
 
 
HTM REC 1.6 1  
 
 

Highfield Level 2 End-Point 

Assessment for Hospitality Team 

Member – Reception Pathway 

 

EPA-Kit 

 

Delivering the Standard 
 

• Introduction to the Hospitality Industry 

• Customer 

• Business 

• People 

• First Line Supervision/Team Leading 

• Reception 

• Business Project 
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The Hospitality Team Member Apprenticeship 

Standard 
 

The following pages contain the Hospitality Team Member Apprenticeship Standard and 

the assessment criteria in a suggested format that is suitable for delivery. 
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Introduction to the Hospitality Industry 
Industry knowledge: to pass, all hospitality team members must have the following introductory knowledge 

IN1. The culture of the industry and why delivering a customer experience to meet and exceed customer’s expectations is so important to 

hospitality businesses  

IN2. Appreciate the importance of hospitality behaviours such as personal conduct, being adaptable, using initiative and communicating 

with a diverse range of people  

IN3. Know the range of businesses and establishments that make up the hospitality industry, their differences and similarities and the 

variety of job roles and progression opportunities that are available  

Hospitality industry brief and professional discussion 

The brief presented at the planning meeting and subsequent discussion will show a clear understanding of the organisation’s place in 
the wider hospitality industry, along with a clear understanding of the apprentice’s potential career pathway. The brief and 5-minute 
discussion of the brief in the professional discussion must enable criteria IN1-IN3 to be met.  
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Customer 

Knowledge Skills Behaviour 

Recognise customer profiles in hospitality 
and how customers have different needs 

Use clear and engaging communication to 
establish a good rapport with customers 
and ask relevant questions to determine 

their needs 

Use own initiative and have confidence in 
determining customers’ needs 

Understand the importance of meeting, and 
where possible, exceeding customer 

expectations in line with the business/brand 
standards 

Deliver excellent customer service in line 
with the business/brand standards with the 

aim of exceeding customer expectations.  

Take an enthusiastic and positive approach to 
providing excellent customer service 

Understand the importance of receiving and 
dealing with customer feedback to support 
the improvement of products and services 

and provide value for money 
 

Check that customers are satisfied with 
products and services and act on feedback 

in line with business procedures 
 

Take feedback from customers seriously and 
actively improve own customer service in line 

with business/brand standards 
 

On-Demand Test 

Criteria covered in on-demand test 

CU1. The principles of hospitality 
CU2. Customer types, needs and expectations and their impact upon hospitality products and services 
CU3. Types of customer and their needs in different hospitality situations 
CU4. The principles of customer service 
CU5. Principles of business/brand standards, why they are implemented and why consistency and compliance is important 
CU6. Principles of meeting and exceeding customer needs and resultant impact on self and organisation 
CU7. Principles of dealing with customer incidents, issues and complaints 
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Practical Observation 

To pass, the following must be evidenced To gain a distinction 

CU8. Demonstrate effective, two-way communication  
CU9. Establish needs through questioning, confirm understanding of needs  
CU10. Act on information 
CU11. Deliver excellent service to the customer, meeting their needs or explaining 

why their needs cannot be met 
 

CU12. Genuine rapport with colleagues and 
customers 

CU13. Accurately determine the needs of others 
speedily 

CU14. Go beyond customers’ expectations giving 
at least one example: how, what, where, 
when e.g. turned a complaint into an 
opportunity to retain customer 

CU15. Use initiative to improve customer service 
 

Professional Discussion 

Indicative assessment criteria for pass To gain a distinction 

CU16. Use own initiative and have confidence in determining customers’ needs 

CU17. Take feedback from customers seriously and actively improve own customer 

service in line with business/brand standards 

 

CU18. Looks for opportunities to influence 
improvements in departmental 
performance in line with new trends and 
developments 

CU19. Takes appropriate opportunities to 
recommend new 
techniques/procedures/products/services 

CU20. Evaluates procedures to seek 
improvement/modernisation 
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Amplification and guidance 

Principles of hospitality 
• what hospitality means 
• the culture of the industry 
• why meeting and exceeding customer needs is so important 

 
Customer types, needs and expectations 

• types of customer e.g. new customer, potential customer, discount customer, loyal customer 

• internal and external customers 
 

Customer needs in different hospitality situations - e.g. leisure guest in a hotel may want relaxation, whereas in a city centre the guests 
may want tourist information; cultural preferences; accessibility for disabled persons.  
 
Principles of customer service - Characteristics of excellent customer service - e.g. behaviour, quality of service, product knowledge, 
timing, value, problem solving, team work, listening skills, asking open questions 
 
Business/brand standards -  standards applied across the organisation or brand to ensure guests and customers experience a consistent 
and uniform experience 
 
Principles of meeting and exceeding customer expectations and the impact 

• Benefits of providing excellent customer service - e.g. increased spend, repeat business, loyalty, feedback - word of mouth, 
reputation 

 
Principles of dealing with customer incidents, issues and complaints 

• Understanding delivery gap – the gap between the customer’s expectations of services and the actual services provided – and 
how this can lead to complaints 

• Understand how identify options to resolve complaints, issues and problems 

• Understand authority to deal with issues and when to refer problems or complaints on to another member of staff  
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• Importance of negotiating with others to resolve problems 
 
Effective, two-way communication 

• Appropriate methods of communication for situation – e.g. verbal, non-verbal, written 

• Positive body language – e.g. facial expression, body posture, gestures, eye contact 

• Active listening 

• Tailoring style of communication and the level of information given to the needs of your customers 

• Establish rapport with customers by providing a friendly greeting, ensuring customers feel valued, treating customers courteously 
and helpfully and keeping customers informed and reassured 

 
Establish needs through questioning 

• Using relevant questions to establish customer needs and requirements using open questions, deep dive questions, confirmation 
questions 
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Business 

Knowledge Skills Behaviour 

Know the business vision and values, its 
main competitors, how it fits into the wider 

hospitality industry and how own area of 
work contributes to achieving business 

targets 

Perform activities to positively promote 
business/brand standards and identify 

opportunities to increase sales and achieve 
customer loyalty 

Proactively support the reputation of the 
business and be aware of how it compares 

with its competitors 
 

Know how own role can minimise 
unnecessary financial loss to the business 

Carefully handle payments, transactions, stock 
and packaging to minimise unnecessary financial 

loss 

Carry out activities with consideration of 
their cost and value  

 

Understand how personal discipline in 
approach to work, for example time-

keeping, attendance, personal appearance, 
personal presentation and conduct can all 

have an impact on the business/brand 
reputation 

Prepare and organise own work for example 
promptly arriving for shifts, communicating 

information at team meetings/briefings, 
following business/brand guidelines and 
procedures, meeting agreed deadlines 

 

Organise own work and have the 
confidence to ask for guidance, fully 

participate in performance reviews and 
training and act on feedback relating to 

personal performance 
 

Know the products/services that are offered 
by the business, their prices and special 

offers and how to match them to 
customers’ needs 

Clearly communicate relevant and useful 
information on products and services based on 

a clear understanding of customers’ needs 

Confidently demonstrate a belief in the 
products/services the business offers 

Know how the business aims to increase its 
market share and compete against its main 
competitors, for example its unique selling 

points, promotions and marketing 
campaigns 

Actively promote the unique selling points of 
the business and special offers available and 

promotions to customers 
 

Keep up to date with how the business 
positions itself within the wider hospitality 

industry 
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Understand how the use of technology can 
enhance customer service and productivity 

in hospitality businesses 

Use technology appropriately and efficiently in 
line with company policy in a way that supports 

customer service and ensure that faults and 
maintenance issues are reported promptly 

Use technology responsibly and take an 
interest in new developments that relate 

to own job role 

Recognise and understand legislative 
responsibilities relating to the business and 

the products and/or services it offers 

Comply with legal requirements to avoid risks, 
minimise disruption to the business and to 

maintain the safety and security of people at all 
times 

Work with integrity in a safe, honest and 
trustworthy manner putting personal 

safety and that of others first 

Know how the activities in hospitality 
businesses can have a negative effect on the 

environment 

Work in a way that minimises negative effects 
on the environment for example by managing 

wastage in line with business procedures 
 

Demonstrate personal commitment to 
minimising the negative affect on the 

environment caused by work activities 

On-Demand Test 

Criteria covered in on-demand test 

BU1. The range of businesses and establishments that make up the hospitality industry, their differences and similarities and the variety of 
job roles and progression opportunities that are available. 

BU2. Principles of upselling 
BU3. Principles of effective resource use, waste reduction and cost saving measures 
BU4. The principles and importance of personal conduct, behaviours and personal performance 
BU5. The importance of reputation and impact on the business 
BU6. Health, safety and security 
BU7. Current legislative requirements and responsibilities that relate to the products and services of the business 
BU8. Current environmental issues within hospitality 
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Practical Observation 

To pass, the following must be evidenced To gain a distinction 

BU9. Actively deliver according to the business/brand standards 
BU10. Demonstrate the ability to meet deadlines 
BU11. Demonstrate ability to take responsibility for self and work requirements 
BU12. Work within legislative guidelines 
BU13. Maintain organisational standards 
BU14. Work within required standards and procedures 

 

BU15. Consistent representation of the 
business/brand standards 

BU16. Work efficiently and effectively 
with ease, tasks prioritised and 
sequenced, well organised and fast  

 

Professional Discussion 

Indicative assessment criteria for pass To gain a distinction 

BU17. Proactively support the reputation of the business and be aware of how it compares 
with its competitors  

BU18. Know the products/services that are offered by the business, their prices and special 
offers and how to match them to customers’ needs  

BU19. Know how the business aims to increase its market share and compete against its main 
competitors, for example its unique selling points, promotions and marketing 
campaigns  

BU20. Perform activities to positively promote business/brand standards and identify 
opportunities to increase sales and achieve customer loyalty 

BU21. Carefully handle payments, transactions, stock and packaging to minimise unnecessary 
financial loss  

BU22. Actively promote the unique selling points of the business and special offers available 
and promotions to customers  

BU23. Use technology appropriately, efficiently and responsibly in line with company policy in 
a way that supports customer service and ensure that faults and maintenance issues 
are reported promptly 

BU27. Proactively keeps up to date with 
industry developments, trends and 
business objectives 

BU28. Approaches tasks/solves problems 
with a methodical, considered 
approach taking into account 
potential consequences of own 
actions 

BU29. Has a working knowledge of costs in 
the department and why their 
control is important to meet team 
and organisational needs 

BU30. Evaluates own performance and 
takes development opportunities to 
improve in own job role 
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BU24. Take an interest in new technology developments that relate to own job role  
BU25. Demonstrate personal commitment to minimising the negative effect on the 

environment caused by work activities 
BU26. Fully participate in performance reviews and training and act on feedback relating to 

personal performance 
 
 
 

BU31. Evaluates own skills and 
performance, seeks feedback from 
others and proactively engages with 
performance reviews and 
development planning 

BU32. Considers factors that may affect 
performance and responds 
effectively in line with the job role 

 

Amplification and Guidance 

Principles of upselling  

• Importance of choosing best method of communication and best time to inform customer of additional services and products and 

ensuring products suggested are appropriate to customers’ needs 

• Importance of giving information to enable customers to decide on additional services and products and allowing time to ask 

questions 

Cost saving measures 

• recycling, efficient use of resources, switching off lights/aircon where not required, portion control 

• importance of a responsible approach to the preparation, sale and service of products 

Personal conduct, behaviours and personal performance – e.g time-keeping, attendance, personal appearance, presentation, 

communication and behaviour and why this is important (e.g. negative behaviours could impact on the business’ reputation) 

 

Health, safety and security 

• common hazards and how to deal with them 
• fire safety procedures  
• appropriate standards in relation to appearance, health and hygiene of employees 
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• how to deal with risks, accidents and emergencies 
• importance of safe systems of work and security measures 

 
Legislative requirements and responsibilities – may include knowledge of requirements and responsibilities relating to different legislation, 

including trade description, consumer rights, data protection and confidentiality, weights and measures, licensing and age-related sales, 

health and safety and food safety 

Current environmental issues 

• ways in which hospitality businesses can negatively affect the environment – e.g. energy consumption, use of resources and waste 

production, water consumption 

• ways hospitality businesses can decrease negative effects on environment – e.g. methods of managing energy consumption, methods 

of managing use of resources and disposal of waste, methods of managing water consumption 

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

and uniform experience 

Take responsibility for self and own work requirements – including time-keeping and attendance, communicating information to 

colleagues and maintaining working relationships, preparation and organisation skills, being proactive and productive 

Work within required standards and procedures  

• Following safe systems of work – e.g. procedures developed from review of a current process that identify hazards and specify 

methods of work that will eliminate hazards or control risks arising from them 

• Adhering to organisational policies and procedures 

Technology used in the hospitality industry – e.g. booking and payment systems, online bookings, smartphone apps, email confirmations, 

hand held devices 
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People 

Knowledge Skills Behaviour 

Understand the importance of using 
appropriate methods of communication that 

are suitable for different situations and 
individuals’ needs in a variety of hospitality 

contexts 

Communicate accurately and effectively with 
others in line with the business culture to 
achieve the best result according to the 

situation  

Take a friendly and outgoing approach and 
enjoy talking and interacting with others, 

and communicating according to the 
business/brand standard 

Know how to support and influence the 
team positively, recognising how team 

members are dependent on each other to 
meet business objectives 

Support team members to ensure that the 
products and services delivered are of a high 

quality, on time and meet customer 
expectations in line with business needs 

Demonstrate pride in own role through a 
consistently positive and professional 

approach, and be aware of the impact of 
personal behaviour within the team 

Understand how to work with people from a 
wide range of backgrounds and cultures  

Put people at ease in all matters, adapt 
products and services as necessary, helping 
them to feel welcome and supported and 

provide them with information that is 
relevant to their needs 

 

Operate in a fair and professional manner 

On-Demand Test 

Criteria covered in on-demand test 

PE1. Principles of communication with customers and team members 
PE2. Team dynamics and roles within a team 
PE3. The principles of diversity in hospitality 
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Practical Observation 

To pass, the following must be evidenced To gain a distinction 

PE4. Welcome and support colleagues and customers to ensure required information, 
goods and services are given 

There are no distinction criteria for this 
component 

Professional Discussion 

Indicative assessment criteria for pass To gain a distinction 

PE5. Understand how to work with people from a wide range of backgrounds and cultures 
 

PE6. Acts as a role model to other team 
members, providing support and 
guidance when required 

PE7. Encourages and facilitates good 
team and working relationships 

PE8. Demonstrates a high level of 
consideration for people’s opinions 

PE9. Sets an example to team members 
on efficient ways of working to 
organisational standards 

Amplification and Guidance 

Principles of communication 

• Appropriate methods of communication for situation – e.g. verbal, non-verbal, written 

• Positive body language – e.g. facial expression, body posture, gestures, eye contact 

• Active listening 

• Importance of tailoring style of communication and the level of information given to the needs of your customers or team members 



 
 
HTM REC 1.6 15  
 
 

Team dynamics  

• Team dynamics – invisible forces that operate between different people within a team influenced by various factors such as 

personality styles, team roles, office layout, organisation culture 

• Behaviours (that contribute to positive team dynamic) – e.g. supporting other team members, use of effective negotiation, 

communication and listening skills, sharing information, valuing difference of opinion 

Principles of diversity 
• understanding equality and diversity and your own responsibilities 
• understanding how to work with, and provide services to, people from a wide range of backgrounds and cultures 

 
Welcome and support colleagues and customers to ensure required information, goods and services are given 

• putting people at ease in all matters 
• helping people to feel welcome and supported and providing them with information that is relevant to their needs 
• supporting team members to ensure that the products and services delivered are of a high quality 
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First Line Supervision/Team Leading 

Knowledge Skills Behaviour 

Understand how to support the supervision 
of team members for example new and 
junior employees to assist line manager   

Contribute to meetings and planning 
shifts, support shift briefings and assist 
in the monitoring of standards to help 

ensure quality is maintained  

Demonstrate the ability and confidence to deputise 
for the line manager when necessary  

On-Demand Test 

Criteria covered in on-demand test 

FL1. How to contribute to the objectives of a team 
FL2. Principles of first line supervision 

Practical Observation 

To pass, the following must be evidenced To gain a distinction 

FL3. Demonstrate positive and encouraging behaviours to maintain professionalism 
FL4. Demonstrate the ability to maintain personal and other team members’ safety 

FL5. Demonstrate pride in the delivery of products 
and services 

 

Professional Discussion 

Indicative assessment criteria for pass To gain a distinction 

FL6. Contribute to meetings and planning shifts, support shift briefings and assist in 
the monitoring of standards to help ensure quality is maintained 

FL7. Demonstrate the ability and confidence to deputise for the line manager when 
necessary 

FL8. Takes responsibility for identifying possible 
development opportunities for self and team 
members 

 



 
 
HTM REC 1.6 17  
 
 

Amplification and Guidance 

Principles of first line supervision – including communication, organisation skills, adapting and implementing change, team building skills, 
promoting key values and skills and behaviours required to deputise for line manager – e.g. leadership skills, responsibility, decision-
making capability, ability to take ownership, communication skills 
 

Positive and encouraging behaviours 

• demonstrating correct level of service and standard of behaviour 

• supporting team members 

• monitoring standards to ensure quality is maintained 
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Reception 

Knowledge Skills Behaviour 

Know business procedures for delivering 
reception operations and understand the 
requirements for processing personal and 
sensitive data; identify internal customers 

and their needs and how they feed into the 
operation. Know the products, facilities and 
services of the whole business and how to 

communicate these to customers, staff and 
visitors 

Welcome customers and provide a broad 
range of relevant information relating to the 

business. Support an efficient check in / check 
out service for customers, answer enquiries 
and take reservations and bookings face to 

face, on the telephone or on-line. Be the link 
between visitors, staff and guests 

Be highly organised and has the ability to 
multitask whilst maintaining an engaging, 
friendly and helpful attitude to customers 

Anticipate customer needs and can adapt 
products and services to meet them 

Ensure interdepartmental and external 
communication provides good flow of 

information to meet and exceed 
customers’ expectations 

Actively seek opportunities to make a 
great guest experience 

On-Demand Test 

Criteria covered in on-demand test 

R1. The products, facilities and services common to the hospitality industry and common ways to source the information required and 
how to communicate this to customers, staff and visitors 

R2. The importance and purpose of the receptionist function as first point of contact between the organisation and customer 
R3. The current legislation regarding all reception functions 
R4. How to identify internal customers and their needs and understand the importance of their role within the organisation 
R5. The purpose and value of the receptionist function as the first point of contact between the public/client and the organisation 
R6. How to present a positive image of self and the organisation, the organisation’s structure and lines of communication and to refer to 

them if necessary 
R7. The purpose of confidentiality guidelines and how to implement them 
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R8. The purpose of entry and security procedures and how to implement them 
R9. The organisational emergency procedures and your role within them 
R10. Why additional duties are carried out during quiet periods, if they arise 

 

Practical Observation 

To pass, the following must be evidenced To gain a distinction 

R11. Provide accurate information to customers and effectively communicate 
information about services/bookings/customer requirements 

R12. Promote and coordinate products and services within the business  
R13. Ensure a smooth check in for the customer, including retrieval of 

customer booking details, offering alternatives for any services that are 
not available as requested and completing the registration process 
correctly 

R14. Ensure that the customer is happy with the service provided and politely 
conclude the customer visit 

R15. Offer customers different ways of accessing 
information and demonstrate where necessary  

R16. Pro-actively offer to book services for customers 
within the business 

R17. Consistently accurate, efficient and speedy 
service of customers through the check-in 
process 

R18. Consistently check customer needs have been 
met 

R19. Pro-actively offer to give further assistance as 
required  

 

Professional Discussion 

Indicative assessment criteria for pass To gain a distinction 

R20. Know business procedures for delivering reception operations 
R21. Act as the link between visitors, staff and guests 
R22. Actively seek opportunities to make a great guest experience 
R23. Understand procedures for processing personal and sensitive data in line 

with requirements 
 

There are no distinction criteria for this component 
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Amplification and Guidance 

Current legislation – e.g. data protection legislation, Hotel Proprietors Act and Health and Safety Act 

 

Internal customer – a member of an organisation, or someone directly connected, who relies on assistance from another internal member 

of the organisation to complete work duties – usually internal customers are stakeholders, suppliers, contractors, employees or 

shareholders 

Products and services– e.g. room service, restaurant opening times, spa facilities etc.  
 
Ensure a smooth check in - this can be through direct check in or through assisting with automated check in  
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Business Project 

Pass criteria Distinction 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)  

BP11. Give a detailed introduction and background of the 
department, team or working area wider business unit (e.g. 
other departments, head office, local community / 
customer profile) BP2. Explain how the business fits into the hospitality industry  

Focus, Aims and Objectives 
BP3. Outline the problem, challenge or opportunity identified BP12. Outline the current situation which has led to the 

identification of a challenge or opportunity 
BP4. State the aims and objectives of the project  
 

BP13. Provide detailed aims and objectives for the project, linking 
to the current situation 

Research 

BP5. Explain how the research was undertaken  BP14. Show a range of research has been used effectively, 
including obtaining information from stakeholders, such as 
team members, management, suppliers or customers 

BP6. How the apprentice keeps up to date with trends and the 

changing industry 

Findings 

BP7. Explain how suggested improvements will impact on customers 
and their experience, or improve business performance  

BP15. Identification of measurable improvements and benefits to 
the organisation  

Conclusion and Recommendations 

BP8. Provide an indication of costs associated with the proposed 
recommendations  

 

BP16. Make detailed recommendations for implementation, 
including timings and potential costs  
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BP9. Explain how the idea could be implemented BP17. Provide detailed validation and justification of 
recommendations 

BP18. Review the project to ensure it meets organisational and 
legal requirements 

BP10. Demonstrate an awareness of and understanding for the need for 
deadlines 

BP19. Proposed timeframes for implementation 
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