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Highfield Level 2 End-point Assessment for 
Hospitality Team Member (Housekeeping pathway) 

Competency Framework Record 
 

Apprentice:  

Apprentice’s Date of Birth:  

Employer / site:  

Date completed:  

Completed by (full name):  

Relationship to apprentice:  

 
The document is to be used to record evidence that you have witnessed of the apprentice working within their normal role and their skills, 
knowledge, and behaviours demonstrated.  These should be documented in the appropriate sections below and provide detail of how the 
criteria were demonstrated, using specific examples from the apprentice’s performance, and confirm if competency was fully met in your 
opinion, by confirming Yes or No in the relevant box. 
 
If the End Point Assessor deems the evidence provided as sufficient, the apprentice will be taken forward to the question and answer 
assessment, where the appropriate grade will be awarded based on the assessment and the evidence provided. 
 
Please ensure all of the information is fully completed to show, name, relationship to apprentice and dates, and the document signed at the 
foot of the document. 
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Practical Observation Assessment Criteria 

Customer 

Ref Assessment Criteria (Pass) Comments / justification 
Competence 

demonstrated 

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 
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Ref Assessment Criteria (Distinction) Comments / justification 
Competence 

demonstrated 

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 

  

 

 

 



4 v1.0 

Business 

Ref Assessment Criteria (Pass) Comments / justification 
Competence 

demonstrated 

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 
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BU13 Maintain organisational standards 

  

BU14 
Work within required standards and 
procedures 

  

Ref Assessment Criteria (Distinction) Comments / justification 
Competence 

demonstrated 

BU15 
Consistent representation of the 
business/brand standards 

  

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

Ref Assessment Criteria (Pass) Comments / justification 
Competence 

demonstrated 

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

  

 

First line Supervision/Team Leading 

Ref Assessment Criteria (Pass) Comments / justification 
Competence 

demonstrated 

FL3 
Demonstrate positive and encouraging 
behaviours to maintain professionalism 

  

FL4 
Demonstrate the ability to maintain personal 
and other team members’ safety 
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Ref Assessment Criteria (Distinction) Comments / justification 
Competence 

demonstrated 

FL5 
Demonstrate pride in the delivery of products 
and services 

  

 

Housekeeping 

Ref Assessment Criteria (Pass) Comments / justification 
Competence 

demonstrated 

HK1
4 

Communicate with team leader to accurately 
establish work to be done 

  

HK1
5 

Prepare for housekeeping duties, including 
preparation of equipment, linen and other 
items  

  

HK1
6 

Clean and service a range of areas  
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HK1
7 

Accurately complete records and 
communicate successful completion of tasks 
to relevant people  

  

Ref Assessment Criteria (Distinction) Comments / justification 
Competence 

demonstrated 

HK1
8 

Speedy preparation and service, exceeding 
customer expectations  

  

HK1
9 

Areas kept consistently safe and secure 
during cleaning process  

  

HK2
0 

Make suggestions for improvements as part 
of record keeping  
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Declaration 

I can confirm that this competency framework record is a true reflection of the apprentice’s abilities. I confirm that I am a competent person 

and work at a line management level that is above the learner’s current level. I can confirm that I have worked with the apprentice during their 

apprenticeship.  

 

Expert witness’s job 
role: 

 

Expert witness’s 
name: 

 

Expert witness’s 
signature: 

 Date:   
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If the expert witness is not from the employer, the employer must read the above competency framework and complete the following 

declaration.  

Employer Authentication 

I can confirm that the competency framework record above is an accurate statement of the apprentice’s competency. 

Name: 

Job role: 

Relationship to the 
apprentice: 

Signature: Date: 
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