazards are removed or minimised and reported to appropriate 

person for follow up. 

Learning Outcome 2 Report any personal health issues. 

Performance 

Standard 2.1 

Health issues likely to cause a hygiene risk are reported to supervisor or 

manager. 
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Range Statement: Health issues may relate to: 

 airborne diseases 

 food borne diseases 

 infectious diseases. 

Performance 

Standard 2.2 

Food contamination incidents resulting from personal health issues are 

reported to supervisor or manager. 

Performance 

Standard 2.3 

Participation in food handling activities where a health issue may cause food 

contamination is ceased. 

Learning Outcome 3 Prevent food contamination. 

Performance 

Standard 3.1 

Clean clothes are maintained, personal protective clothing worn and only 

organisation-approved bandages and dressings are used 

Performance 

Standard 3.2 

Food contamination from clothing and other items worn is prevented. 

 

Range Statement: Other items worn may include: 

 bandages 

 hair accessories 

 jewellery 

 watches. 

Performance 

Standard 3.3 

Unnecessary direct contact with ready to eat food is prevented. 

Performance 

Standard 3.4 

Unhygienic personal contact with food or food contact surfaces is avoided. 

 

Range Statements: Unhygienic personal contact may involve:  

 transferring micro-organisms by: 

o blowing nose 

o coughing 

o drinking 

o eating 

o scratching skin and hair 

o sneezing 

o spitting 

o touching wounds 

o transmitting tobacco products by smoking. 

 

Food contact surfaces may include:  

 chopping boards 

 containers 

 cooking utensils 

 crockery 

 cutlery 

 glassware 

 pots and pans 

 sinks 

 workbenches. 

Performance 

Standard 3.5  

Unhygienic cleaning practices that may cause food-borne illnesses are 

avoided. 

 

Range Statement: Unhygienic cleaning practices may involve:  

 cleaning food contact surfaces with linen, tea towels and towels that may 
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be contaminated with human waste: 

o blood 

o body secretions 

o faeces 

 using dirty: 

o cleaning cloths 

o tea towels 

 spreading bacteria from bathroom or bedroom areas to mini-bar or 

kitchen areas in an accommodation facility. 

Learning Outcome 4 Prevent cross contamination by washing hands. 

Performance 

Standard 4.1 

Hands are washed at appropriate times and follow hand washing procedures. 

 

Range Statement: Wash hands at appropriate times might include:  

 before commencing or recommencing work with food 

 immediately after: 

o handling raw food 

o smoking, coughing, sneezing, blowing the nose, eating, drinking, and 

touching the hair, scalp or any wound 

o using the toilet. 

Performance 

Standard 4.2 

Appropriate facilities are used to wash hands. 

 

Range Statement: Appropriate facilities for hand washing may include: 

 designated hand washing sink 

 liquid soap 

 single use towels 

 warm running water. 

Explanatory Notes This NCS applies to all tourism, hospitality and catering organisations with 

permanent or temporary kitchen premises or smaller food preparation or bar 

areas. 

This includes restaurants, cafes, hotels, bars, tour operators, attractions, 

function, event, exhibition and conference caterers, educational institutions, 

aged care facilities, correctional centres, hospitals, cafeterias, kiosks, 

canteens, fast food outlets, residential caterers, in flight and other transport 

caterers. 

It applies to food handlers which can be any person who directly handles 

food or food contact surfaces food such as cutlery, plates and bowls. People 

at many levels use this skill in the workplace during the course of their daily 

activities, including cooks, chefs, caterers, kitchen stewards, kitchen hands, 

bar and food and beverage attendants and sometimes room attendants and 

front office staff. 

Required skills 
 communication skills to verbally report hygiene hazards and poor 

organisational practice 

 literacy skills to comprehend workplace documents or diagrams that 

interpret the content of: 

o organisational food safety program 

o hygiene and food safety procedures 

o Hazard Analysis and Critical Control Points (HACCP) practices 

 problem-solving skills to identify and report hygiene hazards. 

Required knowledge 
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 basic aspects of national food safety laws, standards and codes. This 

would include: 

o meaning of contaminant, contamination and potentially hazardous 

foods  

o hygiene actions that must be adhered to by businesses to avoid food-

borne illnesses 

o employee responsibility to participate in hygienic practices 

o reasons for food safety programs and what they must contain 

o role of local government regulators 

o ramifications of failure to observe food safety law and organisational 

policies and procedures 

 basic aspects of HACCP method of controlling food safety 

 for the specific industry sector and organisation: 

o major causes of food contamination and food-borne illnesses 

o sources and effects of microbiological contamination of food 

o workplace hygiene hazards when handling food and food contact 

surfaces 

o basic content of organisational food safety program 

o the contents of hygiene and food safety procedures 

o hygienic work practices for individual job roles and responsibilities. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 integrate the use of predetermined hygiene procedures and food safety 

practices within day-to-day food handling work functions 

 integrate, into daily work activities, knowledge of the basic aspects of 

food safety standards and codes and the ramifications of disregarding 

this. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational commercial food preparation area, bar or kitchen with 

the fixtures, large and small equipment and workplace documentation 

defined in the Assessment Guidelines; this can be a: 

o real industry workplace 

o simulated industry environment such as a training kitchen servicing 

customers 

 food ingredients and ready to eat food items 

 current commercial food safety programs, policies and procedures used 

for the management of food safety. 

Method of assessment 
 direct observation of the candidate using hygienic work practices during 

an integrated assessment of operative functions, such as cleaning and 

tidying bars, cooking at a camp site, preparing meals in a commercial 

kitchen, storing unused foodstuffs 

 use of problem-solving exercises so the individual can respond to a 

range of situations where food hazards exist 

 written or oral questioning to assess knowledge of the content of 

hygiene procedures and food safety standards and codes 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 



Page 157 of 291 
 

© Samoa Qualifications Authority 2017 
 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01005 Participate in safe food handling practices 

 any commercial cookery or food and beverage NCS involving food 

preparation. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  FH06002 Maintain the quality of perishable items 

SQF Level I NCS Credit Value 1 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to maintain the quality of perishable supplies for commercial 

cookery or catering operations. It requires the ability to store perishable 

supplies in optimum conditions to minimise wastage and avoid food 

contamination. 

It does not include general stock control processes which are covered by the 

NCS MF07004 Receive and store stock. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites FH06001 Use hygienic practices for food safety 

Learning Outcome 1 Store supplies in appropriate conditions. 

Performance 

Standard 1.1 

Temperature checks are conducted on delivered goods ensuring they are 

within specified tolerances. 

 

Range Statement: Temperature checks may relate to: 

 cold or chilled foods 

 frozen foods 

 ingredients 

 raw foods 

 reheated foods or ingredients. 

Performance 

Standard 1.2 

Temperature results are recorded according to organisational procedures. 

Performance 

Standard 1.3 

Any deficiencies with delivered food items are identified and supply is 

rejected within scope of responsibility or report findings. 

 

Range Statement: Deficiencies may include: 
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 contaminated food 

 food that is intended to be: 

 frozen but has thawed 

 chilled but has reached a dangerous temperature zone 

 packaged food that is exposed through damaged packaging. 

To reject supply may involve: 

 rejecting supply immediately on delivery by supplier 

 rejecting supply of goods delivered under concession and not formally 

received 

 quarantining contaminated food from other food until the rejection is 

finalised 

 returning food to the supplier 

 disposing of contaminated food with consent of the supplier. 
 

Performance 

Standard 1.4 

Correct environmental conditions are chosen and prepared for the storage of 

perishable supplies. 

 

Range Statement: Environmental conditions may involve: 

 correct application of humidity and temperature 

controls 

 correct ventilation 

o protecting perishables from exposure to: 

 heating or air conditioning 

 accidental damage through people traffic 

 environmental heat and light 

 sanitary cleanliness 

 Storing perishables: 

 in dry stores 

 in cool rooms 

 in freezers 

 in refrigerators 

 sanitised and hygienic conditions 

  at room temperature. 

 

Supplies include: 

 beverages 

 dairy products 

 canned products 

 dry goods 

 food 

 frozen goods 

 fruit 

 meat 

 oils 

 poultry 

 seafood 

 stock on hand 

 vacuumed sealed items 

 vegetables 
 

Performance All perishable supplies are date coded to maximise use. 
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Standard 1.5                       

Performance 

Standard 1.6 

Supplies are promptly stored in appropriate storage area to minimise wastage 

and avoid food contamination. 

Learning Outcome 2 Maintain perishable supplies at optimum quality. 

Performance 

Standard 2.1 

The environmental conditions of all storage areas and equipment are 

regularly checked and adjusted to maintain perishable supplies at optimum 

quality.  

Performance 

Standard 2.2 

Temperature checks are conducted according to food safety procedures to 

protect supplies from spoilage. 

Performance 

Standard 2.3 

Supplies are protected from damage of cross-contamination and pests.  

Performance 

Standard 2.4 

Perishable supplies are rotated for maximum use according to expiration 

dates.                

Learning Outcome 3 Check perishable supplies and dispose of spoilt stock. 

Performance 

Standard 3.1 

All perishable supplies are regularly checked for quality. 

 

Range Statement: Quality may include: 

 currency of best by or use by dates 

 freshness 

 size 

 weight 

Performance 

Standard 3.2 

Items are inspected for animal and pest damage and incidents of infestation 

are reported to appropriate person. 

Performance 

Standard 3.3 

Any deficiencies are identified, findings reported and any non-usable 

supplies disposed of within scope of responsibility. 

Performance 

Standard 3.4 

Spoilt stock and waste is disposed of in a way to minimise negative 

environmental impacts. 

Explanatory Notes This NCS is particularly important within a food safety regime and applies to 

hospitality and catering organisations including: hotels, restaurants, clubs, 

educational institutions, health establishments, defence forces, cafeterias, 

residential caterers, in-flight and other transport caterers, event and function 

caterers. 

People at many levels use this skill in the workplace during the course of 

their daily activities including bar attendants, cooks, chefs, caterers, and 

kitchen attendants.  

Required skills 
 communication skills to make simple verbal reports on the disposal of 

perished supplies 

 literacy skills to: 

o read and comprehend date code and stock rotation labels 

o write date code and stock rotation labels and simple documents that 

record temperature results 

 numeracy skills to: 

o use a thermometer correctly to measure temperatures 

o estimate times for regular temperature checks 

 planning and organising skills to regularly check and adjust the 

environmental conditions of storage areas 

 problem-solving skills to: 

o evaluate quality of stored supplies and make adjustments to their 
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storage conditions to ensure a quality product 

o monitor storage temperatures and adjust according to identified 

discrepancies 

o identify unsafe and perished supplies and dispose of them 

 teamwork skills to report incidents of spoilage to supervisors 

 technology skills to use thermometers and adjust temperature and 

humidity controls on storage equipment. 

Required knowledge 
 contents of stock date codes and rotation labels 

 meaning of: 

o wastage to a commercial catering organisation and reasons to avoid 

it 

 reasons for protecting food from contamination 

o different types of contamination: 

 microbiological 

 chemical 

 physical 

 methods of rejecting contaminated food 

o correct environmental storage conditions for the main food types 

used in a commercial kitchen: 

 beverages 

 dairy products 

 canned products 

 dry goods 

 food 

 frozen goods 

 fruit 

 meat 

 oils 

 poultry 

 seafood 

 vacuumed sealed items 

 vegetables 

 food safety procedures and standards for storage of perishable supplies: 

o appropriate containers 

o labelling and coding 

o first in first out methods 

o storage environments 

o temperature, humidity, light and ventilation specifications for 

storage 

o cleaning and sanitising processes for food storage areas 

o quarantining the storage of items that are likely to be the source of 

contamination of food, including chemicals, clothing and personal 

belongings 

 indicators of spoilage and contamination of perishable supplies: 

o degradation of flavour, aroma, colour and texture 

o enzymic browning 

o drying and hardening 

o crystallization 

o infestation of animal and pest waste 
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o mould 

o exposed packaged food through damaged packaging 

o odour 

 correct and environmentally sound disposal methods for kitchen waste 

and hazardous substances. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 maintain the quality of a diverse range of perishable supplies for 

commercial cookery or catering operations including these main food 

groups: 

o beverages 

o dairy products 

o canned products 

o dry goods 

o frozen goods 

o fruit 

o meat 

o oils 

o poultry 

o seafood 

o vacuumed sealed items 

o vegetables 

 integrate knowledge of: 

o correct environmental storage conditions for the main food types 

o food safety procedures and standards for storage of perishable 

supplies 

o indicators of spoilage and contamination of perishable supplies 

 integrate checks on perishable supplies with other duties and within 

commercial time constraints. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 an operational commercial kitchen with the fixtures, large and small 

equipment and workplace documentation defined in the Assessment 

Guidelines; this can be a: 

o real industry workplace 

o simulated industry environment such as a training kitchen servicing 

customers 

 thermometers and temperature recording charts 

 a diverse and comprehensive range of perishable food supplies. 

Method of assessment 
 direct observation of the individual date coding perishable supplies and 

storing them in appropriate environmental conditions 

 evaluation of temperature records completed by the individual 

 problem solving exercise to assess the individual‟s ability to identify a 

range of spoilt and contaminated food items 

 written or oral questioning to assess knowledge of correct 

environmental storage conditions, food safety procedures and standards 

and indicators of spoilage and contamination 

 review of portfolios of evidence and third-party workplace reports of 
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on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF07004 Receive and store stock 

 MF05011 Participate in safe work practices 

 MF02006 Carry out basic workplace calculations. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MC12002 Purchase goods 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to determine the purchasing requirements for goods, source 

suppliers, discuss requirements and to assess the quality of goods before 

purchasing. 

It does not cover the specialist skills to systematically purchase and control 

the supply of goods for an organisation.  

Classification Management and Commerce>Tourism  

Pre-requisites Not applicable. 

Learning Outcome 1 Determine purchasing requirements. 

Performance 

Standard 1.1 

Information regarding end product requirements is discussed with relevant 

personnel to ascertain goods to be purchased. 

 

Range Statements: Information may include: 

 buffet designs 

 catering orders 

 customer specifications: 

o numbers 

o special requests 

 event orders 

 event running sheets 

 function orders 

 menus 

 operational itineraries for crew 

 passenger itineraries 

 passenger lists 

 recipes 

 reservation profiles 

 rooming lists 

 standard yields. 
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Relevant personnel may include: 

 chef 

 event coordinator 

 executive chef 

 manager: 

o event 

o operations 

o reservations 

 sous chef 

 supervisor. 

 

Goods may include: 

 alcohol 

 cleaning agents and chemicals 

 customer travel products: 

 luggage labels 

 travel bags 

 travel wallets 

 tickets 

 vouchers 

 event supplies 

 food: 

o dairy products 

o dry goods 

o fresh goods 

o frozen goods 

o fruit 

o meat 

o poultry 

o seafood 

o vegetables 

 fuel: 

o aircraft 

o coaches 

o hire cars 

o vessels 

 general stores 

 housekeeping supplies 

 linen 

 merchandise 

 non-alcoholic beverages: 

o juice 

o mixers 

o soft drink 

o tea and coffee 

 uniforms. 
 

Performance 

Standard 1.2 

Quality and suitability of stock on hand is checked and assessed before 

proceeding with new purchases. 
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Range Statement: Quality and suitability of stock on hand may involve: 

 ability to meet customer requirements: 

o numbers 

o special dietary requirements 

o special requests 

 ability to meet requirements of: 

o event 

o menu 

o recipe 

o touring itinerary 

 for food: 

o currency of best by or use by dates 

o freshness 

o size 

o weight 

 numbers of goods on hand. 

Performance 

Standard 1.3 

Suitable stock on hand is used to avoid wastage. 

Performance 

Standard 1.4 

Forecasting methods are used to calculate required quantity of goods. 

 

Range Statement: Forecasting methods may include: 

 moving averages 

 popularity index 

 use of sales reports for future customer bookings 

 yield tests: 

o butcher‟s test 

o standard measures 

 standard yield test. 

Performance 

Standard 1.5 

Price limitations for the purchase of goods are ascertained using job 

costings.      

 

Range Statement: Job costings may be specified in: 

 budgets 

 customer quotations 

 event costings 

 itineraries 

 menus 

 recipes 

 tour costings.      

Performance 

Standard 1.6 

Purchase lists are developed and purchasing requirements prioritised 

according to organisational deadlines. 

Learning Outcome 2 Source suppliers and discuss requirements. 

Performance 

Standard 2.1 

Potential suppliers are sourced and reviewed according to organisational 

procedures for the supply of goods.  

 

Range Statements: Suppliers may include: 

 any supplier who meets the production requirements of the end product 

 contracted suppliers 

 existing suppliers 
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 food markets 

 new suppliers 

 preferred suppliers 

 retailers 

 suppliers who meet quality and price specifications 

those located: 

o locally 

o overseas 

 wholesalers. 

 

Organisational procedures for the supply of goods may involve: 

 completing purchase orders 

 gaining authority to purchase 

 limitations on which suppliers can be used 

 who is authorised to negotiate and purchase. 
 

Performance 

Standard 2.2 

Supplier is informed of requirements and specifications.  

 

Range Statement: Specifications may include: 

 budget 

 colour 

 deadlines for supply 

 delivery or pick up requirements 

 detailed description 

 expected supply cost 

 fresh or frozen food 

 general description 

 grade 

 numbers to be purchased 

 product name 

 quality 

 required labelling 

 size 

 special instructions or requirements 

 storage procedures 

 upper purchase price barrier 

 use for product 

 weight. 

Performance 

Standard 2.3 

Availability of supply is confirmed in relation to production requirements.  

Performance 

Standard 2.4 

Supply costs are negotiated within scope of individual responsibility and 

organisational policy.                     

Performance 

Standard 2.5 

Complex supply issues are referred to a higher level staff member for 

action.           

Learning Outcome 3 Assess quality of goods and make purchase. 

Performance 

Standard 3.1 

Supplier capacity to meet price, quality and delivery expectations are 

accessed and evaluated. 

Performance 

Standard 3.2 

An assessment of the quality of the goods is completed according to 

organisational policies. 

 



Page 166 of 291 
 

© Samoa Qualifications Authority 2017 
 

Range Statements: Assessment may involve: 

 comparing price with previous supply costs 

 visual assessment 

 taste test 

 checking on other customers‟ satisfaction with the supplier. 

 

Quality of the goods may involve: 

 ability to meet: 

o customer specifications 

o organisational quality specifications 

o portion requirements 

 currency of best by or use by dates 

 freshness 

 size 

 weight. 
 

Performance 

Standard 3.3 

Supplier is selected and the purchase of goods completed based on price, 

availability and quality and within scope of individual responsibility and 

organisational policy. 

 

Range Statement: Purchase of goods may involve: 

 placing an order for future delivery 

 purchasing goods face-to-face and taking immediate delivery. 

Performance 

Standard 3.4 

Accurate purchase records are kept according to organisational policies. 

Explanatory Notes  This NCS applies to the tourism, travel, hospitality and event industry 

sectors and covers the purchase of any type of goods including food and 

beverage supplies. Purchasing goods may involve: placing an order for 

future delivery or purchasing goods face-to-face and taking immediate 

delivery. 

The NCS can apply to operational personnel who operate with some level 

of independence and under limited supervision. This includes tour 

coordinators, account managers for professional conference organisers, 

event coordinators and banquet coordinators. In a kitchen environment it 

can apply to chefs of all levels including commis chefs, but in larger 

organisations purchasing often remains the responsibility of sous chefs and 

executive chefs. 

Required skills 
 communication skills to: 

o discuss product and purchase requirements with supervisors and 

managers 

o provide clear directions to suppliers about product specifications 

and purchasing requirements 

o conduct basic negotiations on the cost of goods 

 critical thinking skills to assesses the quality of goods on offer by the 

supplier 

 initiative and enterprise skills to purchase from the most cost effective 

supplier 

 literacy skills to: 

o read and interpret operational documents which describe the 

purchasing requirements e.g. recipes, menus, itineraries, event 
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running sheets, and organisational procedures 

o write purchase orders and descriptive purchase specifications for 

suppliers 

 numeracy skills to interpret job costings and calculate supplier costs 

 planning and organising skills to prioritise purchasing requirements 

according to organisational deadlines 

 problem-solving skills to identify deficiencies in: 

 current stock on hand and purchase new stock 

 supplier quality and choose a more appropriate supplier 

 teamwork skills to discuss production requirements with supervisors 

and managers to determine purchase requirements  

 technology skills to use a calculator to assist with supply numbers and 

costs. 

Required knowledge 
 for the specific industry sector and organisation: 

o features of products sold and the expected level of quality 

o formats for and contents of workplace documents that describe 

supply requirements 

o forecasting methods for calculating required quantity of goods 

o formats for and inclusions of job costings that describe purchase 

price limitations 

o sources of product and supplier information 

o sources of information on negotiated cost of supply, contractual 

arrangements and preferred supplier arrangements 

o formats for and inclusions of supplier specifications for the 

purchase of goods 

o full content of stock ordering procedures and documents 

o individual stock ordering responsibilities. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 interpret and confirm purchasing requirements and purchase a diverse 

range of goods to meet different end product requirements 

 assesses supplier capacity to meet price, quality and delivery 

expectations 

 integrate into purchasing activities, knowledge of stock ordering 

procedures and documents 

 complete purchasing activities according to organisational deadlines. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event business activity for 

which goods are purchased; for example: 

o a function 

o a kitchen operation 

o a tour 

o an event 

 a diverse and comprehensive range of tourism, hospitality or event 

industry supply items that can be assessed for quality and suitability 

 operational documentation, e.g. details of supplier contracts and job 

costings 
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 current commercial stock control procedures and documentation for 

the ordering of goods. 

Method of assessment 
 direct observation, using role plays, of the individual: 

o discussing purchase requirements with supervisors and managers 

o negotiating the quality and cost of items with suppliers 

 projects and activities that allow assessment of the individual‟s ability 

to: 

o assess the quality of goods on offer 

o determine purchase requirements for particular business operation 

o purchase goods to meet deadlines 

 review of documents prepared by the individual: 

o product specifications 

o purchase lists 

 use of problem-solving activities so the individual can suggest 

methods for resolving costly or substandard quality of supply 

 written or oral questioning to assess knowledge of contractual 

arrangements, preferred supplier arrangements and stock ordering 

procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF02009 Manage finances within a budget. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  MC12003 Plan in-house events or functions 

SQF Level IV NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to plan the delivery of events or functions within a commercial 

venue. It requires the ability to identify the customer‟s operational needs 

and preferences, prepare and confirm event proposals and finalise 

operational documents for the delivery of events. 

Classification Food, Hospitality and Personal Services>Food and Hospitality 

Pre-requisites Not applicable. 

Learning Outcome 1 Liaise with event customer to satisfy service expectations. 

Performance 

Standard 1.1 

The purpose and scope of event or function is discussed and clarified with 

customer. 
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Range Statements: Event or function may include: 

 balls 

 banquets 

 business and corporate 

 entertainment and leisure 

 exhibitions, expositions and fairs 

 festivals 

 fundraising 

 government and civic 

 industry and other awards presentations 

 marketing 

 meetings and conventions 

 parties 

 religious celebrations 

 cultural celebrations 

 social 

 sports 

 wakes 

 weddings. 

 

Customer may include: 

 business to business 

 committees 

 corporate 

 event management companies 

 government 

 the media 

 retail. 

Performance 

Standard 1.2 

Customer liaison is conducted to determine specific operational needs, 

preferences and budget for event. 

 

Range Statement: Operational needs and preferences may relate to: 

 accommodation 

 budget 

 entertainment 

 floor plans 

 date 

 decorations 

 floral products 

 food and beverage 

 format, style and duration 

 event program 

 menu type 

 link between food service and other aspects of the event, such as 

speeches 

 numbers of attendees 

 on-site registration of attendees 

 security 

 set up of: 

o client displays and livery 
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o exhibitor or sponsor stands 

o merchandising stands 

o seating 

o tables 

 style of service 

 styling of the venue 

 technical equipment 

 theming 

 timing of service. 

Performance 

Standard 1.3 

Customer site inspection is conducted as required.  

Performance 

Standard 1.4 

Ongoing discussions are held about event plans to satisfy all customer 

requirements and service expectations. 

Learning Outcome 2 Prepare and confirm event proposals. 

Performance 

Standard 2.1 

Event staging requirements are analysed and documented based on detailed 

review of customer brief.  

Performance 

Standard 2.2 

Additional sales opportunities are identified and pursued to ensure 

maximum event profitability.  

Performance 

Standard 2.3 

Options and ideas are developed on event concept, theme and format for 

inclusion in event proposal.  

 

Range Statement: Options and ideas may relate to: 

 additional technical services 

 different approaches to use of space 

 incorporating theming 

 refining or adjusting catering options 

 styling the venue 

 using additional parts of the venue. 

Performance 

Standard 2.4 

The operational and service practicality of proposal is verified through 

consultation with colleagues and suppliers.                 

Performance 

Standard 2.5 

The proposal is presented including accurate information on costs and range 

and style of products and services.                   

Performance 

Standard 2.6 

Final event details are negotiated and agreed upon.                     

Performance 

Standard 2.7 

Relevant event documentation is prepared and issued to customer and  

changes updated as they occur.   

 

Range Statement:   Event documentation may include: 

 access and security details 

 booking conditions 

 car parking facilities 

 confirmation letters 

 contracts 

 floor plans 

 invoices 

 menus 

 safety information.               

Learning Outcome 3 Coordinate event services. 

Performance Internal personnel and external suppliers liaisons are conducted to facilitate 
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Standard 3.1 effective event planning. 

Performance 

Standard 3.2 

Environmental and social impacts are identified and services are organised 

to minimise these impacts. 

Performance 

Standard 3.3 

Event components are identified and a schedule created to facilitate event 

service bookings. 

 

Range Statement: Event components may include: 

 accommodation 

 contract staff 

 entertainment 

 decorations 

 floral products 

 food and beverage 

 internal service staff 

 interpreters 

 security 

 speakers 

 technical equipment and services: 

o audio-visual 

o pyrotechnics 

o rigging 

o sound and lighting 

o special effects 

o stage design and construction 

o venue styling. 

Performance 

Standard 3.4 

Event orders are issued to venue departments and external suppliers 

according to event deadlines and update as changes occur. 

 

Range Statement: Venue departments may include: 

 environmental services 

 exhibition operations 

 food and beverage 

 front of house 

 kitchen operations 

 linen services 

 production services 

 security 

 technical services. 

Performance 

Standard 3.5  

Operational documentation is prepared and distributed to internal personnel 

and suppliers according to organisational procedures. 

 

Range Statement: Operational documentation may include: 

 briefing papers 

 emergency phone contacts 

 layout plan for venue or site 

 program 

 registration reports: 

o attendance lists per session, site, venue or table 

o name lists 

o special requests 
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 running sheet 

 schedules 

 service vouchers 

 signage 

 site maps. 

Performance 

Standard 3.6 

Event briefings are developed and provided to relevant operations personnel 

in advance of the event. 

 

Range Statement: Event briefings may be: 

 face-to-face 

 in writing 

 on telephone 

 involve clarification of: 

o access times for service personnel, client and attendees 

o client expectations 

o client role in event management 

o event program and scheduled time for activities 

o hierarchy of responsibility for instructions, controls and resolution 

of problems during event operation 

o procedures for event staging 

o regulatory compliance and roles and responsibilities of individual 

team members 

o roles and responsibilities of internal staff, contractors and volunteers 

o service expectations 

o staffing rosters 

o work health and safety. 

Performance 

Standard 3.7 

Printed materials usage is minimised and electronic transmission and record 

keeping maximised to reduce waste.  

Learning Outcome 4 Finalise event and evaluate operational success. 

Performance 

Standard 4.1 

Final customer invoices are prepared and checked, and payment of supplier 

invoices authorised. 

Performance 

Standard 4.2 

Feedback is obtained from customers and input sought from personnel and 

contractors on event operations. 

Performance 

Standard 4.3 

Operational problems are reflected upon and evaluated. 

Performance 

Standard 4.4 

Information gained from feedback and reflection is used to enhance future 

event planning activities. 

Explanatory Notes Events are diverse in nature and this NCS is relevant to any type of event 

coordinated in any industry context, including the tourism, hospitality, 

sport, cultural and community sectors. 

This NCS applies to personnel who operate independently or with minimum 

supervision. They work in commercial event or function venues such as 

hotels, clubs, theatres, function, convention and exhibition centres. 

Required skills 

 communication skills to consult and liaise on event requirements with 

customers, internal personnel and external suppliers 

 critical thinking skills to analyse event staging requirements and 

consider and determine practicality of various options 

 initiative and enterprise skills to: 
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 develop and explore a range of ideas for event concepts, themes and 

formats 

 pursue additional sales opportunities to enhance event profitability 

 learning skills to seek and assimilate new knowledge of event staging 

options from external suppliers 

 literacy skills to: 

o read and interpret unfamiliar and detailed product and technical 

information from event staging supply organisations 

o research new product and service options for event staging 

o write complex and detailed, yet easily accessible event operational 

documents 

 numeracy skills to: 

o calculate the number of products and services required for the event 

or function 

o calculate timings for the delivery of the event 

 planning and organising skills to access and sort all information required 

for event proposals and plans and to write and submit them within 

designated deadlines 

 problem-solving skills to: 

o anticipate and analyse service difficulties for options proposed and 

to resolve or abandon ideas before submitting proposals 

o identify event impacts and organise services to minimise these 

o self-management skills to take responsibility for development of 

event proposals and plans 

o teamwork skills to consult with internal personnel and external 

suppliers to facilitate effective event planning 

o technology skills to use event industry computerised operations 

systems and word processing, presentation and spread sheet software 

packages. 

Required knowledge  

 characteristics of different types of events and functions staged in 

commercial venues: 

o purpose and format 

o roles and responsibilities of different corporate clients, family 

members and officials 

o event running order 

o entertainment and speeches 

o service order and timing for food and beverage items to complement 

event or function activities 

 key features and functions of event staging products and services 

including: 

o catering 

o displays, stands and signage 

o exhibitor services 

o security 

o talent: 

 entertainers 

 speakers 

 technical equipment and services: 

o audio-visual 
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o lighting 

o rigging 

o sets 

o sound 

o special effects 

o stage design 

 venue or site: 

o furniture 

o layouts 

o registration areas and equipment 

o styling 

 a range of styles for setting up venue rooms and their different purposes 

including: 

o banquet 

o classroom 

o conference 

o theatre 

o u shape 

 a range of formats for, inclusions and uses of: 

o event proposals 

o event documentation issued to customers including booking 

conditions, confirmation letters, contracts and invoices 

o event operational documentation including event orders 

o floor plans 

o menus 

 key environmental and social impacts of event delivery and minimal 

impact 

 procedures to reduce these including: 

o lifestyle of neighbouring residents 

o recycling and disposal of all waste, especially hazardous substances 

o safety for crowds and the movement of large numbers of attendees 

o use of energy, water and other resources during event set-up, 

operation and break-down 

 for the specific organisation: 

o comprehensive product knowledge of venue features and capacity to 

service different types of events 

o procedures and deadlines for preparing proposals and booking 

internal and external event services 

 role of different venue personnel in the event management process. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 plan in-house events or functions involving: 

o comprehensive event plans 

o multiple operational components 

o an event operations team 

 plan the delivery of multiple events or functions within a venue to meet 

the operational requirements of diverse customers 

 prepare and present accurate and comprehensive event proposals, 

customer and operational documents for events 
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 liaise with internal personnel and external suppliers to facilitate 

effective event planning and book their services 

 integrate knowledge of: 

o purpose and format for different types of events and functions 

staged in commercial venues 

o key features and functions of event staging products and services 

o venue features and capacity to service different types of events 

o formats for and inclusions of event documentation 

 plan events and issue documents within commercial time constraints 

and event deadlines. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 actual events or functions which are planned for and delivered within a 

venue. Events may be created for the specific purpose of skills 

assessment, but must still meet the requirements outlined under Critical 

aspects of assessment, and have commercial, community or business 

relevance. Small personal events are not appropriate as a means of 

assessing an individual‟s skills and knowledge 

 venues and sites where events are operated; these can be: 

o real event venues and sites 

o event venues and sites operated within a training organisation such 

as auditoria, exhibition areas, conference rooms, restaurants and 

sporting facilities where real events are staged 

 customers with whom the individual can interact 

 internal personnel and external suppliers with whom the individual can 

interact 

 a computerised operations system currently used in the events industry 

to administer event planning functions 

 current and comprehensive event venue information: 

o product information within sales kits, brochures, product manuals, 

information kits or information databases 

o site specifications, operational and capacity information 

o technical production and staging specifications 

 industry current template documents for: 

o event proposals 

o event documentation issued to customers including booking 

conditions, confirmation letters, contracts and invoices 

o event operational documentation including event orders 

o floor plans 

 procedures for preparing proposals. 

Method of assessment 
 direct observation, using role plays, of the individual: 

o interacting with customers to elicit information on their event 

requirements 

o interacting with internal venue staff and external suppliers to 

facilitate effective event planning 

 evaluation of documents prepared by the individual: 

o event proposals 

o event documentation issued to customers including booking 

conditions, confirmation letters, contracts and invoices 
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NCS Code and Title  MC15009 Enhance the customer service experience 

SQF Level IV NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to provide professional and personalised customer service 

experiences. It requires the ability to determine and meet customer 

preferences, develop customer relationships, respond to difficult service 

situations and take responsibility for resolving complaints. 

Classification Management and Commerce>Tourism  

Pre-requisites Not applicable. 

Learning Outcome 1 Provide a quality service experience to customers. 

Performance 

Standard 1.1 

Customer preferences, needs and expectations are determined and clarified. 

 

Range Statement: Customer preferences, needs and expectations: 

 may be determined by: 

o active listening 

o observation 

o questioning 

o recognition of non-verbal signs 

 may include: 

o assistance 

o event operational documentation including event orders 

 case studies and problem-solving exercises to allow the individual to 

analyse and respond to service difficulties for different event staging 

options and event impacts for different types of events 

 written or oral questioning to assess knowledge of: 

o purpose and format for different types of events and functions 

staged in commercial venues 

o key features and functions of event staging products and services 

o venue features and capacity to service different types of events 

o formats for and inclusions of event 

o  documentation 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, organisation 

and job role, for example: 

 MF09025  Prepare quotations 

 MC15009 Enhance the customer service experience 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG   Tourism and Hospitality Sector Advisory Group 

Registration date   26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 
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o comfort 

o courtesy 

o empathy and support 

o emergency support 

o friendliness 

o new experiences 

o prompt service 

o special requests 

o value for money 

o variations to standard menu items 

 may be related to: 

o age 

o gender 

o prior knowledge 

o social and cultural characteristics 

o special needs. 

Performance 

Standard 1.2 

Customers are advised about appropriate products and services to meet their 

needs.  

 

Range Statement: Customers may include: 

 committees 

 external: 

o business to business 

o corporate 

o e-business 

o government 

o online 

o the media 

o retail 

 internal: 

o colleagues 

o managers 

o members of a team 

o staff from other departments, branches or locations 

o supervisors 

 new or regular 

 visitors. 

Performance 

Standard 1.3 

Customer preferences, needs and expectations are anticipated throughout 

the service experience. 

Performance 

Standard 1.4 

Products and services which meet individual preferences are provided 

promptly. 

Performance 

Standard 1.5 

Extras and add-ons are offered and tailored; additional services and 

products are provided.     

 

Range Statement: Extras and add-ons may include: 

 products not requested by the customer but identified as a good fit, 

including: 

o additional destinations 

o additional tours or cruises 

o cocktails and liqueurs to enhance the dining experience 
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o coordination services at events and conferences 

o entrance to events, festivals and entertainment scheduled during 

customer stay at  destination 

o entrance to major attractions at the destination 

o extra food items such as entrées, desserts and cheese plates 

o flight fuel emissions offset fee ("flying carbon neutral") 

o local guiding services 

o optional meals and dining experiences 

o optional tours 

o prepayment of baggage charges 

o prepayment of in-flight meals 

o pre-travel seat selection 

o private car transfers in lieu of regular transportation options 

o special offers or packages 

o specialised styling for events 

o storage for luggage after check-out 

o travel insurance 

o upgraded accommodation and flights 

o wine or boutique beers to match meals ordered. 

Performance 

Standard 1.6 

The actioning of special requests are checked before customer delivery. 

Performance 

Standard 1.7 

Professional and personalised service is provided to deliver a quality service 

experience. 

Performance 

Standard 1.8 

Team member and supplier liaisons are conducted to ensure efficient 

service delivery. 

 

Range Statement: Suppliers may include: 

 accommodation providers 

 attractions 

 vehicle rental operators 

 entertainment venues 

 event organisations 

 guides 

 restaurants 

 tour and cruise operators 

 tour wholesalers 

 transport operators. 

Performance 

Standard 1.9 

Customer information is shared with team members to ensure quality 

service. 

Learning Outcome 2 Proactively respond to difficult service situations. 

Performance 

Standard 2.1 

Problems with products and services are identified and immediate action 

taken to address them before provision to the customer.  

Performance 

Standard 2.2 

Delays in product and service provision are anticipated and customer 

regularly updated on expected outcomes.  

Performance 

Standard 2.3 

Customers are advised of alternative products and services. 

Performance 

Standard 2.4 

The service difficulty is proactively compensated according to individual 

empowerment and organisational policy. 
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Range Statement: To compensate for the situation may involve:  

 considering the: 

o financial constraints of the organisation 

o profitability of the sale 

 negotiating with suppliers, on customer behalf, to gain reduced rates or 

extra services 

 provision of some or all services: 

o free of charge 

o at reduced rate 

 provision of: 

o discount vouchers to attend at a future time 

o inexpensive add-on products 

o small gifts 

o special attention during the service period 

o special customer service delivery on next attendance. 

Performance 

Standard 2.5 

Ongoing internal feedback on service issues is provided and improvements 

suggested to avoid customer disappointment.                     

Learning Outcome 3 Resolve customer complaints. 

Performance 

Standard 3.1 

Questioning techniques are used to establish and agree on the nature, 

possible cause and details of the complaint. 

 

Range Statement: Complaint may involve: 

 customers with unmet expectations of products and services 

 difficult or demanding customers 

 escalated complaints or disputes 

 incorrect pricing or quotes 

 other team members or suppliers not providing special requests 

 misunderstandings or communication barriers 

 problems or faults with the service or product. 

Performance 

Standard 3.2 

The impact on the customer is assessed. 

Performance 

Standard 3.3 

Communication techniques are used to assist with the management of the 

complaint. 

 

Range Statement: Communication techniques may involve: 

 ability to speak clearly, be understood and use appropriate language, 

style and tone 

 active listening 

 asking questions to gain information, clarify ambiguities and adequately 

understand requirements 

 empathising with customer situation while upholding organisational 

policy 

 non-verbal communication and recognition of non-verbal signs 

 rephrasing and repeating questions, requests and statements to confirm 

that they have been correctly understood 

 using communication techniques appropriate to different social and 

cultural groups. 

Performance 

Standard 3.4 

The situation is handled sensitively, courteously and discreetly. 
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Performance 

Standard 3.5  

Responsibility for finding a solution to the complaint is taken. 

Performance 

Standard 3.6 

Options are determined to resolve the complaint and the best decision 

promptly analysed and decided on, taking into account any organisational 

constraints.  

 

Range Statement: Organisational constraints may include: 

 costs and budgets 

 feasibility of providing the solution 

 own empowerment to resolve the complaint 

 policy and procedures 

 profitability of the sale 

 ultimate responsibility within the organisation. 

Performance 

Standard 3.7 

Swift action is taken to resolve the complaint and prevent escalation, in 

consultation with customer and to customer satisfaction.  

Performance 

Standard 3.8 

Techniques to turn complaints into opportunities are used to demonstrate 

high quality customer service. 

Performance 

Standard 3.9 

Internal feedback on complaints is provided in order to avoid future 

occurrence. 

Performance 

Standard 3.10 

Complaints and solutions are reflected on and evaluated to enhance 

response to future issues. 

Learning Outcome 4 Develop a customer relationship. 

Performance 

Standard 4.1 

Repeat business is promoted by the offer of promotional services according 

to individual empowerment and organisational policy. 

 

Range Statement: Promotional services may include: 

 birthday gifts 

 customer loyalty programs 

 newsletters 

 social media engagement 

 email notification of: 

o sales 

o new product ranges 

o reminders of forthcoming special occasions, such as Mother‟s day 

and Valentine‟s day 

 sale of gift vouchers 

 discount vouchers. 

Performance 

Standard 4.2 

Customer profiles are maintained to enhance service delivery. 

 

Range Statement: Customer profiles may include: 

 birthdays and anniversaries 

 comments and feedback provided 

 details of products and services experienced 

 names and contact details 

 preferences and expectations, such as favourite products, rooms, 

additional requirements and special needs. 

Performance 

Standard 4.3 

A rapport is developed with and personalised service provided to repeat 

customers. 

Performance Tailored products and services are provided based on customer profile. 
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Standard 4.4 

Explanatory Notes  This NCS applies to all tourism, travel, hospitality and event sectors. 

It applies to those who deal directly with customers on a daily basis and 

who operate independently or with limited guidance from others. This 

includes senior frontline sales personnel, supervisors and managers who use 

discretion and judgement to provide quality customer service experiences. 

Required skills 
 communication skills to: 

o determine customer needs and preferences through observation, 

questioning and active listening 

o discuss service difficulties with team members and suppliers 

o use probe questioning to gain information, clarify ambiguities and 

adequately understand customer complaints 

 initiative and enterprise skills to: 

o offer additional services and products 

o proactively compensate for service difficulties 

 literacy skills to: 

o read and interpret policies and procedures 

o write entries into customer service data bases 

 numeracy skills to calculate the cost of products and services, estimate 

profitability and consider the cost of customer compensation 

 problem-solving skills to identify and resolve difficult service 

situations and customer complaints 

 self-management skills to take responsibility for customer service 

outcomes 

 teamwork skills to share customer information with team members to 

ensure efficient service delivery 

 technology skills to use computers and data bases that manage 

customer profiles and promotional activities. 

Required knowledge 
 principles and benefits of enhanced customer service experiences and 

positive communication 

 techniques to anticipate customer preferences, needs and expectations 

throughout the service experience 

 conflict resolution techniques 

 value of staff and customer feedback in enhancing service delivery 

 for the specific industry sector: 

o professional service standards expected of service industry 

personnel 

o attitudes and attributes expected by the service industries to work 

with customers 

o accepted service standards and rituals 

o different customer service needs and expectations 

o types of customer loyalty programs 

o the essential features and usage of the customer data base 

 for the particular organisation: 

o designated response times for providing service and resolving 

complaints 

o customer service policies and procedures including those for 

complaint handling 
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o promotional services offered. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 provide professional and personalised customer service experiences on 

multiple occasions to meet the expectations of a variety of customers 

 communicate with a diverse range of customers including those with 

special needs to provide a total quality service experience 

 resolve difficult service situations and customer complaints within 

designated times 

 demonstrate knowledge of professional service standards expected of 

service industry personnel 

 complete service within commercial time constraints and designated 

response times so that all customers are served effectively. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry customer 

service environment where customers are served 

 computers and data bases that manage customer profiles and 

promotional activities 

 current commercial customer service policies and procedures including 

those for complaint handling 

 customers with whom the individual can interact. 

Method of assessment 
 direct observation, using role plays, to assess the individual‟s ability to: 

o determine different customer service needs and expectations 

o liaise with team members to ensure efficient service delivery 

o offer extra and add-on products and services 

o promote repeat business by the offer of promotional services 

o resolve customer complaints 

 use of problem-solving exercises so the individual can identify reasons 

for difficult service situations and provide suggested solutions 

 written or oral questioning to assess knowledge of: 

o professional service standards expected of service industry 

personnel 

o types of customer loyalty programs 

o customer service policies and procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF04009  Show social and cultural sensitivity in the workplace 

 MF05014 Manage conflict 

 MC12003 Plan in-house events or functions. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26
th

 November 2015  
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Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title MF02006 Carry out basic workplace calculations 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS involves the skills and knowledge required to carry out basic 

routine workplace calculations, including carrying out required mathematical 

operations; preparing basic estimates of mass, size and volume and 

interpreting basic graphical representations of mathematical information. It 

includes calculations for routine industry-related tasks using manual and 

electronic processes. 

Classification Mixed Field>General Education 

Pre-requisites Not applicable. 

Range Statement 

(only populated if 

applicable) 

Calculations: 

 will be those involved in basic routine work functions 

 may occur by day or night and in a variety of work contexts 

 Calculations may involve: 

 money 

 volume 

 weight 

 time 

 length and distance 

 area 

 perimeter 

 

Mathematical operations may include: 

 multiplication 

 division 

 addition 

 subtraction 

 percentages 

 fractions 

 

Depending on the type of organisation concerned and the local terminology 

used, workplace procedures may include: 

 company procedures 

 enterprise procedures 

 organisational procedures 

 established procedures 

 standard operating procedures 

 

Calculations may involve the basic use of a range of technology including: 

 manual techniques 

 calculator 

 computer 

 



Page 184 of 291 
 

© Samoa Qualifications Authority 2017 
 

Information/documentation may include: 

 workplace procedures, checklists and instructions 

 goods identification numbers  

 manifests, bar codes, goods and container identification 

 manufacturers specifications 

 workplace policies 

 supplier and/or client instructions 

 material safety data sheets 

 relevant codes of practice including the national standards for manual 

handling and the industry safety code 

 award, enterprise bargaining agreement, other industrial arrangements 

 standards and certification requirements 

 quality assurance procedures 

 

Applicable regulations and legislation may include: 

 relevant regulations, standards and codes of practice, including the 

national standards for manual handling and industry safety codes 

 dangerous goods and freight regulations and codes 

 relevant Occupational Safety and Health legislation 

Learning Outcome 1 Carry out workplace calculations. 

Performance 

Standard 1.1 

Items are counted singly and in batches and sorted numerically, as required 

in workplace tasks. 

Performance 

Standard 1.2 

Calculations needed to complete work tasks are performed using the four 

basic processes of addition, subtraction, multiplication and division. 

Performance 

Standard 1.3 

Calculations involving fractions, percentages and mixed numbers, and using 

the four basic processes, are performed as required to complete workplace 

tasks. 

Performance 

Standard 1.4 

The functions of a calculator, numeric keypad or computer are used to 

perform workplace tasks. 

Performance 

Standard 1.5 

Numerical information is self-checked and corrected for accuracy. 

  

Learning Outcome 2 Prepare workplace estimates. 

Performance 

Standard 2.1 

Quantities of materials and resources required to complete a work task are 

estimated. 

Performance 

Standard 2.2 

The time needed to complete a work activity is estimated. 

Performance 

Standard 2.3 

Accurate estimates for work completion are made. 

Learning Outcome 3 Interpret graphical representations of mathematical information. 

Performance 

Standard 3.1 

Information represented in symbols, diagrams and pictorial representations is 

recognised, interpreted and acted upon in workplace tasks.  

Explanatory Notes  Work is performed under some supervision, generally within a team 

environment. 

 Work involves the application of established mathematical principles 

and techniques in day-to-day work activities.  

Required knowledge: 

 Relevant procedures and duty of care requirements 

 Relevant  Occupational Safety and Health responsibilities 

 Basic mathematical operations and techniques 
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 Ways of representing basic mathematical information 

 Procedures for identifying and using relevant workplace technology 

when carrying out workplace calculations 

 Typical mathematical problems, and appropriate action and solutions 

Required skills: 

 Communicate effectively with others when carrying out basic 

workplace calculations 

 Read and interpret instructions, procedures and information relevant to 

basic workplace calculations 

 Interpret and follow operational instructions and prioritise work 

 Complete documentation related to work activities 

 Operate electronic communication equipment to required protocol 

 Work collaboratively with others when carrying out basic workplace 

calculations 

 Adapt appropriately to cultural differences in the workplace, including 

modes of behaviour and interactions with others 

 Promptly report and/or rectify any identified problems that may arise 

when carrying out basic workplace calculations 

 Monitor work activities in terms of planned schedule 

 Modify activities depending on differing operational contingencies 

and environments 

 Work systematically with required attention to detail 

 Operate and adapt to differences in equipment in accordance with 

standard operating procedures 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
 The evidence required to demonstrate competency in this NCS must be 

relevant to and satisfy all of the requirements of the learning outcomes 

and performance standard of this NCS and include demonstration of: 

o applying the underpinning knowledge and skills 

o applying relevant legislation and workplace procedures 

o carrying out basic calculations as they relate to the job role 

o identifying the most common forms of calculations as they relate to 

the job role 

Context of and specific resources for assessment 
Performance is demonstrated consistently over a period of time and in a 

suitable range of contexts 

 Resources for assessment include: 

o a range of relevant exercises, case studies and/or other simulated 

practical and knowledge assessment, and/or 

o access to an appropriate range of relevant operational situations in the 

workplace 

 In both real and simulated environments, access is required to: 

o relevant and appropriate materials and equipment, and 

o applicable documentation including workplace procedures, 

regulations, codes of practice and operation manuals 

Method of assessment 
As a minimum, assessment of knowledge must be conducted through 

appropriate assessments using written/practical/oral assessments 

 Practical assessment must occur: 
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o through activities in an appropriately simulated environment, and/or 

o in an appropriate range of situations in the workplace 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  MF02007 Process financial transactions 

SQF Level II NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to accept and process cash and other payments for products and 

services and to reconcile takings at the end of the service period or day. 

Classification Mixed Field>General Education 

Pre-requisites Not applicable. 

Learning Outcome 1 Process customer payments. 

Performance 

Standard 1.1 

Cash float is received, checked and recorded. 

Performance 

Standard 1.2 

Customer payment is checked against sale value. 

Performance 

Standard 1.3 

Correct change is provided for cash payments. 

 

Performance 

Standard 1.4 

Transactions are processed and recorded according to organisational 

procedures. 

  

Range Statements: Transactions may include: 

 advance payments 

 cash 

 cheques 

 credit cards 

 deposits 

 Electronic Funds Transfer at Point of Sale (EFTPOS) 

 foreign currency 

 petty cash for internal customers 

 refunds 

 travellers cheques 

 vouchers. 

 

Organisational procedures for processing and recording financial 

transactions may involve:  

 completing reconciliation records 

 complying with financial institution documents and procedures 

 designated times for completing reconciliations 

 handling customer claims of short change 

 how and where large sums of cash should be counted 
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 maintaining low levels of cash in tills 

 management of petty cash 

 process for providing receipts and invoices to customers 

 process for taking cash from customers 

 securing credit card imprints 

 securing takings in the event of a hold-up. 

Performance 

Standard 1.5 

Receipts including all relevant tax details are prepared and issued accurately.

  

Performance 

Standard 1.6 

Transactions are completed using appropriate software applications. 

Performance 

Standard 1.7 

Transactions are completed within organisation speed and customer service 

requirements. 

Learning Outcome 2 Reconcile takings. 

Performance 

Standard 2.1 

Customer payments are balanced at the designated time according to 

organisational policy. 

Performance 

Standard 2.2 

Cash floats are separated from takings prior to balancing. 

 

Performance 

Standard 2.3 

Point-of-sale records of customer payments are determined 

 

Performance 

Standard 2.4 

Customer payments are counted and calculated accurately. 

Performance 

Standard 2.5 

Cash and other payments are balanced with point-of-sale records. 

Performance 

Standard 2.6 

Discrepancies in the reconciliation are investigated or reported according to 

organisational policy. 

Performance 

Standard 2.7 

Takings are recorded according to organisational procedures. 

Performance 

Standard 2.8 

Cash floats, cash and other payments are transported and secured according 

to organisational security procedures. 

 

Range Statement: Security procedures may relate to:  

 obtaining receipts or sign off for takings handed over to financial 

personnel 

 separating and securing cash floats 

 transporting takings to back office areas and internal cashiers 

 transporting takings to the bank and obtaining receipts or sign off. 

Explanatory Notes This NCS applies to all tourism, travel and hospitality sectors. 

This NCS mainly applies to frontline sales and operations personnel who 

operate with some level of independence and under limited supervision. It 

does, however, describe a fundamental operational function and those people 

who work with very little independence under close supervision would also 

use this skill. 

Required skills 
 communication skills to discuss payments with customers and 

discrepancies with appropriate personnel 

 literacy skills to: 

o read and interpret organisational procedures for processing financial 

transactions, cash float documentation, credit card and receipt 

details and reconciliation information 
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o write receipts and record reconciliations and basic reports about 

discrepancies 

 numeracy skills to: 

o count cash floats 

o calculate and check the total customer payment required 

o tender correct change 

o check and issue accurate receipts including Value Added Goods and 

Services Tax (VAGST) 

o calculate total customer payments for the service period or day 

o complete reconciliations of takings against point-of-sale records 

 planning and organising skills to process customer payments in a 

logical sequence and to complete reconciliations within designated 

timelines 

 problem-solving skills to identify and investigate a range of routine 

reconciliation discrepancies 

 technology skills to use point-of-sale equipment and software 

applications. 

Required knowledge 
 procedures for processing different types of transactions 

 features and functions of point-of-sale software 

 role and importance of the reconciliation process to organisational 

financial management system 

 security procedures for transporting and securing cash floats, cash and 

other payments 

 the application of VAGST to appropriate products and services. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 process multiple and varied transactions to address different types of 

customer payments 

 integrate knowledge of security and other procedures when processing 

financial transactions 

 process customer payments in a logical and fair sequence within 

customer time constraints so that all customers are served effectively 

 complete reconciliations within designated timelines. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism or hospitality industry business operation 

where financial transactions are processed 

 point-of-sale equipment and software currently used by the tourism, 

hospitality and events industries to process and reconcile financial 

transactions 

 current commercial procedures and documentation for the processing of 

financial transactions 

 cash and other forms of payments 

 customers from whom the individual can take payments and with whom 

they can interact. 
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Method of assessment 
 direct observation of the individual processing financial transactions 

and reconciling takings 

 review of reconciliation documentation prepared by the individual 

 written or oral questioning to assess knowledge of security and other 

procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCSs relevant to the industry sector, workplace 

and job role, for example: 

 MC15007 Sell tourism products and services 

 MF09023 Provide service to customers. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS. 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 31st July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  MF02008 Interpret financial information 

SQF Level IV NCS Credit Value 8 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to interpret financial information and reports used by organisations 

to monitor business performance and provide information on operational or 

departmental financial activities. 

Classification Mixed Field>General Education 

Pre-requisites Not applicable. 

Learning Outcome 1  Interpret financial information. 

Performance 

Standard 1.1 

A range of financial information and reports are identified and interpreted as 

required for the organisation to monitor business performance. 

 

Range Statements: Financial information may include: 

 account summaries and balances 

 balance sheets 

 bank deposit documentation 

 bank statements 

 banking summaries 

 business activity statements 

 cheque books 

 credit card transaction statements 

 invoices 

 journal entries 

 merchant statements 

 merchant summaries 
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 profit and loss statements 

 trial balance. 

 

Reports may include those for: 

 budgets 

 cash flow 

 covers 

 expenditure 

 labour and wages 

 occupancy rates 

 purchases 

 receivables 

 sales 

 stock 

 transactions 

 transactions exempted 

 NCS sold 

 variance 

 wastage. 

Performance 

Standard 1.2 

Financial information and reports are interpreted that are applicable to 

operational or departmental activities. 

Learning Outcome 2 Use and provide financial information. 

Performance 

Standard 2.1 

Financial information is reviewed for impacts on operational activities and 

action taken according to individual empowerment.  

Performance 

Standard 2.2 

Information on operational or departmental financial activities is routinely 

provided.  

 

Range Statement: Operational or departmental financial activities may 

relate to: 

 average customer spend 

 daily, weekly and monthly transactions 

 departmental expenditure, including: 

o labour 

o stock purchased 

o wastage 

 departmental income, including: 

o covers and gross income 

o commission earnings 

o occupancy and gross income 

o sales 

 outstanding accounts: 

o payable 

o receivable 

 quotations realised to sales 

 sales performance 

 stock levels 

 variance from budget. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. 

It applies to those people who operate independently or with limited 

guidance from others. This includes supervisors and departmental managers. 
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This NCS does not include the skills required to produce reports for the 

overall operation of the department or whole organisation. This would be 

created by senior managers, financial specialists or accountants. 

Required skills 
 literacy skills to: 

o read and interpret a wide range of financial documents 

o write explanatory notes to accompany financial information 

 numeracy skills to interpret and use financial records and to calculate 

entries within financial reports 

 planning and organising skills to prepare information within designated 

timelines 

 problem-solving skills to identify and resolve financial reporting 

discrepancies 

 technology skills to use accounting software packages. 

Required knowledge 
 for the specific industry sector and organisation: 

o financial terminology, including average spend, cover, wastage and 

net costs 

o reporting periods, including different financial years observed by 

different businesses 

o the features and functions of accounting software programs used to 

manage financial operations 

o use of financial information and reports in monitoring overall 

business performance 

 key elements of financial record-keeping and key terminology, 

including: 

o ledgers, subsidiary ledgers and journals 

o transactions, receipts and disbursements 

o invoices, accounts payable, debtors and creditors 

o cash flow 

 key elements of accounting and how it provides information for 

business management, including: 

o charts of accounts and account categories, such as assets, liabilities, 

equity, cost of sales, income and expense 

o basic rules for double-entry accounting and the concept of debits 

and credits 

o accrual versus cash accounting 

o profit and loss statements and balance sheets as key financial 

statements used to measure business performance, including their 

role; how these reports are generated; and the format, features and 

key information 

o reconciliations, including purpose, different types of reconciliation 

and the impact of unpresented cheques, bank charges, direct debits 

and credits on reconciliations 

o concept of costing, including fixed and variable costs 

o accounting for and reporting Value Added Goods and Services Tax 

(VAGST). 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 
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 interpret a diverse range of financial information and reports used to 

monitor overall business performance  

 provide financial information on operational or departmental financial 

activities 

 use correct financial terminology 

 integrate knowledge of the use of financial information and reports in 

monitoring overall business performance. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry business 

operation or activity for which financial information can be interpreted 

 computers, printers and accounting software packages currently used by 

the tourism, hospitality and event industries 

 financial data and reports. 

Method of assessment 
A range of assessment methods should be used to assess practical skills and 

knowledge. The following examples are appropriate for this NCS:  

 projects and activities that allow assessment of the individual‟s ability 

to interpret financial information and reports 

 review of information, prepared by the individual, on operational or 

departmental financial activities 

 written or oral questioning to assess knowledge of accounting concepts 

and terminology 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF02009 Manage finances within a budget 

 MF09029 Monitor work operations. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015  

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  MF02009 Manage finances within a budget 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to take responsibility for budget management where others may 

have developed the budget. It requires the ability to interpret budgetary 

requirements, allocate resources, monitor actual income and expenditure and 

report on budgetary deviations. 

Classification Mixed Field>General Education 
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Pre-requisites Not applicable. 

Learning Outcome 1 Allocate budget resources. 

Performance 

Standard 1.1 

Funds are allocated according to budget and agreed priorities. 

 

Range Statement: Budget may include: 

 budgets for micro, small, medium or large businesses 

 cash budgets 

 cash flow budgets 

 departmental budgets 

 event budgets 

 project budgets 

 purchasing budgets 

 sales budgets 

 wage budgets 

 whole of organisation budgets. 

Performance 

Standard 1.2 

Changes to income and expenditure priorities are discussed with appropriate 

colleagues prior to implementation. 

Performance 

Standard 1.3 

All relevant personnel are consulted and informed about resource decisions. 

Performance 

Standard 1.4 

Awareness of the importance of budget control is promoted in a positive 

way. 

Performance 

Standard 1.5 

Detailed records of resource allocation are maintained according to 

organisational control systems.                  

Learning Outcome 2 Monitor financial activities against budget. 

Performance 

Standard 2.1 

Financial records are used to regularly check actual income and expenditure 

against budgets. 

 

Range Statement: Financial records may include: 

 bank deposit documentation 

 bank statements 

 banking summaries 

 business activity statements 

 cheque books 

 credit card transaction statements 

 invoices 

 journal entries 

 labour and wages reports 

 merchant statements 

 merchant summaries 

 transaction reports. 

Performance 

Standard 2.2 

Financial commitments are included in all documentation to ensure accurate 

monitoring. 

Performance 

Standard 2.3 

Deviations are identified and reported according to significance of deviation. 

Performance 

Standard 2.4 

Appropriate options are investigated for more effective management of 

deviations.           

Performance 

Standard 2.5 

Appropriate colleagues are advised of budget status in relation to targets.        

 

Range Statement:   Appropriate colleagues may include: 
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 internal or external financial specialists 

 managers 

 operational staff.          

Learning Outcome 3 Identify and evaluate options for improved budget performance. 

Performance 

Standard 3.1 

Existing costs and resources are assessed and areas for improvement 

identified. 

Performance 

Standard 3.2 

Desired budget outcomes are discussed with relevant colleagues. 

 

Performance 

Standard 3.3 

Appropriate research to investigate new approaches to budget management is 

undertaken regularly. 

 

Range Statement: Research to investigate new approaches may include: 

 discussions with existing suppliers 

 evaluating staffing and rostering requirements 

 potential roster changes 

 reviewing operating procedures 

 sourcing new suppliers. 

Performance 

Standard 3.4 

The benefits and disadvantages of new approaches are defined and 

communicated to appropriate colleagues. 

Performance 

Standard 3.5  

Impacts on customer service levels and colleagues are taken into account 

when developing new approaches. 

Performance 

Standard 3.6 

Clear and logical recommendations are presented for budget management. 

Learning Outcome 4 Complete financial and statistical reports. 

Performance 

Standard 4.1 

Financial and statistical reports are completed within designated timelines. 

 

Range Statement: Financial and statistical reports may relate to: 

 cash flow 

 commercial account activity 

 commission earnings 

 covers and financial return 

 daily, weekly and monthly transactions 

 expenditure 

 income 

 occupancy rates and financial return 

 performance of: 

o department 

o project 

o products and services 

 sales performance 

 sales returns 

 staff costs 

 stock levels 

 variance in income and/or expenditure 

 wastage 

 yield. 

Performance 

Standard 4.2 

Clear and concise information is prepared and presented to enable informed 

decision making. 

Explanatory Notes This NCS applies to all tourism, hospitality and event sectors and the budget 
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may be for an entire organisation, for a department or for a particular project 

or activity. 

It applies to those people who operate independently or with limited 

guidance from others. This includes supervisors and departmental managers. 

Required skills 
 communication skills to discuss budget requirements and to seek and 

provide feedback 

 critical thinking skills to analyse resource use and costs 

 initiative and enterprise skills to proactively identify better resource 

usage and budgetary improvements 

 literacy skills to: 

o read and interpret a wide range of business and financial documents 

o research options for more effective budgetary control 

o write budget reports and recommendations 

 numeracy skills to interpret and use budget figures in day-to-day work 

operations, and to calculate budget estimates and scenarios for 

performance improvement 

 planning and organising skills to produce budgetary reports within 

designated timelines 

 problem-solving skills to identify budget deviations and deficiencies 

and develop options for improved budgetary performance 

 self-management skills to take responsibility for budget management 

 teamwork skills to discuss desired budget outcomes with team 

members and provide direction on resource usage 

 technology skills to use accounting software packages. 

Required knowledge 
 a range of formats for, use and contents of: 

o budgets 

o financial reports 

o statistical reports 

 budget terminology 

 for the specific industry sector and organisation: 

o use of budgets to control costs and enhance profitability 

o importance of budget control 

o techniques for maximising budget performance 

o financial reporting procedures and cycles 

o features and functions of accounting software programs used to 

manage budgets. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 interpret and manage multiple budgets to meet specific and differing 

workplace needs 

 monitor income and expenditure and evaluate budgetary performance 

over a budgetary life-cycle 

 use correct budget terminology 

 integrate knowledge of the formats, use and contents of budgets, 

financial and statistical reports 

 complete financial reports within designated timelines.  

Context of and specific resources for assessment 
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Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry business 

operation or activity for which budgets are managed 

 computers, printers and accounting software packages currently used by 

the tourism, hospitality and event industries 

 budgets for specific projects, events or operational activities. 

Method of assessment 
A range of assessment methods should be used to assess practical skills and 

knowledge. The following examples are appropriate for this NCS:  

 projects and activities that allow assessment of the individual‟s ability to: 

o interpret and manage budgets; monitor income and expenditure 

o produce financial and statistical reports 

o report on overall budgetary performance 

 evaluation of reports produced by the individual detailing the processes 

undertaken to manage finances within a budget 

 written or oral questioning to assess knowledge of budget terminology, 

format and content 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF02008  Interpret financial information 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015  

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  MF04009 Show social and cultural sensitivity in the workplace 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to be socially aware when serving customers and working with 

colleagues. It requires the ability to communicate with people from a range 

of social and cultural groups with respect and sensitivity and address cross-

cultural misunderstandings. 

Classification Mixed Field>Social Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Communicate with customers and colleagues from diverse backgrounds. 

Performance 

Standard 1.1 

Customers and colleagues from different social and cultural groups are 

respected and treated with sensitivity. 

Performance 

Standard 1.2 

Social and cultural differences are taken into consideration in all verbal and 

non-verbal communication. 
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Range Statement: Social and cultural differences may relate to: 

 age 

 colour 

 criminal conviction 

 customs, beliefs and values 

 English language ability 

 family and social obligations and status 

 family structure 

 forms of address 

 gender 

 industrial activity or inactivity 

 language spoken 

 levels of formality or informality 

 marital status 

 national origin 

 observance of special religious, feasts or other celebratory days 

 personal grooming, including dress and hygiene habits 

 physical features 

 physical or mental disability or impairment 

 physical or mental illness 

 political belief or activity 

 race 

 religious belief or activity 

 sexual orientation 

 status as a parent or carer 

 varied cultural interpretation of non-verbal behaviour 

 work ethics. 

Performance 

Standard 1.3 

Others are responded to in a non-discriminatory way. 

Performance 

Standard 1.4 

Attempts are made to overcome language barriers. 

 

Range Statement: Attempts to overcome language barriers may involve: 

 communicating through the use of: 

o gestures 

o signs 

o sign language 

o simple words in English or the other person‟s language 

 giving simple directions 

 giving simple instructions. 

Performance 

Standard 1.5 

Assistance is obtained to achieve effective communication if required. 

 

Range Statement: Assistance may be obtained from: 

 colleagues 

 government agencies 

 diplomatic services 

 disability advocacy groups 

 educational institutions 

 interpreter services 

 local cultural organisations 

 reference books.                   
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Learning Outcome 2  Address cross cultural misunderstandings. 

Performance 

Standard 2.1 

Issues that may cause conflict or misunderstanding in the workplace are 

identified. 

Performance 

Standard 2.2 

Difficulties are addressed and assistance sought from others when required. 

Performance 

Standard 2.3 

Social and cultural differences are understood and considered when 

difficulties or misunderstandings occur. 

Performance 

Standard 2.4 

 Efforts to resolve misunderstandings are made, taking account of social and 

cultural considerations.               

Performance 

Standard 2.5 

 Problems and unresolved issues are referred to the appropriate supervisor or 

manager for follow-up. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. 

All personnel at all levels use this skill in the workplace during the course of 

their daily activities. 

Required skills 

 communication skills to: 

o respond to colleagues and customers with diverse social, cultural and 

language characteristics 

o discuss cross-cultural difficulties with others 

 literacy skills to read and interpret workplace anti-discrimination policies 

and plain English documents produced by government information 

agencies 

 problem-solving skills to identify and resolve issues that may cause 

conflict or misunderstandings in the workplace 

 teamwork skills to discuss cross-cultural misunderstandings and 

difficulties with supervisors, managers and other team members. 

Required knowledge 
 key principles of fairness and equity 

 general characteristics of the main inbound tourist markets and the key 

aspects of their cultural and religious protocols 

 different types of disability and implications for the workplace 

 anti-discrimination policies for the industry and the specific organisation 

 basic aspects of laws covering anti-discrimination, including 

requirements to: 

o treat customers and colleagues fairly and equitably 

o not discriminate, show partiality or grant any special favours on the 

basis of social and cultural attributes 

o not threaten, humiliate or intimidate people because of their social or 

cultural attributes. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 communicate with colleagues and customers from diverse range of 

social and cultural groups with respect and sensitivity 

 integrate knowledge of different cultures and cultural characteristics 

when communicating with colleagues and customers. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or events industry business 
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activity where communication with socially diverse customers and 

colleagues takes place 

 current workplace anti-discrimination policies 

 plain English documents issued by government regulators that provide 

information on anti-discrimination laws 

 others with whom the individual can interact. 

Method of assessment 
 direct observation, using role plays, of the individual interacting with 

colleagues and customers from diverse social and cultural backgrounds 

 exercises and activities to assess the individual‟s ability to recognise the 

general characteristics of diverse colleagues and customers 

 use of problem-solving exercises so the individual can suggest ways of 

resolving difficulties or misunderstandings 

 written or oral questioning to assess knowledge of anti-discrimination 

laws and workplace policies 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01017 Provide accommodation reception services 

 FH01006 Provide information on local area to visitors 

 MF09021 Interact with customers in the workplace 

 FH01018 Provide lost and found services 

 MF09023 Provide service to customers 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title MF05011 Participate in safe work practices 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills knowledge and 

attitude required to incorporate safe work practices into all workplace 

activities. It requires the ability to follow predetermined health, safety and 

security procedures and to participate in organisational work health and 

safety management practices. 

Classification Mixed Field>Social Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Work safely according to organisational procedures.  

Performance 

Standard 1.1 

Organisational health and safety procedures are followed at all times. 

 

Range Statement: Health and safety procedures may cover: 
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 consultation 

 emergencies 

 handling chemicals and hazardous substances 

 hazard identification and reporting 

 incident and accident reporting 

 safe work practices 

 basic understanding of employee/employer responsibilities in providing 

safe environment 

Performance 

Standard 1.2 

Safe work practices are incorporated into all workplace activities. 

 

Range Statement: Safe work practices may include: 

 clearing hazards from immediate work area 

 following the direction of: 

o safety signage 

o supervisors 

o managers 

 handling chemicals, poisons and dangerous materials safely 

 operating beverage dispensing systems, taking account of the dangers 

associated with inert gases 

 taking short breaks away from stressful situations involving difficult 

colleagues and customers 

 taking designated breaks and rotating tasks using: 

o equipment designed to assist with or replace manual handling 

o ergonomically sound furniture and workstations  

o personal protective equipment and clothing 

o safe manual handling techniques for shifting heavy items 

o safe posture and movements, including sitting, standing and bending  

 working with knives and hot equipment to avoid injury. 

 personal hygiene factors that promote safety 

Performance 

Standard 1.3 

Safety directions of supervisors, managers and workplace safety warning 

signs are followed. 

Performance 

Standard 1.4 

Personal protective equipment and clothing worn and used in accordance 

with manufacture instructions and organisational procedures. 

Performance 

Standard 1.5 

Unsafe work practices, issues and breaches of health, safety and security 

procedures are promptly reported to supervisor or manager. 

 

Range Statement: Issues and breaches of health, safety and security 

procedures may involve: 

 being asked to participate in unsafe work practices 

 failing to replace unsafe damaged property or fittings 

 ignoring the direction of: 

o safety signage 

o supervisors 

o managers 

 lack of: 

o required safety signage 

o training in health and safety procedures 

o training in safe work practices 

 seeing others using unsafe work practices 

 using broken or malfunctioning equipment. 
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Performance 

Standard 1.6 

Hazards are identified and removed from immediate workplace area and all 

workplace hazards are reported to supervisor or manager as they arise. 

 

Range Statement: Workplace may include: 

 any tourism, travel, hospitality or event environment, such as: 

o heritage venues 

o hotels, motels, B&B, resort and beach fales 

o event, meeting and exhibition venues 

o restaurants 

o retail outlets 

o retail travel agencies 

o office environment for tour operators, event organisers, tour 

wholesalers 

o any location where a tour is delivered, for example: 

 on-board a coach or cruise vessel 

 a tourist precinct where walking tours are operated 

  in a national park. 

Learning Outcome 2 Follow procedures for emergency situations. 

Performance 

Standard 2.1 

Emergency and potential emergency situations are recognised. 

 

Range Statement: Emergency situations may include:  

 accidents  

 bomb threats 

 natural events, e.g. earthquakes, tsunamis, cyclones, floods, electrical 

storms 

 chemical leak or spill 

 fires  

 illness 

 irrational customers  

 power failure 

 suspicious behaviour of staff or other people in the workplace 

 robberies or armed hold-ups. 

Performance 

Standard 2.2 

Organisational security and emergency procedures are followed. 

 

Range Statement: Security and emergency procedures may cover:  

 evacuation of staff and customers 

 security management of:  

 cash  

 documents  

 equipment  

 keys 

 people 

Performance 

Standard 2.3 

Assistance from colleagues or authorities is sought during an emergency 

situation. 

Range Statement: knowledge of contact details in case of emergency. 

Performance 

Standard 2.4 

Emergency incident reports completed accurately, following organisational 

procedures. 

Learning Outcome 3 Participate in organisational work health and safety practices. 

Performance 

Standard 3.1 

Relevant skills and knowledge of health and safety are applied and issues 

and concerns are reported to supervisor or manager as they arise. 
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Range Statement:  participation in work health and a safety management 

practices may involve: 

 hazard identification 

 work health and safety induction training  

 a diary, whiteboard or suggestion box used by staff to report issues of 

concern 

 regular staff meetings that involve work health and safety discussions. 

Explanatory Notes This NCS applies to all tourism, travel and hospitality sectors and to any 

small, medium or large organisation. 

All personnel at all levels use this skill in the workplace during the course of 

their daily activities.  

Required skills 

 communication skills to: 

o participate in consultation processes 

o report and explain hazards 

 literacy skills to:  

o read and interpret workplace safety signs, procedures and emergency 

evacuation plans 

o complete basic template reports about hazards and emergency 

incidents 

 problem-solving skills to: 

o identify and report hazards 

o identify security and emergency issues. 

Required knowledge 

 basic aspects of Occupational Safety and Health legislation This would 

include: 

o actions that must be adhered to by businesses 

o employer responsibilities 

o employee responsibilities to participate in work health and safety 

practices 

o employee responsibility to ensure safety of self, other workers and 

other people in the workplace 

o ramifications of failure to observe Occupation Safety and Health 

legislation and organisational policies and procedures 

 for the specific industry sector and organisation: 

o workplace hazards and associated health, safety and security risks 

o contents of health, safety and security procedures 

o format and use of template reports for hazards and emergency 

incidents 

o safe work practices for individual job roles. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to:  

 integrate the use of predetermined health, safety and security procedures 

and safe work practices with day-to-day work functions 

 participate in consultation activities 

 integrate, into daily work activities, knowledge of the basic aspects of 

Occupational Safety and Health legislation and the ramifications of 

disregarding this. 
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Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism or hospitality industry environment where 

safe working practices must be maintained 

 current plain English regulatory documents distributed by the local work 

health and safety government regulator 

 codes of practice and standards issued by government regulators or 

industry groups 

 work health and safety information and business management manuals 

issued by industry associations or commercial publishers current 

commercial policies, procedures and template documents used for the 

management of work health and safety practices. 

Method of assessment 
 direct observation of the individual: 

o explaining workplace safety or emergency procedures to a colleague 

or customer  

o using safe work practices during an integrated assessment of 

operative functions, such as cleaning and tidying bars, guiding tours, 

setting up events, selling products in an office 

 use of simulated activities to assess participation in: 

o emergency evacuations 

o consultation meetings 

o hazard identification 

o correct use of first aid kit and fire extinguisher 

 use of problem-solving exercises to assess the individual‟s ability to 

respond to hazards 

 written or oral questioning to assess knowledge of: 

o Occupational Safety and Health legislation and the employee 

responsibilities for workplace safety and security 

o personal protective equipment and clothing appropriate for particular 

jobs and situations 

 review of portfolios of evidence and third-party workplace reports of on-

the-job performance by the individual. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF05012 Identify hazards, assess and control safety risks 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to identify hazards, assess the associated workplace safety risks, 

take measures to eliminate or minimise those risks and document all 

processes. 
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Classification Mixed Field>General Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Identify hazards. 

Performance 

Standard 1.1 

Access and use hazard identification and risk assessment tools and template 

documents. 

 

Range Statement: Hazard identification and risk assessment tools and 

template documents may include: 

 self-designed tools 

 tools and templates developed: 

o by external consultancy services 

o by industry associations for use by member businesses 

o for public use and found within business management publications, 

including those developed by work health and safety government 

regulators 

 tools developed for the organisation as part of a work health and safety 

management system. 

Performance 

Standard 1.2 

Use appropriate methods to identify actual or foreseeable hazards that have 

the potential to harm the health and safety of workers or anyone else in the 

workplace.  

 

Range Statements: Appropriate methods include: 

 conduct of site safety audits 

 completion of safety checklists 

 inspections of the workplace 

 observation of daily activities 

 investigation of accidents and incidents 

 review of injury or illness registers 

 environmental monitoring of the workplace 

 investigation of staff complaints or reports of safety concerns 

 review of staff feedback via consultative processes, such as meetings, 

surveys or suggestion box submissions. 

 

Anyone else in the workplace may include: 

 contractors 

 customers 

 visiting supplier representatives. 

 

The workplace may include: 

 any tourism, hospitality or event environment, such as: 

o heritage venues 

o resorts 

o hotels, motels 

o clubs 

o event, meeting and exhibition venues 

o restaurants 

o retail outlets 

o retail travel agencies 

o office environment for tour operators, event organisers, tour 

wholesalers 
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 any location where a tour is delivered, for example: 

o on-board a coach or cruise vessel 

o a tourist precinct where walking tours are operated 

o in a national park. 
 

Performance 

Standard 1.3 

Work alone or with other personnel to identify hazards. 

 

Range Statement: Other personnel may include: 

 contractors 

 managers 

 work health and safety committee members 

 work health and safety representatives 

 peers and colleagues 

 staff under supervision 

 supervisors 

 tourism suppliers. 

Performance 

Standard 1.4 

Keep records of identified hazards according to organisational procedures. 

 

Range Statement: Hazards may be associated with: 

 physical environment, for example: 

o crowds 

o customer ability to fully engage in all activities, e.g. health issues 

o electrical items 

o exposure to weather and natural disasters 

o flooring 

o hot and cold work environments 

o lighting 

o noise levels 

o pests 

o touring activities to be undertaken 

o wild animals and local wildlife 

o working space of workers 

 plant, for example: 

o appliances 

o beverage dispensing systems using inert gases 

o equipment 

o machinery 

o tools 

 working practices, for example: 

o length of time spent at certain task and allocation of breaks 

o rostering and shift allocation 

o opening and closing procedures 

o standard operating procedures for work-related tasks 

 security issues, for example: 

o customer behaviour 

o storage of cash, documents and keys 

o theft and robbery. 

Learning Outcome 2 Assess the safety risk associated with a hazard. 

Performance 

Standard 2.1 

Access and use risk assessment tools and template documents.  

Performance Work alone or with other personnel to assess the risk.  
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Standard 2.2 

Performance 

Standard 2.3 

Use a systematic method to assess the risk. 

 

Range Statement: Systematic method involves: 

 identifying the injury or illness or consequences that could result from 

the hazard 

 determining the exposure to the hazard 

 estimating the probability that an incident or injury will occur 

 determining an overall risk level for the identified hazard 

Performance 

Standard 2.4 

Collect sufficient evidence of the type and level of risk posed by the 

identified hazard.                       

Performance 

Standard 2.5 

Document the outcome of the risk assessment suggesting actions to eliminate 

or control risks.                     

Performance 

Standard 2.6 

Keep records of risk assessments according to organisational 

procedures.                    

Learning Outcome 3 Eliminate or control the risk. 

Performance 

Standard 3.1 

Discuss, with others, ways of eliminating or controlling the risk. 

 

Range Statement: Ways of eliminating or controlling the risk involves: 

 substituting a system of work or equipment with something safer 

 isolating the hazard 

 introducing engineering controls 

 adopting administrative controls 

 using personal protective equipment 

 implementing combined control methods to minimise risk. 

Performance 

Standard 3.2 

Take measures to eliminate or control risks. 

 

Range Statement: Measures may involve: 

 implementing control measures when responsible 

 making suggestions for ways of eliminating or controlling risks 

 referring to a higher level staff member for decision on implementing 

controls. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors and to 

any small, medium or large organisation. 

All people working at all levels can participate in risk assessments which are 

commonly conducted as a team effort. 

 Frontline operational personnel, who operate with some level of 

independence and under limited supervision, would assist other colleagues 

during the process. Individuals may conduct the assessments independently 

of others. 

Required skills 
 communication skills to: 

o discuss hazards and associated risks with other workers 

o participate in risk assessments and assertively suggest control 

methods 

 literacy skills to: 

o read and interpret hazard identification and risk assessment 

template documents and organisational policies and procedures 

o complete hazard identification and risk assessment reports using 
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template documents 

 numeracy skills to score the risks and calculate an overall risk level for 

the identified hazard 

 problem-solving skills to identify and logically evaluate hazards, 

associated risks and suggest control measures 

 teamwork skills to: 

o actively and cooperatively participate in group risk assessments 

o suggest effective controls while incorporating the views of other 

people in the workplace. 

Required knowledge 
 basic aspects of the relevant Occupational Safety and Health 

legislation, specifically requirements for: 

o when, where and how hazards must be identified 

o when, where and how risk assessments must be conducted 

o consultation in the hazard identification and risk assessment process 

o work health and safety committees or work health and safety 

representatives as mechanisms for consultation 

o record keeping 

 for the specific industry sector and organisation: 

o range of group risk assessment mechanisms commonly used 

o format and use of appropriate hazard identification and risk 

assessment templates 

o range of methods for identifying hazards in the workplace 

o hazard identification and risk assessment procedures. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 participate in multiple risk assessments to identify workplace hazards, 

assess the associated safety risks and take measures to eliminate or 

control those risks 

 use appropriate methods and documents for hazard identification, risk 

assessment and control 

 demonstrate knowledge of the basic aspects of Occupational Safety and 

Health legislation for identifying hazards, assessing and controlling 

risks. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or events industry environment 

where hazards must be identified and risk assessed 

 current plain English regulatory documents distributed by the local 

work health and safety government regulator 

 work health and safety information and business management manuals 

issued by industry associations or commercial publishers 

 current commercial policies and procedures, and hazard identification 

and risk assessment template documents. 

Method of assessment 
 direct observation, using role plays, of the individual discussing hazard 

identification, risk assessment and control with colleagues 

 evaluation of hazard identification and risk assessment documents 

completed by the individual 
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 use of simulated activities to assess participation in: 

o hazard identification 

o risk assessments 

 use of, case studies and problem-solving exercises so the individual can 

suggest methods of eliminating or controlling the risks associated with 

various hazards 

 written or oral questioning to assess knowledge of: 

o legal requirements for hazard identification and risk assessment 

o contents of hazard identification and risk assessment procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01008  Prepare rooms for guests 

 MF07004  Receive and store stock 

 MF05011 Participate in safe work practices. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

 Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title   MF05013 Respond to a customer in crisis 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to identify the ramifications of a crisis on a customer and to respond 

with assistance and support. It requires the ability to identify and interpret 

information relevant to the crisis, provide customer crisis care and organise 

operational services to assist the customer in crisis. 

Classification Mixed Field>Social Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Identify and acknowledge the crisis. 

Performance 

Standard 1.1 

The scope and severity of the customer crisis is ascertained. 

 

Range Statement: Customer may include: 

 the affected customer 

 their friends and family 

 travelling companions. 

Performance 

Standard 1.2 

The customer‟s ability to continue in service participation is considered. 

Performance 

Standard 1.3 

The impacts on other customers are considered. 

Performance Information relevant to the crisis is accessed and interpreted. 
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Standard 1.4  

Range Statement: Information relevant to the crisis may be sourced from: 

 discussions with: 

o customer 

o their friends and family 

o travelling companions 

 medical reports 

 emergency services reports 

 police reports 

 staff, contractor, supplier reports on: 

o accident 

o assault 

o death 

o injury or illness 

o mugging. 

Performance 

Standard 1.5 

The incident is acknowledged as a customer crisis and details communicated 

to key people.            

 

Range Statements: Customer crisis may include: 

 accident, e.g. involvement of a vehicle  

 assault, e.g. sexual assault 

 death 

 family crisis and need for repatriation 

 major injury or illness 

 mugging 

 any incident resulting in psychological trauma 

 suicide 

 witnessing a serious incident. 

 

Key people may include: 

 colleagues, including: 

o managers 

o operational staff 

o peers 

o supervisors 

 family members 

 personnel within the controlling office: 

o event management organisation 

o inbound tour operator 

o outbound tour wholesaler 

o professional conference organiser 

o retail travel agency 

o tour operator 

 personnel from suppliers on an extended tour 

 travel insurance provider personnel 

 travelling companions.        

Learning Outcome 2 Provide customer crisis care. 

Performance 

Standard 2.1 

Symptoms of customer trauma are identified. 

 

Range Statement: Trauma may involve: 
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 behavioural disturbance: 

o avoidance of thoughts, feelings or conversations associated with the 

trauma 

o detachment from others 

o efforts to avoid activities, places or people that arouse recollections 

of the event 

o exaggerated startle response 

o increased smoking or alcohol consumption 

o irritability or outbursts of anger 

o markedly diminished interest or participation in significant tourism 

activities 

o response to cues that symbolise or resemble the event 

 cognitive ability: 

o difficulty in concentrating 

o inability to recall important aspects of the event 

o inability to make a decision 

 difficulty in falling or staying asleep 

 distressing recollections of the event 

 emotional disturbance: 

o anxiety and nervousness 

o fear 

o grief 

o guilt 

o helplessness 

o resentment 

 poor interpersonal reactions 

 physical disability 

 recurrent distressing dreams. 

Performance 

Standard 2.2 

The severity of customer trauma is monitored and assessed.  

Performance 

Standard 2.3 

Sympathetic and sensitive support and reassurance is provided to the 

customer. 

 

Range Statement: Reassurance may relate to advice about: 

 availability of assistance, advice and support 

 confidentiality of customer information 

 customer taking the lead to seek assistance, advice and support. 

Performance 

Standard 2.4 

Pitfalls in crisis care are avoided when communicating with customers.       

 

Range Statement:  Pitfalls in crisis care may include: 

 making jokes 

 making promises that cannot be kept 

 treating the event flippantly 

 trying to motivate or force customer participation in touring activities 

 use of negative or unhelpful statements   

Performance 

Standard 2.5 

Recommendations are provided to the customer. 

 

Range Statement: Recommendations may include: 

 advising the customer to: 

o cancel the remainder of their touring arrangements and return home 
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o contact their travel insurance provider 

o rebook a replacement holiday 

o report incidents to the police 

o seek medical assistance 

o seek professional counselling.                       

Learning Outcome 3 Organise services to assist the customer. 

Performance 

Standard 3.1 

An action plan is developed to manage the crisis. 

Performance 

Standard 3.2 

Sources of assistance are promptly identified and accessed. 

Performance 

Standard 3.3 

The customer is assisted to access service providers. 

 

Range Statements: To assist the customer may involve: 

 accompanying customers to service providers 

 making appointments with service providers 

 making contact with and seeking options and recommendations from the: 

o customer‟s retail travel agency 

o local tour or ground operator 

o organisation‟s controlling office 

o travel insurance provider 

 providing customers with phone numbers of crisis counselling services 

 providing explicit directions and instructions to assist customers reach 

the service provider 

 providing transport to the service provider. 

 

Service providers may include: 

 airlines 

 consulates 

 counselling services 

 funeral directors 

 high commissions 

 hospitals 

 medical and allied health professionals 

 offices of the local inbound tour or ground operator 

 police. 

Performance 

Standard 3.4 

Disruption to other customers is minimised and their services maintained. 

Performance 

Standard 3.5  

Operational services are organised to assist the customer in crisis. 

 

Range Statement: Operational services may include: 

 accommodation 

 cancellation of forward travel and tourism services 

 flights and ticketing to repatriate the customer 

 repatriation of bodies via: 

o airlines 

o consulates 

o funeral directors 

o high commissions 

o travel insurance companies. 
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Performance 

Standard 3.6 

Key people are involved in the management of the customer crisis and their 

perspective integrated. 

 

Range Statement: Key people may include: 

 colleagues, including: 

o managers 

o operational staff 

o peers 

o supervisors 

 family members 

 personnel within the controlling office: 

o event management organisation 

o inbound tour operator 

o outbound tour wholesaler 

o professional conference organiser 

o retail travel agency 

o tour operator 

 personnel from suppliers on an extended tour 

 travel insurance provider personnel 

 travelling companions.       

Performance 

Standard 3.7 

Progress with and final confirmations of operational services are provided to 

the customer and key people in explicit detail. 

Learning Outcome 4 Evaluate and debrief customer crisis management. 

Performance 

Standard 4.1 

The crisis management process is evaluated to determine the effectiveness of 

the response. 

Performance 

Standard 4.2 

A debrief and all reports are completed. 

Performance 

Standard 4.3 

Recommendations for improvements are provided to future crisis 

management practices. 

Performance 

Standard 4.4 

Assistance is sought to cope with any personal trauma experienced. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. It has 

particular application to accommodation providers, tour operators, retail 

travel agencies and inbound tour operators. 

The crisis would be significant and could involve the death, injury, illness or 

psychological trauma of a customer. It does not cover more operational 

circumstances, such as the loss of travel documents, passports and money. 

This NCS applies to people who operate independently or with limited 

guidance from others. This includes senior tour coordinators, senior retail 

travel consultants, hotel duty managers, guides, and tour managers who are 

able to use significant discretion and judgement to respond to customer 

crises. 

Required skills 
 communication skills to: 

o discuss details of a customer crisis with key internal and external 

people 

o provide sympathetic and sensitive support to the customer 

 critical thinking skills to evaluate the severity of crisis impacts on the 

customer 
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 literacy skills to: 

o read and interpret reports on the customer crisis and customer 

forward service arrangements 

o research sources of assistance for the customer 

o write succinct action plans and accurate and complex crisis 

management reports 

 numeracy skills to calculate immediate costs of service provision to the 

customer 

 planning and organising skills to organise operational services to assist 

the customer while minimising disruption to other customers 

 problem-solving skills to identify, acknowledge and immediately 

respond to customer crises 

 self-management skills to take responsibility for managing a customer 

in crisis 

 teamwork skills to involve key staff members in the management of a 

customer crisis. 

Required knowledge 
 key symptoms of trauma 

 sources of medical and counselling assistance 

 communication techniques for supporting and reassuring customers 

 pitfalls in crisis care communications 

 operational services used to manage customer service and repatriation 

arrangements 

 role of key external people and organisations in managing a customer 

crisis 

 a range of formats for and inclusions of incident reports for the specific 

organisation: 

o the roles and responsibilities of key staff members 

o procedures for reporting and managing customer incidents. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 identify the ramifications of a customer crisis, respond with customer 

crisis care and organise operational services to assist the customer 

 integrate knowledge of the key symptoms of trauma and 

communication techniques for supporting and reassuring customers. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry customer 

service environment where a customer is in crisis 

 customer service arrangements or itineraries 

 customer crisis information 

 current industry procedures for reporting and managing customer 

incidents 

 customers with whom the individual can interact. 

Method of assessment 
 evaluation of a portfolio, prepared by the individual, incorporating 

documents used for the management of a customer crisis: 

o summary of customer crisis information 

o an action plan to manage the crisis 
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o notes on the organisation of operational services to assist the 

customer in crisis 

o reports produced post crisis 

 direct observation, using role plays, of the individual supporting and 

reassuring customers 

 use of case studies and problem-solving exercises so the individual can 

identify and evaluate the impacts of different types of customer crises 

and provide responses 

 written and oral questioning to assess knowledge of: 

o the key symptoms of trauma 

o communication techniques for supporting and reassuring customers 

o role of key external people and organisations in managing a 

customer crisis 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual.  

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01019 Work effectively in hospitality service 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015  

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  MF05014 Manage conflict 

SQF Level IV NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to resolve complex or escalated complaints and disputes with 

internal and external customers and colleagues. It requires the ability to use 

effective conflict resolution techniques and communication skills to Manage 

conflict and develop solutions. It does not cover formal negotiation, 

counselling or mediation. 

Classification Mixed Field>Social Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Identify conflict situations. 

Performance 

Standard 1.1 

Potential for conflict is identified and swift and tactful action taken to 

prevent escalation. 

 

Range Statement: Conflict may relate to: 

 customers whose special needs or expectations have not been met 

 delays or poor timing of product or service supply 

 difficult or complex customer complaints 

 difficult or demanding customers 
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 disputes or arguments among work colleagues 

 drug or alcohol-affected persons 

 ejection from premises 

 escalated customer or staff complaints leading to disputes 

 human resource issues: 

o counselling 

o incorrect pay 

o job duties 

o lack of competence 

o worker mistakes 

o rosters 

o dismissals 

 misunderstandings or communication barriers 

 problems or faults with a service or product 

 refused entry. 

Performance 

Standard 1.2 

Situations where personal safety of customers or colleagues may be 

threatened are identified and appropriate assistance organised.  

 

Range Statement: Situations may involve: 

 customers refusing to leave or be pacified 

 drug or alcohol-affected persons 

 people who appear to be violent or are threatening 

 people involved in physical violence 

 people with guns or arms 

 situations where someone has been or may be hurt. 

 

Customers or colleagues may include: 

 internal or external customers 

 those from a range of social and cultural backgrounds 

 outside contractors 

 suppliers 

 workmates. 

Performance 

Standard 1.3 

Resources are identified to assist in managing conflict.  

 

Range Statement: Resources may include: 

 counsellors 

 internal security staff 

 mediators 

 other staff members 

 police 

 senior staff. 

Learning Outcome 2 Resolve conflict. 

Performance 

Standard 2.1 

Responsibility is taken for finding a solution to conflict. 

Performance 

Standard 2.2 

The nature and details of conflict are established and agreed upon with all 

parties and impact assessed.  

Performance 

Standard 2.3 

Conflict is dealt with sensitively, courteously and discreetly.  

Performance Steps are taken to minimise the impact of the conflict on other colleagues 
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Standard 2.4 and customers. 

                       

Performance 

Standard 2.5 

Effective conflict resolution techniques and communication skills are used to 

manage the conflict and develop solutions.      

 

Range Statements:  Conflict resolution techniques may include: 

 negotiation 

 use of appropriate communication skills. 

 

Communication skills may include: 

 ability to speak clearly, be understood and use appropriate language, 

style and tone 

 active listening 

 asking questions to gain information, clarify ambiguities and adequately 

understand requirements 

 assertiveness 

 empathising with the person‟s situation while upholding organisational 

policy 

 non-verbal communication and recognition of non-verbal signs 

 questioning techniques, such as asking the right question to elicit the 

other parties‟ needs 

 rephrasing and repeating questions, requests and statements to confirm 

that they have been correctly understood 

 those appropriate to different social and cultural groups.            

Performance 

Standard 2.6 

All points of view in the conflict are encouraged, acknowledged and treated 

with respect.                  

Performance 

Standard 2.7 

The impact of conflict on business reputation and legal liability is identified 

and evaluated.          

Performance 

Standard 2.8 

Options to resolve the conflict are evaluated, taking into account 

organisational policies and constraints.      

 

Range Statement: Policies and constraints may include: 

 complaints 

 customer service 

 disputes 

 exchanges 

 refunds 

 staff grievance 

 costs and budgets 

 lack of availability of replacement products or services 

 organisational policy on refunds or exchange. 

Performance 

Standard 2.9 

The best solution is implemented and required documentation 

completed.                       

Learning Outcome 3 Evaluate conflicts and resolutions. 

Performance 

Standard 3.1 

Parties involved are encouraged to provide feedback on conflict and its 

resolution process. 

Performance 

Standard 3.2 

The situation is reviewed by reflection and effectiveness of the solution is 

evaluated. 

Performance Possible causes of workplace conflict are determined and input provided to 
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Standard 3.3 minimise the risk of further conflict. 

 

Range Statement: Causes of workplace conflict may include: 

 changes to practices and procedures 

 complaints 

 cultural misunderstanding 

 lack of empathy 

 lack of information 

 poor communication 

 rostering issues 

 workplace systems. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. 

The NCS applies mainly to supervisors and managers who operate with 

some level of independence and use discretion and judgement to resolve  

conflict. 

Required skills 

 communication skills to deal with conflict sensitively, courteously and 

discreetly through use of conflict resolution techniques 

 critical thinking skills to analyse and decide on the best resolution for 

conflict 

 initiative and enterprise skills to consider and suggest changes to 

workplace practices to avoid future conflict 

 literacy skills to: 

o research sources of internal and external assistance to resolve the 

conflict 

o write reports, including comprehensive details of the conflict, the 

parties involved, discussions with all parties and the resolution 

 problem-solving skills to identify and resolve conflicts and minimise 

impact on other colleagues and customers 

 self-management skills to take responsibility for conflict outcomes 

 teamwork skills to discuss and resolve conflicts between team members. 

Required knowledge 

 types of conflict in the tourism, travel, hospitality and event industries, 

typical causes and resolutions 

 conflict theory, including signs, stages, levels, factors involved and 

results 

 conflict resolution and communication techniques, including: 

o assertiveness 

o active listening 

o non-verbal communication 

o language style 

o negotiation 

o use of appropriate communication 

 organisational policies and procedures for complaint, conflict and dispute 

resolution. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 resolve different workplace conflicts using a range of conflict resolution 

and communication techniques 
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 demonstrate knowledge of commonly occurring conflict situations in the 

workplace and the stages of conflict. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry environment 

where conflicts occur 

 current commercial policies and procedures for complaint, conflict and 

dispute resolution  

 others with whom the individual can interact to resolve conflicts. 

Method of assessment 
 direct observation, using role plays, of the individual resolving conflicts 

using a range of communication techniques 

 use of simulated activities to assess participation in conflicts involving: 

o customers refusing to leave or be pacified 

o drug or alcohol-affected persons 

o people who appear to be violent or are threatening 

 use of problem-solving activities so the individual can analyse and find 

solutions for various conflicts arising in the workplace 

 written or oral questioning to assess knowledge of: 

o types of conflict 

o conflict theory 

o conflict resolution and communication techniques 

o content of policy and procedures for refunds or exchange 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01017 Provide accommodation reception services 

 MF09023  Provide service to customers 

 MC15009 Enhance the customer service experience 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title  MF05015 Implement and monitor work health and safety practices 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to implement those predetermined work health and safety practices 

designed, at management level, to ensure a safe workplace. It requires the 

ability to monitor safe work practices, coordinate consultative arrangements, 

risk assessments, work health and safety training and the maintenance of 
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records. 

Classification Mixed Field>Social Skills 

Pre-requisites MF05012 Identify hazards, assess and control safety risks. 

Learning Outcome 1 Provide information on health, safety and security. 

Performance 

Standard 1.1 

Relevant work health and safety information is explained to personnel. 

 

Range Statement: Work health and safety information may include: 

 consultative arrangements for work health and safety 

 employee roles and responsibilities in work health and safety 

management practices 

 legal obligations and ramifications of failure to comply 

 location of first aid kit and emergency evacuation plan 

 work health and safety training information and updates 

 policies: 

o overall approach of organisation to work health and safety 

o participation of personnel in work health and safety management 

practices 

o responsibilities of employees to ensure safety 

 procedures 

 specific risk control measures relevant to the workplace 

 specific regulations and codes of practice 

 use of: 

o hazard identification reporting documents 

o risk assessment template documents. 

Performance 

Standard 1.2 

All current work health and safety information is made readily accessible to 

staff.  

Learning Outcome 2 Monitor safe work practices. 

Performance 

Standard 2.1 

Adherence to work health and safety procedures is monitored according to 

organisational standards.  

 

Range Statement: Work health and safety procedures may cover: 

 consultation 

 emergencies 

 evacuation of staff and customers 

 handling chemicals and hazardous substances 

 hazard identification and reporting 

 incident and accident reporting 

 risk assessments and reporting 

 safe work practices 

 security management of:  

o cash  

o documents  

o equipment  

o keys 

o people. 

Performance 

Standard 2.2 

Safe work practices are monitored to ensure ongoing compliance. 

 

Range Statement: Safe work practice may include: 

 clearing hazards from immediate work area 
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 following the direction of: 

o safety signage 

o supervisors 

o managers 

 handling chemicals, poisons and dangerous materials safely 

 operating beverage dispensing systems, taking account of the dangers 

associated with inert gases 

 taking short breaks away from stressful situations involving difficult 

colleagues and customers 

 taking designated breaks and rotating tasks  

 using: 

o equipment designed to assist with or replace manual handling 

o ergonomically sound furniture and workstations  

o personal protective equipment and clothing 

o safe manual handling techniques for shifting heavy items 

o safe posture and movements, including sitting, standing and bending  

 working with knives and hot equipment to avoid injury. 

Performance 

Standard 2.3 

Non-compliance with procedures and safe work practice is actioned and 

addressed promptly. 

Performance 

Standard 2.4 

Effectiveness of work health and safety practices in maintaining the health, 

safety and security of personnel is monitored in day-to-day 

operations.              

Learning Outcome 3 Coordinate consultative arrangements for the management of health, safety 

and security issues. 

Performance 

Standard 3.1 

The operation of all consultative processes is coordinated according to 

organisational procedures. 

 

Range Statement: Consultative processes may involve: 

 a diary, whiteboard or suggestion box used by staff to report issues of 

concern  

 fact sheets to fully inform personnel about work health and safety rights 

and responsibilities 

 formal work health and safety representatives and committees 

 formal meetings with agendas, minutes and action plans  

 informal meetings with notes 

 work health and safety discussions with employees during the course of 

each business day 

 recording issues in a management diary 

 regular staff meetings that involve work health and safety discussions 

 seeking staff suggestions for content of work health and safety policies 

and procedures 

 special staff meetings or workshops to specifically address work health 

and safety issues 

 staff handbook which includes work health and safety information 

 surveys or questionnaires that invite staff feedback on work health and 

safety issues. 

Performance 

Standard 3.2 

Staff members are provided with the opportunity to contribute their views on 

current and future work health and safety management practices. 

Performance Issues raised through work health and safety consultation are resolved or 
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Standard 3.3 referred to the appropriate person. 

Performance 

Standard 3.4 

Staff and own feedback on work health and safety management practices are 

provided to the designated person in a timely manner. 

Learning Outcome 4 Procedures for identifying hazards, assessing and controlling risks are 

implemented and monitored. 

Performance 

Standard 4.1 

Scheduled hazard identification activities are coordinated to ensure hazards 

are identified at times designated by legislation. 

 

Range Statement: Times designated by legislation may include: 

 when changes to the workplace are implemented, including: 

o before the premises are used for the first time 

o before and during the installation or alteration of any plant 

o before changes to work practices are introduced 

 when any new information relating to health and safety risk becomes 

available. 

Performance 

Standard 4.2 

Hazards are identified on an ongoing basis through own day-to-day 

workplace operations. 

 

Range Statement: Hazards may be associated with: 

 physical environment, for example: 

o crowds 

o customer ability to fully engage in all activities, e.g. health issues 

o electrical items 

o exposure to weather and natural disasters 

o flooring 

o hot and cold work environments 

o lighting 

o noise levels 

o pests 

o touring activities to be undertaken 

o wild animals and local wildlife 

o working space of workers 

 plant, for example: 

o appliances 

o beverage dispensing systems using inert gases 

o equipment 

o machinery 

o tools 

 working practices, for example: 

o length of time spent at certain task and allocation of breaks 

o rostering and shift allocation 

o opening and closing procedures 

o standard operating procedures for work-related tasks 

 security issues, for example: 

o customer behaviour 

o storage of cash, documents and keys 

o theft and robbery. 

Performance 

Standard 4.3 

Reports of hazards by other workers are addressed and risk assessments are 

coordinated according to organisational procedures.  
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Performance 

Standard 4.4 

Risk control methods are implemented or referred to appropriate person if 

control is outside scope of responsibility. 

Performance 

Standard 4.5 

The effectiveness of control measures are monitored, any inadequacies are 

promptly identified and resolved or reported to the appropriate person. 

Learning Outcome 5 Implement and monitor health, safety and security training. 

Performance 

Standard 5.1 

Work health and safety training needs are identified based on regular staff 

monitoring. 

 

Range Statement: Work health and safety training needs may include: 

 coaching or mentoring in safe work practices 

 formal training programs in safe work practices 

 hazard identification, risk assessment and control 

 work health and safety policy and procedure induction 

 work health and safety representative or committee 

 provision of information, fact sheets and signage to ensure safe work 

practices. 

Performance 

Standard 5.2 

Arrangements are made to fulfil training needs. 

Performance 

Standard 5.3 

Effectiveness of training is monitored and adjustments made if required. 

Learning Outcome 6 Maintain work health and safety records and reports. 

Performance 

Standard 6.1 

Work health and safety records and reports are completed accurately and 

legibly and store according to organisation and legal requirements. 

 

Range Statement: Work health and safety records and reports may include 

documentation of: 

 consultation 

 hazard identification 

 incident and accident notifications to work health and safety regulatory 

authorities 

 incident or accident, near miss reports and related statistics 

 monitoring reports and recommendations for change, including 

effectiveness of: 

o agendas for and minutes of meetings 

o committee members 

o consultation decisions and follow-up actions 

o consultation processes 

o diaries of meetings 

o work health and safety information provided to personnel 

o risk controls 

o safe work practices 

 risk assessments 

 risk control actions 

 training action plans 

 training undertaken. 

Performance 

Standard 6.2 

Data and reports are used to provide reliable and timely input to the 

management of workplace health, safety and security. 

Performance 

Standard 6.3 

Printed materials usage is minimised and electronic transmission and record 

keeping maximised to reduce waste. 
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Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors and to 

any small, medium or large organisation. 

It applies to those people who operate independently or with limited 

guidance from others. This includes supervisors and departmental managers. 

Required skills 
 communication skills to: 

o explain issues of work health and safety responsibility to personnel 

o discipline non-compliant personnel 

o conduct sometimes complex work health and safety consultation 

activities 

o explain all work health and safety procedures and information on 

safe work practices 

 critical thinking skills to: 

o allow for a rational and logical evaluation of the effectiveness of 

work health and safety management practices 

o incorporate the views of other people consulted in the workplace 

 literacy skills to: 

o read and interpret unfamiliar and complex materials describing 

regulatory requirements for work health and safety management and 

organisational policies and procedures 

o write high level reports about the effectiveness of work health and 

safety management practices, including recommendations for 

change and complete accurate records for regulatory compliance 

 planning and organising skills to coordinate consultative arrangements, 

work health and safety training and regular hazard identification and 

risk assessment activities 

 problem-solving skills to analyse work health and safety system 

deficiencies and recommend change 

 teamwork skills to monitor staff members‟ daily compliance with work 

health and safety management practices and counsel on non-

compliance. 

Required knowledge 
 the primary components of relevant Occupational Safety and Health  

legislation. This would include: 

o actions that must be taken for legal compliance 

o employer responsibilities to provide a safe workplace 

o requirement to consult and acceptable consultation mechanisms 

o requirements for the use of work health and safety representatives 

and committees, and their roles and responsibilities 

o requirements for hazard identification, risk assessment, risk control 

and acceptable mechanisms 

o requirements for record keeping and acceptable record keeping 

mechanisms 

o requirement to provide information and training 

o employee responsibilities to ensure safety of self, other workers and 

other people in the workplace 

o employee responsibility to participate in work health and safety 

practices 

o ramifications of failure to observe Occupational Safety and Health 

legislation and organisational policies and procedures 
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 for the specific organisation: 

o the full content of work health and safety policies, procedures, 

consultation, hazard identification, risk assessment and reporting 

documents 

o methods used for work health and safety consultation, hazard 

identification and risk assessment 

o options for the provision of training. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 implement and monitor predetermined work health and safety work 

practices, coordinate consultative arrangements, risk assessments, work 

health and safety training and the maintenance of records 

 monitor the effectiveness of the work health and safety system over a 

period of time 

 integrate knowledge of management practices that must be implemented 

for compliance with Occupational Safety and Health legislation 

 integrate knowledge of policies and procedures when monitoring work 

health and safety practices. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry business 

operation for which work health and safety management practices are 

implemented and monitored 

 computers, software programs, printers and communication technology 

used to administer the implementation and monitoring of a work health 

and safety system 

 the relevant Occupational Safety and Health legislation 

 current plain English regulatory documents distributed by the local work 

health and safety government regulator 

 codes of practice and standards issued by government regulators or 

industry groups 

 work health and safety information and business management manuals 

issued by industry associations or commercial publishers  

 current commercial work health and safety policies and procedures 

 an operational team for which the individual coordinates work health 

and safety management practices. 

Method of assessment 
 direct observation, using role plays, of the individual providing work 

health and safety information and conducting work health and safety 

consultation sessions 

 evaluation of documents prepared by the individual: 

o action plans to coordinate consultative processes, hazard 

identification and risk assessment activities 

o a range of work health and safety records and reports 

o reports detailing the effectiveness of work health and safety 

management practices and recommendations for change 

 use of case studies and problem-solving exercises so the individual can 

suggest methods for controlling staff non-compliance with procedures 

and safe work practices 
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 written or oral questioning to assess knowledge of: 

o legislative requirements 

o contents of policies and procedures 

o methods used for Occupational Safety and Health consultation, 

hazard identification and risk assessment 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF09029 Monitor work operations 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date 26
th

 November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  MF07003 Source and present industry information 

SQF Level I NCS Credit Value 1 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to conduct basic research and present information in response to an 

identified need.  

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Source industry information. 

Performance 

Standard 1.1 

Current information sources appropriate to the information to be sourced are 

identified. 

 

Range Statement: Information to be sourced may relate to: 

 availability of products or services 

 customer service research, e.g. feedback from customers about a 

particular product or service 

 information from other departments in the organisation, e.g. about 

available products or services 

 product supplier information, e.g. for sourcing a new supplier or product 

 new workplace systems or equipment 

 product and service styles that would meet certain customer and market 

requirements. 

Performance 

Standard 1.2 

Information sources are accessed and reviewed for relevance. 

 

Range Statement: Information sources may be electronic or print-based and 

may include:  

 customer feedback 

 general and trade media 
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 industry associations 

 industry marketing or research bodies 

 lectures and presentations 

 other colleagues and personnel 

 product suppliers 

 trade shows and exhibitions. 

Performance 

Standard 1.3 

Information is obtained within designated timelines. 

Learning Outcome 2 Prepare and present information. 

Performance 

Standard 2.1 

Information is reviewed and content selected to suit the specific need. 

Performance 

Standard 2.2 

Text is drafted, including appropriate information. 

 

Performance 

Standard 2.3 

Information is expressed clearly, concisely and accurately. 

 

Performance 

Standard 2.4 

Information is presented according to organisational guidelines and in a 

format appropriate to the circumstances and audience.  

Performance 

Standard 2.5 

Information is delivered to appropriate person within designated timelines. 

  

Explanatory Notes This NCS applies to all industry sectors and to any individual who needs to 

use very basic research and presentation skills in the workplace. People 

working under supervision would undertake this role.  

Required skills 

 communication skills to present simple information clearly and logically 

 literacy skills to read and interpret information on familiar topics 

 technology skills to use the Internet as a research tool. 

Required knowledge 

 types of information resources available and how to access them, 

including the Internet 

 methods of presenting information in a logical sequence and at an 

appropriate depth 

 alternative presentation formats for special needs groups. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this unit 
Evidence of the ability to: 

 find and review current information on various topics related to particular 

information needs 

 present information in a logical, well organised and appropriate manner. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 current information and communications technology. 

Method of assessment 
 use of case studies to research a work-related topic and deliver the 

information sourced in a brief presentation 

 evaluation of a simple report responding to a research request 

review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this unit with other units relevant to the industry sector, workplace and 
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job role, for example:  

 MF09019 Participate in workplace communications 

 FH01014Source and use information on the hospitality industry 

 MC21001Source and use information on the tourism and travel industry. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  MF07004 Receive and store stock 

SQF Level I NCS Credit Value 1 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to check and take delivery of stock and to appropriately store, rotate 

and maintain the quality of stock items. 

It does not include specialist stock control processes for perishable 

foodstuffs which are covered by the NCS Maintain the quality of perishable 

supplies. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Check and take delivery of stock. 

Performance 

Standard 1.1 

Incoming stocks checked against orders and delivery documentation. 

 

Range Statement: Stock may include:  

 alcohol 

 cleaning agents and chemicals 

 customer travel products: 

o luggage labels 

o travel bags 

o travel wallets 

o tickets 

o vouchers 

o event supplies 

 food: 

o dairy products 

o canned products 

o dry goods 

o frozen goods 

o fruit 

o meat 

o oils 

o poultry 

o seafood 

o vacuumed sealed items 

o vegetables 

 fuel: 
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o aircraft 

o coaches 

o hire cars 

o vessels 

o general stores 

 housekeeping supplies 

 linen 

 merchandise 

 non-alcoholic beverages: 

o mixers 

o juice 

o soft drink 

o tea coffee 

 uniforms. 

Performance 

Standard 1.2 

Discrepancies are identified, recorded and reported according to 

organisational procedures. 

Performance 

Standard 1.3 

Items are inspected for damage, quality and use by dates and record findings 

according to organisational procedures. 

Performance 

Standard 1.4 

Details of incoming stock are recorded according to organisational 

procedures. 

Learning Outcome 2 Store stock. 

Performance 

Standard 2.1 

Stock is promptly transported and stored in appropriate storage area. 

 

Performance 

Standard 2.2 

Safe manual handling techniques are used to avoid injury when moving and 

storing stock. 

Performance 

Standard 2.3 

Stock is labelled according to organisational procedures. 

 

Performance 

Standard 2.4 

Excess stock is reported according to organisational procedures. 

  

Learning Outcome 3 Rotate and maintain stock. 

Performance 

Standard 3.1 

Stock is rotated for maximum use and minimum wastage. 

Performance 

Standard 3.2 

The quality of stock is regularly checked and findings reported according to 

organisational procedures. 

Performance 

Standard 3.3 

Spoilt stock and waste, especially hazardous substances, are disposed of 

safely according to organisational procedures to minimise negative 

environmental impacts. 

Performance 

Standard 3.4 

The cleanliness of stock handling and storage areas is maintained and any 

problems reported according to organisational procedures. 

Performance 

Standard 3.5  

Stock control systems and equipment are used according to organisational 

speed and accuracy requirements. 

 

Range Statements: Stock control systems may involve:  

 bin cards 

 imprest 

 integrated point of sale systems 

 ledgers 

 stock control procedures and template documents and reports for: 

o ordering 
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o levels 

o loss 

o performance 

o monitoring of quality 

o receipt 

o reorder cycles 

o rotation 

o security 

o stocktakes 

o valuation 

o wastage 

 storage requirements for different kinds of stock 

 use of : 

o electronic stock control equipment 

o stock control software systems. 

Explanatory Notes This NCS applies to the tourism, travel, hospitality and event industry 

sectors and to any type of stock. 

The NCS is relevant to organisations where stock control is an integral and 

essential part of business operations, and where there are control issues to be 

considered. The NCS is not appropriate for situations where stock 

management is very simple, such as controlling stationery supplies in a small 

office. 

It applies to operational personnel who work with very little independence 

and under close supervision. They apply little discretion and judgement and 

follow predefined organisational procedures to report any stock-related 

discrepancies to a higher level staff member for action. 

Required skills 
 communication skills to make accurate verbal reports of stock 

discrepancies and quality 

 literacy skills to: 

o read and comprehend order and delivery documentation, use-by 

dates, stock labels, and organisational procedures 

o write records of incoming stock and simple reports about stock 

discrepancies and quality 

 numeracy skills to count incoming, stored and rotated stock items 

 planning and organising skills to conduct stock activities in a logical 

and time-efficient work flow 

 problem-solving skills to identify, record and report order discrepancies 

and quality of stock items 

 technology skills to use: 

o a computer and keyboard 

o the system capabilities and functions of a stock control system 

o electronic equipment used for stock control. 

Required knowledge 
 principles of stock control, including: 

o rotation and replenishment 

o product life cycle and maximising the use of all stock 

o checking for slow moving items 

o segregation of non-food items from food items that have potential to 

cross-contaminate 
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 for the specific industry sector, types of: 

o computerised stock control systems; their functions and features 

o electronic equipment used for stock control; their functions and 

features 

o stock recording documentation 

o stock security systems 

o storage and their suitability for different kinds of stock 

 for the specific organisation: 

o relevant stock, including product life and storage requirements for 

specific goods 

o procedures for security, recording incoming stock, reporting on 

discrepancies, deficiencies and excess stock 

o order and delivery documentation 

 safe manual handling techniques for the receipt, transportation and 

storage of stock 

 safe and correct use of equipment, such as forklifts 

 correct and environmentally sound disposal methods for all types of 

waste and in particular for hazardous substances. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 interpret and complete stock documentation and efficiently and safely 

receive, store and maintain diverse stock items on multiple occasions 

 integrate, into daily work activities, knowledge of:  

o stock recording procedures 

o security procedures 

o manual handling techniques 

 complete stock activities within commercial time constraints. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism or hospitality industry stock control 

environment where stock is received, stored and recorded 

 computers, printers and stock control software systems currently used 

by the tourism or hospitality industry 

 electronic equipment used for stock control 

 a diverse and comprehensive range of tourism or hospitality industry 

stock items that are received and stored 

 current commercial stock recording procedures and documentation for 

the receipt and storage of stock. 

Method of assessment 
 direct observation of the individual: 

o receiving and storing stock 

o using correct manual handling techniques 

 review of documents prepared by the individual: 

o records of incoming stock 

o discrepancy and deficiency reports 

o excess stock reports 

 use of problem-solving exercises to assess the individual‟s ability to 

respond to stock deficiencies, order discrepancies and overstocked 

items 
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 written and oral questioning to assess knowledge of stock recording and 

security procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCSs relevant to the industry sector, workplace 

and job role, for example: 

 MF09019 Participate in workplace communications  

 FH06002 Maintain the quality of perishable items  

 MF05011 Participate in safe work practices. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  MF09019 Participate in workplace communications 

SQF Level II NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to communicate in the workplace. It includes gathering, receiving 

and conveying information together with completing routine written 

correspondence. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Gather, receive and convey information and ideas relevant to the workplace. 

Performance 

Standard 1.1 

Information to achieve work responsibilities are collected  from appropriate 

sources. 

Performance 

Standard 1.2 

Relevant method/s and/or equipment are used to communicate appropriate 

ideas and information to the audience. 

 

Range Statement: Communication equipment may include:  

 facsimile machines 

 information technology components including hardware, software and 

communication packages 

 keyboard equipment including mouse, touchpad, keyboard 

 network systems 

 pens, pencils 

 telephones 

Performance 

Standard 1.3 

Effective listening and speaking skills are used in verbal communication. 

 

Range Statement: Verbal communication may include: 

 answering enquiries from clients 

 answering telephone calls 

 informal discussions 
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 requests from colleagues 

 use of voice mail 

Performance 

Standard 1.4 

Input is sought from internal and external sources to develop and refine new 

ideas and approaches. 

Performance 

Standard 1.5 

Instructions or enquiries are responded to promptly and in accordance with 

organisational requirements.  

 

Range Statement: Organisational requirements may include: 

 access and equity principles and practice 

 business and performance plans 

 defined resource parameters 

 ethical standards 

 goals, objectives, plans, systems and processes 

 legal and organisational policies, guidelines and requirements 

 Occupational Safety and Health policies, procedures and programs 

 quality and continuous improvement processes and standards 

 quality assurance and/or procedures manual 

Learning Outcome 2 Complete workplace documentation and correspondence according to 

organisational requirements. 

Performance 

Standard 2.1 

Written information and ideas are presented in clear and concise language to 

ensure the intended meaning of correspondence is understood by recipient. 

 

Range Statements: Written information may include: 

 briefing notes 

 electronic mail 

 facsimiles 

 general correspondence 

 handwritten and printed materials 

 internal memos 

 telephone messages 

Correspondence may include:  

 emails 

 memorandums 

 messages 

 proforma 

 standard/form letters 

Performance 

Standard 2.2 

Correspondence is drafted and presented within designated time lines. 

Performance 

Standard 2.3 

Written information is presented in a way that meets organisational 

standards of style, format and accuracy. 

 

Range Statement: Standards may include: 

 legislation 

 organisational policies and procedures 

 specified work standards 

 standards set by workgroup 

Performance 

Standard 2.4 

Workplace forms and documentation are completed in a clear, concise and 

easy to read format.  

Learning Outcome 3 Communicate in a way that responds positively to individual differences and 

barriers to understanding. 
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Performance 

Standard 3.1 

All individuals are  treated with respect, courtesy and sensitivity. 

Performance 

Standard 3.2 

Consideration is given to cultural differences in all verbal and non-verbal 

communication. 

Performance 

Standard 3.3 

Communication is used to develop and maintain positive relationships, 

mutual trust and confidence. 

Performance 

Standard 3.4 

Efforts are made to use basic strategies to overcome language barriers. 

Performance 

Standard 3.5  

Personal behaviour is consistent with legislative requirements, enterprise 

guidelines and/or social protocols. 

Explanatory Notes This NCS applies to individuals who perform a range of routine workplace 

communication tasks using a limited range of practical skills and 

fundamental knowledge of effective listening, questioning and non-verbal 

communication in a defined context under direct supervision or with limited 

individual responsibility. 

Required skills 

 communication skills to request advice, to receive feedback and to work 

with a team 

 culturally appropriate communication skills to relate to people from 

diverse backgrounds and people with diverse abilities 

 literacy skills to identify work requirements, and to understand and 

process basic workplace documentation 

 organisational skills to plan work priorities and arrangements 

 technology skills to select and use technology appropriate to 

communication tasks. 

Required knowledge 

 key provisions of relevant legislation from all forms of government that 

may affect aspects of business operations, such as: 

o anti-discrimination legislation 

o ethical principles 

o codes of practice 

o privacy laws 

o Occupational Safety and Health organisational policies, plans and 

procedures, especially style guide 

o spelling, grammar and punctuation. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 

Evidence of the following is essential: 

 using communication methods appropriate to the audience 

 producing clear, concise and correct written communication 

 providing prompt responses to requests for information 

 knowledge of relevant legislation. 

Context of and specific resources for assessment 

Assessment must ensure: 

 access to an actual workplace or simulated environment 

 access to office equipment and resources 

 examples of workplace documents, including policies and procedures 

relating to communication. 

Method of assessment 
A range of assessment methods should be used to assess practical skills and 
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knowledge. The following examples are appropriate for this NCS: 

 direct questioning combined with review of portfolios of evidence and 

third party workplace reports of on-the-job performance by the candidate 

 review of written information and ideas 

 demonstration of techniques 

 observation of presentations 

 review of correspondence and completed workplace forms and 

documentation 

 assessment of presentation of written information. 

Guidance information for assessment 

Holistic assessment with other NCSs relevant to the industry sector, 

workplace and job role is recommended, for example: 

 MF04009 Show social and cultural sensitivity in the workplace 

 MF09020 Work effectively with others 

 other general administration NCSs. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  MF09020 Work effectively with others 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to work in a group environment promoting team commitment and 

cooperation, supporting team members and dealing effectively with issues, 

problems and conflict. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Develop effective workplace relationships. 

Performance 

Standard 1.1 

Individual responsibilities and duties in relation to workgroup members are 

identified and activities are undertaken in a manner that promotes 

cooperation and good relationships. 

 

Range Statements: Responsibilities and duties may include: 

 Code of Conduct 

 job description and employment arrangements 

 organisation‟s policy relevant to work role 

 skills, training and competencies 

 supervision and accountability requirements including Occupational 

Safety and Health 

 environmentally sustainable working practices 

 team structures. 

 

Workgroup members may include: 

 coach/mentor 
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 other members of the organisation 

 peers/work colleagues/team/enterprise 

 supervisor or manager. 
 

Performance 

Standard 1.2 

Time and resource constraints are taken into account in fulfilling work 

requirements of self and others.  

Performance 

Standard 1.3 

Constructive feedback is encourage, acknowledged and acted upon when 

provided by others in the workgroup.  

 

Range Statement: Feedback on performance may include: 

 formal/informal performance appraisals 

 obtaining feedback from clients 

 obtaining feedback from supervisors and colleagues 

 personal, reflective behaviour strategies 

 routine organisational methods for monitoring service delivery. 

Learning Outcome 2 Contribute to workgroup activities.  

Performance 

Standard 2.1 

Team members are supported in a way that  ensures workgroup goals are 

met. 

 

Range Statement: Support to team members may include: 

 explaining/clarifying 

 helping colleagues 

 problem-solving 

 providing encouragement 

 providing feedback to a team member 

 undertaking extra tasks if necessary. 

Performance 

Standard 2.2 

Workgroup goals and tasks are contributed to constructively according to 

organisational requirements 

Performance 

Standard 2.3 

Information relevant to work with workgroup is shared to ensure designated 

goals are met. 

 

Range Statement: Information to be shared may include: 

 acknowledging satisfactory performance 

 acknowledging unsatisfactory performance 

 assisting a colleague 

 clarifying the organisation‟s preferred task completion methods 

 encouraging colleagues 

 open communication channels 

 workplace hazards, risks and controls 

Performance 

Standard 2.4 

 Strategies/opportunities for improvement of workgroup are identified and 

planned in liaison with workgroup.     

 

Range Statement: Strategies/opportunities for improvement may include: 

 career planning/development 

 coaching, mentoring and/or supervision 

 formal/informal learning programs 

 internal/external training provision 

 performance appraisals 

 personal study 

 recognition of current competence (RCC)/skills recognition/initial 

assessment 
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 work experience/exchange/opportunities 

 workplace skills assessment. 

Learning Outcome 3 Deal effectively with issues, problems and conflict.  

Performance 

Standard 3.1 

Differences in personal values and beliefs are respected and their importance 

in the development of relationships acknowledged. 

Performance 

Standard 3.2 

Linguistic and cultural differences in communication styles are identified 

and responded to appropriately.  

Performance 

Standard 3.3 

Issues, problems and conflict encountered in the workplace are identified. 

Performance 

Standard 3.4 

Assistance from workgroup members is sought when issues, problems and 

conflict arise, and possible ways of dealing with them are suggested as 

appropriate, or referred to the appropriate person. 

Explanatory Notes This NCS applies to individuals who perform a range of routine tasks using a 

limited range of practical skills and fundamental knowledge of teamwork in 

a defined context under direct supervision or with limited individual 

responsibility. 

Required skills 
 literacy skills to read and understand the organisation‟s policies and work 

procedures, to write simple instructions for particular routine tasks and to 

interpret information gained from correspondence 

 communication skills to request advice, to receive feedback and to work 

with a team 

 technology skills to select and use technology appropriate to a task 

 culturally appropriate communication skills to relate to people from 

diverse backgrounds and people with diverse abilities. 

Required knowledge 
 key provisions of relevant legislation from all levels of government that 

may affect aspects of business operations, such as: 

o anti-discrimination legislation 

o ethical principles 

o codes of practice 

o privacy laws 

o Occupational Safety and Health environmentally sustainable work 

practices 

 organisational policies, plans and procedures 

 workgroup member responsibilities and duties, and relationship to 

individual responsibilities and duties. 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the following is essential: 

 providing support to team members to ensure goals are met 

 seeking feedback from clients and/or colleagues and taking appropriate 

action 

 knowledge of appropriate conflict resolution techniques. 

Context of and specific resources for assessment 
Assessment must ensure: 

 access to an actual workplace or simulated environment 

 access to office equipment and resources 

 examples of customer complaints or staff conflict. 

Method of assessment 
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 direct questioning combined with review of portfolios of evidence and 

third party workplace reports of on-the-job performance by the 

candidate 

 analysis of responses to case studies and scenarios 

 demonstration of techniques 

 observation of demonstrated techniques in resolving conflict 

 observation of presentations 

 review of documentation identifying and planning 

strategies/opportunities for workgroup improvement. 

Guidance information for assessment 
Holistic assessment with other NCS relevant to the industry sector, 

workplace and job role is recommended, for example: 

 interpersonal communication NCS 

 other industry capability NCS. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title   MF09021 Interact with customers in the workplace 

SQF Level I NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to deliver fundamental customer service to both internal and 

external customers. It requires the ability to greet and serve customers and 

cover a range of customer service enquiries including routine customer 

problems. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Greet and serve customers according to organisational procedures. 

Performance 

Standard 1.1 

Customers are made a priority over other workplace duties. 

 

Range Statement: Customers may be: 

 external: 

o business to business 

o government 

o retail 

 internal: 

o colleagues  

o managers 

o members of a team 

o staff from other departments 

o staff from other branches or locations 

o supervisors 

 new or regular 
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 visitors. 

Performance 

Standard 1.2 

 Customers are greeted in a polite and friendly manner. 

Performance 

Standard 1.3 

Communication with customers is clearly and concise. 

 

Range Statement: Ways to communicate with customers may be: 

 by telephone 

 electronically 

 face-to-face 

 include the use of: 

o appropriate voice tonality and volume 

o basic gestures 

o product information sheets. 

Performance 

Standard 1.4 

Questions and active listening is used to determine customer needs. 

Performance 

Standard 1.5 

 Interest is shown in customer needs whilst maintaining a welcome customer 

environment during service delivery.              

Performance 

Standard 1.6 

 Products and services are explained and matched to customer needs. 

Learning Outcome 2  Work with others to deliver service. 

Performance 

Standard 2.1 

Personal limitations in serving the needs of customers are identified and 

assistance from others is sought when required. 

 

Range Statement: Others may include: 

 colleagues 

 managers 

 supervisors. 

Performance 

Standard 2.2 

Directions of supervisors and managers are followed to deliver quality 

service.  

Performance 

Standard 2.3 

o Routine customer problems are resolved according to individual 

empowerment and organisational policy. 

 

Range Statements: Routine customer problems may involve: 

 incorrect pricing of products and services 

 delays in providing products or services 

 misunderstanding of customer requests 

 providing incorrect products or services 

 requests for refunds or exchanges. 

 

Organisational policy may relate to: 

 cancellation fees 

 empowerment of different levels of personnel to resolve customer 

problems 

 exchanges 

 pricing 

 product quality 

 refunds 

 response times for delivering products and services. 
 

Performance Service issues that can‟t be resolved are referred to a higher level staff 
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Standard 2.4 member for action.                

Learning Outcome 3  Provide feedback on customer service. 

Performance 

Standard 3.1 

Service issues and customer problems are reported according to 

organisational procedures. 

Performance 

Standard 3.2 

Customer feedback is provided to relevant supervisors or managers. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. 

The NCS applies to customer service personnel who operate under close 

supervision and with guidance from others. They provide routine customer 

service and would not be expected to respond to complex customer requests 

or complaints. 

This includes volunteers in visitor information centres, housekeeping 

attendants, assistants in cultural centres, assistant guides, office assistants 

and receptionists for tour operators and retail travel agencies, retail sales 

assistants and ride attendants at attractions. 

Required skills 
 communication skills to: 

o interact with customers in a polite and friendly manner 

o ask questions and actively listen to customers to determine their 

needs 

o provide clear and accurate information 

o discuss customer problems with colleagues and supervisors 

 problem-solving skills to recognise customer problems and resolve or 

refer service issues 

 teamwork skills to provide customer feedback to relevant supervisors or 

managers. 

Required knowledge 
 importance of the customer within the service industries 

 customer service standards and attitudes expected by the service 

industries 

 value of customer feedback in improving service delivery 

 for the particular organisation: 

o designated response times for acknowledging and greeting customers 

o customer service policies for resolving routine customer service 

problems. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 

Evidence of the ability to: 

 greet and serve customers on multiple occasions and cover a range of 

customer service enquiries including customer problems 

 demonstrate knowledge of customer service standards expected by the 

service industries 

 serve customers within designated response times. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry customer service 

environment where customers are served 

 customers with whom the individual can interact. 

Method of assessment 
 direct observation, using role plays, of the individual: 
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o greeting and serving customers 

o dealing with routine customer service problems 

 use of problem-solving exercises so the individual can identify reasons 

for customer problems and provide suggested solutions 

 written or oral questioning to assess knowledge of: 

o customer service standards expected by the service industries 

o customer service policies for resolving routine customer service 

problems 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01007 Provide housekeeping services to guests 

 FH02006 Serve food and beverage 

 FH01006Provide information on local area to visitors 

 MF04009 Show social and cultural sensitivity in the workplace. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date 26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

Code and NCS Title  MF09022 Use business technology in the workplace 

SQF Level II NCS Credit Value 2 

NCS Purpose 

Statement 

 This NCS describes the performance outcomes, skills and knowledge 

required to select, use and maintain a range of business technology. This 

technology includes the effective use of computer software to organise 

information and data. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable .  

Learning Outcome 1 Select and use technology for the requirements of the workplace. 

Performance 

Standard 1.1 

Appropriate technology and software applications are selected to achieve the 

requirements of the task. 

 

Range Statements: Technology may include: 

 computer technology, such as laptops, personal computers and handheld 

devices 

 digital cameras 

 modems 

 printers 

 scanners 

 external drives 

 photocopiers 
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 shredders 

 binders 

 laminators 

 cutters 

 

Software applications may include: 

 email, internet 

 word processing, spreadsheet, database, accounting or 

presentation packages 
 

Performance 

Standard 1.2 

Workspace, furniture and equipment is adjusted to suit user ergonomic 

requirements 

Performance 

Standard 1.3 

Technology is used according to organisational requirements and in a way 

which promotes a safe work environment 

 

Range Statement: Organisational requirements may include: 

 correctly identifying and opening files 

 legal and organisation policies, guidelines and requirements 

 locating data 

 log-on procedures 

 manufacturer's guidelines 

 Occupational Safety and Health policies, procedures and programs 

 saving and closing files 

 storing data 

Learning Outcome 2 Process and organise data according to organisational procedures. 

Performance 

Standard 2.1 

Files and records are identified, opened, generated or amended according to 

task and organisational requirements. 

Performance 

Standard 2.2 

Input devices are operated according to organisational requirements. 

 

Range Statement: Input devices may include: 

 keyboard 

 mouse 

 numerical key pad 

 scanner 

Performance 

Standard 2.3 

Data is stored appropriately and applications exited without damage to or 

loss of data. 

 

Range Statement: Storage of data may include: 

 appropriate storage/filing of hard copies of computer generated 

documents 

 storage in directories and sub-directories 

 storage on CD-ROMs, hard and flash drives or back-up systems 

Performance 

Standard 2.4 

Manuals, training booklets and/or online help or help-desks are used  to 

overcome basic difficulties with applications.                

Learning Outcome 3 Maintain technology according to organisational procedures. 

Performance 

Standard 3.1 

Used technology consumables are replaced in accordance with 

manufacturer's instructions and organisational requirements. 

 

Range Statement: Technology consumables may include: 

 back-up tapes 
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 CD-ROM 

 flash drives 

 print heads 

 printer ribbons and cartridges 

 toner cartridges 

 zip disks 

Performance 

Standard 3.2 

Routine maintenance is carried out or arranged to ensure equipment is 

maintained in accordance with manufacturer's instructions and organisational 

requirements. 

 

Range Statements: Routine maintenance may include: 

 in-house cleaning and servicing of equipment according to 

manufacturer's guidelines 

 periodic servicing by qualified or manufacturer approved, technician 

 regular checking of equipment 

 replacing consumables 

Performance 

Standard 3.3 

Equipment faults are accurately identified and action taken in accordance 

with manufacturer's instructions or fault reported to designated person 

 

Range Statement: Identifying equipment faults may include: 

 checking repairs have been carried out 

 encouraging feedback from work colleagues 

 keeping a log book of detected faults 

 preparing a maintenance program 

 regular back-ups of data 

 regular Occupational Safety and Health inspections 

 routine checking of equipment 

Explanatory Notes This NCS applies to individuals who use business technology to perform a 

range of routine tasks.  They use a limited range of practical skills and 

fundamental knowledge of equipment use and the organisation of data or 

files in a defined context, under direct supervision or with limited individual 

responsibility. 

Required skills 
 literacy skills to identify work requirements; to understand and process 

basic, relevant workplace information; and to follow written 

instructions 

 communication skills to request advice, to receive feedback and to work 

with a team 

 problem-solving skills to solve routine technology problems. 

Required knowledge 
 key provisions of relevant legislation from all levels of government that 

may affect aspects of business operations, such as: 

 anti-discrimination legislation 

 ethical principles 

 codes of practice 

 privacy laws 

 Occupational Safety and Health  

 organisational policies, plans and procedures, especially in regard to 

file-naming and storage conventions 

 organisational IT procedures including back-up and virus protection 
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procedures 

 basic technical terminology in relation to reading help-files and 

manuals. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the following is essential: 

 selection and application of appropriate equipment and software 

applications in relation to assigned task/s 

 access, retrieval and storage of required data 

 performance of basic maintenance on a range of office equipment 

Context of and specific resources for assessment 
Assessment must ensure: 

 access to an actual workplace or simulated environment 

 access to office equipment and resources 

 examples of files and data for storage 

 manuals and training booklets for equipment. 

Method of assessment 
 direct questioning combined with review of portfolios of evidence and 

third party workplace reports of on-the-job performance by the 

candidate 

 analysis of responses to case studies and scenarios 

 demonstration of techniques 

 oral or written questioning to assess knowledge of office equipment 

 evaluation of maintaining technology. 

Guidance information for assessment 
Holistic assessment with other NCS relevant to the industry sector, 

workplace and job role is recommended, for example:  

 IT use NCSs 

 other office environment capability NCS. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09023 Provide service to customers 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

 This NCS describes the performance outcomes, skills and knowledge 

required to communicate effectively with and provide quality service to both 

internal and external customers. It requires the ability to establish rapport 

with customers, determine and address customer needs and expectations and 

respond to complaints. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Communicate with internal and external customers. 
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Performance 

Standard 1.1 

Customer communication is conducted in a polite, professional, friendly 

manner with responses delivered within agreed timeframes. 

 

Range Statements: Customer communication may be: 

 by telephone 

 by written format: 

o handwritten 

o electronic 

o hard copy letter 

 face-to-face 

 formal 

 informal using abbreviations 

 verbal 

 varied according to the needs of the customer, including: 

o use of an interpreter 

o use of appropriate voice tonality and volume 

o use of basic gestures 

o use of languages other than Samoan  

o use of visual aids: 

 photographs 

 sketches 

 product information sheets. 

 

Customers may be: 

 committees 

 external: 

o business to business 

o corporate 

o e-business 

o government 

o online 

o the media 

o retail 

 internal: 

o colleagues 

o managers 

o members of a team 

o staff from other departments, branches or locations 

o supervisors 

 new or regular 

 visitors. 

Performance 

Standard 1.2 

Appropriate language and tones used in both written and spoken 

communication. 

Performance 

Standard 1.3 

Appropriate non-verbal communication is used when required. 

 

Range Statement: Non-verbal communication may involve: 

 body language 

 culturally specific communication customs and practices 

 dress and accessories 

 gestures and mannerisms 
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 use of space 

 voice tonality and volume. 

Performance 

Standard 1.4 

Non-verbal communication of customers is observed and responded to 

appropriately. 

Performance 

Standard 1.5 

Active listening and questioning is used to facilitate effective two way 

communication.                  

Performance 

Standard 1.6 

An appropriate medium of communication is selected and used relevant to 

the audience and situation. 

 

Range Statements: Medium of communication may include: 

 assistive technology, e.g. telephone typewriter (TTY) 

 email or other electronic communication 

 face-to-face 

 fax 

 simple written messages, such as restaurant bookings or phone 

messages 

 standard forms and pro forms 

 telephone 

 through interpreters 

 two-way communication systems. 

 

Situation may involve: 

 access of the sender and receiver to necessary equipment 

 degree of formality required 

 required format 

 technical and operational features to fulfil the need 

 technical skills required to use the medium 

 urgency and timeframes. 
 

Learning Outcome 2 Follow organisational and industry standards in relation to customer service.  

Performance 

Standard 2.1 

Personal presentation and hygiene standards are practised according to 

organisational requirements.  

 

Range Statement: Personal presentation may involve: 

 attire, shoes and accessories 

 complying with organisational policy for personal presentation 

 hair and grooming 

 hands and nails 

 impacts on different types of customers 

 jewellery 

 personal hygiene 

 specific requirements for particular work functions 

 wearing of: 

o clothes that do not offend organisation customer base 

o clothes to suit different work locations 

o promotional clothing for special events 

 uniform items within the organisational policy directives. 

Performance 

Standard 2.2 

Organisational customer service policies and procedures are followed. 

 

Range Statement: Policies and procedures may relate to: 
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 acknowledging and greeting customers: 

o addressing the person by name 

o modes of greeting and farewelling 

 complaint and dispute management 

 empowerment of different levels of personnel to resolve: 

o complaints 

o disputes 

o service issues 

o customer compensation 

 loyalty programs 

presentation standards for: 

o customer environment 

o customer service personnel 

o documents and promotional materials 

 pricing guarantees 

 product quality 

 refunds and cancellation fees 

 response times 

 service guarantees 

 training staff for: 

o customer service 

o complaint handling 

 use of standard letters and proformas. 

Performance 

Standard 2.3 

Professional behaviour is demonstrated at all times according to customer 

and organisational standards. 

Learning Outcome 3 Provide service to customers. 

Performance 

Standard 3.1 

Rapport is established with the customer to promote goodwill and trust 

during service delivery. 

Performance 

Standard 3.2 

Customer needs and expectations are identified, including customers with 

special needs. 

 

Range Statement: Customers with special needs may include: 

 aged people 

 parents with young children 

 pregnant women 

 those with a disability 

 those with special cultural or language needs 

 unaccompanied children. 

Performance 

Standard 3.3 

All reasonable customer needs and requests are promptly met. 

Performance 

Standard 3.4 

Operational problems are identified and met action taken to minimise the 

effect on customer satisfaction. 

Performance 

Standard 3.5  

Opportunities to deliver additional levels of service beyond the customer‟s 

immediate request are recognised and acted upon.  

Learning Outcome 4 Respond to customer complaints. 

Performance 

Standard 4.1 

Customer dissatisfaction is recognised and swift action taken to avoid 

escalation to a complaint. 

Performance 

Standard 4.2 

Customer complaints are responded to positively, sensitively and politely. 
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Range Statement: Customer complaints may involve: 

 customers with unmet expectations of products and services 

 difficult or demanding customers 

 incorrect pricing or quotes 

 other team members or suppliers not providing special requests 

 misunderstandings or communication barriers 

 problems or faults with the product 

 problems with the service, such as delays or incorrect orders. 

Performance 

Standard 4.3 

Solutions to problems or complaints are sought by consulting with the 

customer. 

Performance 

Standard 4.4 

Complaints are resolved according to individual empowerment and 

organisational policy. 

Performance 

Standard 4.5 

Complex service issues are referred to a higher level staff member for action. 

Performance 

Standard 4.6 

A positive and cooperative manner is maintained at all times. 

Learning Outcome 5 Provide internal feedback on customer service practices. 

Performance 

Standard 5.1 

Ongoing internal feedback is provided on service practices, policies and 

procedures, with suggested improvements. 

Performance 

Standard 5.2 

Individual and recurring complaints are identified and internal feedback 

provided to avoid future occurrence. 

Explanatory Notes This NCS applies to all tourism, hospitality and event sectors. 

It applies to those frontline service personnel who deal directly with 

customers on a daily basis and who operate with some level of independence 

and under limited supervision. They work in reception areas, in an office, 

back-of-house and on tour or on site. This includes food and beverage 

attendants, concierge staff, guides, front office personnel, tour coordinators, 

event coordinators, retail travel consultants and chefs. 

Required skills 
 communication skills to: 

o interact with customers in a polite, professional and friendly manner 

o develop rapport 

o respond to customers with diverse and special needs and 

expectations 

o discuss customer complaints with colleagues and supervisors 

 literacy skills to: 

o read and interpret messages, notes, emails, letters, online 

communications and policies and procedures 

o write clear and concise messages, notes, emails, faxes letters and 

online communications 

 problem-solving skills to recognise customer dissatisfaction and resolve 

or refer complaints 

 self-management skills to deal with customer enquiries in a logical 

sequence 

 teamwork skills to provide feedback on service practices, policies and 

procedures and suggest improvements 

 technology skills to use electronic communication media. 

Required knowledge 
 the principles of quality customer service and positive communication 
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 appropriate voice tonality and volume 

 appropriate body language for customer service 

 value of staff and customer feedback in enhancing service delivery for 

the specific industry sector: 

o professional service standards expected of service industry 

personnel 

o attitudes and attributes expected by the service industries to work 

with customers 

o standards of personal presentation and hygiene 

o different customer service and communication expectations 

especially those with special service needs 

 for the particular organisation: 

o types of internal and external customers 

o designated response times for acknowledging customers and their 

enquiry 

o personal presentation and hygiene standards 

o customer service policies and procedures including those for 

complaint handling 

 the essential features, conventions and usage of different types of 

communication media. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 provide quality customer service on multiple occasions and cover a 

range of diverse customer service situations, including the resolution of 

complaints 

 communicate effectively with a variety of internal and external 

customers including those with special needs 

 demonstrate knowledge of professional service standards expected of 

service industry personnel 

 complete service within commercial time constraints and designated 

response times so that all customers are served effectively. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry customer 

service environment where customers are served 

 current commercial customer service policies and procedures including 

those for complaint handling 

 customers with whom the individual can interact. 

Method of assessment 
 direct observation, using role plays, of the individual: 

o serving customers 

o dealing with complaints 

o providing feedback on customer service practices 

 use of problem-solving exercises so the individual can identify reasons 

for complaints and provide suggested solutions 

 written or oral questioning to assess knowledge of: 

o professional service standards expected of service industry 

personnel 

o personal presentation standards 
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o customer service policies and procedures 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01017 Provide accommodation reception services 

 MF04009Show social and cultural sensitivity in the workplace. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09025 Prepare quotations 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to calculate the costs of products and services and to present 

quotations to customers. It requires the ability to provide quotations for 

products and services where business pricing has already been determined. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Calculate costs of products and services. 

Performance 

Standard 1.1 

Records are created to administer customer details and requirements. 

 

Range Statement: Records may be: 

 an electronic file 

 a manual file. 

Performance 

Standard 1.2 

Relevant product and costing information is sourced, selected and interpreted 

in order to prepare the quotation. 

 

Range Statement: A quotation may be: 

 for a broad range of products and services, including: 

o conferences 

o events 

o groups 

o incentive tours 

o inclusive products or optional touring products 

o individuals 

o meetings 

o multiple products and services making up a complete package or 

itinerary 

o one-off touring arrangements 

o series tours 
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o single product or service 

 prepared: 

o manually 

o using a computer 

 provided by: 

o email or other electronic transmission 

o fax 

o internal communication 

o mail 

o telephone 

o verbally in a face-to-face context. 

Performance 

Standard 1.3 

Costs with suppliers are negotiated according to commercial agreements and 

relationships, and within scope of individual responsibility.  

Performance 

Standard 1.4 

Commissions or mark-up net costs are calculated according to organisational 

procedures to determine a profitable selling price. 

Performance 

Standard 1.5 

Additional taxes, special fees and other charges are calculated correctly. 

 

Range Statement: Special fees and other charges may include: 

 amendment fee 

 cancellation fee 

 communication fee 

 courier fee 

 credit card fee 

 itinerary preparation fee 

 loyalty program (e.g. frequent flyer) redemption fee 

 product booking fee 

 reconfirmation fee 

 service fee 

 transaction fee 

 visa and passport handling fee. 

Performance 

Standard 1.6 

Currency conversions are accurately calculated. 

Performance 

Standard 1.7 

Final cost of the product or service package or itinerary is calculated taking 

into account all factors into account. 

Performance 

Standard 1.8 

Product or service package or itinerary calculation is checked against all 

individual product and service components. 

 

Range Statement: Product and service components in quotations may 

include: 

 accommodation 

 activities 

 convention facilities 

 cruises 

 domestic products and services 

 entertainment 

 entrance to attractions or sites 

 food, beverage and catering 

 functions 

 international products and services 
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 meals 

 meeting or event equipment 

 speaker services 

 special event consumable items 

 special items with customer‟s corporate branding 

 technical equipment and services: 

o audio-visual 

o pyrotechnics 

o rigging 

o sound and lighting 

o special effects 

o stage design and construction 

o venue styling 

 tour guiding services 

 tours 

 transfers 

 transportation 

 travel insurance 

 vehicle rental 

 venue hire. 

Performance 

Standard 1.9 

Detailed records of the method of calculation are kept, according to 

organisational formats. 

Learning Outcome 2 Provide quotations to customer. 

Performance 

Standard 2.1 

The quotation is prepared to reflect all required customer inclusions.  

Performance 

Standard 2.2 

The quotation is promptly provided to the customer according to 

organisational procedures and formats.  

Performance 

Standard 2.3 

Secondary quotations with options are offered, as appropriate. 

Performance 

Standard 2.4 

Accurate details of the cost of product and service provision and the 

conditions and limitations of the quotation are included in the 

quotation.          

 

Range Statement:  Conditions and limitations of the quotation (initial and 

subsequent) may include: 

 changes of conditions of pre-existing quotation or booking 

 changes to provision of pre-existing booking 

 cost of items that are subject to availability 

 date of current quotation 

 exclusions 

 general conditions and rules 

 inclusion of fees, taxes and levies 

 inclusions 

 legislative requirements such as cooling-off period after acceptance of 

quotation  

 life and expiry date of quotation 

 methods of customer accepting quotation 

 payment requirements 

 prices subject to change.       
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Performance 

Standard 2.5 

All details of the quotation are recorded accurately and filed according to 

organisational procedures.                  

Performance 

Standard 2.6 

Printed materials usage is minimised and electronic transmission and record 

keeping maximised to reduce waste.                  

Learning Outcome 3 Update and amend quotations. 

Performance 

Standard 3.1 

Quotations are adjusted and updated to take account of changed requests or 

arrangements. 

Performance 

Standard 3.2 

The most up to date quotation is provided to customers inclusive of new 

conditions and limitations. 

Performance 

Standard 3.3 

All details of adjusted quotations are recorded and filed according to 

organisational procedures. 

Explanatory Notes  This NCS applies to any tourism, hospitality and event industry sector and 

quotations can be for any international or domestic product. The organisation 

could be a principal (the supplier) or an agent quoting on products and 

services on behalf of the principal. 

It applies to frontline sales or operations personnel who operate with some 

level of independence and under limited supervision. This includes retail 

travel consultants, corporate consultants, inbound tour coordinators, visitor 

information officers, account managers for professional conference 

organisers, event coordinators, tour guides, restaurant managers, banquet 

coordinators or managers, resort activities coordinators, tour desk officers, 

reservations sales agents and owner–operators of small tourism 

organisations. 

Required skills 
 communication skills to discuss supplier costs and negotiate a rate 

 literacy skills to: 

o read and interpret documents such as customer files, customer 

requests and complex product costing information 

o write records of customer details and requests, complex quotations 

and all quotation options in a clear format and style including 

accurate details of conditions and limitations specifically applicable 

to the quotation 

 numeracy skills to: 

o interpret complex product and costing information and calculate 

complex costs for all products 

o interpret and calculate commissions or mark-ups 

o interpret and calculate any sales and product coordination fees 

o calculate any currency conversions 

o calculate the final customer cost 

 planning and organising skills to 123WP021 Prepare quotations in 

correct customer file sequence according to the earliest service dates for 

customers 

 problem-solving skills to identify and resolve mistakes in calculations. 

Required knowledge 
 for the specific industry sector and organisation: 

o quotation systems and procedures 

o features of products sold 

o sources of costs for products, services and fees 

o sources of negotiated cost of supply, contractual arrangements and 
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preferred supplier arrangements 

o commission and mark-up rates and procedures 

o formats for and inclusions of quotations presented to customers 

 the primary components of consumer protection laws that relate to the 

provision of quotations including organisational responsibility for: 

o nominating and charging cancellation fees 

o providing information on potential price increases 

o providing refunds 

o supplying products as described or substituting suitable products 

when unable. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
 Evidence of the ability to: 

o prepare multiple quotations covering a diverse range of tourism, 

hospitality or event products and services to meet the different 

requirements of customers 

o integrate knowledge of commissions, mark-ups and fees into 

quotation activities 

o demonstrate knowledge of the primary components of consumer 

protection laws and actions that must be adhered to by organisations 

o complete quotations within commercial time constraints and 

deadlines determined by the customer and the organisation. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event business operation or 

activity which prepares quotations 

 a real or simulated tourism, hospitality or events industry environment; 

for example: 

o a reservations area or call centre 

o a retail shopfront or mobile sales situation for the retail travel sector 

o an office environment as defined in the Assessment Guidelines 

 computers, printers and software programs currently used by the 

tourism hospitality or event industry to prepare quotations 

 current costing information found within brochures, product manuals, 

tariffs, price lists, supplier information kits, information databases and 

computerised reservations systems (CRS) 

 operational documentation, e.g. details of supplier contracts and 

customer files 

 current plain English regulatory documents distributed by government 

consumer protection regulators. 

Method of assessment 
 projects and activities that allow assessment of the individual‟s ability 

to provide accurate quotations in response to particular customer 

requests or for a series of customer files 

 evaluation of a range of quotations prepared by the individual 

 written or oral questioning to assess knowledge of consumer protection 

laws that relate to the provision of quotations 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
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The range of products and services and complexity of quotations will vary. 

Because of the broad industry application of this NCS, it is critical that 

assessment is contextualised to meet the requirements of the specific 

industry sector, local industry operations and the particular needs of the job 

role. 

The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 FH01016  Process travel-related documents 

 MC12003 Plan in-house events or functions. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09026 Coach others in job skills 

SQF Level III NCS Credit Value 2 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to provide on-the-job coaching to colleagues in workplace situations 

where buddy systems and informal on-the-job training is common. It requires 

the ability to explain and demonstrate specific skills, knowledge and 

procedures and to monitor the progress of colleagues until they are able to 

operate independently of the coach. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 

1 

Prepare a plan for on the job coaching. 

Performance 

Standard 1.1 

The need for coaching is identified based on a range of factors. 

 

Range Statement: Factors may include: 

 direction from colleagues 

 own observation and workplace experience 

 request for coaching from colleague to be coached. 

Performance 

Standard 1.2 

Specific coaching needs are identified through discussion with colleague and 

coaching sessions organised according to organisational procedures.  

 

Range Statement: Coaching sessions could be conducted in a range of 

contexts, including: 

 before or after work 

 in a simulated location away from the actual workplace 

 on-the-job during work hours. 

Performance 

Standard 1.3 

A coaching plan is developed in consultation with colleague to be coached 

and details of coaching plan agreed upon by both parties. 
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Range Statement: Details of coaching plan may include: 

 the purpose of the coaching  

 the general format of coaching sessions 

 the skills to be coached  

 underpinning knowledge required  

 time and location of coaching sessions 

 procedures for follow up on coaching sessions 

 procedures for reporting on coaching sessions 

 procedures for dealing with performance problems or difficulties. 

Learning Outcome 

2 

Coach colleagues on the job. 

Performance 

Standard 2.1 

The overall purpose of coaching is explained to colleague for the particular 

coaching session.  

Performance 

Standard 2.2 

The specific skills are explained and demonstrated. 

 

Range Statement: Skills to be coached are generally those not requiring 

formal or extended training sessions, but short, commonly-used tasks, such 

as: 

 customer service skills 

 selling or promoting products and services 

 technical or practical skills, such as operating equipment, making 

something or completing documentation. 

Performance 

Standard 2.3 

Required knowledge is communicated and colleague understanding is 

checked. 

 

Range Statement: Required knowledge refers to the essential knowledge 

required to carry out tasks or undertake skills effectively, such as: 

 ingredients or components of items 

 knowledge of products or services 

 legislative, work health and safety  and hygiene requirements 

 principles underpinning skills, such as communication and selling 

 reasons for undertaking various tasks. 

Performance 

Standard 2.4 

Colleague is advised organisational procedures for completing workplace 

tasks.           

Performance 

Standard 2.5 

Colleague is provided with opportunity to practise the skill and ask 

questions.                     

Performance 

Standard 2.6 

Feedback is provided to colleague in a constructive and supportive manner. 

                       

Learning Outcome 

3 

Follow up coaching. 

Performance 

Standard 3.1 

Progress of new workplace skills are monitored and supportive assistance 

provided when necessary. 

Performance 

Standard 3.2 

Progress is reported to the appropriate person and recorded on coaching plan 

according to organisational procedures. 

Performance 

Standard 3.3 

Performance problems or difficulties with the coaching are identified and 

rectify or referred to the appropriate person for follow up. 

 

Range Statement: Performance problems or difficulties may be due to: 

 breakdown in communication 
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 inappropriate circumstances for coaching 

 insufficient opportunity to practise 

 language or cultural barriers 

 shyness or lack of confidence. 

Explanatory Notes This NCS applies to all tourism, hospitality and event sectors. 

It applies to experienced operational personnel and to supervisors and 

managers who informally train other people in new workplace skills and 

procedures. 

Required skills 
 communication skills to: 

o develop rapport 

o show sensitivity to the colleague  

o use active listening and open questioning techniques to confirm 

understanding of job tasks 

 initiative and enterprise skills to observe the colleague and provide 

assistance without their request 

 literacy skills to: 

o read and interpret workplace documentation completed by colleague  

o numeracy skills to calculate adequate time required for coaching 

and the colleague to complete required tasks 

 planning and organising skills to complete own work tasks within 

designated timelines and simultaneously coach others in their job skills 

 problem-solving skills to identify and resolve deficiencies in the skills 

and knowledge of colleagues 

 self-management skills to take responsibility for colleague coaching 

 teamwork skills to pass on organisational knowledge to colleague. 

Required knowledge 
 objectives and scope of the coaching 

 the key principles of training: 

o explanation 

o demonstration 

o review 

o listening to trainee explanation 

o observing and evaluating trainee demonstration 

o providing feedback. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 provide supportive on-the-job coaching and provide constructive 

feedback 

 clearly communicate and demonstrate the workplace tasks required of 

the colleague 

 integrate knowledge of the key principles of training 

 complete coaching activities within commercial time constraints to 

ensure the colleague is effective. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry environment 

with colleague requiring coaching 

 work tasks to coach others in 
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 a colleague with whom the individual can interact. 

Method of assessment 
A range of assessment methods should be used to assess practical skills and 

knowledge. The following examples are appropriate for this NCS:  

 direct observation of the individual coaching a colleague in a required 

work skill 

 role plays to assess the individual‟s ability to use: 

o active listening and open questioning techniques to confirm 

understanding of job tasks 

o key training techniques 

 use of problem-solving exercises so the individual can suggest ways of 

resolving performance problems or difficulties 

 written or oral questioning to assess knowledge of key training 

principles 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF04009 Show social and cultural sensitivity in the workplace  

 MF09029 Monitor work operations. 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09027 Control stock 

SQF Level III NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to process stock orders, maintain stock levels, minimise stock 

losses, manage stocktakes and maintain all documents that relate to the 

administration of any type of stock.   

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Maintain stock levels and records. 

Performance 

Standard 1.1 

Stock control systems and equipment are used to administer all stock control 

and ordering processes. 

 

Range Statement: Stock control systems may involve: 

 bin cards 

 imprest 

 integrated point-of-sale systems 

 ledgers 
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 stock control procedures, template documents and reports for: 

o ordering 

o levels 

o loss 

o performance 

o monitoring of quality 

o receipt 

o reorder cycles 

o rotation 

o security 

o stocktakes 

o valuation 

o wastage 

 storage requirements for different kinds of stock 

 use of : 

o electronic stock control equipment 

o stock control software systems. 

Performance 

Standard 1.2 

Stock is monitored and maintained at levels to meet organisational 

requirements. 

 

Range Statement: Stock may include: 

 alcohol 

 cleaning agents and chemicals 

 customer travel products: 

o luggage labels 

o travel bags 

o travel wallets 

o tickets 

o vouchers 

 event supplies 

 food: 

o dairy products 

o dry goods 

o frozen goods 

o fruit 

o meat 

o poultry 

o seafood 

o vegetables 

 fuel: 

o aircraft 

o coaches 

o hire cars 

o vessels 

 general stores 

 housekeeping supplies 

 linen 

 merchandise 

 non-alcoholic beverages: 

o mixers 
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o juice 

o soft drink 

o tea coffee 

 uniforms. 

Performance 

Standard 1.3 

Stock security is monitored and procedures adjusted as required.  

Performance 

Standard 1.4 

Colleagues are informed of their individual stock ordering responsibilities. 

Performance 

Standard 1.5 

Records of stock levels are maintained and reports created according to 

organisational procedures.                

Performance 

Standard 1.6 

Stock performance is monitored and fast or slow selling items are identified 

and reported. 

Performance 

Standard 1.7 

Stock reorder cycles are monitored and adjusted as required. 

Learning Outcome 2 Process stock orders. 

Performance 

Standard 2.1 

Stock orders are processed according to organisational procedures.  

 

Range Statement: To process orders may involve: 

 any method of ordering: 

o electronic 

o email 

o on-line 

o telephone 

o face-to-face 

 placing an order for future delivery 

 purchasing goods face-to-face and taking immediate delivery. 

Performance 

Standard 2.2 

Maintain stock levels and record current accurate details.  

Performance 

Standard 2.3 

Check and record incoming stock against purchase and supply agreements. 

Learning Outcome 3 Minimise stock losses. 

Performance 

Standard 3.1 

Protection of stock is ensured through regular checks. 

 

Range Statement: Protection may involve: 

 avoiding cross contamination 

 correct application of humidity and temperature controls 

 correct ventilation 

 securing stock 

 storing stock in correct location and conditions to avoid damage 

 treating pest and vermin infestations. 

Performance 

Standard 3.2 

Stock losses are identified recorded and reported. 

 

Range Statement: Stock losses may involve:  

 inappropriate storage conditions 

 lack of rotation leading to product deterioration 

 overstocking 

 pests or vermin 

 theft. 

Performance Avoidable losses are identified and reasons established for them. 
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Standard 3.3 

Performance 

Standard 3.4 

Solutions are recommended and procedures implemented to prevent future 

losses. 

Learning Outcome 4 Follow up orders. 

Performance 

Standard 4.1 

The delivery of stock is monitored to ensure agreed deadlines are met. 

Performance 

Standard 4.2 

Suppliers are liaised with to ensure continuity of supply. 

Performance 

Standard 4.3 

Routine supply problems are resolved or referred to appropriate person for 

action.  

Performance 

Standard 4.4 

Stock is distributed within the organisation according to required 

allocations.  

Learning Outcome 5 Organise and administer stocktakes. 

Performance 

Standard 5.1 

Stocktakes are organised at appropriate intervals. 

Performance 

Standard 5.2 

Stocktaking responsibilities are allocated to staff and the operation of the 

stocktake is supervised. 

Performance 

Standard 5.3 

Accurate stocktake reports are produced within designated timelines. 

Explanatory Notes This NCS applies to the tourism, travel, hospitality and event industry 

sectors. 

The NCS is relevant to organisations where stock control is an integral and 

essential part of business operations, and where there are complex ordering 

and control issues to be considered. The NCS is not appropriate for situations 

where stock management is very simple, such as controlling stationery 

supplies in a small office. 

It applies to stock control personnel who operate independently or with 

minimum supervision. 

Required skills 
 communication skills to: 

o liaise with suppliers about deliveries and discrepancies 

o discuss reasons for stock losses with staff 

o provide clear directions to staff about their stocktaking 

responsibilities 

 critical thinking skills to analyse stock performance, and identify fast or 

slow-selling items 

 literacy skills to: 

o read and interpret supplier purchasing agreements, purchase orders, 

records of incoming stock and organisational procedures 

o write detailed reports on stock levels, performance, losses and 

stocktakes 

 numeracy skills to calculate supplier costs and complex order costs, 

reconcile incoming stock and invoices against purchase orders, calculate 

complex details of stock on hand and stock losses and produce complex 

numerically based reports 

 planning and organising skills to efficiently order and maintain stock so 

that stock levels meet organisational requirements 

 problem-solving skills to identify reasons for stock losses, recommend 

solutions and implement procedures to prevent future losses 
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 teamwork skills to direct staff on ordering responsibilities and supervise 

staff participation in stocktakes 

 technology skills to use: 

o a computer and keyboard 

o the system capabilities and functions of a stock control system 

o electronic equipment used for stock control. 

Required knowledge 
 principles of stock control, including: 

o rotation and replenishment 

o product life cycle and maximising the use of all stock 

o checking for slow moving items 

o segregation of non-food items from food items that have potential to 

cross-contaminate 

 for the specific industry sector: 

o different types of computer stock control systems used, their 

functions and features 

o electronic equipment used for stock control; their functions and 

features 

o stock security systems 

o types of storage and their suitability for different kinds of stock 

 methods to monitor and maintain stock levels for the specific 

organisation: 

o relevant stock, including product life and storage requirements for 

specific goods 

o departmental or individual stock ordering responsibilities 

o full content of stock control and security procedures 

o sources of information on negotiated cost of supply, contractual 

arrangements and preferred supplier arrangements 

o full content of stock ordering procedures and documents 

o stock reorder cycles 

o stock level reports 

o stock performance reports 

o stock loss reports 

o full content of stocktake procedures, documents and reports 

o reasons for stock loss and damage and methods to control these. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 order, control and administer continuous and efficient supply of a diverse 

range of stock 

 monitor and maintain stock levels over a stock life-cycle period which 

includes a stocktake 

 produce and distribute multiple and diverse stock control reports 

 complete stocktakes 

 integrate, into daily work activities, knowledge of stock control 

procedures 

 complete stock order and reporting activities within commercial time 

constraints. 

Context of and specific resources for assessment 
Assessment must ensure use of: 
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 a real or simulated tourism, hospitality or event industry stock control 

environment where stock levels are monitored and maintained 

 computers, printers and stock control software systems currently used by 

the tourism, hospitality or event industry 

 electronic equipment used for stock control 

 a diverse and comprehensive range of tourism, hospitality or event 

industry stock items that are monitored and maintained 

 current commercial stock control procedures and documentation for the 

ordering, monitoring and maintenance of stock. 

Method of assessment 
 direct observation, using role plays, of the individual: 

o resolving stock delivery issues with suppliers 

o supervising the operation of a stocktake 

 projects and activities that allow assessment of the individual‟s ability to: 

o process stock orders 

o monitor and maintain stock levels over a stock life-cycle period 

which includes a stocktake  

 review of reports prepared by the individual: 

o stock level 

o stock performance 

o stock loss 

 use of problem-solving activities so the individual can suggest methods 

for minimising stock losses 

 written or oral questioning to assess knowledge of the principles of stock 

control, procedures for stock management and stocktakes 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example: 

 MF07004  Receive and store stock 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  31
st
 July 2014 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09028 Lead and manage people 

SQF Level IV NCS Credit Value 6 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to 123WP024 Lead and manage people and teams and support and 

encourage their commitment to the organisation. It requires the ability to 

lead by example and manage team performance through effective leadership. 

Classification Mixed Field>Employment Skills 
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Pre-requisites Not applicable. 

Learning Outcome 1 Model high standards of performance and behaviour. 

Performance 

Standard 1.1 

Positive role model actions are displayed through individual performance. 

Performance 

Standard 1.2 

Support for and commitment to organisational goals is shown in day to day 

work performance.  

Performance 

Standard 1.3 

People are treated with integrity, respect and empathy. 

Learning Outcome 2 Develop team commitment and cooperation. 

Performance 

Standard 2.1 

Plans and objectives are developed in consultation with and clearly 

communicated to the team. 

 

Range Statements: Plans and objectives may: 

 be: 

o short 

o medium 

o long-term 

 relate to: 

o contingency management 

o increased productivity 

o meeting Key Performance Indicators (KPI) 

o operational activities 

o organisational strategies 

o performance targets for a particular project 

o sales targets 

o task management. 

 

Team may be: 

 contractors 

 paid employees 

 permanent teams 

 project or event-based 

 volunteers. 

Performance 

Standard 2.2 

Plans and objectives made are consistent with organisational goals. 

Performance 

Standard 2.3 

Expectations, roles and responsibilities of team members are clearly 

communicated to people encouraged to take responsibility for their work.  

 

Range Statement: Expectations, roles and responsibilities may include: 

 adherence to policies and procedures 

 cooperative and open communication 

 nature and scope of work 

 relationships with others in the workplace and interdependent areas of 

activity 

 reporting requirements 

 roles of leaders and managers, including: 

o decision making 

o delegation of tasks 

o information provision 
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o monitoring staff 

o planning and organising. 

Performance 

Standard 2.4 

Teams and individuals are encouraged to develop innovative approaches to 

work.    

 

Range Statement:  Innovative approaches may include: 

 alerting colleagues to the potential of new technologies 

 making suggestions about better ways of doing things 

 seeking information or ideas from unexpected places 

 trying new approaches to old problems         

Performance 

Standard 2.5 

Individual and team efforts and contributions are identified, encouraged, 

valued and rewarded.                    

Performance 

Standard 2.6 

Open and supportive communication within the team is modelled and 

supported. 

 

Range Statement: Open and supportive communication may involve: 

 being prepared to declare own need for assistance 

 involving others in developing solutions 

 planned and unplanned exchanges of information 

 providing constructive feedback 

 providing open access to documents 

 using technology to support effective communication, e.g. email 

groups.                       

Performance 

Standard 2.7 

Information is sought from the wider enterprise environment and shared with 

the team.          

 

Range Statement:  Information may include: 

 organisation performance, including financial 

 changes in organisational policies 

 marketing information and targets 

 overall organisational objectives 

 plans for new equipment 

 rationale for management decisions 

 technology updates 

 training developments.         

Performance 

Standard 2.8 

Team interests are represented in the wider environment. 

                

Performance 

Standard 2.9 

Feedback is sought from team members and changes implemented within the 

bounds of organisational goals and policies.  

 

Range Statement: Feedback may be about: 

 allocation of tasks 

 effectiveness of communication: 

o from the leader 

o within the team 

o within the enterprise 

 performance of: 

o individuals 

o self 
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o team 

o the enterprise 

 interaction between: 

o different departments 

o different teams 

o other supervisors and managers 

 workplace practices: 

o efficiency 

o deficiencies.                 

Learning Outcome 3 Manage team performance. 

Performance 

Standard 3.1 

Tasks and responsibilities are delegated barriers to delegation identified and 

processes implemented to overcome them. 

Performance 

Standard 3.2 

The skills of team members are evaluated and opportunities provided for 

individual development. 

 

Range Statement: Opportunities for individual development may include: 

 change in job responsibilities 

 external training and professional development 

 formal promotion 

 internal training and professional development 

 opportunity for greater autonomy or responsibility. 

Performance 

Standard 3.3 

Team performance is monitored to ensure progress towards achievement of 

goals. 

Performance 

Standard 3.4 

Mentoring and coaching is provided to support team members. 

 

Performance 

Standard 3.5  

Individuals and teams are motivated to achieve optimum performance. 

Performance 

Standard 3.6 

Recognition and reward is provided for team achievements. 

 

Range Statement: Recognition and reward for team members may include: 

 acknowledgment to the whole team of individual good performance  

 incentive initiatives 

 informal acknowledgment 

 presentation of awards 

 written reports to management. 

Explanatory Notes This NCS applies to all tourism, travel, hospitality and event sectors. 

It applies to those people who operate independently and are responsible for 

leading and motivating people and teams. This includes supervisors, 

operational and senior managers. 

Required skills 

 communication skills to provide effective support and motivation to a 

team and overcome communication barriers 

 literacy skills to: 

o read and interpret a wide range of operational workplace 

information 

o write clear and articulate team plans 

 planning and organising skills to ensure activities and initiatives 

important to team development are integrated into own work planning 

 problem-solving skills to identify skill deficiencies and provide 
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opportunities for individual development 

 self-management skills to take responsibility for team outcomes 

 teamwork skills to represent team interests in the wider organisation 

environment. 

Required knowledge 
 roles of and functions performed by supervisors and managers 

 different leadership styles 

 characteristics of effective leadership 

 principles of teamwork, including: 

o characteristics of effective teams 

o roles and attributes of team members 

o organisation of teams 

o potential team problems 

o benefits of effective teamwork 

 role and theories of motivation 

 group dynamics 

 types of organisational plans and planning processes. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 lead by example and build positive team culture through effective 

leadership 

 monitor individual and team performance over a period of time and 

motivate individuals and teams to achieve optimum performance 

 integrate knowledge of leadership, motivation and teamwork principles. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry business 

operation, project or event for which a team is managed 

 a team whose overall performance is the responsibility of the individual. 

Method of assessment 
 project or event activities to assess the individual‟s ability to: 

o model high standards of performance and behaviour 

o communicate expectations, roles and responsibilities of team 

members 

o delegate individual tasks 

o coach and support team members to achieve optimum performance 

 evaluation of reports prepared by the individual detailing how team 

commitment was encouraged and how team performance was managed 

during the conduct of operational activities 

 use of, case studies and problem-solving exercises so the individual can 

suggest methods to overcome problematic performance issues for 

individuals and the team 

 oral or written questioning to assess knowledge of leadership, motivation 

and teamwork principles 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 
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and job role, for example: 

 MF04009 Show social and cultural sensitivity in the workplace 

 MF09029 Monitor work operations. 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09029 Monitor work operations 

SQF Level IV NCS Credit Value 4 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to oversee and monitor the quality of day-to-day work. It requires 

the ability to communicate effectively with team members, plan and organise 

operational functions and solve problems. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Monitor and improve workplace operations. 

Performance 

Standard 1.1 

Efficiency and service levels are monitored through close contact with day to 

day operations. 

Performance 

Standard 1.2 

Workplace operations are monitored to ensure they support overall 

organisation goals and quality assurance initiatives. 

Performance 

Standard 1.3 

Quality problems and issues are identified and appropriate adjustments made 

to procedures and systems, with relevant approvals. 

 

Range Statement: Procedures and systems may relate to: 

 administration 

 health and safety  

 service standards 

 technology 

 work practices. 

Performance 

Standard 1.4 

Colleagues are proactively consulted about ways to improve efficiency and 

service levels, including potential for new technologies and other 

innovations. 

Performance 

Standard 1.5 

Feedback is provided to colleagues and management to inform of future 

planning.                   

Performance 

Standard 1.6 

Opportunities to evaluate current and emerging industry trends and practices 

are identified and taken to improve own work situation. 

Performance 

Standard 1.7 

Opportunities are assessed and taken to improve sustainability of day-to-day 

operations. 

 

Range Statement: Sustainability may be: 

 economic: 

o business profitability 

 environmental: 
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o conservation of resources 

o handling of waste 

 social: 

o cultural diversity 

o ethical practices. 

Learning Outcome 2 Plan and organise workflow. 

Performance 

Standard 2.1 

Current workloads are assessed and work scheduled to maximise efficiency 

and customer service quality, within budget constraints.  

Performance 

Standard 2.2 

Work is delegated according to principles of delegation. 

 

Range Statement: Principles of delegation may relate to: 

 clear communication of what is required 

 gaining commitment  

 no undue interference 

 regular reporting 

 selecting the right person. 

Performance 

Standard 2.3 

Workflow and progress is assessed against agreed objectives and timelines. 

Performance 

Standard 2.4 

Colleagues are assisted in prioritisation of workload through supportive 

feedback and coaching.       

Performance 

Standard 2.5 

Timely input is provided to appropriate management regarding staffing 

needs.                     

Learning Outcome 3 Monitor and support team members. 

Performance 

Standard 3.1 

Team and individual performance is monitored against agreed goals and 

objectives. 

Performance 

Standard 3.2 

Information, knowledge and experiences are pro-actively shared with team 

members. 

Performance 

Standard 3.3 

Ideas are challenged and tested within the team in a positive and 

collaborative way. 

Performance 

Standard 3.4 

Feedback, coaching and support are provided to team members. 

Performance 

Standard 3.5  

Workplace records are completed and submitted as required. 

 

Range Statement: Workplace records may include: 

 regular performance reports 

 staff records. 

Learning Outcome 4 Solve problems and make decisions. 

Performance 

Standard 4.1 

Workplace problems are identified and analysed from an operational and 

customer service perspective. 

 

Range Statement: Workplace problems may include: 

 delays and time difficulties 

 difficult customer service situations 

 equipment breakdown or technical failure 

 failure to deliver promised service to customers 

 inadequate financial resources 

 inadequate staffing 

 poor rostering 

 poor staff performance 
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 procedural inadequacies or failures 

 unrealistic or impractical product development or marketing resulting in 

operational difficulties. 

Performance 

Standard 4.2 

Short term action is initiated to resolve immediate problem where 

appropriate. 

Performance 

Standard 4.3 

Problems are analysed for long term impact, and potential solutions assessed 

and actioned in consultation with relevant colleagues. 

Performance 

Standard 4.4 

Where a problem is raised by a team member, encouragement is given for 

individual participation to solve the problem. 

Performance 

Standard 4.5 

Follow up action is taken to monitor effectiveness of solutions. 

Explanatory Notes This NCS applies to all industry sectors, and to individuals operating at a 

team leading, supervisory or frontline management level. 

Required skills 

 communication and leadership skills to: 

o delegate work within a team 

o provide positive coaching and mentoring support to a team 

 critical thinking skills to evaluate internal and external business 

information  

 initiative and enterprise skills to proactively seek opportunities for 

workplace improvement 

 literacy skills to: 

o read and interpret varied and wide ranging information of an 

operational nature 

o complete workplace records relevant to team operations 

 numeracy skills to develop schedules and timelines for team activities 

 planning and organising skills to coordinate multiple and potentially 

competing operational priorities 

 problem-solving skills to anticipate and respond to a wide range of 

unpredictable operational problems and situations at a frontline 

management level. 

Required knowledge 
 work organisation and work planning methods appropriate to the 

industry sector 

 leadership and management roles in the relevant industry sector 

 operational functions in the relevant industry sector 

 concepts of quality assurance and how it may be managed and 

implemented in the workplace  

 sustainability considerations for frontline operational management, 

including: 

o relationship between operational efficiency and financial 

sustainability 

o ways of minimising waste in the relevant work context 

o social responsibilities of the operation 

 time management principles and their application to leaders and 

managers for planning own work and the work of others 

 principles of effective delegation 

 problem-solving and decision making processes and techniques and 

their application to typical workplace issues 
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 industrial or legislative issues that affect short-term work organisation 

appropriate to the industry sector, including: 

o relationship of relevant industrial awards to hours and conditions of 

work 

o ensuring systems and procedures meet work health and safety 

requirements. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 plan and organise workflow for a team operation 

 monitor and respond to a range of team based operational and service 

issues over a period of time 

 demonstrate knowledge of work structures plus frontline management 

roles and responsibilities in the relevant industry sector 

 demonstrate knowledge of quality assurance, workflow planning and 

delegation techniques in a frontline management context. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated business operation or activity for which the individual 

can monitor work activities  

 a team of people for which the individual can plan and organise 

workflow. 

Method of assessment 
 evaluation of a team-based project or work activity conducted by the 

individual, including reporting on that activity 

 use of case studies and problem-solving exercises to assess ability to 

develop approaches to different workplace situations and problems 

 written or oral questioning to assess knowledge of management 

principles, management roles and responsibilities and legal issues 

affecting operational management 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 

and job role, for example 

 MF09028 Lead and manage people 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 
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NCS Code and Title MF09030 Roster staff 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to develop, administer and communicate staff rosters. It requires the 

ability to plan rosters according to industrial provisions, operational 

efficiency requirements and within wage budgets. 

Classification Mixed Field>Employment Skills 

Pre-requisites Not applicable. 

Learning Outcome 1 Develop staff rosters. 

Performance 

Standard 1.1 

Rosters are developed according to relevant industrial agreements, 

legislation and other considerations and wage budgets. 

 

Range Statements: Rosters may be for: 

 events 

 functions 

 individual department 

 specific project 

 whole organisation. 

 

Industrial agreements, legislation and other considerations may relate to: 

 any legislation or agreements relating to: 

o leave 

o mandated breaks between shifts 

o maximum allowed shift hours 

o standard, overtime and penalty pay rates 

 overall number of hours allocated to different staff members 

 use of: 

o contractors and consideration of fees 

o permanent or casual staff. 

Performance 

Standard 1.2 

Operational and customer service efficiency is maximised while minimising 

wage costs. 

 

Range Statement: Operational and customer service efficiency may 

involve: 

 providing an appropriate ratio of: 

o front of house to back of house staff 

o staff to customer numbers 

o supervisors to operative staff 

 providing sufficient number of staff to meet: 

o customer expectations of different service styles 

o the demands of known or estimated numbers of customers 

 rostering: 

o staff with the correct skills to fulfil all operational duties 

o teams with the correct skills mix. 

Performance 

Standard 1.3 

Where appropriate duties are combined to ensure effective use of staff.  

Performance 

Standard 1.4 

Teams are rostered with the most effective skills mix to meet all operational 

requirements. 

Performance Staff rosters are developed taking into account social and cultural 
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Standard 1.5 considerations and broader organisational policies that affect staff rosters.  

Range Statement: Social and cultural considerations may relate to: 

 allowance for rostered days off for: 

o carer commitments 

o cultural or religious festivals 

o family commitments 

 mixing people: 

o from different cultures 

o with different language abilities 

 types of work to be undertaken by individuals with disabilities or 

impairments. 

Broader organisational policies may relate to: 

 sociocultural-friendly workplace initiatives 

 family-friendly workplace initiatives 

 leave for: 

o carers 

o compassionate reasons 

o illness or injury 

o jury service 

o long service 

o maternity or paternity 

o rehabilitation of injured workers 

o study 

o vacation.      

Performance 

Standard 1.6 

Colleagues are consulted for input prior to roster completion.  

Performance 

Standard 1.7 

Roster systems and equipment are used to administer rosters. 

 

Range Statement: Roster systems and equipment may include: 

 computers 

 electronic equipment used by staff to log commencement and completion 

time of rostered duties 

 rostering software programs. 

Learning Outcome 2 Present and communicate rosters. 

Performance 

Standard 2.1 

Rosters are presented in required formats to ensure clarity of information 

according to organisational standards. 

Performance 

Standard 2.2 

Rosters are communicated to appropriate colleagues within designated 

timeframes.  

 

Range Statement: Rosters may be communicated: 

 on-line 

 by email 

 via a noticeboard 

 paper based. 

Learning Outcome 3 Maintain rostering records. 

Performance 

Standard 3.1 

Records of shift time completed by employees or contractors are 

administered according to organisational procedures. 

 

Range Statement: Records of shift time may involve: 
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 authorising payment for duties completed 

 electronic equipment used by staff to log commencement and completion 

time of rostered duties 

 time sheets: 

o electronic 

o paper-based. 

Performance 

Standard 3.2 

Staff rostering records are maintained according to organisational 

procedures. 

Learning Outcome 4 Evaluate the effectiveness of rosters. 

Performance 

Standard 4.1 

The effectiveness of rosters is monitored in consultation with colleagues. 

Performance 

Standard 4.2 

Ways in which rosters and roster development processes may be improved 

are identified and appropriate action taken. 

Explanatory Notes  This NCS applies to all tourism, travel, hospitality and event sectors. 

This NCS applies to individuals responsible for the development of staff 

rosters for situations involving potentially large numbers of staff working 

across a range of different service periods and would not apply to small 

office environments.  

It applies to personnel who operate independently or with limited guidance 

from others, including dedicated specialist staff or operational supervisors 

and managers. 

Required skills 
 communication skills to consult with colleagues, ask questions and 

confirm requirements, and listen, understand and interpret verbal and 

non-verbal messages 

 literacy skills to: 

o read and interpret documents outlining opening and closing times, 

operational hours, and expected customer traffic 

o write potentially complex roster documentation 

 numeracy skills to complete planning activities involving dates, times 

and staff ratios 

 planning and organising skills to plan rosters to meet operational needs 

 problem-solving skills to re-work rosters in cases of staff illness 

 self-management skills to take responsibility for rostering enough staff 

to meet operational needs 

 teamwork skills to consider staff requests and personal commitments 

when planning rosters 

 technology skills to use: 

o a computer and keyboard 

o the system capabilities and functions of software programs. 

Required knowledge 
 sources of information on award and other industrial provisions 

 the key elements of applicable awards, including: 

o leave provisions 

o mandated breaks between shifts 

o maximum allowed shift hours 

o standard, overtime and penalty pay rates 

 for the industry sector: 

o role of rosters and their importance in controlling staff costs 
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o the system capabilities and functions of rostering software programs 

o a range of formats for and inclusions of staff rosters 

o a range of methods used to communicate rosters including 

electronic 

 for the specific organisation: 

o social, cultural and skills mix of the team to be rostered 

o full details of human resource policies and procedures that cover 

leave provisions and socio-cultural issues 

o operational requirements of the business activity, department or 

event subject to rostering 

o wage budget for the business activity, department or event subject 

to rostering. 
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this NCS 
Evidence of the ability to: 

 prepare multiple rosters to meet diverse operational requirements 

 roster sufficient staff to ensure the delivery of high quality customer 

service within wage budget constraints 

 integrate knowledge of the industrial provisions, human resource policy 

and the skills mix of the team to be rostered 

 complete rostering activities within commercial and staff time 

constraints. 

Context of and specific resources for assessment 
Assessment must ensure use of: 

 a real or simulated tourism, hospitality or event industry business 

operation or activity subject to rostering 

 computers, printers and software programs currently used by the 

tourism, hospitality or event industry to prepare rosters 

 awards applicable to the tourism, hospitality or event industry 

 operational information about the organisation or department subject to 

rostering 

 information about the cultural and skills mix of a team subject to 

rostering. 

Method of assessment 
A range of assessment methods should be used to assess practical skills and 

knowledge. The following examples are appropriate for this NCS:  

 projects or activities that allow the individual to develop rosters, that 

meet a set budget, for a department‟s weekly operation, a function or 

event 

 use of problem-solving exercises so the individual can determine the 

correct skills and cultural mix for a particular service period 

 exercises and activities to assess the individual‟s knowledge of award 

provisions 

 written or oral questioning to assess knowledge of the role of rosters 

and their importance in controlling staff costs 

 review of portfolios of evidence and third-party workplace reports of 

on-the-job performance by the individual. 

Guidance information for assessment 
The assessor should design integrated assessment activities to holistically 

assess this NCS with other NCS relevant to the industry sector, workplace 
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and job role, for example: 

 MF04009  Show social and cultural sensitivity in the workplace 

 MF02009  Manage finances within a budget 

 MF09029 Monitor work operations. 
 

Resource 

requirements 

Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09031 Manage diversity in the workplace 

SQF Level IV NCS Credit Value 6 

NCS Purpose 

Statement 

This NCS describes the performance outcomes, skills and knowledge 

required to manage diversity in the workplace. It covers implementing the 

organisation's policy on diversity, fostering diversity within the work team, 

and promoting the benefits of a diverse workplace. 

Classification Mixed Field>Employment Skills 

Pre-requisites  Not applicable. 

 

Learning Outcome 1 Implement diversity policy in the workplace. 

Performance 

Standard 1.1 

The diversity policy is reviewed according to organisational procedures. 

 

Range Statement: Diversity may relate to: 

 any form of difference, such as: 

o ability, aptitude and disability 

o age 

o culture 

o ethnicity 

o gender 

o language 

o marital status or family arrangements 

o nationality 

o personality 

o race  

o religion 

o sexuality. 

Performance 

Standard 1.2 

The diversity policy‟s  application is determined according to the specific 

work context. 

Performance 

Standard 1.3 

Actions are instituted to ensure that the diversity policy is understood and 

implemented by relevant parties. 

 

Range Statement: Actions may include: 

 displaying policy on noticeboards and other public areas 

 distributing copies of policy to staff 

 explaining policy to staff at meetings or other forums 
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 reinforcing key messages from policy in supervisory discussions, 

performance appraisals or other interactions. 

Performance 

Standard 1.4 

Feedback and suggestions are provided for improvement to ensure currency 

and efficacy of diversity policy. 

Learning Outcome 2 Foster respect for diversity in the work team. 

Performance 

Standard 2.1 

Own prejudices are addressed and respect demonstrated for difference in 

personal interactions. 

Performance 

Standard 2.2 

Diversity is recognised in a positive light when selecting and recruiting staff. 

Performance 

Standard 2.3 

Training needs are identified and actioned to address issues of difference in 

the team. 

 

Range Statement: Training needs may involve: 

 cultural competency training 

 culturally-specific training 

 diversity training 

 equal opportunity training 

 ethics training 

 grievance management training 

 human rights training 

 recruitment and selection training 

 workplace bullying, discrimination or harassment training. 

Performance 

Standard 2.4 

Tensions are managed and collaboration and respect is encouraged between 

staff who struggle to work effectively with difference 

Performance 

Standard 2.5 

Staff is assisted to see that working effectively with difference is a strength 

that can improve the organisation's products, services and customer relations. 

Performance 

Standard 2.6 

Allegations of harassment are managed and complaints addressed according 

to organisational procedures. 

 

Range Statement: Complaints may include: 

 informal complaints that are managed within the workplace 

 formal complaints of discrimination under anti-discrimination laws. 

Learning Outcome 3 Promote the benefits of diversity 

Performance 

Standard 3.1 

The organisation's workforce diversity is promoted in internal and external 

forums to enhance the company's image and reputation. 

 

Range Statement: Internal and external forums may include: 

 business meetings 

 conferences and seminars 

 newsletters and bulletins 

 professional networks 

 staff meetings 

 staff updates. 

Performance 

Standard 3.2 

Ideas and information are captured from the diversity in the workforce to 

enhance products and services and contribute to competitive advantage.  

Performance 

Standard 3.3 

Organisational efforts to value diversity are supported. 

Explanatory Notes This NCS applies to individuals working in a supervisory or managerial role 

who direct the work of others. They may work in any industry context and 
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with teams of variable sizes in the public or private sectors.  

The unit reinforces the value and benefits of diversity in the workplace. As 

such, it is of particular value to people working in organisations with staff 

from different cultures, races or religion, where there are staff members from 

multiple generations, or where there are other forms of difference in the 

workforce. 

Required skills 
 analytical skills to determine how to make intelligent applications of 

policy in the work context  

 communication skills to: 

o explain and promote the benefits of diversity 

o negotiate differences between staff 

o relate to people from a range of backgrounds 

 learning skills to: 

o assist people within the organisation to understand the diversity 

policy, using different methods to cater for differences in 

learning styles 

o provide feedback and suggestions for improvement to the 

diversity policy 

o use ideas and information from the diversity in the workforce to 

contribute to the organisation's competitive advantage 

 self-management, learning and development skills to reflect on and 

review own prejudices 

Required knowledge 
formal and informal complaints procedures 

key features of relevant current legislation, relevant to: 

 Age Discrimination  

 Disability Discrimination  

 Racial Discrimination  

 Sex Discrimination  

 Human Rights and Equal Opportunity  
 

Suggested 

assessment methods 

Critical aspects for assessment and evidence required to demonstrate 

competency in this unit 
Evidence of the following is essential: 

 demonstration of the application of diversity policy and the capacity to 

critically review a diversity policy 

 promotion of strategies to ensure that diversity is understood and 

respected in the work team 

 demonstration of compliance with protocols for handling complaints of 

bullying or harassment. 

Context of and specific resources for assessment 
Assessment must ensure access to real or simulated workplace documents 

and records. 

Method of assessment 
The following assessment methods are appropriate for this unit:  

 assessment of reports on diversity policy and policy application 

 direct questioning combined with review of portfolios of evidence and 

third-party workplace reports of on-the-job performance by the 

candidate 

 observation of demonstrated techniques in performance management 
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 observation of presentations around protocols for handling complaints 

and bullying or harassment 

 review of strategies developed to ensure that diversity is understood 

and respected in the work team 

 oral or written questioning to assess knowledge of human rights and 

relevant legislative requirements. 

Guidance information for assessment 
Holistic assessment with other units relevant to the industry sector, 

workplace and job role is recommended, for example: 

 MF09028  Lead and manage people 

 MF09029  Monitor work operations 

 MF05014  Manage conflict 
 

Resource 

requirements 

 Essential resources are referred to throughout this NCS 

Responsible SAG  Tourism and Hospitality Sector Advisory Group 

Registration date  26th November 2015 

Planned Review 

date 

After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 

 

 

NCS Code and Title MF09039 Apply time management concepts and methods in business 

situations. 

SQF Level IV NCS Credit Value 3 

NCS Purpose 

Statement 

This standard describes the performance outcomes, skills and knowledge 

required to be able to apply time management concepts and methods in 

business situations. People credited with this standard are able to evaluate 

current use of time and plan for improvements, and apply techniques and 

measures to improve use of time in business situations. 

Classification Mixed Field >  Employment Skills Programmes 

Pre-requisites and 

co-requisites 

Not applicable.  

Learning Outcome 1 Evaluate current use of time and plan for improvements. 

Performance 

Standard 1.1  

Evaluation uses measurement techniques to examine effectiveness of current 

use of personal and work time. 

 

Range Statement:   at least two measurement techniques, which may 

include but are not limited to – time log, activity sampling, Pareto 80/20 

diagram diary analysis; 

 

Degree of effectiveness includes – considerations as to importance, urgency, 

payoff, highly productive and less productive time. 

Performance 

Standard 1.2 

Calculation of money value, based on the results of the time measurement 

technique used, demonstrates the economic value of time as a resource. 

 

Range Statement:  Money value of time includes but is not limited to – 

direct remuneration costs per hour, total remuneration costs per hour 

(including overheads, charge out rates per hour (including profit margin). 
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Performance 

Standard 1.3 

Analysis of the use of time identifies opportunities for improvement, and 

enables the setting of goals to increase productive time. 

 

Range Statement:  Analysis may include but is not limited to – incremental 

improvement, realistic timeframes, and anticipation of deadlines, 

organizational constraints, unforeseen crises and contingencies, suitable 

methods of measurement for goal achievement, progress checkpoints. 

Performance 

Standard 1.4 

Goal setting is prioritized according to urgency, importance, and strategic 

value to the organization. 

 

Range Statement:  prioritization may include but is not limited to - 

consideration of contemporary aids, such as the Time Management Matrix, 

Pareto 80/20 diagram 

Performance 

Standard 1.5 

Written goals and plans maintain focus on improvement and personal control 

over time and work demands. 

Learning Outcome 2 Apply techniques and measures to improve use of time in business 

situations. 

Performance 

Standard 2.1  

Application includes techniques for setting priorities, deadlines and 

schedules. 

 

Range Statement:  techniques may include but are not limited to – 

consideration of biological clocks, stress reduction, managing work/life 

balance, organizing shift work. 

Performance 

Standard 2.2 

Application includes measures for minimizing unproductive time and 

personal overload. 

 

Range Statement:  apply at least three techniques, which may include but 

are not limited to – delegation, contingency planning, managing meeting 

times. 

Performance 

Standards 2.3 

Techniques and measures used are evaluated in terms of their effectiveness 

and for informing any further actions needed to improve use of time. 

Explanatory Notes This standard is or people who need, or seek to improve personal and 

business performance through the effective use of time management 

concepts and techniques. 

 

Definition 

Organization refers to a specific business entity which may be profit or non-

profit; in private, public, or voluntary sectors; a business unit, or other 

special purpose body. 

This standard will be assessed on the basis of evidence of demonstrated 

performance in the workplace. 

Suggested 

assessment methods 

Assessment could be through observation of actual workplace performance 

or undertaken in a training provider environment.  Written and oral 

assessments also apply. Assessment conditions should be similar to those 

found in a commercial environment or actual workplace. 

Resource 

requirements  

Essential resources are referred to throughout this NCS 

Responsible Sector 

Advisory Group 

Generic Skills Sector Advisory Group 

Registration date  26th November 2015 
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Planned review date After 5 years of registration or listing or earlier if required. 

Moderation 

information 

Providers and assessors of this NCS must comply with the SQA National 

Moderation System. Details of this system are available from SQA 
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ANNEX 1: SQF FIELDS AND SUBFIELDS 

FIELD/CLASSIFICATION SUBFIELD CODE 

NATURAL AND PHYSICAL SCIENCES NS 

Mathematical Sciences Mathematics NS01 

Statistics NS02 

Mathematical Sciences not elsewhere classified NS91 

   

Physics and Astronomy Physics NS03 

Astronomy NS04 

  

Chemical Sciences Organic Chemistry NS05 

Inorganic Chemistry NS06 

Chemical Sciences not elsewhere classified NS92 

   

Earth Sciences Atmospheric Sciences NS07 

Geology NS08 

Geophysics NS09 

Geochemistry NS10 

Soil Science NS11 

Hydrology NS12 

Oceanography NS13 

Earth Sciences not elsewhere classified NS93 

   

Biological Sciences Biochemistry and Cell Biology NS14 

Botany NS15 

Ecology and Evolution NS16 

Marine Science NS17 

Genetics NS18 

Microbiology NS19 

Human Biology NS20 

Zoology NS21 

Neuroscience NS22 

Biological Sciences not elsewhere classified NS94 

   

Other Natural and Physical 

Sciences 

Medical Science NS23 

Food Science and Biotechnology  NS24 

Pharmacology NS25 

Laboratory Technology  NS26 

Natural and Physical Sciences not elsewhere 

classified 
NS95 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

INFORMATION TECHNOLOGY IT 

Computer Science Formal Language Theory IT01 

Programming IT02 

Computational Theory IT03 

Compiler Construction IT04 
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Algorithms IT05 

Data Structures IT06 

Networks and Communications IT07 

Computer Graphics IT08 

Operating Systems  IT09 

Artificial Intelligence  IT10 

Computer Science not elsewhere classified IT91 

   

Information Systems Conceptual Modelling IT11 

Database Management  IT12 

Systems Analysis and Design  IT13 

Decision Support Systems IT14 

Information Systems not elsewhere classified IT92 

   

Other Information 

Technology 

Security Science  IT15 

Information Technology not elsewhere classified IT93 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

ENGINEERING AND RELATED TECHNOLOGIES ER 

Manufacturing, 

Engineering and 

Technology 

Manufacturing Engineering ER01 

Printing ER02 

Textile Making ER03 

Garment Making ER04 

Plastics Processing Technology ER05 

Footwear Making ER06 

Wood Machining and Turning ER07 

Cabinet Making ER08 

Furniture Upholstery and Renovation ER09 

Furniture Polishing ER10 

Manufacturing Engineering and Technology not 

elsewhere classified 
ER91 

   

Process and Resources 

Engineering 

Chemical Engineering  ER11 

Mining and Resources Engineering  ER12 

Wood Based Manufacturing  ER13 

Materials Engineering ER14 

Ceramics, Industrial Glass and Rubber 

Manufacturing 
ER15 

Food (excluding Seafood) Processing Technology ER16 

Seafood Processing  ER17 

Process and Resources Engineering not elsewhere 

classified  
ER92 

   

Automotive Engineering 

and Technology 

Automotive Engineering  ER18 

Vehicle Mechanics  ER19 

Automotive Electrics and Electronics ER20 

Automotive Vehicle Refinishing ER21 

Automotive Body Construction ER22 
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Panel Beating ER23 

Upholstery and Vehicle Trimming  ER24 

Automotive Vehicle Operations  ER25 

Automotive Engineering and Technology not 

elsewhere classified 
ER93 

   

Mechanical and Industrial 

Engineering and 

Technology  

Mechanical Engineering  ER26 

Industrial Engineering  ER27 

Toolmaking ER28 

Metal Fitting, Turning and Machining  ER29 

Sheetmetal Working ER30 

Boiler-making and Welding  ER31 

Metal Casting and Pattern Making ER32 

Precision Metalworking  ER33 

Plant and Machine Operations  ER34 

Mechanical and Industrial Engineering & 

Technology not elsewhere classified 
ER94 

   

Civil Engineering Construction Engineering ER35 

Structural Engineering  ER36 

Building Services Engineering  ER37 

Water and Sanitary Engineering  ER38 

Transport Engineering ER39 

Road Construction ER40 

Geotechnical Engineering  ER41 

Ocean Engineering  ER42 

Civil Engineering not elsewhere classified ER95 

   

Geomatic Engineering Surveying ER43 

Mapping Science ER44 

Geomatic Engineering not elsewhere classified  ER96 

   

Electrical and Electronic 

Engineering and 

Technology 

Electrical Engineering ER45 

Electronic Engineering  ER46 

Computer Engineering ER47 

Communications Technologies  ER48 

Communications Equipment Installation and 

Maintenance 
ER49 

Power Line Installation and Maintenance ER50 

Electrical Fitting, Electrical Mechanics ER51 

Refrigeration, Heating and Air Conditioning  ER52 

Electronic Equipment Servicing ER53 

Electrical and Electronic Engineering and 

Technology not elsewhere classified 
ER97 

   

Aerospace Engineering and 

Technology 

Aerospace Engineering  ER54 

Aircraft Maintenance Engineering  ER55 

Aircraft Operation ER56 
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Air Traffic Control  ER57 

Aerospace Engineering and Technology not 

elsewhere classified  
ER98 

   

Maritime Engineering and 

Technology 

Maritime Engineering  ER58 

Marine Construction ER59 

Marine Craft Operation  ER60 

Maritime Engineering and Technology not 

elsewhere classified 
ER99 

   

Other Engineering and 

Related Technologies 

Environmental Engineering  ER61 

Orthotics and Prosthetics  ER62 

Biomedical Engineering  ER63 

Fire Technology and Rescue Services ER64 

Rail Operations  ER65 

Cleaning  ER66 

Engineering and Related Technologies not 

elsewhere classified  
ER100 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

ARCHITECTURE AND BUILDING  AB 

Architecture and Urban 

Environment 

Architecture AB01 

Urban Design and Regional Planning  AB02 

Landscape Architecture AB03 

Interior and Environmental Design AB04 

Architecture and Urban Environment not elsewhere 

classified 
AB91 

   

Building  Building Science and Technology AB05 

Building Construction Management  AB06 

Building Surveying (Inspection)  AB07 

Building Construction Economics (including 

Quantity Surveying) 
AB08 

Bricklaying and Stonemasonry AB09 

Carpentry and Joinery  AB10 

Ceiling, Wall and Floor Fixing AB11 

Roof Fixing AB12 

Plastering AB13 

Furnishing Installation  AB14 

Floor Coverings  AB15 

Glazing  AB16 

Painting, Decorating, Sign Writing and Other 

Finishes  
AB17 

Plumbing, Gasfitting and Drainlaying  AB18 

Scaffolding and Rigging  AB19 

Building not elsewhere classified  AB92 

 

FIELD/CLASSIFICATION SUBFIELD CODE 
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AGRICULTURE, ENVIRONMENTAL & RELATED STUDIES AE 

Agriculture Agricultural Science  AE01 

Wool and Fibre Science  AE02 

Beekeeping  AE03 

Animal Husbandry  AE04 

Crop Production  AE05 

Equine Trades  AE06 

Wool and Fibre Harvesting  AE07 

General Land Skills  AE08 

Agriculture not elsewhere classified  AE91 

   

Horticulture and 

Viticulture 

Horticulture AE09 

Viticulture  AE10 

   

Forestry Studies Forestry Studies  AE11 

Solid Wood Processing  AE12 

   

Fisheries Studies Aquaculture  AE13 

Seafood Harvesting (Fishing)  AE14 

Fisheries Studies not elsewhere classified  AE92 

   

Environmental Studies Land, Parks and Wildlife Management  AE15 

Environmental Studies not elsewhere classified  AE93 

   

Other Agriculture, 

Environmental and Related 

Studies 

Pest and Weed Control  AE16 

Agriculture, Environmental and Related Studies 

not elsewhere classified 
AE94 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

HEALTH HE 

Medical Studies General Medicine  HE01 

Surgery  HE02 

Psychiatry  HE03 

Obstetrics and Gynaecology  HE04 

Paediatrics  HE05 

Anaesthesiology  HE06 

Pathology  HE07 

Radiology  HE08 

Internal Medicine  HE09 

General Practice Medicine  HE10 

Medical Studies not elsewhere classified  HE91 

   

Nursing Nursing HE11 

Midwifery HE12 

Health Care Assistant HE13 

Nursing not elsewhere classified HE90 

   

Pharmacy  Pharmacy HE14 
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Dental Studies Dentistry  HE15 

Dental Hygiene and Therapy HE16 

Dental Technology HE17 

Dental Studies not elsewhere classified  HE93 

   

Optical Science Optometry HE18 

Optical Technology HE19 

Optical Science not elsewhere classified  HE94 

   

Veterinary Studies Veterinary Science  HE20 

Veterinary Assisting  HE21 

Veterinary Studies not elsewhere classified  HE95 

   

Public Health Occupational Health and Safety HE22 

Environmental Health  HE23 

Health Education, Promotion, Counselling  HE25 

Community Health  HE26 

Epidemiology HE27 

Public Health not elsewhere classified  HE96 

   

Radiography  Medical Imaging Technology (Radiography) and 

Radiation Therapy 
HE28 

   

Rehabilitation Therapies Physiotherapy  HE29 

Occupational Therapy HE30 

Chiropractic and Osteopathy HE31 

Speech Pathology HE32 

Audiology  HE33 

Massage Therapy HE34 

Podiatry HE35 

Rehabilitation Therapies not elsewhere classified HE97 

   

Complementary Therapies Naturopathy and Homeopathy  HE36 

Acupuncture  HE37 

Traditional Chinese Medicine HE38 

Complementary Therapies not elsewhere classified  HE98 

   

Other Health  Nutrition and Dietetics HE39 

Human Movement and Sports Science HE40 

Paramedical Studies HE41 

First Aid HE42 

Health not elsewhere classified  HE99 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

07 EDUCATION  ED 

Teacher Education Teacher Education: Early Childhood (Pre-Service) ED01 

Teacher Education: Primary (Pre-Service) ED02 
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Teacher Education: Secondary (Pre-Service) ED03 

Teacher Education: Tertiary  ED04 

Teacher Education: General (Pre-Service)  ED05 

Teacher Education: Special Education  ED06 

English Language Teaching(ESOL/EFL)  ED07 

Bilingual Early Childhood Teacher Training (Pre-

Service)  
ED09 

Immersion Early Childhood Teacher Training (Pre-

Service)  
ED10 

Bilingual Primary Teacher Training (Pre-Service)  ED11 

Immersion Primary Teacher Training (Pre-Service)  ED12 

Bilingual Secondary Teacher Training (Pre-

Service)  
ED13 

Immersion Secondary Teacher Training (Pre-

Service)  
ED14 

Teacher Professional Development  ED15 

Teacher Education not elsewhere classified  ED91 

   

Curriculum and Education 

Studies 

Curriculum Studies  ED16 

Education Studies  ED17 

   

Other Education Education not elsewhere classified  ED92  

 

FIELD/CLASSIFICATION SUBFIELD CODE 

08 MANAGEMENT AND 

COMMERCE 

 MC 

Accountancy Accounting  MC01 

Accountancy not elsewhere classified  MC91 

   

Business and Management Business Management  MC02 

Human Resource Management  MC03 

Personal Management Training MC04 

Organisation Management  MC05 

Industrial Relations  MC06 

International Business  MC07 

Education Administration  MC08 

Public and Health Care Administration  MC09 

Project Management  MC10 

Quality Management  MC11 

Hospitality Management  MC12 

Racing and Gaming Management  MC13 

Farm Management and Agribusiness  MC14 

Tourism Management  MC15 

Business and Management not elsewhere classified  MC92 

   

Sales and Marketing Sales  MC16 

Real Estate MC17 

Marketing  MC18 
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Advertising MC19 

Public Relations  MC20 

Sales and Marketing not elsewhere classified MC93 

   

Tourism Tourism Studies  MC21 

   

Office Studies Secretarial and Office Studies  MC22 

Text Processing and Office Tools MC23 

Office Studies not elsewhere classified  MC94 

   

Banking, Finance and 

Related Fields 

Banking and Finance  MC24 

Insurance and Actuarial Studies MC25 

Investment and Securities  MC26 

Banking, Finance and Related Fields not elsewhere 

classified  
MC27 

Other Management and Commerce MC28 

Purchasing, Warehousing and Distribution  MC29 

Valuation MC30 

Management and Commerce not elsewhere 

classified  
MC95 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

SOCIETY AND CULTURE SC 

Political Science and Policy 

Studies 

Political Science SC01 

Policy Studies SC02 

   

Studies in Human Society Sociology SC03 

Anthropology SC04 

History SC05 

Art History SC06 

Archaeology SC07 

Classics  SC08 

Human Geography  SC09 

Women‟s Studies  SC11 

Studies in Human Society not elsewhere classified  SC91 

   

Human Welfare Studies 

and Services 

Social Work SC12 

Children‟s Services SC13 

Nannying and Early Childhood Care SC14 

Youth Work SC15 

Support for the Older Person SC16 

Care for People with Disabilities  SC17 

Community Client Care  SC18 

Counselling  SC19 

Welfare Studies  SC20 

Human Welfare Studies and Services not 

elsewhere classified  
SC92 
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Behavioural Science Psychology SC21 

Behavioural Science not elsewhere classified  SC93 

   

Law Business and Commercial Law  SC22 

Constitutional Law  SC23 

Criminal Law  SC24 

Family Law  SC25 

International Law  SC26 

Taxation Law SC27 

Legal Practice  SC28 

Law not elsewhere classified  SC94 

   

Justice and Law 

Enforcement 

Justice Administration SC29 

Legal Studies  SC30 

Police Studies  SC31 

Justice and Law Enforcement not elsewhere 

classified  
SC95 

   

Librarianship, Information 

Management and 

Curatorial Studies  

Librarianship and Information Management SC32 

Curatorial Studies  SC33 

   

Language and Literature English Language SC34 

Foreign Languages  SC36 

English for Speakers of Other Languages  SC37 

Translating and Interpreting  SC38 

Linguistics  SC39 

Literature  SC40 

Language and Literature not elsewhere classified  SC96 

   

Philosophy and Religious 

Studies  

Philosophy SC41 

Religious Studies  SC42 

   

Economics and 

Econometrics 

Economics  SC43 

Econometrics  SC44 

   

Sport and Recreation Sport and Recreation Activities SC45 

Sports Coaching, Playing, Officiating and 

Instructing  
SC46 

Sport and Recreation not elsewhere classified  SC97 

   

Other Society and Culture Community, Aiga, Family and Consumer Studies  SC47 

Cultural Studies  SC48 

Criminology  SC49 

Security Services  SC50 

Society and Culture not elsewhere classified  SC98 
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FIELD/CLASSIFICATION SUBFIELD CODE 

CREATIVE ARTS CA 

Performing Arts Music  CA01 

Drama and Theatre Studies  CA02 

Dance  CA03 

Performing Arts not elsewhere classified  CA91 

   

Visual Arts and Crafts Fine Arts  CA05 

Photography  CA06 

Crafts  CA07 

Jewellery Making  CA09 

Floristry  CA10 

Visual Arts and Crafts not elsewhere classified  CA92 

   

Graphic and Design Studies Graphic Arts and Design Studies CA11 

Textile Design CA12 

Fashion Design  CA13 

Graphic and Design Studies not elsewhere 

classified  
CA93 

   

Communication and Media 

Studies 

Audio Visual Studies  CA15 

Journalism, Communication and Media Studies CA16 

Written Communication  CA17 

Verbal Communication  CA18 

Communication and Media Studies not elsewhere 

classified  
CA94 

   

Other Creative Arts Creative Arts not elsewhere classified  CA95 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

FOOD, HOSPITALITY AND PERSONAL SERVICES FH 

Food and Hospitality Hospitality  FH01 

Food and Beverage Service  FH02 

Butchery  FH03 

Baking and Pastry Making  FH04 

Cookery  FH05 

Food Hygiene  FH06 

Food and Hospitality not elsewhere classified  FH91 

   

Personal Services Beauty Therapy  FH07 

Hairdressing  FH08 

Personal Services not elsewhere classified  FH92 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

MIXED FIELDS MF 

General Education 

Programmes 

General Primary and Secondary Education  MF01 

Literacy and Numeracy Programmes  MF02 

Learning Skills Programmes  MF03 
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General Education Programmes not elsewhere 

classified  
MF91 

   

Social Skills Programmes Social and Interpersonal Skills Programmes  MF04 

Life Skills  MF05 

Family/Aiga Education  MF06 

Social Skills Programmes not elsewhere classified  MF92 

   

Employment Skills 

Programmes 

Career Development Programmes MF07 

Job Search Skills Programmes MF08 

Work Practices Programmes MF09 

Employment Skills Programmes not elsewhere 

classified 
MF93 

   

Other Mixed Field 

Programmes 

Mixed Field Programmes not elsewhere classified MF94 

 

FIELD/CLASSIFICATION SUBFIELD CODE 

TOMAI MA ILOA SAMOA TS 

Faiva Alofilima Ie Samoa TS01 

Fala Eseese TS02 

Siapo TS03 

   

Tufuga ma Fa’atufugaga Malofie TS04 

 Fale TS05 

 Vaa TS06 

 


