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Highfield Level 3 Diploma in Hospitality Supervision (RQF) 
 

Introduction 

This qualification specification is designed to outline all you need to know to offer this 

qualification at your centre. If you have any further questions, please contact your account 

manager 

Qualification regulation and support  

The Highfield Level 3 Diploma in Hospitality Supervision (RQF) is awarded by Highfield 

Qualifications and sits on the Regulated Qualifications Framework (RQF). The RQF is a qualification 

framework regulated by Ofqual.  

Key facts 

Qualification number:  603/4849/5 

Learning aim reference: 60348495 

Credit value: 37 

Assessment method: Portfolio of evidence 

Guided learning hours (GLH): 315 

Total qualification time (TQT): 370 
 

 

Qualification overview and objective 

The Level 3 Diploma in Hospitality Supervision (RQF) has been designed to support learners 

completing the Hospitality Supervisor Apprenticeship Standard and can be used to assess their 

readiness for end-point assessment. It covers the knowledge, skills and behaviours of the standard 

(Hospitality Supervisor Assessment Plan, September 2016 – ST0230/AP01). 

The qualification allows learners to broaden their existing knowledge and gain important 

supervisory and management skills, helping them to take on more responsibility. 

The objective of this qualification is to support a role in the workplace, giving learners employed 

in hospitality roles the opportunity to learn and evidence their knowledge and competency either 

as part of an apprenticeship or as a stand-alone qualification.  

There are 7 pathways available to learners for this qualification (of which one must be selected): 

• food and beverage supervisor 

• bar supervisor 

• housekeeping supervisor 

• concierge supervisor 

• front office supervisor 

• events supervisor 

• hospitality outlet supervisor 
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Entry requirements 

It is advised that learners have a level 2 in English and numeracy before enrolling on to this course.  

This qualification is approved for delivery to learners aged 16+. 

Please see ‘Guidance on Delivery’ section for further information regarding learners aged under 18 

selecting units concerned with serving alcoholic beverages. 

Centre requirements  

There are no specific requirements for the centre as long as each learner’s workplace is suitably 

equipped for the chosen units to be delivered and assessed. 

Guidance on delivery 

The total qualification time for this qualification is 370 hours and, of this, 315 hours are 

recommended as guided learning hours. 

TQT is an estimate of the total number of hours it would take an average learner to achieve and 

demonstrate the necessary level of attainment to be awarded with a qualification, both under direct 

supervision (forming guided learning hours) and without supervision (all other time). TQT and GLH 

values are advisory and assigned to a qualification as guidance. 

Bar Supervisor pathway for learners aged 16 and 17 

Please note, the Bar Supervisor pathway unit of this qualification requires learners to serve and 

supervise the service of alcoholic beverages. According to licensing legislation, persons aged 16 

and 17 are only permitted to serve alcohol if each sale is approved by an authorised person. 

Learners must only be permitted to select this pathway if suitable provisions are in place.  

Guidance on assessment  

This qualification is assessed through the completion of a portfolio of evidence, which must be 

internally assessed and quality assured by the centre. This may then be subject to external quality 

assurance by Highfield Qualifications. A portfolio of evidence gives centres flexibility in how 

individual assessment criteria are assessed. Additional guidance is included at the bottom of each 

unit suggesting how assessment criteria can be assessed. Suggested assessment paperwork is 

available from the Highfield Qualifications website. If a centre would like to use alternative 

paperwork, this must be sent to the Quality Support team at Highfield Qualifications for approval 

before commencement of the course. 

Learners must achieve all of the pass criteria across all mandatory units and the selected pathway 
unit in order to be awarded an overall Pass for the qualification. Examples of evidence for the 
portfolio could include: 

Knowledge criteria: 

• worksheets 

• record of oral and written questioning 

• assignments/projects/reports 

• candidate and peer reports 
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• record of professional discussion 

Skills and behaviour criteria: 

• assessor observation - completed observational checklists 

• witness testimony 

• record of professional discussion 

• candidate and peer reports 

Assessors can use other methods of assessment as long as they are valid and reliable. 

Unit 5: Hospitality Supervisor in Practice requires learners to carry out a business project and 

submit the project as part of their portfolio of evidence. Further guidance on this is contained on 

page 15 onwards.  

Centres must take all reasonable steps to avoid any part of the assessment of a learner (including 

any internal quality assurance) being undertaken by any person who has a personal interest in the 

result of the assessment. 

Guidance on quality assurance  

Highfield Qualifications requires centres to have in place a robust mechanism for internal quality 

assurance. Internal quality assurance must be completed by an appropriately qualified person and 

that person must not have been involved in any aspect of the delivery or assessment of the course 

they are quality assuring.  

Highfield Qualifications will support centres by conducting ongoing engagements to ensure and 

verify the effective and efficient delivery of the qualification. 

Recognition of prior learning (RPL) 

Centres may apply to use recognition of prior learning or prior achievement to reduce the amount 

of time spent in preparing a learner for assessment. For further information on how centres can 

apply to use RPL as described above, please refer to the Recognition of Prior Learning (RPL) Policy 

in the members’ area of Highfield Qualifications’ website. This policy should be read in conjunction 

with this specification and all other relevant Highfield documentation. 

Assessor requirements 

Highfield Qualifications recommends nominated assessors for this qualification meet the following: 

• have current, relevant occupational expertise and knowledge that has been gained through 

‘hands-on’ experience in the industry and is suitable to the pathway being assessed 

• hold (or be working towards) a recognised assessing qualification, which could include any 

of the following: 

− Highfield Level 3 Award in Assessing Competence in the Work Environment (RQF) 

− Highfield Level 3 Certificate in Assessing Vocational Achievement (RQF) 

− A1 Assess Learner Performance Using a Range of Methods 

− D32 Assess Learner Performance and D33 Assess Learner Using Different Sources 

of Evidence 
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• maintain appropriate continued professional development for the subject area 
  

Internal quality assurance (IQA) requirements 

Highfield Qualifications recommends nominated IQAs for this qualification meet the following: 

• have current, relevant occupational expertise and knowledge that has been gained 

through ‘hands-on’ experience in the industry and is suitable to the pathway being quality 

assured 

• hold (or be working towards) a recognised internal quality assurance qualification, which 

could include any of the following: 

− Highfield Level 4 Award in the Internal Quality Assurance of Assessment 

Processes and Practice (RQF) 

− Highfield Level 4 Certificate in Leading the Internal Quality Assurance of 

Assessment Processes and Practice (RQF) 

− D34 or V1 verifier awards 

• maintain appropriate continued professional development for the subject area 
 

Reasonable adjustments and special considerations 

Highfield Qualifications has measures in place for learners who require additional support. Please 

refer to Highfield Qualifications’ Reasonable Adjustments Policy for further information/guidance. 

ID requirements  

It is the responsibility of the centre to have systems in place to ensure that the person taking an 

assessment is indeed the person they are claiming to be. All centres are therefore required to ensure 

that each learner’s identification is checked before they undertake the assessment. Highfield 

Qualifications recommends the following as proof of a learner’s identity:  

 

• a valid passport (any nationality)  

• a signed UK photocard driving licence  

• a valid warrant card issued by HM forces or the police 

• another photographic ID card, e.g. employee ID card, student ID card, travel card etc. 

 

If a learner is unable to produce any of the forms of photographic identification listed above, a 

centre may accept another form of identification containing a signature, for example, a credit card. 

Identification by a third-party representative, such as a line manager, human resources manager or 

invigilator, will also be accepted.  

 

For more information on learner ID requirements, please refer to Highfield Qualifications’ Core 

Manual. 
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Progression opportunities 

On successful completion of this qualification, learners may wish to continue their development by 

undertaking one of the following qualifications:  

• Highfield Level 4 Award in Health and Safety in the Workplace (RQF) 

• Highfield Level 4 Award in Managing Food Safety in Catering (RQF) 
 

Useful websites 

• http://www.people1st.co.uk       

• https://www.food.gov.uk  

• https://www.gov.uk/government/collections/apprenticeship-standards 

Additional support/training  
 

The National Counter Terrorism Security Office (NaCTSO) is a police unit that works alongside the 

Home Office to support the ‘protect and prepare’ areas of the government’s counterterrorism 

strategy. One of their aims is to encourage the public to recognise and report suspicious activity and 

behaviour. You can find information, advice and guidance on recognising, acting on and reporting 

suspicious behaviour on the following website: 

https://www.gov.uk/government/organisations/national-counter-terrorism-security-office  

   

As an apprentice you can access the free NaCTSO Action Counters Terrorism (ACT) Awareness e-

learning course. This award-winning and invaluable training tool will help you to understand your 

role in recognising and reporting suspected terrorism and what to do in the event of a terrorist 

attack.    
 

To access the course: 

• follow the link: http://ct.highfieldelearning.com/org/TheHighfieldGroup    

• answer the questions  

• click start 

 
  

http://www.people1st.co.uk/
https://www.food.gov.uk/
https://www.gov.uk/government/collections/apprenticeship-standards
https://www.gov.uk/government/organisations/national-counter-terrorism-security-office
http://ct.highfieldelearning.com/org/TheHighfieldGroup
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Appendix 1: Qualification structure 
 
To complete the Highfield Level 3 Diploma in Hospitality Supervision (RQF), learners must complete 
the following: 
 

• all units contained within the mandatory group, totaling 30 credits 

• 1 pathway unit from optional group A. totaling 7 credits 
 

Mandatory group 

Learners must achieve all units in this group 

Unit 
reference 

Unit title Level GLH Credit 

L/617/6904 Business  3 75 8 

A/617/6901 People 3 60 7 

R/617/6905 Customers 3 30 4 

Y/617/6906 Leadership 3 40 5 

D/617/6907 Hospitality Supervisor in Practice 3 50 6 

 
Optional group A 

Learners must achieve 1 unit from this group depending on the pathway they have selected. 

Unit 
reference 

Unit title Level GLH Credit 

H/617/6908 Food and Beverage Supervisor 3 60 7 

K/617/6909 Bar Supervisor 3 60 7 

D/617/6910 Housekeeping Supervisor 3 60 7 

H/617/6911 Concierge Supervisor 3 60 7 

K/617/6912 Front Office Supervisor  3 60 7 

M/617/6913 Events Supervisor 3 60 7 

T/617/6914 Hospitality Outlet Supervisor  3 60 7 
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Appendix 2: Qualification content: Mandatory units 

 
 

Unit 1: Business 

Unit number: L/617/6904 Credit: 8 GLH: 75 Level: 3 

Learning Outcome Assessment Criteria  

Business: Knowledge  

 

 
BU1. Explain the principles of key performance indicators, brand standards and service level agreements 
BU2. Explain the principles of departmental budgets, planning for expenditure and controlling costs 
BU3. Summarise common categories of costs and their relative proportions in the hospitality industry 
BU4. Explain the principles of waste management 
BU5. Explain the principles of hazard analysis and risk management  
BU6. Explain how to identify trends in levels of demand which may influence resource requirements 
BU7. Summarise legislation affecting hospitality operations  
BU13. Explain the importance of keeping up to date with current industry trends and provide examples of how this has been 

achieved  

BU14. Explain why it is essential to instill the importance of company vision, values, empowerment and following procedures to 

staff and how you can achieve this 

BU15. Provide reasoned examples of how the hospitality department operates efficiently 

BU16. Provide evidence of effective day to day supervision of the team/department and how this leads to customer satisfaction 

and ensures business performance 

BU17. Describe how the hospitality department meets regulatory requirements 

Business: Skills and 
Behaviour 

 

 
BU8. Ensure all actions are in line with business/brand standard 
BU9. Ensure all activities comply with legal requirements, industry regulations, social responsibility, professional codes and 

organisational policies/standards 
BU10. Monitor the team during activities to ensure correct performance levels are achieved 
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Unit 1: Amplification 

BU1  Key performance indicators  
o quantifiable measures used to evaluate the success of the business/business area in meeting objectives e.g. labour costs, food costs, 

stock value, customer satisfaction, sales per head, take per staff hour – TPSH, guest spend per head, gross profit on sales, marketing and 

advertising costs, bookings 

Business/brand standards  
o standards applied across the organisation or brand to ensure guests and customers experience a consistent and uniform experience 

BU2 Methods of financial control (departmental budgets, planning for expenditure and controlling costs) 
o the procedures an organisation has in place to manage, track and report on financial data, resources and transactions. Methods of 

financial control may include cash flow and income statements, budget sheets, Profit and Loss sheets (P&L), and accounting systems  

BU5 Hazard analysis/risk assessment  
o the process of identifying different types of hazards that may arise, as well as their possible causes and consequences; assessing the risk 

of harm occurring from hazards, and putting in place appropriate controls to minimise risks from hazards  

BU8 Legislation affecting hospitality operations  
o may include requirements from various relevant legislation, including Consumer Protection from Unfair Trading Regulations, Consumer 

Rights legislation, data protection and confidentiality, weights and measures, licensing and age-related sales, Health and Safety Act, Food 

Safety Act and their implications and applications 
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Unit 2: People 

Unit number: A/617/6901 Credit: 7 GLH: 60 Level: 3 

Learning Outcome Assessment Criteria  

People: Knowledge 

 

 
PE1. Explain the principles of an effective team, roles and responsibilities of team members and how team dynamics can affect 

the success of the team  
PE2. Explain the principles of staff resource planning and supervision 
PE3. Describe the principles of motivation 
PE4. Summarise motivational techniques and the importance of fulfilling agreements to your team 
PE5. Describe the principles of effective communication  
PE10. Provide examples of how staff are managed effectively in line with legal requirements and organisation’s policies and 

procedures, including motivation, training and development of teams and individuals 
PE11. Provide evidence to show you have been part of the effective planning and review in the team 
 

People: Skills and 
Behaviour 

 

 
PE6. Brief the team on required activities, setting realistic work objectives 
PE7. Communicate effectively with team, customers and other departments/stakeholders  
 

 
 

Unit 2: Amplification 

PE1 Principles of an effective team 
o may include for example, common goals and approach, complementary skills and knowledge, good communication, listening and conflict 

management skills, effective leadership  

Team dynamics 
o invisible forces that operate between different people within a team influenced by various factors such as personality styles, team 

roles, business layout, organisation culture 
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PE4 Motivational techniques 
o e.g. setting clear objectives and monitoring progress, providing supportive feedback, providing opportunity for self-development, 

recognising and rewarding successes  

PE5 Communication 
o including effective communication methods and how these can be used to motivate and support team members e.g. written – staff 

magazines and newsletters, posters, notice boards; verbal – telephone conversations; face-to-face – staff forums, meetings, team briefings, 

presentations; online – intranet, internal staff emails 

 

PE7 Stakeholders 
o anyone either internal or external to an organisation that has an interest in, may be affected by, or can have an effect on, its objectives, 

actions or policies. This may include directors, shareholders, employees, suppliers, customers, the local community and creditors 
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Unit 3: Customers 

Unit number: R/617/6905 Credit: 4 GLH: 30 Level: 3 

Learning Outcome Assessment Criteria  

Customers: 
Knowledge 

 

 
CU1. Explain the principles of customer profiling, its importance and impact on hospitality operations 
CU2. Explain the importance of consistency of products/services and adhering to organisational/brand standard 
CU3. Provide an overview of how the hospitality department meets the needs of the business and customer 

 

 
 

Unit 3: Amplification 

CU1 Customer profiling 
o types or profiles that represent a typical customer that uses a product or service. Profiles are based on customer research into what type 

of goals or characteristics different groups of customers may share and how they prefer to spend their money 

CU2 Business/brand standards  
o standards applied across the organisation or brand to ensure guests and customers experience a consistent and uniform experience  
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Unit 4: Leadership 

Unit number: Y/617/6906 Credit: 5 GLH: 40 Level: 3 

Learning Outcome Assessment Criteria  

Leadership: 
Knowledge 

 

 
TL1. Explain the principles of effective supervision 
TL2. Summarise the theories, models and styles of leadership and supervisory management skills 
TL4. Evaluate own performance, including behaviours, identifying where opportunities for improvement have been taken and 

results there of evaluated 

 

Leadership: Skills 
and Behaviour 

 

 
TL3. Provide leadership, supervision and support to the team and its members as required, leading by example to maximise 

performance 

TL5. Seek feedback from managers and customers and show how this has been effectively dealt with  

 

 
 

Unit 4: Amplification 

TL2 Theories, models and styles of leadership  
o may include autocratic, democratic, transformational, laissez-faire, transactional and other relevant theories and models 

TL6 Feedback 
o obtained, for example, through in-person discussion, comment cards, questionnaires, internet sites and social media (Trip Advisor, 

Facebook, Twitter), performance reviews.  
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Unit 5: Hospitality Supervisor in Practice 

Unit number: D/617/6907 Credit: 6 GLH: 50 Level: 3 

Learning Outcome Assessment Criteria (all knowledge criteria) 

Introduction and 
Background 
 
 

BP1. Give a general introduction and background to department, team or area of work, including how this relates to the rest of 

the business unit (if applicable) 

BP2. Explain how the business fits into the hospitality industry 

Focus, Aims and 
Objectives 

BP3. Outline the problem, challenge or opportunity identified 

BP4. State the aims and objectives of the project  

Research BP5. Consult relevant stakeholders (e.g. customers, team members, managers) to inform the results and recommendations 

BP6. Explain how to keep up to date with trends and the changing industry 

BP7. Provide research methodology to demonstrate a logical, coherent approach 

Findings BP8. Identify how the potential changes would lead to measurable improvements and benefits to the department, team or 

area of working 

Conclusion and 
Recommendations 

BP9. Make clear recommendations for implementation 

BP10. Provide an indication of costs associated with the proposed recommendations 

BP11. Provide concise validation and justification of recommendation 

BP12. Identify applicable legislation and ensure the proposal complies where necessary 

BP13. Demonstrate an awareness of and understanding for the need for deadlines 

 

 
 
 
 
 



 

 
Highfield Level 3 Diploma in Hospitality Supervision (RQF) 16 

Unit 5: Amplification 

Unit 5: Hospitality Supervisor in Practice is designed to showcase the candidate’s understanding of today’s industry and the business they are working in. 
The assessment of the Unit takes the form of a business project focussed on how a Hospitality Supervisor might make an improvement to a business they 
work in or are familiar with. The project will contain all of the assessment criteria listed on the page above and can be undertaken within the work 
environment, during training as an apprentice or by using realistic simulations or scenarios. 

The business project must be focused around an opportunity, challenge or idea that the apprentice considers will make an improvement to the business 
they are working in, or one that they are familiar with. The project will involve gathering/reviewing information and must lead to a coherent plan which 
would be appropriate for the business, match the organisation’s objectives, identify measurable improvements and make justified recommendations for 
implementation.  

The recommended word count for the project is 2000-5000 words and must include details of how and what research was undertaken, who was consulted, 
costings, legislative considerations and how the suggested improvements will lead to measurable improvements to the department, team or area of 
working. The project should be structured into sections based as set out in the unit above: Introduction and Background; Focus, Aims and Objectives; 
Research; Findings; Conclusion and Recommendations. 
 

BP1 
• Introduction and background 

o should provide background/context for project 

BP2 • How business fits into hospitality industry 

o including: 

- sector 

- direct/indirect competition 

- seasonal trading 

BP3 
• Problem, challenge or opportunity 

o relevant to business and provides a suitable opportunity to ‘think through’/research an improvement 

BP4 
• Aims and objectives 

o should be relevant, realistic and clear 
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BP5 
• Consult relevant stakeholders 

o show appropriate and relevant range of stakeholders consulted 

BP6 
• Keeping up to date with changing industry 

o methods used e.g. trade magazines, PD log, websites, seminars etc.  

BP7 
• Research methodology 

o methods used and what research was conducted 

o overview of results/research 

BP8 
• Measurable improvements, examples may include: 

o increase in customer spend 

o increased sales 

o increased profit 

o reduction in waste 

o improved processes that save time 

o introduction of successful new products / service 

o improved use of technology to streamline processes 

BP9 
• Clear recommendations 

o shows consideration of relevant factors and the business environment  

BP10 
• Costs 

o reasonable approach taken to estimate costs 

BP11 • Validation and justification  
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o including how their recommendations support in:  
▪ meeting customer needs  

▪ growing the business  
▪ improving sales, service or productivity  

 

BP12 • Legislation may include:  
o health and safety  
o GDPR  
o sale and supply of goods  
o licensing  
o food safety  
o age-restricted products  
o Weights & Measures Act  

o local council bylaws  
 

BP13 • Understanding of need for deadlines 

o including project related deadlines/implementation timescales 
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Optional Pathway Units (1 must be selected) 
 

Unit 6: Food and Beverage Supervisor 

Unit number: H/617/6908 Credit: 7 GLH: 60 Level: 3 

Learning Outcome Assessment Criteria  

Food and Beverage 
Supervisor: 
Knowledge 

 

 
FB1. Summarise legislation and regulations relevant to food and beverage supervision 
FB2. Describe common menu styles and the factors which impact menu planning and design 
FB3. Summarise information which must be included on a menu 
FB4. Explain the principles of effective menu and dish composition 
FB5. Explain the benefits of menu knowledge for self and team members 
FB6. Explain the principles of food and beverage pairing  
FB7. Explain the principles of customer service and loyalty 

 

Food and Beverage 
Supervisor: Skills and 
Behaviour 

 

 
FB8. Prepare the food/beverage area for service, ensuring business/brand standards are maintained and menus/promotional 

materials are up to date and presented accurately  
FB9. Ensure stock/resources are ready for service 
FB10. Ensure customers are met, given the correct information and receive food and beverage service in line with 

business/brand standard  
FB11. Process payments and record consumption and keep all records (manual or electronic) up to date and supplied to the 

correct person 
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Unit 6: Amplification 

FB1 Legislation and regulations 
o relevant legislation may include unfair trading, consumer rights, weights and measures, data protection, equality and diversity, 

licensing and age-related sales, health and safety and food safety related legislation 

FB2 Menu styles 
o may include menu design, layout and presentation for different styles of menu, for example, d’hôte menu, á la carte menu, static 

menu, wine menu, dessert menu, du jour menu, fine dining, casual, fast casual, fast food, take away 

FB2 Factors which impact menu planning and design  
o facilities, staff and time available, cost implications, time of year and availability of ingredients, occasion, types of customer, 

complexity of cooking and skill requirement 
 

FB4 Dish composition (principles of) 
o ingredients, cooking methods, dietary needs 

FB5 Benefits of menu knowledge 
o benefits of knowledge in terms of ingredients, cooking methods, allergens and dietary needs 

FB6 Principles of food and beverage pairing  
o may include, the complementary principle – e.g. light bodied wine to go with light dish; contrasting principle - e.g. selecting a wine 

that adds a contrasting flavour that works with the overall meal; acidic wines paired with acidic foods; wines high in tannins paired 

with meals containing fat; spicy food paired with sweeter or sparkling wines  

FB9 Ensure stock/resources are ready for service 
o preparation of resources should be timely and includes ensuring they are available, clean, sufficient, undamaged and ready for use 
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Unit 7: Bar Supervisor 

Unit number: K/617/6909 Credit: 7 GLH: 60 Level: 3 

Learning Outcome Assessment Criteria  

Bar Supervisor: 
Knowledge 

 

 
B1. Summarise legislation and regulations relevant to bar supervision 
B2. Explain the requirements for, and importance of, providing accurate information to staff and customers 
B3. Summarise the correct techniques, glassware and equipment for pouring and serving a range of alcoholic and soft drinks 
B4. Explain how to respond to someone who may be under the influence of drugs or excess alcohol 
B5. Describe correct cellar security, temperature and environmental control and what ideal conditions are 
B6. Describe safe and hygienic working practices when preparing kegs, casks and gas for use 
B7. Explain the principles of stock rotation, how to tell if stock is out of condition or out of date and why this is important 
 

Bar Supervisor: 
Skills and Behaviour 

 

 
B8. Prepare the bar/drinks dispense area for service, ensuring business/brand standards are maintained and 

menus/promotional materials are up to date and presented accurately 
B9. Ensure stock/resources are ready for service 
B10. Ensure customers are met, given the correct information and receive bar service in line with licensing requirements and 

to business/brand standard 
B11. Ensure customer behaviour is monitored and issues with customers who are underage, have taken drugs or are 

excessively drunk are managed correctly 
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Unit 7: Amplification 

B1 Legislation and regulations 
o relevant legislation may include unfair trading, consumer rights, weights and measures, data protection, equality and diversity, licensing 

and age-related sales, health and safety and food safety related legislation 

B2 Information 
o particularly in relation to strength of drinks, special offers and promotions 

B3 Correct techniques, glassware and equipment (for pouring and serving a range of drinks)  
o includes understanding appropriate equipment, measures, glassware, temperatures, accompaniments and quality considerations in the 

service of different alcoholic beverages 

B6 Safe and hygienic working practices (in relation to preparing kegs and gas)  
o knowing recommended methods to connect and disconnect kegs and gas cylinders; importance of checking new kegs and gas cylinders 

to ensure correct date and product; importance of checking new kegs or gas cylinders are fitted and working correctly; knowing how to 

deal with leakages; knowing how to ensure all equipment and cellar surfaces are kept clean and hygienic; knowing importance of 

regular cleaning of dispense systems/lines 

B9 Ensure stock/resources are ready for service 
o resources may include, for example, sufficient stock of linen, table items, service equipment and wine lists; drinks stock; wine 

buckets/coolers, bottle openers, napkins, stands, carafes, different types of glassware 

o should ensure resources are available, clean, sufficient, undamaged and ready for use.  
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Unit 8: Housekeeping Supervisor 

Unit number: D/617/6910 Credit: 7 GLH:60 Level: 3 

Learning Outcome Assessment Criteria  

Housekeeping 
Supervisor: 
Knowledge 

 

 
HK1. Summarise legislation and regulations relevant to housekeeping supervision 
HK2. Explain the requirements for, and importance of, providing accurate information to staff and customers 
HK3. Summarise the correct techniques, equipment and cleaning products/materials required to clean and service a range 

of areas in line with safety and industry standards 
HK4. Describe correct storage and security conditions and stock rotation requirements for linen, cleaning products and 

sundry items used in accommodation 
HK5. Describe safe and hygienic working practices when servicing bedrooms, bathrooms/washrooms and public areas 
HK6. Explain the principles of effective facilities monitoring, including maintenance routines and reporting of defects 
HK7. Summarise reporting and data protection requirements for a housekeeping supervisor 

 

Housekeeping 
Supervisor: Skills and 
Behaviour 

 

 
HK8. Ensure the team have accurate room/area allocations and time expectations 
HK9. Monitor the performance, location and safety of housekeeping staff, especially when working alone 
HK10. Ensure adequate cleaning resources, linen and consumable items are available and ready for use 
HK11. Ensure bedrooms, bathrooms and public areas are cleaned to business/brand standard and maintenance issues are 

reported promptly 
 

 
 
 
 
 
 
 
 



 

 
Highfield Level 3 Diploma in Hospitality Supervision (RQF) 24 

Unit 8: Amplification 

HK1 Legislation and regulations 
o COSHH, health and safety, lone working, safe lifting and handling, equality and diversity, data protection 

HK2 Information  
o particularly in relation to additional products and services, special offers and promotions 

 

HK3 Correct techniques, equipment and cleaning products/materials  

o manual equipment such as brushes, mops, housekeeping trolleys, spray bottles; electric equipment such as vacuum cleaners, box 

sweepers, polishing machines, vapor cleaning machines; chemicals and cleaning agents such as bathroom cleaners, vinegar, clean air 

sprays, degreaser, surface sanitisers, laundry cleaners  

 

HK3 A range of areas 
o bedrooms, bathrooms, public areas, different types of flooring 
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Unit 9: Concierge Supervisor 

Unit number: H/617/6911 Credit: 7 GLH:60 Level: 3 

Learning Outcome Assessment Criteria  

Concierge 
Supervisor: 
Knowledge 

 

 
C1. Summarise legislation and regulations relevant to concierge supervision 
C2. Explain the requirements for and importance of providing accurate information to staff and customers 
C3. Describe the correct techniques and methods to upsell additional products/services to customers 
C4. Describe the principles of receipt, transportation and secure storage of third-party items, such as luggage 
C5. Summarise the principles of booking additional products and services 
C6. Explain the reporting and data protection requirements for a concierge supervisor 
C7. Explain the importance of security and confidentiality and the importance of integrity and discretion in upholding customer 

confidence and business reputation 
 

Concierge 
Supervisor: Skills 
and Behaviour 

 

 
C8. Ensure the department has accurate information on facilities, events and activities within the organisation 
C9. Provide information and assistance to customers and team members, including the procurement of internal/external 

products and services 
C10. Supervise the movement and storage of guest and organisational property 
C11. Ensure required records/documentation are accurately completed in line with organisational procedures 
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Unit 9: Amplification 

C1 Legislation and regulations 
o relevant legislation may include manual handling, storage of third-party property, unfair trading, consumer rights, data protection, 

equality and diversity, and health and safety 

C2 Information  
o particularly in relation to additional products and services, special offers and promotions 

C9 Provide information and assistance to customers and team members 
o including ensuring any information held on the local services and travel options is sourced/kept up to date for team to use 
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Unit 10: Front Office Supervisor 

Unit number: K/617/6912 Credit: 7 GLH:60 Level: 3 

Learning Outcome Assessment Criteria  

Front Office 
Supervisor: 
Knowledge 

 

 
FO1. Summarise legislation and regulations relevant to front office supervision 
FO2. Explain the requirements for, and importance of, providing accurate information to staff and customers 
FO3. Describe the principles and legislative considerations of booking accommodation, arrivals and departures of guests 
FO4. Explain how to respond to someone who may be from another country or culture, or who requires additional assistance 
FO5. Explain the requirements for processing personal and sensitive data and the legislations which cover these 
FO6. Summarise correct front office and accommodation security and environmental control and what the ideal conditions 

are 
FO7. Describe methods of communication used to convey information regarding services efficiently and effectively to 

customers and staff 
 

Front Office 
Supervisor: Skills and 
Behaviour 

 

 
FO8. Ensure systems are checked and documentation is prepared and ready for arrival/departure of customers 
FO9. Check reservations/allocations are completed in line with business/brand standards 
FO10. Process payments and record consumption and keep all records (manual or electronic) up to date and supplied to the 

correct person 
FO11. Ensure required records/documentation are accurately completed in line with organisational procedures 
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Unit 10: Amplification 

FO1 Legislation and regulations 
o relevant legislation may include hotel/accommodation related legislation, unfair trading, consumer rights, data protection, equality 

and diversity, and health and safety 

FO2 Information (provided to customers and staff) 
o particularly in relation to types of room, facilities and pricing structure, special offers and promotions 
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Unit 11: Events Supervisor 

Unit number: M/617/6913 Credit: 7 GLH:60 Level: 3 

Learning Outcome Assessment Criteria  

Events Supervisor: 
Knowledge 

 

 
E1. Summarise legislation and regulations relevant to events supervision, including relating to conferences and banqueting 
E2. Describe the variety of information required to plan different types of functions  
E3. Describe the types of specific requirements customers may have and how these are incorporated in events supervision 
E4. Explain how to manage the available resources for events to meet customer and business requirements 
E5. Explain the types of records that should be maintained for functions and procedures regarding how information about 

the function should be communicated to customers, including the event contract 
E6. Explain the principles of calculating costs for event resources and the importance of communicating these accurately to 

the customer 
E7. Explain the need to adhere to budgets and why the accurate recording of information is important 

 

Events Supervisor: 
Skills and Behaviour 

 

 
E8. Prepare the relevant areas for the event, ensuring business/brand standards are maintained and menus/promotional 

materials are up to date and presented accurately 
E9. Ensure stock/resources are ready for service 
E10. Ensure the client brief is followed and that the key contact is liaised with at regular, appropriate intervals 
E11. Ensure required records/documentation are accurately completed in line with organisational procedures 
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Unit 11: Amplification 

E1 Legislation and regulations 
o relevant legislation may include unfair trading, consumer rights, weights and measures, data protection, equality and diversity, 

licensing and age-related sales, health and safety and food safety related legislation 

E2 Variety of information required to plan functions  
o including customers’ specific requirements, staffing, equipment, budget, venue capacity and other specifications 

E2 Types of functions  
o may include weddings, press conferences, exhibitions, seminars and training, business conferences 

E3 Specific requirements customers may have 
o for food, drinks, marketing, entertainment or table planning  

E5 Types of records (to be kept for functions)  
o may include records of suppliers, products and services scheduled; customer and guest requirements; financial and budget 

information  
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Unit 12: Hospitality Outlet Supervisor 

Unit number: T/617/6914 Credit: 7 GLH:60 Level: 3 

Learning Outcome Assessment Criteria  

Hospitality Outlet 
Supervisor: Knowledge 

 

 
HS1. Explain the principles of ordering resources to ensure an efficient operation and in consideration of fluctuation in 

requirements 
HS2. Summarise legislation and regulations relevant to outlet supervision 
HS3. Explain the need to adhere to budgets and why the accurate recording of information is important 
HS4. Explain the principles of stock rotation, how to tell if stock is out of condition or out of date and why this is important 
HS5. Explain the principles of efficient use of resources, environmental impact and waste reduction 
HS6. Describe the requirements for and importance of providing accurate information to staff and customers 
HS7. Explain the importance of maintaining brand standards and business reputation 

 

Hospitality Outlet 
Supervisor: Skills and 
Behaviour 

 

 
HS8. Prepare the hospitality outlet for service, ensuring business/brand standards are maintained and menus/promotional 

materials are up to date and presented accurately 
HS9. Ensure stock/resources are ready for service 
HS10. Ensure customers are met, given correct information and receive products and services in line with business/brand 

standard 
HS11. Process payments and record consumption and keep all records (manual or electronic) up to date and supplied to the 

correct person 
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Unit 12: Amplification 

HS1 Principles of ordering resources to ensure an efficient operation  
o keeping track of usage and stock of raw materials, consumable and stock and re-ordering to ensure it is possible to meet customer 

needs  

HS2 Legislation and regulations 
o relevant legislation may include unfair trading, consumer rights, weights and measures, data protection, equality and diversity, 

licensing and age-related sales, health and safety and food safety related legislation 

HS4 Principles of stock rotation  
o stock control systems may include for example, this may include identifying minimum stock levels and completing stock reviews; ‘Just 

in Time’; Economic Order Quantity to establish a balance between holding too much or too little stock, or stock control software; 

batch control; first in, first out  

HS6 Information  
o particularly in relation to ingredients, special offers and promotions 

 

HS7 Brand standards 
o standards applied across the organisation or brand to ensure guests and customers experience a consistent and uniform experience  

 

HS9 Ensure stock/resources are ready for service 
o should ensure resources are available, clean, sufficient, undamaged and ready for use.  
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Appendix 3 Sample assessment material 
 
Highfield has produced an assessment pack which can be used to support learners in gathering the 
evidence required within their portfolio. The assessment pack is available to download from the 
members’ area of the Highfield Qualifications website. Examples of assessment pack documentation 
are included below.  
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