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Introduction

Ethiopia has embarked on a process of reforming its TVET-System. Within the
policies and strategies of the Ethiopian Government, technology transformation — by
using international standards and international best practices as the basis, and,
adopting, adapting and verifying them in the Ethiopian context — is a pivotal element.
TVET is given an important role with regard to technology transfer. The new
paradigm in the outcome-based TVET system is the orientation at the current and
anticipated future demand of the economy and the labor market.

The Ethiopia Occupational Standard (EOS) is the core element of the Ethiopian
National TVET-Strategy and an important factor within the context of the National
TVET-Qualification Framework (NTQF). They are national Ethiopia standards, which
define the occupational requirements and expected outcome related to a specific
occupation without taking TVET delivery into account.

This document details the mandatory format, sequencing, wording and layout for the
Ethiopia Occupational Standard which comprised of Units of Competence.

A Unit of Competence describes a distinct work activity. It is documented in a
standard format that comprises:

e Occupational title, NTQF level

e Unittitle

e Unit code

e Unit descriptor

e Elements and Performance Criteria

e Variables and Range statement

e Evidence guide

Together all the parts of a Unit of Competence guide the assessor in determining
whether the candidate is competent.

The ensuing sections of this EOS document comprise a description of the respective
occupation with all the key components of a Unit of Competence:

e the chart with an overview of all Units of Competence for the respective
occupation including the Unit Codes and the Unit Titles

¢ the contents of each Unit of Competence (competence standard)

e occupational map providing the technical and vocational education and training
(TVET) providers with information and important requirements to consider when
designing training programs for this standards and for the individual, a career
path
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UNIT OF COMPETENCE CHART

Occupational Standard: Hotel Operation

Occupational Code: CST HOP

NTQF Level |

CST HOP1 01 0912
Clean and Tidy Bar
Areas

CST HOP1 02 0912
Operate a Bar

CST HOP1 03 0912
Serve Food and
Beverage to
Customers

CST HOP1 04 0912
Provide Table Service
of Alcoholic
Beverages

CST HOP1 05 0912
Prepare and Serve
Non-Alcoholic

CST HOP1 06 0912
Develop and Update
Hospitality Industry
Knowledge

CST HOP1 07 0912
Work with Colleagues
and Customers

CST HOP1 08 0912

Follow Health, Safety
and Security
Procedures

CST HOP1 09 0912
Follow Workplace
Hygiene Procedures

CST HOP1 10 0912
Provide Porter
Services

CST HOP1 11 0912
Provide Housekeeping
Services to Guests

CST HOP1 12 0912
Clean Premises and
Equipment

CST HOP1 13 0912
Launder Linen and
Guest Clothes

CST HOP1 14 0912
Provide Visitor
Information

CST HOP1 15 0912
Apply Point —of —Scale
Handling Procedures

CST HOP1 16 0912
Receive and Respond
to Workplace
Communication

CST HOP1 17 0912

Apply Quality
Standards

CST HOP1 18 0912
Demonstrate Work
Values

CST HOP1 19 0912
Work with Others

CST HOP1 20 0912

Develop
Understanding of
Entrepreneurship

CST HOP1 21 1012
Apply 5S Procedures
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NTQF Level Il

CST HOP2 01 0912
Apply Food and Beverage
Skills in the Workplace

CST HOP2 02 0912
Apply Hospitality Skills in
the Workplace

CST HOP2 03 0912
Operate and Monitor
Cellar Systems

CST HOP2 04 0912
Develop and Update
Tourism Industry
Knowledae

CST HOP2 05 0912
Provide Room Service

CST HOP2 06 0912
Provide Accommodation
Reception Services

CST HOP2 07 0912
Receive and Process
Reservations

CST HOP2 08 0912
Control Reservations or
Operations Using a
Computerized System

CST HOP2 09 0912
Perform Office
Procedures

CST HOP2 10 0912
Provide Quality Customer
Service

CST HOP2 11 0912
Provide Club Reception
Services

CST HOP2 12 0912
Present Food

CST HOP2 13 0912
Maintain Financial
Records

CST HOP2 14 0912
Transport and Store Food
in a Safe and Hygienic
Manner

CST HOP2 15 0912
Attend Gaming
Machines

CST HOP2 16 0912

Conduct Basic Workplace
Oral Communication in a
Language Other Than
Enalish

CSTHOP217 0912

Clean Public Area, Guest
Rooms, Bathrooms and
Toilets

CST HOP2 18 0912
Develop Keyboard Skills

CST HOP2 19 0912
Produce Simple Word
Processed Documents

CST HOP2 20 0912

Maintain a Hard Floor
Surface

CST HOP2 21 0912
Work in Team
Environment

CST HOP2 22 0912
Participate in Workplace
Communication

CST HOP2 23 0912
Develop Business
Practice

CST HOP2 24 1012

Apply Continuous
Improvement Processes
(Kaizen)
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Occupational Standard: Hotel Operation Level |

Unit Title

Clean and Tidy Bar Areas

Unit Code

CSTHOP1 01 0912

Unit Descriptor

This unit describes the performance outcomes, skills and
knowledge required to provide general assistance in a bar
area. It includes the skills to clean and tidy bars and public
areas, including collecting glasses and interacting with
customers. It does not include the preparation and service of
alcoholic beverages.

Some federal and regional will have legislative requirements
in relation to the service of alcohol.

Elements

Performance Criteria

1. Clean bar and
equipment

1.1 Clean bar surfaces and equipment according to
enterprise standards and hygiene regulations, in
consultation with other bar attendants and with minimum
disruption to bar operations.

1.2 Operate equipment according to manufacturer instructions
and enterprise procedures.

1.3 Check condition of utensils and glassware during the
cleaning process for dirty or damaged items.

1.4 Safely dispose of broken and cracked items and other
waste according to enterprise procedures and
environmental considerations

2 Clean and
maintain public
areas

2.1 ldentify public areas that require cleaning or maintenance
promptly and take appropriate action.

2.2 Clear empty and unwanted glasses on a regular basis with
minimum disruption to customers.

2.3 Clean and prepare tables and public areas hygienically
according to enterprise requirements.

2.4 Interact with customers, where appropriate, to enhance
customer service.

2.5 Contribute to venue profitability by proactively offering
information and advice about products and services
offered by the venue to ensure maximum take-up

2. Reduce
negative
environmental
impacts

3.1 Use energy, water and other resources efficiently when
cleaning the tables and public areas, bar and equipment
to reduce negative environmental impacts.

3.2 Collect damaged glass and plastic bottles and containers
for recycling

3.3 Safely dispose of all waste, especially hazardous
substances, to minimise negative environmental impacts

Page 5 of 188

Ministry of Education

Version 1
September 2012

Hotel Operation
Ethiopia Occupational Standard

Copyright




Variable

Range

Bar surfaces and
equipment may
include but not
limited to:

service counters

beer, wine and post-mix service points
cash register and related equipment
refrigeration equipment

ice machines

blenders

coffee machines

utensils

glassware

food containers for garnishes and chips
glass washers

Public areas may
be indoor or
outdoor and may
include but not
limited to:

bar
restaurant
function
gaming

Evidence Guide

Critical aspects of
Competence

Assessment requires evidence that the candidate:

organised resource efficiently, effectively and safely
cleaned tables and public areas, bar and equipment
followed enterprise bar cleaning procedures safely and
hygienically

understood correct and environmentally sound disposal

methods for waste and in particular for hazardous
substances

maintained the cleanliness and tidiness of bar area during
normal operating conditions within appropriate timeframes

Underpinning
Knowledge and
Attitudes

Demonstrates knowledge of:

requirements of the relevant federal and regional Liquor

Act in relation to general licensing requirements and

responsibilities of individual staff members

requirements of the federal and regional Health Act in

relation to basic hygiene requirements in bar areas

safety issues of particular relevance to bar operations,
including:

» general awareness of potential dangers associated with
inert gases used in beverage dispensing systems, and
their impact on different workers

» signage used for areas of restricted access

key products and services offered within the venue
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e the environmental impacts of cleaning tables and public
areas, bar and equipment and minimal impact practices to
reduce these especially those that relate to resource,
water and energy use

e correct and environmentally sound disposal methods for
bar waste including hazardous substances and recyclable
glass and plastic bottles and containers

Underpinning
Skills

Demonstrates skills to:

e operate bar equipment, including glass washer

e safe and appropriate use of cleaning equipment and
chemicals

¢ logical and efficient work flow

e problem-solving skills to deal with minor problems, such as
spillages and stains

e communication skills to liaise with other team members,
clarify requirements, provide information and listen to and
interpret information and non-verbal communication

e numeracy skills to calculate quantities for cleaning
materials

e literacy skills to read instructions on equipment and
cleaning materials

Resources Access is required to real or appropriately simulated
Implication situations, including work areas, materials and equipment,
and to information on workplace practices and OHS practices.
Assessment Competence may be assessed through:
Methods e Interview / Written Test / Oral Questioning
e Observation / Demonstration
Context of Competence may be assessed in the work place or in a
Assessment simulated work place setting
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Occupational Standard: Hotel Operation Level |

Unit Title

Operate a Bar

Unit Code

CST HOP1 02 0912

Unit Descriptor

This unit describes the performance outcomes, skills and
knowledge required to carry out bar operations in a range of
hospitality enterprises. The unit involves the service of a range of
alcoholic and non-alcoholic beverages commonly found in a bar.
It does not include the making of espresso coffee. Customer
service and selling skills are found in other units.

Some Federal and regional will have legislative requirements in
relation to service of alcohol.

Elements

Performance Criteria

1. Prepare bar for
service

1.1 Set up bar display and work area according to regulatory and
enterprise requirements and style of bar service.

1.2 Check and restock bar products and materials where
necessary, completing any required documentation.

1.3 Store all items in correct place and at correct temperature.

1.4 Prepare a suitable range of decorations, coasters and edible
and non-edible garnishes and stock, according to enterprise
requirements.

2. Take drink orders

2.1 Take orders and either note or memorize them correctly.

2.2 Check products and brand preferences with the customer in a
courteous manner.

2.3 Make recommendations and suggestions to customers to
assist them with drink selection, and promote or up-sell
products as appropriate.

2.4 ldentify any specific customer preferences.
2.5 Receive and process customer payments

3. Prepare and
serve drinks

3.1 Serve drinks promptly and courteously according to customer
preferences, using required glassware and garnishes.

3.2 Prepare drinks according to legal and enterprise standards,
using the correct equipment, ingredients and standard
measures.

3.3 Prepare non-alcoholic beverages and serve according to
customer preference.

3.4 Minimise wastage and spillage.
3.5 Check beverage quality during service and take corrective
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action when required.

3.6 Report beverage quality issues promptly to the appropriate
person.

3.7 Provide tray service where appropriate, according to
enterprise procedures.

3.8 Attend to any mishaps promptly and safely

4. Close down bar
operations

4.1 When appropriate, shut down equipment according to
enterprise safety procedures and manufacturer instructions.

4.2 Clear, clean or dismantle bar areas according to enterprise
procedures.

4.3 Store any suitable leftover garnishes hygienically and at the
correct temperature.

4.3 Check and reorder stock according to enterprise procedures.

4.5 Set up bar correctly for next service, ensuring equipment,
stock and glasses are in the correct place.

4.6 Where appropriate, conduct a handover to incoming bar staff
and share relevant information

5. Reduce negative
environmental
impacts

5.1 Use energy, water and other resources efficiently when
operating and cleaning the bar to reduce negative
environmental impacts.

5.2 Collect damaged glass and plastic bottles and containers for
recycling

5.3 Safely dispose of all waste, especially hazardous substances,
to minimise negative environmental impacts

Variable

Range

Set-up may include
requirements and
procedures for

o drytill

e inclusive packages

e cash drinks

e set limits

e pre-set drinks

e open and prepare bar

Bar service must
include the
preparation and
service of a range
of drinks, including

e a variety of mixed drinks and basic cocktails
e beers

e spirits

e wines

e non-alcoholic beverages

o fortified drinks
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Bar products and
materials include

different types of alcoholic and non-alcoholic beverages
edible and non-edible garnishes

accompaniments

serviettes

coasters

bar towels

display items, including brochures, bar menus, price lists and
other promotional materials

other relevant materials

Specific customer
preferences may
relate to

ice
garnishes
glassware
mixers
temperature
strength

Equipment includes

blenders, vitamisers, juicers and shakers
coffee-making equipment

cleaning equipment

refrigeration equipment

utensils

glass-washers

beer reticulation equipment

electronic spirit measures

post-mix systems

ice machines

manual and electronic cash registers, credit and electronic
funds transfer at point of sale (EFTPOS) equipment

Non-alcoholic
beverages include

tea

coffee

carbonated drinks

juices

frappes and 'mock tails' (non-alcoholic cocktails)

Mishaps include

spillages
breakages

Relevant
information
includes

current customer information, such as preferences or
problems

iIssues relating to beverage quality
stock requirements

Evidence Guide
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Critical aspects of

Assessment requires evidence that the candidate:

Competence e ability to organise efficient, resource effective and safe bar
operations
e knowledge of correct and environmentally sound disposal
methods for waste and in particular for hazardous substances
e use of accurate measures and appropriate glassware for
drinks
¢ ability to prepare a range of standard drinks, both alcoholic
and non-alcoholic
e ability to set up and operate a bar according to established
procedures and systems under normal operating conditions
and workplace time constraints
Underpinning Demonstrates knowledge of:
Kn_owledge and e requirements of the relevant federal and regional Liquor Act in
Attitudes relation to service of alcohol

e hygiene issues of specific relevance to beverage service (safe
work practices deleted as now covered in more detail below)

e safety issues and safe work practices of specific relevance to
bar operations including:

> overview knowledge of the international Standards that
apply to safe bar operations

» 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 patron safety

» issues and requirements around the types of chemicals
used in bar operations

> requirements around appropriate signage for areas
where gases and chemicals are used

» scope of responsibilities of different workers and
contractors in relation to bar equipment

o different types of bars and bar service, including those
relevant to events and functions

e major types of beverages and their characteristics, including
beers, spirits, mixed drinks, soft drinks, wines and fortified
drinks and an overview of commonly requested cocktails

e operational features of typical bar equipment, including
dispensing systems, ice machines, refrigeration and glass-
washers (to include safety and hygiene issues)

e waste minimisation techniques

e the environmental impacts of operating a bar and cleaning
equipment and minimal impact practices to reduce these
especially those that relate to resource, water and energy use

e correct and environmentally sound disposal methods for bar
waste including hazardous substances recyclable glass and

Page 11 of 188

Ministry of Education Hotel Operation Version 1
Copyright Ethiopia Occupational Standard September 2012




plastic bottles and containers

Underpinning Skills

Demonstrates skills to:

e preparation and serving techniques for a basic range of
drinks, including tea and coffee

e problem-solving skills to deal with beer quality problems

e communication skills to liaise with customers and other team
members, clarify requirements, provide information and listen
to and interpret information and non-verbal communication

e numeracy skills to calculate costs, change and ratios and
quantities for recipes

e literacy skills to read current industry literature, such as
magazines, legislation and promotional materials

Resources Access is required to real or appropriately simulated situations,
Implication including work areas, materials and equipment, and to
information on workplace practices and OHS practices.
Assessment Competence may be assessed through:
Methods e Interview / Written Test / Oral Questioning
e Observation / Demonstration
Context of Competence may be assessed in the work place or in a
Assessment simulated work place setting
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Occupational Standard: Hotel Operation Level |

Unit Title

Serve Food and Beverage to Customers

Unit Code

CST HOP1 03 0912

Unit Descriptor

This unit describes the performance outcomes, skills and
knowledge required to serve food and beverage to customers in
a range of hospitality industry enterprises.

The unit does not focus on the full range of product knowledge
and service techniques required in a restaurant dining situation.

Some Federal and regional have legislative requirements in
relation to service of alcohol.

Elements

Performance Criteria

1. Prepare for
service

1.1 Check furniture and fittings for cleanliness and condition
prior to service according to enterprise procedures, and take
corrective action where required.

1.2 Prepare and adjust the environment to ensure comfort and
ambience for customers, as appropriate.

1.3 Set up any furniture according to enterprise requirements,
customer requests, staff convenience and safety.

1.4 Check any furniture for stability of customer and service
personnel access according to legislative requirements.

1.5 Check and prepare equipment for service and remove, clean
or replace items not meeting enterprise standards.

1.6 Display food and beverage items according to enterprise and
legislative requirements

2. Welcome
customers

2.1 Greet customers on arrival, according to enterprise customer
service standards.

2.2 Provide information to customers, giving clear explanations
and descriptions.

2.3 Make recommendations and suggestions to customers to
assist them with drink and meal selection.

2.4 Answer customer questions on menu items correctly and
courteously

3. Take and
process orders

3.1 Take and record orders accurately and legibly using the
format required by the enterprise then coincide with the
customer and convey them promptly to the kitchen or bar,
where appropriate.

3.2 Operate the ordering system according to enterprise
procedures.

3.3 Relay information about any special requests or dietary or
cultural requirements to relevant person where appropriate.
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3.4 Provide glassware, service ware and cutlery suitable for
menu choice, according to enterprise procedures.

3.5 Process accounts and receive payment at appropriate time
and according to enterprise procedures

4. Serve and clear
food and drinks

4.1 Collect food and beverage selections promptly from kitchen or
bar, check for accuracy and presentation, and convey them to
customers safely.

4.2 Serve food and beverage courteously and to the correct
person, according to enterprise standards and hygiene
requirements.

4.3 Promptly recognize and follow up any delays or deficiencies
in service.

4.4 Advise and reassure customers about any delays or
problems.

4.5 Check customer satisfaction at the appropriate time.

4.6 Remove used items in a timely manner and safely transfer
them to the appropriate location for cleaning.

4.7 Dispose of leftover food and disposables, according to
hygiene regulations and enterprise practice.

4.8 Dispose of recyclable items according to local regulations and
enterprise practice.

4.9 Thank and farewell customers courteously

5. Close down after
service

5.1 Clear, clean, dismantle and store furniture and equipment
according to enterprise procedures and safety requirements.

5.2 Prepare and set up for next service according to enterprise
procedures and requirements.

5.3 Review and evaluate services with colleagues where
appropriate and identify possible improvements.

5.4 Provide handover to incoming colleagues and share relevant

information
Variable Range
Styles of service e Counter
may include e bistro
e table
e alacarte
Ministry of Education Hotel Operation Version 1
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Environment may
include

lighting

room temperature

music

decorations and displays
privacy

background noise

Equipment may
include

glassware

crockery

overlays and napkins
placemats

floral arrangements

ashtray

cutlery

condiments

tea and coffee-making facilities
menus and wine lists

display materials

coat hanger

computerised ordering systems
point-of-sale (POS) equipment

Legislative
requirements may
be related to

liquor, including responsible service of alcohol
OHS

hygiene

consumer protection and trade practices

duty of care

Information
provided to
customers may
include

menu choices, options and availability
information about food and beverages
specials

information about the location or area
location of customer facilities
information about main tourist facilities

Processing
accounts will vary
according to
enterprise
procedures and
may include

depositing money in cash register, processing and giving

change

processing credit cards or electronic funds transfer at point of

sale (EFTPOS)
handing account to another person to process
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Set up for next
service may include

polishing glassware
placing equipment in allocated storage areas
resetting tables

cleaning equipment, such as coffee machines and bains
marie

general cleaning of surfaces
restocking

Evidence Guide

Critical aspects of
Competence

Assessment requires evidence that the candidate:

demonstrated ability to serve food and beverage according to
established systems and procedures

ability to meet, greet and interact positively with customers

ability to work with speed and efficiency, and within typical
workplace time constraints

knowledge of hygiene and OHS requirements and
demonstrated safe practices

Communication to interact with customer
literacy skill to read menus and orders

Underpinning
Knowledge and
Attitudes

Demonstrates knowledge of:

typical work flow structure for food and beverage service
appropriate to the enterprise

ordering and service procedures
range and use of standard food and beverage equipment
menus and drink lists appropriate to the enterprise

waste minimisation techniques and environmental
considerations in relation to food and beverage service

safe and hygienic work practices in relation to food and
beverage service

Underpinning Skills

Demonstrates skills to:

food and beverage service techniques appropriate to the
enterprise, including plate carrying

problem-solving skills to deal with menu changes, lack of
availability of items and difficult customer situations

communication skills to liaise with customers and other team
members, clarify requirements, provide information and listen
to and interpret information and non-verbal communication

technical skills to use enterprise ordering systems and
equipment

literacy skills to read menus and orders

numeracy skills to calculate customer accounts
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Resources Access is required to real or appropriately simulated situations,
Implication including work areas, materials and equipment, and to
information on workplace practices and OHS practices.

Assessment Competence may be assessed through:
Methods ¢ Interview / Written Test / Oral Questioning
e Observation / Demonstration
Context of Competence may be assessed in the work place or in a
Assessment simulated work place setting
Ministry of Education Hotel Operation Version 1
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Occupational Standard: Hotel Operation Level |

Unit Title

Provide Table Service of Alcoholic Beverages

Unit Code

CST HOP1 04 0912

Unit Descriptor

This unit describes the performance outcomes, skills and
knowledge required to advise on and serve a range of bottled
and pre-poured alcoholic beverages within a hospitality setting. It
covers general knowledge of and service of all alcoholic
beverages, including wines.

The essential knowledge base for this unit will vary according to
local industry needs, and it is vital that any training take account
of these.

Some Federal and regional will have legislative requirements in
relation to service of alcohol.

Elements Performance Criteria

1. Advise 1.1 Provide general information on alcoholic beverages
customers on served by the enterprise.
alcoholic

beverages and
take orders

1.2 Offer drinks and wine list to customers, using correct
terminology and pronunciation to describe beverages.

1.3 Offer advice and recommendations on beverage choices to
customers courteously and when appropriate.

1.4 Promote products and drinks to customers according to
preferences and enterprise requirements.

1.5 Assist customers in selection of food and wine combinations,
when appropriate.

1.6 Take customer orders and verify selection with the customer.

2. Serve alcoholic
beverages

2.1 Store alcoholic beverages appropriately according to
enterprise practices.

2.2 Select beverages and check both temperature and
presentation of bottle prior to serving.

2.3 Select appropriate glassware and other equipment for
beverage service, according to enterprise requirements.

2.4 Prepare glassware and place according to enterprise and
industry standards.

2.5 Load, carry and unload trays where required, safely and
avoiding spillage.

2.6 Present beverages selected by customers to verify, where
appropriate.

2.7 Open and serve beverages correctly, safely and without
spillage.
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2.8 Pour beverages as required according to enterprise and
industry protocol.

2.9 Verify customer complaints about quality of beverages and
respond according to enterprise procedures.

2.10 Refill glasses where appropriate during service, with minimal
disruption to customers.

2.11 Remove used and unused glassware from tables at the
appropriate time and in the correct manner

Variable

Range

General information

on alcoholic beverages to be provided to customers includes:

e suitable drinks before and after a meal

e suggested basic wine and food combinations

e typical wines and growing areas

e (grape varieties and characteristics

e typical beers, place of origin and characteristics

e characteristics of spirits, liqueurs and aperitifs, and
appropriate mixers

e range of cocktails

Alcoholic
beverages

Include:

e wines - still, sparkling and fortified
e beers - local, imported, bulk and packaged

e spirits

e liqueurs
e aperitifs
e cocktails

Enterprise practices

For storage relate to:

e refrigeration
e shelving and cellaring
e vertical or horizontal storage

Equipment

For beverage service at the table includes:

e ice buckets or stands

e openers and wine knives

e corkscrew

e napkins

e (glassware appropriate to beverage and style
e wine lists
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Prepare glassware | Includes:

checking for cracks and chips
polishing

table placement

placing in storage

Verifying customer | About quality of beverages involves assessing:

complaints e visual appeal
e smell
e taste

Evidence Guide

Critical aspects of | Assessment requires evidence that the candidate:

Competence e ability to serve a range of alcoholic drinks at the table
within enterprise acceptable timeframes

e 0pening and serving beverages that require the application
of different techniques, such as sparkling and still wines

e provision of professional and courteous advice on
beverage selection

e knowledge of the enterprise beverage

» Provision of beverage service during a complete
service period.

» literacy skills to read wine and other beverage labels
» communication skill

Underpinning Demonstrates knowledge of:
Knowledge and  general knowledge of wines in relation to:
Attitudes > major Ethiopian and international wine types

» compatibility of major Ethiopian and international wine
styles with different types of food

» major international wines commonly sold in Ethiopia,
such as Tow ocean, Drostydehof

sparkling wines

dessert wines

content of beverage labels, including wine, beer and
spirits

e general knowledge of beers and spirits in relation to:
flavor and characteristics

differences between Ethiopian and imported products
glassware required for different types of beverage
flow of service within a food and beverage service
environment according to enterprise practices

» requirements of the relevant federal and regional
Liquor Act in relation to service of alcohol.

YV V V

YV V VYV
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» safety work practices and hygiene issues of specific
relevance to table service of beverages

Underpinning Skills

Demonstrates skills to:

e preparation of glassware, including:
» checking for chips and cracks
» polishing
» arranging placement on table
» placing in storage

e beverage serving techniques for appropriate range,
including:
» bottled beer
» Dbottled wine
» spirits
» liqueurs

e problem-solving skills to correct a situation where a bottle
of wine has not had cork removed correctly

e communication skills to liaise with customers and other
team members, clarify requirements, provide information
and listen to and interpret information and non-verbal
communication

e literacy skills to read wine and other beverage labels

e numeracy skills to calculate customer accounts

Resources Access is required to real or appropriately simulated situations,
Implication including work areas, materials and equipment, and to

information on workplace practices and OHS practices.
Assessment Competence may be assessed through:
Methods e Interview / Written Test / Oral Questioning

e Observation / Demonstration

Context of Competence may be assessed in the work place or in a
Assessment simulated work place setting
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Occupational Standard: Hotel Operation Level |

Unit Title

Prepare and Serve Espresso Coffee

Unit Code

CST HOP1 05 0912

Unit Descriptor

This unit describes the performance outcomes, skills and
knowledge required to extract and serve espresso coffee using a
commercial espresso machine, including storage of coffee and
cleaning, and care and preventative maintenance of machinery.
Care and maintenance procedures may vary according to the
machine  manufacturer recommendations and warranty
conditions. Dosage measuring may be mechanical or electronic.
Dosing also refers to selecting the correct amount of ground
coffee, appropriate particle grind size and prevailing conditions
such as ambient humidity. An espresso coffee is the basis of
most coffee-based beverages

Elements

Performance Criteria

1. Organize and
prepare work
areas

1.1 Organize coffee workstation according to workplace safety
and hygiene practices, to enable efficient work flow and easy
access to equipment and commodities.

1.2 Develop preparation and work routines according to
enterprise requirements.

1.3 Complete mise en place and preparation for coffee service
according to enterprise procedures.

1.4 Store coffee and commodities in appropriate airtight
containers and conditions to maintain quality and freshness,
according to workplace hygiene procedures and food safety
regulations

2. Provide customer
service and
advise
customers on
espresso coffee

2.1 Provide advice to customers about coffee types and
characteristics where appropriate.

2.2 Determine customer coffee preferences and requirements,
and offer coffee style choices and accompaniments
accordingly

3. Select and grind
coffee

3.1 Select coffee, roast and grind to correct particle size,
according to enterprise requirements and customer
preferences.

3.2 Take into consideration any environmental and equipment
factors affecting dosage, and adjust grind and dose
accordingly

4. Extract coffee

4.1 Select appropriate cups or glassware and ensure they are
warm before preparation.

4.2 Measure or dispense required dosage and place into clean
filter basket, tamping coffee evenly using correct pressure.
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4.3 Ensure group head is clean prior to inserting group handle.

4.4 Monitor water and pump pressure, and moderate between
cycles, according to enterprise procedures.

4.5 Analyze extraction rate and adjust where appropriate.

4.6 Assess quality of extraction visually and where appropriate by
verifying flavor

4.7 Check spent grounds (puck or cake) to identify any required
adjustments to dosage and technique.

4.8 Release or purge water for two seconds from the group head
before placement of group handle to extract coffee

5. Texture milk

5.1 Select correct cold milk and appropriate clean, cold jug
according to espresso requirements and quantity on order.

5.2 Expel excess water from steam wand before and after text
rising milk and wipe clean after use.

5.3 Texture milk according to milk type and specific order
requirements.

5.4 Combine foam and milk through rolling, ensuring even
consistency.

5.5 Pour milk promptly, evenly and consistently, according to
coffee style and customer preferences

6. Serve and
present

espresso coffee

6.1 Present coffee attractively using clean ceramic or glass cups
and avoiding drips and spills.

6.2 Serve coffee at the required temperature, according to
customer requirements and style, with appropriate cream, milk
froth and accompaniments

7. Clean and
maintain
espresso
machine

7.1 Follow required OHS and enterprise requirements throughout
all cleaning and maintenance procedures.

7.2 Clean all machine and parts thoroughly and safely according
to manufacturer specifications and enterprise policies and
procedures, using appropriate cleaning methods and
recommended cleaning products and materials.

7.3 Carry out allied end of service activities.

7.4 Monitor and assess the operation and efficiency of the
espresso machine and grinder during usage and take
appropriate action where required in relation to defects and
faults according to enterprise policies and procedures, OHS
and warranty requirements.

7.5 ldentify situations requiring the attendance of a trained
service technician, licensed electrician or a designated senior
person within the enterprise.

7.6 Use energy and water resources efficiently when preparing
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coffee and cleaning equipment to reduce negative
environmental impacts

Variable

Range

Equipment may

Include:

types and brands of coffee grinders or mills and coffee
machines

service ware, including cups, saucers, mugs and glasses
of various sizes

flatware

weighing equipment

measuring equipment

tampers

blind or blank filter and espresso cleaning detergent
thermometer

storage bins in appropriate sizes and materials

bins for discarded pucks

Enterprise
requirements may
include

policies and procedures related to persons authorised and
trained to carry out particular activities related to machine
operation, adjustment, cleaning and maintenance
circumstances requiring the services of an authorised and
trained technician

specific requirements for routine and non-routine cleaning
and maintenance

requirements for checking and replacing parts and
equipment
specific requirements for decoration of coffee prior to

presentation, such as stencils, logos, sprinkled toppings
and coffee art

policies and procedures for stock control, ordering and
rotation

Mise en place

And preparation for coffee service include:

turning on machines to achieve correct pressure and
temperature

setting out cups, mugs, saucers, plates, jugs, glasses and
other required service ware

ensuring adequate supplies of coffee, milk varieties and
sugars, including specialised sugars and substitutes

assembling flavourings and toppings
laying out flatware, serviettes and wipes
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Coffee styles

To be prepared must include:

e short black (espresso)

e long black

e cappuccino

o flat white

e caffe latte

e short and long macchiato
e mocha

Grinding Factors to consider in grinding coffee include:
e pre-setting grinder
e sensory analysis of grind, including:
» visual
» tactile
» olfactory
» tasting of finished product
Cleaning Procedures include:

e wiping down entire machine to ensure cleanliness

e purging reservoir of hot water, releasing steam and
backwashing the machine with an appropriate cleaning
solution

e pouring boiling water to clean drainage pipes

e back flushing the machine at the end of a service cycle,
using clean water to ensure no chemical and other
residues are left

e cleaning the bean hopper using wet method, and drying
thoroughly before refilling and storing

e brushing out dispensers
e cleaning all remaining parts using dry cleaning method

e back flushing group heads according to recommended
industry methods, using a blank filter and appropriate
machine detergent

e using colour-coded cloths, such as using blue for general
cleaning and yellow for cleaning and wrapping steam
wands

e wiping steamer wands after each use, using a damp cloth

e where there is build-up or caked-on product, wrapping
steamer wands in a clean cloth, opening the valve and
allowing hot water, with steam venting, to soften caked-on
milk and then wiping with a damp cloth

e washing drip trays
e removing shower screens and diffusers if appropriate,
cleaning using wet method and reassembling
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e cleaning around the inside of the group head using an
appropriate brush or cloth

e cleaning group handle and filter basket and steam arm
spout after removing, using the wet method

e using correct and environmentally sound disposal methods
for coffee making waste including recyclable glass and
plastic bottles and containers

Cleaning methods

Must include using a range of techniques, including:

e wet techniques: using warm water with recommended
detergent for soaking various parts and cleaning with
sponge, damp cloth or scourer (only for group handle)

e dry techniques: using a damp cloth followed by a dry cloth

End of service
activities

Include:

e removing beans from hoppers at the end of service day or
shift
e storing according to enterprise requirements

Monitor and assess

The espresso machine and grinder may include:
e ensuring the dosing chamber delivers the correct dosage
of coffee
e checking steam and pump pressure

e stripping the grinder of external working parts, observing
required safety procedures according to enterprise
requirements

Evidence Guide

Critical aspects of

Assessment requires evidence that the candidate:

Competence ¢ ability to recognise quality in espresso coffee, meet
customer requirements and expectations, and identify
factors affecting quality and required outcomes

e ability to address problems during preparation and service
of espresso coffee

e ability to extract and present quality coffee within realistic
timelines

e compliance with all workplace hygiene and food safety
regulations

e safe work practices in making espresso coffee

Underpinning Demonstrates knowledge of:

Knowledge and e major coffee styles and their characteristics

Attitudes

e types of bean, blends and roasts with a particular
emphasis on espresso roast

e key principles of coffee making
e appropriate pour rate for espresso coffee (industry
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recommended rate is 30 ml in 27-32 seconds depending
on type of espresso coffee ordered, customer preferences
and the coffee blend)

factors that affect quality of coffee

types of grind and grinding equipment

types of machines and equipment and their main features
and differences

sizes and types of filter baskets, tampers and other
equipment

different milk types and their characteristics, including
requirements for handling and storing milk

storage conditions and requirements for coffee and
commodities

cleaning and maintenance procedures

symptoms of potential faults in espresso machines and
grinders

sequencing and production of orders

Underpinning Skills

Demonstrates skills to:

hygiene and food safety practices related to making,
serving and storing coffee, coffee products and service
equipment

techniques for dosing, tamping and purging group head
extraction and presentation of quality coffee

milk texturing skills

safe work practices when using coffee machines and other
equipment, including posture at workstation

numeracy skills to calculate and measure doses of coffee

Resources Access is required to real or appropriately simulated situations,
Implication including work areas, materials and equipment, and to

information on workplace practices and OHS practices.
Assessment Competence may be assessed through:
Methods e Interview / Written Test / Oral Questioning

e Observation / Demonstration

Context of Competence may be assessed in the work place or in a
Assessment simulated work place setting
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Occupational Standard: Hotel Operation Level |

Unit Title

Develop and Update Hospitality Industry Knowledge

Unit Code

CST HOP1 06 0912

Unit Descriptor

This unit describes the performance outcomes, skills and
knowledge required to develop and update knowledge of the
hospitality industry, including the role of different industry sectors
and key legal and ethical issues that must be considered by
hospitality industry personnel in their day-to-day work. This
knowledge underpins effective performance in the hospitality
industry.

Elements

Performance Criteria

1. Seek
information on
the hospitality
industry

1.1 Identify and access information sources on the hospitality
industry appropriately and correctly.

1.2 Obtain information to assist effective work performance with
in the industry.

1.3 Access and update specific information on relevant sectors
of work.

1.4 Use knowledge of the hospitality industry in the correct
context to enhance quality of work performance

2. Source and

apply
information on

legal and ethical

issues for the

2.1 Obtain information on legal and ethical issues to assist
effective work performance.

2. 2 Conduct day-to-day hospitality industry activities according
to legal obligations and ethical industry practices

hospitality
industry
3. Update 3.1 Identify and use a range of opportunities to update general
hospitality knowledge of the hospitality industry.
industry 3.2 Monitor current issues of concern to the industry.
knowledge
3.3 Share updated knowledge with customers and colleagues as
appropriate and incorporate this knowledge into day-to-day
work activities
Variable Range
Information sources | Include:
¢ media
e reference books
e libraries
e unions

e industry associations
e industry journals
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internet

information services

personal observation and experience
colleagues, supervisors and managers
industry contacts, mentors and advisers

Information to
assist effective
work performance
within the industry

must include:

different sectors and businesses of the hospitality industry,
their interrelationships and the services available in each
sector

relationships between tourism and hospitality
relationships between the hospitality industry and other
industries, such as:

entertainment

food production

wine production

recreation

meetings and events

retail

industry working conditions

environmental issues and requirements

industrial relations issues and major organizations
career opportunities within the industry

work ethic required to work in the industry

industry expectations of staff

guality assurance

Legal issues that
impact on the
industry

include:

consumer protection

duty of care

EEO (equal employment opportunity)
anti-discrimination

work place relations

child sex tourism

Ethical issues
impacting on the

industry relate to:

confidentiality

commission procedures
overbooking

pricing

tipping

familiarizations

gifts and services free of charge
product recommendations

Issues of concern
to the industry

may be related to:

government initiatives

emerging markets
environmental and social issues
labor issues

industry expansion or retraction
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Evidence Guide

Critical aspects of
Competence

Assessment requires evidence that the candidate:

sourced initial and updated hospitality industry information
and to apply this to day-to-day activities

understood the hospitality industry, including main roles,
functions and interrelationships of different sectors, with a
more detailed knowledge of issues relating to a specific sector
or workplace

understood the key legal and ethical issues for the hospitality
industry

Underpinning
Knowledge and
Attitudes

Demonstrates knowledge of:

different sectors of the hospitality industry and their
interrelationships, including a general knowledge of the role
and function of:

food and beverage

front office

food production or kitchen operations

housekeeping

clubs

gaming

security and maintenance

finance and marketing

overview of quality assurance, quality activities and
continuous improvement in the hospitality industry and the
role of individual staff members within the quality process
industry information sources

ro