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ASSESSMENT INSTRUCTIONS 
Overview
Prior to commencing the assessments your assessor will explain each task and the terms and submission of your task.  Please consult your assessor if you are unsure of any questions. It is important that you understand adhere to the terms and conditions and address each task.   The assessor will support you throughout this process.
Written work
The assessment tasks are used to measure your understanding and underpinning skills and knowledge of this unit of competency.  When answering please ensure you address each criteria and sub point, demonstrate your research of each of the questions and cover the topic in a logical and structured manner.
Active participation
It is a condition of enrolment that you actively participate in your studies.  Active participation is completing all tasks on time. If you do not participate you will be required to report to Student Services Coordinator.
Plagiarism
Plagiarism is taking and using someone else's thoughts, writings or inventions and representing them as your own.  Plagiarism is a serious act and may result in a student’s exclusion from a course. When you have any doubts about including the work of other authors in your assessment, please consult your trainer/assessor.  The following list outlines some of the activities for which a student can be accused of plagiarism: 
· Presenting any work by another individual as one's own unintentionally 
· Handing in assessments markedly similar to or copied from another student 
· Presenting the work of another individual or group as their own work 
· Handing in assessments without the adequate acknowledgement of sources used, including assessments taken totally or in part from the Internet 
If it is identified that you have plagiarised within your assessment task, then we will organise a meeting to discuss this with you. 
Copyright 
You must be careful when copying the work of others. The owner of the material may take legal action against you if the owner's copyright has been infringed.  You are allowed to do a certain amount of copying for research or study purposes. Generally, 10% or one chapter of a book is acceptable, where the participant is studying with, or employed by, an educational institution.
Competency Outcomes
Each activity in this assessment tasks will be marked as either Satisfactory or Not Satisfactory. 
If your work is marked as Not Satisfactory you will be provided with feedback from your assessor and then given time to complete the task. Your assessor will provide you with a timeline in which you will be required to submit your task. Resubmission timeline will be determined by the assessor and based on the extent of the re-submission.
When you have completed all tasks in this document you will be granted an overall competency outcome, which will be either Competent or Not Yet Competent. 
If your work is marked as Not Yet Competent you will be asked to resubmit the assessment tasks as indicated by your assessor. You will not be able to gain competency if any of your tasks are not fully completed. 
Assessment Appeals Process
If you are dissatisfied with the outcome of one of the assessment tasks or the final outcome of the assessment task because you feel that the result is unfair or incorrect, you may request to have the task/s or overall assessment task reviewed.  If you are still dissatisfied with the outcome, you may lodge a formal assessment appeal. Refer to SBTA’s Complaints/Appeals Policy and Procedure.
[bookmark: _Hlk481089191]Application of the unit 
This unit describes the performance outcomes, skills and knowledge required to source and use current and emerging information on the hospitality industry. This includes industry structure, technology, laws and ethical issues specifically relevant to the hospitality industry. Hospitality personnel integrate this essential knowledge on a daily basis to work effectively in the industry.  This unit applies to all hospitality sectors and many people working at different levels. Managers will use more formal research to attain specialised and comprehensive knowledge, which supports product planning, marketing and strategic management activities. This is covered within other individual units.
Assessment matrix
The tables below demonstrate how all assessment tasks in this assessment pack contribute to the outcomes of your learning and assessment activities. 
	ELEMENTS SITHIND002
	PERFORMANCE CRITERIA
	ASSESSMENT TASKS

	1. Source and use relevant industry information
	1.1/1.2/1.3/1.4
	Task 1 

	2. Source and use compliance information in daily activities
	2.1/2.2/2.3/2.4
	Task 2

	3. Source and use information on hospitality technology
	3.1/3.2/3.3
	Task 3

	4. Update personal and organisational knowledge of the hospitality industry
	4.1/4.2/4.3
	Task 4

	Performance Evidence
	· source and document current and emerging industry information on the hospitality industry using at least three information sources listed in the knowledge evidence
· source and interpret information on the following from the above sources and share with colleagues to improve knowledge of the hospitality industry:
· current and emerging products and services
· current issues
· career opportunities
· relationship between other related industries
· compliance issues and quality assurance
· new products, technology, techniques and services
· work ethic required to work in the industry
· identify ways to integrate current hospitality industry information into daily work activities to enhance the quality of work performance.

	Task 2, 


	Knowledge Evidence
	sources of information on the hospitality industry
structure of the hospitality industry and its different sectors including their: functions / key characteristics / business relationships between sectors
roles and general responsibilities for different jobs in the industry
general nature of allied and related industries including tourism, meetings, incentives, conferences and events
primary functions of: major cross‑industry and sector‑specific industry associations especially those with which the business has a relationship / trade union in the industry
basic aspects of hospitality industry quality assurance processes: industry accreditation schemes / codes of conduct or ethics / occupational licensing / reasons for participation and impacts of non‑compliance / roles and responsibilities of individual staff members when participating in schemes
basic aspects of state, territory and commonwealth laws specifically relevant to the hospitality industry and actions that must be adhered to by hospitality businesses:
food safety / responsible service of alcohol / responsible conduct of gaming / local community protection including land ownership, management and access requirements that must be met by hospitality industry operators when delivering services and requirements to maintain the lifestyle of neighbouring residents
basic aspects of Equal Employment Opportunity (EEO) law including rights of employees and responsibilities of employers to make merit based employment decisions
current and emerging technology used in the hospitality industry, including e‑business and social media
	Task 1,2,3,4

	Foundation Skills  
	Reading, Writing, Oral communication, learning and technology
	Task 1,2,3,4


	Dimensions of Competency
	Task skills, task management skills, communication management skills, analysis & problem solving skills
	Task 1,2,3,4








Assessment task 1: Source and use relevant industry information
Instructions to students
In this task you are required to source relevant industry information in reference to the hospitality sector.  You can research this information either via the Internet or your learner guide but your answers must be in your own words. 
In this assessment task you will be required to demonstrate your skills and knowledge of being able to:
· Identify information sources about hospitality industry structures and requirements and different sectors
· Research and obtain information within the hospitality industry to assist with operating venues and events in the hospitality industry
· Obtain information on features of current and in emerging trends of hospitality products and services relevant to job roles and venues
· Gain and utilise own hospitality industry, products and services knowledge to enhance the quality of work and services provided
· Understand different business sectors of the hospitality industry 
Questions: 
Read all questions below provide answers to each question. Please remember that you must demonstrate your own skills and knowledge by providing answers and comments in your own words. 
Answer guide: This assessment task is to be typed. The task answers should be minimum of 2 to 3 paragraphs per answer unless otherwise indicated by an individual question (e.g. completing a table or selecting multiple choice answers)
Hospitality industry involves a range of sectors and businesses.  
	Questions:
	Business 1 – local area
	Business 3 - regional

	Business name
	Uber eats
	Starbucks

	Business overview(Guide: 50 words)
	Uber eats is one of the emerging trends in the hospitality industry.  Uber eats has partnered with several restaurants to provide home and office delivery in the most convenient manner. Uber eats is one of the easiest ways to get the food we love delivered to the office or at home (Wahl, 2019). The Uber eats is a service that works with hundreds of restaurants. All one needs is to open the Uber Eats app then select the food of your choice. A client can scroll through the feed and search for a particular cuisine that is interesting (Wahl, 2019). There are a variety of restaurants and cuisine that are on the Uber eats and customers have a wide selection
	Starbucks is one of the leading coffee chains in the US. Starbucks operates in the US and across the globe. Starbucks can be categorized as regional because the outlets are found in all major cities in the US (Berger, 2018). If you are thinking of finding a coffee shop, just drive around the corner and you will find a Starbucks outlet. Starbucks can be categorized as a hospitality industry because it provides coffee and foods to the community. More so, Starbucks has employed millions of people across the US and outside the US border (Berger, 2018). One of the basic qualities or aspects of the hospitality industry is delivering basic hospitality skills and that is exactly what Starbucks has been doing over the years.

	How the business fits within the hospitality industry(Guide: 50 words)
	Uber eats provides taxi and food delivery services. The Uber eats work based on the order. A customer has to log in the app and place his or her order. Once an individual has placed his order, you can check out. The app will provide the estimated delivery time including the amount that is supposed to be paid (Wahl, 2019). A delivery fee is charged depending on distance or time. The client has the option of using a credit card, which is seen as more convenient. The beauty of the Uber eat app is that it provides clients with the option of tracking their order. From the app, a client will get a notification that a specific restaurant has accepted their order and it has started preparing it. Ones the order is ready, a nearby Uber partner let's say a car or a motorbike will go to the restaurant and pick the order for delivery
	Starbucks falls under the restaurants because it has eat-dining, fine dining, and fast food restaurants. The company continues to face stiff business competition from McDonald’s, Waffles, and others (Berger, 2018). 
Starbucks is now offering food delivery services, which has attracted many customers today. It is now possible for customers to order food and coffee, which will be delivered to your home or office.

	Relationships with other surrounding businesses from different sector(Guide: 50 – 80 words)
	Uber eats has partnered with several restaurants to provide home and office delivery in the most convenient manner.  All orders are delivered at the specified place that the client indicated when placing the order (Wahl, 2019). When a customer selects food or places an order using Uber eats, the food might be collected from McDonald's, Starbucks, Costa Coffee, Waffles, and KFC among others. This partnership has increased business performance and now many people are engaging business with Starbucks thanks to this kind of business relationship.

	Starbucks has partnered with Uber eats to enhance the home or office deliveries. When a customer's selects food or places an order using (Berger, 2018). For instance, Uber eats might collect food from Starbucks. This partnership has increased business performance and now many people are engaging business with Starbucks thanks to this kind of business relationship. Starbucks has been classified as an American Coffee Company. It was started in Seattle in the early 1970s and today, it operates in more than 30,000 locations globally (Berger, 2018).




	
	
	
	


1.1 As an employee in the hospitality industry it is important that you gain and maintain knowledge about the overall hospitality sector. To ensure that you have a good overview of the industry and its current and emerging practices, it is recommended that you regularly access and source relevant information. Understanding of the current and emerging hospitality industry trends will enable you to grow your knowledge and will also assist with workplace duties and operations of the establishment you work for. 
To complete this question, use the table below and address each source of information listed, research what each has to offer, and advise what you would be able to learn from each to enhance your knowledge and skills within the hospitality industry. 
	Source of information 
	Research details (Guide: links or short note)
	How will it assist me (Guide: 50 – 100 words)

	Discussions with experienced industry personnel
	
	We all need mentorship and counseling to perform in our duties or gain the relevant skills to do certain tasks. Since I am a starter in the hospitality industry, I will need to get tips and advice from experienced personnel in this industry. Experienced personnel in this sector will give me advice and theoretical skills that are crucial is providing services and products to clients in the hospitality sector. 

	Hospitality industry accreditation and licensing bodies, associations and unions
	
	The education system is crucial because it provides students with skills and accreditation, which is a requirement in this sector. I have to be qualified in order to work in the hospitality sector. The licensing board will give me the relevant documents and certification so that I can be accepted in this sector. 

	Government regulators, that describe laws relevant to the hospitality industry
	
	As an individual who is interested in joining the hospitality industry, it is important for me to be aware of the laws and regulations in this sector. The government regulators will provide me the needed guideline to follow the laws and policies that are part and parcel of the hospitality industry.  I need to be fully aware of the legal requirements so that I can maintain ethics and good practices in this sector.

	Developers of codes of conduct or ethics (or what will you learn from codes of conduct and ethics) for your workplace
	
	An employee of the hospitality industry should have good morals, ethics, and act according to the code of practices. The codes of ethics will give me the needed skills and practices that I need to adhere to in this sector. These codes will help me to understand the entire moral and practices that are relevant in this sector. 

	Industry journals, reference books and seminars media and libraries
	
	As a student of the tourism and hospitality sector, it is important to have all the resources that will increase my skills and knowledge. I need to access the journals and books because from time-to-time, I need to refresh my skills in this sector. More so, I need to access seminars and media, which will give me an education on new things that are emerging in this sector.

	Personal observation of hospitality skills and experience
	
	The best way to learn is to observe how things are done. I will need to observe how services are done and this will help me to gain more knowledge. I want to be more observant and alert so that I can be up-to-date with new skills in this sector

	Industry and association memberships and occupational licenses 
	
	The union and membership will provide me membership and allow me to enjoy employment rights. Every competent employee in the hospitality industry should have all required credentials. Joining membership will help me to enjoy many employee benefits and rights.

	Industry accreditation schemes
	
	The accreditation schemes will be resourceful in helping me get the relevant certificates needed to operate in this sector. The accreditation schemes will help me to be aware of the needed certifications in this sector. 

	Training courses
	
	I need training and therefore, I have to attend courses on a regular basis. Training courses will give me skills and more knowledge in my line of job. I need the courses because I have to learn all the values that are essential in this career. I want to maintain good morals and keep practices that are ethical. The codes will help me to learn how to treat clients with respect and serve them fairly.



1.2 It is important to have a good knowledge of the industry you work with and its laws. 
Explain how having knowledge of the hospitality industry laws will help you to successfully operate within a hospitality venue 
	The hospitality industry incorporates entertainment, recreation, and food services among many others. There are many laws related to customers and the operation of hospitality businesses. These laws are important because they help in promoting the health and safety of all clients. Some of the legislation helps to address the issue of labor laws, hygiene, and licensing regulations, privacy, and other issues such as risk in the workplace. All stakeholders in the hospitality industry are supposed to comply with the state and federal laws in order to operate with minimal interruption.
It is important for service providers to be well-versed with all laws related to labor. This is important because of the unique employment attributes in this industry. In this sector, there are both temporary and permanently employed employees and there are specific laws that help protect all workers. Managers should adhere to the labor laws to avoid overworking or underpaying employees considering that most restaurants or bars operate on a 24hrs basis. Another critical legislation regards clients' welfare. The hospitality industry should be liable when managers fail to protect the welfare of the clients (Koo, Ricci, Cobanoglu, and Okumus, 2017). It is important for employees to ensure the general hygiene is high and food is prepared according to safety standards.




When you work your answer access and list and describe hospitality laws or regulations (minimum of 2) that are relevant to the hospitality industry including those that relate to the community protection and must be met by the hospitality operators; such as ensuring that neighbouring residents are not affected by their services. To assist you with the answer you may wish to access https://www.liquorandgaming.nsw.gov.au/(Guide: 2 paragraph)
1.3 Explain how customers may benefit if you provide them with up to date emerging trends and specific features of products and services which are relevant to them in the hospitality sector. (Guide: 1 to 2 sentences
	Every customer in the hospitality industry is looking for quality services and products. By providing clients with features and products that trending, it means that the customers will enjoy luxury and get value for their money. For instance, providing customers with modern travelling features and taking them to a new tourist destination will provide them with an opportunity to explore and enjoy value for their money. This will increase business performance and help a company to retain and attract customers which is a good thing in the hospitality sector. The other benefit of giving customers trendy services or products is that they get a taste of the products and this will help to market the hospitality industry.


Group discussions 
It is very important that employees of hospitality establishments are able to work with others, communicate well, inform and discuss together about workplace activities and duties and are able to work in a team environment. 
In small groups read and discuss each of the points listed below and record your answers in the space provided.  Whilst you are required to engage in group discussions, your answers must be in your own words and you MUST demonstrate your own understanding of the topics raised to be able to gain satisfactory outcome. 
Please note: Ensure that your answers are not copied from any sources, if you have used a source e.g. the internet to research, you must provide a reference of the source. Your assessor will check your answers and ensure that you have provided your own overview and not just copied and pasted your answers.  
Write the names of the people in your group in the space below
	




1.4 Read and discuss the scenario and complete the activities.  Your assessor will observe how you engage with the group and contribute to the discussions. 
	Scenario: 
Bill phoned your venue to organise a fundraiser function to raise money for the local football club. The function will be a sit down dinner with a three-course meal; black tie and it will also involve a celebrity auction and music. 
Bill was very proud to tell you that he managed to obtain some celebrity memorabilia for the auction, which will be auctioned after dinner and he also had confirmation from a celebrity who is able to attend the evening. 
However, he did not have much knowledge about music and was hoping to obtain your ideas on suitable bands or DJ, which he could contact for such a function. 


a) From your discussion list five (5) type of information that you would be required to obtain to help you plan for this function to ensure that it is well resourced.
	The number of guests.
The personal information of the guests such as name and their contacts. 
Number of guest on special diet
Security details
Type of food



b) In the space below indicate what your planning schedule (an action plan) would be, ensure that this event is well structured, organised and executed and insert your schedule. Ensure to list what suppliers you will use in your schedule so that you will contact them on time. (Guide: 80 to 100 words)
	


1.5 Discuss, in a small group, how people who work within the hospitality industry can use hospitality assurance processes to learn and enhance their own quality of service that they provide to their customers. When answering the questions, address each point and explain how each will increase the opportunity for you improve your knowledge and skills so you are able to provide quality serviceto your patrons and increase productivity. As part of your explanation to them address the following points and use the space below to explain them. 
· Participating in accreditation schemes and work with the industry’s best practices 
· Responsibilities of individual staff members when participating in schemes 
· Codes of conduct and code of ethics of the hospitability industry
· Industry association memberships
· Occupational licensing 
(Guide: approximately 5 sentence for each of the points listed above)
	


1.6 [image: http://rca.asn.au/rca/wp-content/uploads/2017/03/GREEN-TABLE.jpg]Scenario:
Green Table Australia is an education and certification program that supports and recognises Australian restaurants, cafes and catering businesses that are doing what they can to reduce their impact on the environment and commit to and utilise environmentally sustainable products and practices. Conservation of water and energy, waste management and reduction of CO2 emissions initiatives are at the core of the program.
You are working for a restaurant in the local area of Haymarket. The restaurant is well established and has been operating in the area for a long time. The restaurant has recently been given the Green Table Australia Accreditation. 
Discuss and explain how you would participate to ensure that the restaurant maintains its new accreditation and also explain what would happen if the restaurant is found non-compliant in the future.(Guide: 100 words)
	


1.7 Discuss why you think that feedback from internal and external customers is needed to continuously provide good service and appropriate product to customers.  (Guide: 3-5 sentences)
	


1.8 In your own words discuss how the hospitality industry plays economic and social significance for Australia. (Guide: 3 points with sentences)
	Positive aspects 

	


1.9 Research 3 prospective jobs / positions advertised on the internet within the hospitality sector. List 3 (three) different jobsin 3 (three) different hospitality areas. Analyse the jobs, discuss with your colleagues and explain to your colleagues their career progression and what skills and knowledge they will require to have to apply for the jobs. (Guide: short explanation for each)
	Prospective job 
	Hospitality area 
	Career prospect and required knowledge and skills and education

	
	
	

	
	
	

	
	
	


1.10 Match the following systems with the appropriate services, there may be more than one system suitable for each. The first line is done, please continue. (Guide: one or more than one system may be listed with the service)
	Service 
	Insert corresponding letter here
	System

	Restaurant
	J / B / I 
	A. Catering system

	Catering company
	
	B. IT applications for computer system

	Take away shop
	
	C. Computer aided dispatch system

	Cafe
	
	D. Food production system 

	Food production factory
	
	E. Industry online booking system 

	Room services
	
	F. Industry reservations 

	Hotel Accommodation
	
	G. Operations & financial tracking system

	Site seeing reservations
	
	H. Project management software

	Payments Finance
	
	I. Social media system

	Hotel Event department
	
	J. Food ordering App. 

	Cafeteria
	
	K. Project management system



1.11 

Assessment task 2: Source and use compliance information in daily activities
Instructions to students
In this task you are required to source relevant industry information in reference to the hospitality industry’s legal requirements.  You can research this information either via the Internet or your workbook but your answers mu
st be in your own words. 
In this assessment task you will be required to demonstrate your skills and knowledge on how to:
· Obtain information about hospitality laws and follow these to ensure compliance 
· Seek information on industry quality assurances
· Access information on equal employment opportunity and career planning
· Conduct day-to-day activities according to ethical industry practices within the hospitality industry.
Questions: 
Read all the questions belowand provide answers to each question. 
Answer guide: This assessment task is to be typed with 3-4 sentences minimum per question unless indicated otherwise i.e. list or select
2.1 The hospitality and tourism industry is subjected to different standards, laws and regulations. In the space below list minimum of five (5) industry legal requirements that affect day to day running of hospitality operations. 
	The hospitality industry is managed by different legislation, laws, and policies, which are essential on a day to day operation (Innerarity, 2017). Here is a list of these laws and policies.
a. Agreements and fair marketing
Employees in the hospitality industry should be members of unions and must be paid fair wages. The working conditions should be up to standards. In addition, hotels must honor fair marketing practices. For instance, hotels should not provide deceptive marketing.
b. Anti-discrimination Act
In the hospitality industry, it is important to provide access to disabled patrons. It is wrong to discriminate people based on sex, age, race, and religion among others. It is important to follow these laws for a positive reputation.
c. Truth in the Menu Law
This law requires restaurants to provide truthful information about the foods and drinks they serve. 
d. Recording keeping
The hotel industry must keep all crucial records properly. For instance, Starbuck and other food businesses are required to keep and maintain tip sheets, which are up to date. 
e. Fire Safety Act/ Customer safety
The most important thing in business is to keep your customers safe. Hotels, for instance, must install fire safety tools (Innerarity, 2017). Keeping customers safe will improve business and customers’ confidence.


2.2  It is important that each hospitality organisation understands its compliance requirements. Explain how you can ensure that the information about compliance is up to date and accurate? (Guide: 80 - 100 words)
	Compliance 
All restaurants and hotels should complywith standards and regulation. In order to remain compliant, the hotels' managers should get the latest documents from the federal government. It is also critical for all players to train employees regarding new laws and regulations. To ensure that compliance is up to date and accurate, hotel managers should provide courses about laws, legislation, and safety measures to all stakeholders in a timely manner.Providing job training and giving timely policies will also help employees to comply will all standards and ethics in this industry. 


Group discussions and Industry research
So that your assessor can observe you working in a team environment you will be required to work in a small group, research and discuss each of the points listed below and record your answers in the spaces provided.  You can conduct your research using the internet or your workbooks.  Whilst you are required to engage in group discussions, your answers must be in your own words. 
Please note that your assessor will check that any information provided has been rephrased by you and you provided your own words and not used a copy of others or copy from the internet. If you are using sources e.g. the internet, please provide links and source reference under your answer prior to submitting your work.
Write the name of the people in your group in the space below
	



2.3 Discuss what it means for a hospitality organisation to follow the Equal Employment Opportunities (EEO) and ethical business and industry practices and explain what EEO and the ethical practices may be. (Guide: list minimum of 4 points)
	


2.4 Research and discuss the licensing requirement for each of the points listed in the table below. 
	Headings of licencing
	Short legislative description in your own words. (Guide: minimum of 4-5 sentences is required for each)

	a) Alcohol service
	

	b)  Gambling conduct 
	

	c) Hygiene responsibilities 
	


2.5 List services, departments, organisations or individuals who you can contact to seek information that will assist you to identify possible career options in the hospitality industry. (Guide: list minimum of 4 points) 
	


2.6 It is important that you understand where to seek information about the quality assurance scheme for the hospitality industry. In the space below explain: 
	a) What is HACCP? (Guide: list the full name of the acronym) 
	

	b) List the benefits of a hospitality organisation that has a HACCP food safety system in place. (Guide: list minimum of 4 points) 
	


Scenario and practical activity (role-play)
In small groups read the scenario below, discuss the scenario, role-play the scenario by conducting the risk assessment of a simulated area which resembles a venue as directed to you by your assessor and answer each point.
2.7 Read the scenario below; then discuss what information you would collect to assist you with successfully performing the duties required as per the scenario. List your discussion points in the spaces provided.
	Roger and his team arrived at the location where Monica has organised her spring festival event.
Roger and his team were booked to organise and put together furniture, stage and all the stalls at the venue. Monica emailed the floor plan of the event to Roger to ensure he does not miss anything. 
Roger met with the park ranger, customer relations representatives from the council and retail manager who is organising products for the stalls. 
Prior to starting Roger needs to ensure that the site is save and that he can organise his team to work safely.  


a) Discuss the scenario above and list the types of WHS issues that Roger and his team may need to be aware of on an outside location such as a park. (Guide: minimum of 4 points)
	Roger has to be aware of the internal and external environment of the location in order for his team to organise the place accordingly .There are many risks and hazards that  should be put in consideration to ensure safety of all participants during this kind of an event. The parking might have electric face, Rogers has to check all electric hazards. In addition, trees and other plants in the park could pose hazards. There are wild animals that should also be put into consideration in this project. 


b) In small groups review the scenario above and hazards and risks listed in point a) above, role-play a hazard / risk assessment in a simulated hospitality venue as directed by your assessor and complete the enclosed risk assessment form. (Guide: your assessor will observe your ability to participate in this role-play, complete an observation checklist below and provide you with feedback) 
	Rogers should use the risk management approach when he is organising and designing the location to ensure his colleagues work safely and eliminate all hazards for success of the event.  Rogers and his team should implement some degree of risk management. There is a need to do thorough assessment of the location. The best thing to do is to implement the most effective control measures. Rogers and his team should review all the control measures to ensure that everything is working perfectly. It is important for Rogers to ensure that his team is safe when working. In addition, the team should injuries or workers and participants of the event. 




	Assessor’s Checklist

	Did the student demonstrate the following?
	Satisfactory
	No Satisfactory

	
	Place a tick (√)

	Ability to communicate well with others using good listening skills, closed and open questions when conducting risk assessments.
	 Yes  
	 No

	Work in a team environment and demonstrated teamwork skills when conducting industry and legislation research, participated positively during discussions, provided ideas and work well in a team with assessing risks and hazards based on a scenario. 
	 Yes  
	 No

	Demonstrated positive body language when engaging and communicating with others during team discussions 
	 Yes  
	 No

	Assessment Outcome:SATISFACTORYNOT SATISFACTORY

	Assessor’s Feedback:









Assessment task 3: Source and use information on hospitality technology
Instructions to the students
In this task you are required to source relevant industry information in reference to the hospitality technology available.  You can research this information on the Internet or your workbook but your answers must be in your own words. 
In this assessment task you will be required to demonstrate your skills and knowledge on how to:
· Source and access information on technologies that impact on operational duties within a hospitality organisation
· Use computer technology to suggest new and improved workplace practices
· Use current and emerging technology in day-to-day work activities
Questions: 
Read all the questions below and provide answers to each question. 
Answer guide: This assessment task is to be typed with 3-4 sentences minimum per question unless indicated otherwise i.e. list or select
3.1 Explain how information technology improves workplace practices in the hospitality industry.
	Technology has made life and works easier in all sectors. The hospitality industry has been affected positively by new and emerging technology today. To begin with, new technology has helped to reduce costs and make work easier (Innerarity, 2017). Employees have access to modern gadgets, which allows them to take orders from their clients smoothly and faster. This technology has definitely helped in replacing expensive labor with a cheap one. In addition, the new technology has provided better marketing platforms and now customers can log in to a website and have a snick preview of the services or products offered. Mobile communication has allowed customers to have the latest news and advice about changes or delays in flight and other services (Koo, Ricci, Cobanoglu, and Okumus, 2017). 
The emergence of new technology has also helped to improve the safety and security of the customers. The customers need to be sure that personal data, credit cards, and other personal information is safe. The cloud storage, which is a new feature of the technology allows hotels to have the backup capability and thus, customers are less likely to lose data. The new technology has also brought about scalability in the hospitality sector. Now, hotel managers can consolidate data, get automated payments and improve account management. These products provide a high rating and improve revenue. Consequently, customers will enjoy keeping and convenient services when it comes to services in the hospitality industry. With new apps, customers can now have quick access to amenities like gym, swimming pool, and bar among others. And because customers hate to wait in the queue for long, tablets have helped streamline the check-ins and customers get satisfaction. The time saving can help to improve guest experiences.


3.2 In the table below list minimum of five current or emerging technologies that can be used by organisations which are in the hospitality industry and explain the table to your colleague. Gain their agreement that they believe your comments are appropriate. (Guide: 1 paragraph per technology)
	Technology item 
	Description of the item
	How may this technology affect the operations of the organization 

	
	
	

	Computer systems
	Computers that have apps installed to improve operations in the hotels
	The computer systems have widely been used in the hospitality industry. The use of computer systems provides quick communication. Customers can now more than ever give reviews about services that they get from the restaurants and so on. More so, computer systems have created a new marketing platform. With the growth of social media such as Facebook, Twitter, and YouTube, customers have been able to access news and trendy products or services. This aspect has allowed organizations to have a competitive advantage in this dynamic market. Definitely, the computer systems have allowed restaurants and hotels to be more efficient in record keeping, get reservations, and access to customer feedback which is essential for all business operations.  

	Smart Guest
	Apps that allow hotels to get reviews and data promote customers about their experiences
	New technology has allowed guest to have new and fulfilling experiences. Without doubts, hotels cannot operate without guests and that is the reason we have smart technology, which is redefining guest experiences. The Smart Guest app provides an opportunity for hotels to get data from customers about their experiences (Koo, Ricci, Cobanoglu, and Okumus, 2017). This app has been a major boost in helping hotels to accommodate the needs of all guests. The smart guest technology automates guest interactions during the time they are in the hotels, which means that managers can predict and personalize all guest services to improve business and quality services. 

	Smart and Reserved parking
	The hotel uses smart sensors and app to help client reserve parking space
	Parking spots are essential in the hospitality industry. The use of Smart Reserved Parking technology is that it allows hotels to reserve parking for their customers in a timely manner. This app helps to reduce congestions and give customers smooth experiences. From the moment customers pull in the hotel, they need to enjoy services and be assured that their vehicles are safe. The Smart Reserved Parking has been an efficient app in giving customers new and fulfilling experiences in this sector (Koo, Ricci, Cobanoglu, and Okumus, 2017). 

	Remote check/check out apps
	The app helps customers to check in and check out remotely via their phones
	The hospitality services should be geared towards increasing customer services and make the customer's experience to be satisfactory or fulfilling. The emerging technology of Remote check-in/out app gives customers a platform to check in a hotel using their Smartphones. This app has allowed the hotel owners to predict and easily manage their staffs. More so, stuff can now alert the time they should expect new guests to arrive. With this kind of information, customers will have everything arranged for them, which will give them a good customer experience. When the customers are through with the holiday and they want to check in, the use of Smart Reserve Apps allows guests to enjoy a self-checkout experience. This means that customers can make prior arrangements for transportation back home and so on. 


	Smart Room service app
	This is an app that can be used on tablets, Smartphone, or laptop to book or order foods
	When customers are in the rooms, they can now easily ask or book foods. By using their Smartphone, customers can easily and quickly access the menu at all times. The apps give notifications to customers about food that is ready and drinks that are readily available. This way, customers can personalize their menu and pre-order foods. The apps also conveniently send notifications to customers at the time they prefer to make orders, which means that a customer will be able to get updates about their food or drinks in a timely manner.  


	Colleagues feedback
	The Apps and Technology described here are relevant and useful to customers and the entire hospitality industry. This Kind Of Apps, Such As Smart Reserve And Smart Room Service have allowed customers to enjoy services from the comfort of their rooms. I agree that smart parking apps are convenient and helpful because they help the management to minimize congestion and allow users to have a safe and wonderful experience during their stay in the hotels. Definitely, the new technology is good for customers, employees, and all stakeholders in the hotel industry. There is a need for the hospitality sector to embrace this technology for sustainable service delivery.



Scenario, research and group discussions 
3.3 Case study
You will be required to:
· Read the scenario below based on Rositano’s Restaurant
· Discuss each discussion point in small groups 
· Source and research current or new information technologies relevant to the scenario below
· Develop a checklist of all information technology resources and improvements you investigated 
· Use a computer provided to you by your assessor to create a file titled “Hospitality IT Research”
· Save all researched information onto the computer, and copy and paste to this activity before presenting it to your assessor. 
	Rositano owns Rositano’s Pizzeria. The restaurant is very busy; Rositano has been the owner / manager of his restaurant for the last 20 years. He is close to retirement and wants to slowly start passing his time at the restaurant to his only daughter Marie. Marie knows the restaurant business very well. The main food is Italian. Lately lots of customers started to eat at the new modern Australian restaurant across the road. When Marie went to check it out with her cousin and noticed that food was light and healthy and suitable for light lunches. Her father’s restaurant, has good food but it is Italian with lots of pasta and pizza and breads.
She has recently completed her Diploma of Hospitality Management and has been working on and off in the restaurant since a young age. 
Marie is keen to take over the business but wants to use more modern technology to bring the restaurant into the 21st century.
The restaurant is not licensed and customers bring their own drinks and Rositano does not want to use credit cards. All customers must bring cash. Although there is an ATM across the road when it is raining some customers get annoyed when they have to run across to pick up money. 
Rositano still uses order dockets and writes all stock into a manual book. His accountant spoke to Marie recently and told her that he has been trying to convince Rositano to starting up using an electronic accounting system so it can be easily uploaded once a month and the accountant could do Rositano’s books straight from his own office. 
Marie realised that she will finally have the opportunity to include all her wants and needs in the restaurant in applying more information technology systems into the restaurant.


a) Discuss all possibilities that Marie can source to improve the business and list them in the space below. (Guide: list as many as per your discussion)
	Marie will need the following restaurants equipments in order to bring changes and better service delivery 
a) Computer system
b) Mobile card readers
c) Electronic accounting system
d) Credit-card processing machine
e) Restaurant management systems
It is important for Marie to have the proper restaurant equipments for running her business. All these tools will make Marie’s staff more efficient and also give them a helping hand. The operations of the business will become easier and better. It is important for Marie to train all the staff members so that they can understand how to use all these restaurant equipment efficient to improve service delivery and improve business operations at Rositano’s Pizzeria.


b) In your group, research possible information technology resources or options that Marie can use in her business and explain how she will be able to use them in the business. (Guide: list minimum of 3 possibilities and IT improvements)
	The electronic accounting system will help in the accounting department. This system will help Rositano’s Pizzeria to perform all accounting function easily and efficiently. The Credit-card processing machine and mobile card readers will allow customers to pay using credit or visa cards. Considering that customers have been paying only by cash, these two systems will provide opportunity for customers to make convenient payment in a swift manner. With this system, it will be possible to get invoices instantly and service delivery will be easier. The computer system will help in processing all customers’ order electronic, which will replace the old manual system, which is tiresome and slow.  


c) In your group, discuss and list, how with the new information technology resources will benefit Rositano’s Restaurant, Maria and the staff. (Guide: based on the 3 possibilities and IT improvements with good explanations)
	The restaurant management systems will help Rositano’s Pizzeria to track sales easily, have a simple menu set up, have a simple and user-friendly management, credit card processing, and keep customer data. It is important to provide training to all employees so that they can use all the new resources efficiently in Rositano’s Pizzeria. The ability to keep customer’s data will help Rositano’s to understand what customers want and track changes in taste and preferences of the consumers. This system will allow Rositano’s to be in business and remain competitive in this business. 


d) In small group See if you can identify any ideas, other than technology, of current or emerging hospitality product and services that may provide an opportunity for the restaurant to implement for future success.
	Other idea is training and education for all Rositano’s Pizzeria staff. The staffs need to undergo training so that they can understand how to use the new technology and resources. In addition, Marie should encourage her team to attend seminars which talk about technology use in restaurants. Marie should visit other restaurants to observe what they are doing and learn new things that can help to boost her business. 



Assessment task 4: Update personal and organisational knowledge of the hospitality industry
Instructions to the students
In this task you are required to source relevant industry information in reference to the hospitality organisation and personal requirements. You can research this information on the Internet or your workbook but your answers must be in your own words. 
In this assessment task you will be required to demonstrate your skills and knowledge about:
· Identifying and using a range of opportunities to update knowledge of the hospitality industry
· Monitor current issues and trends for the industry
· Share updated information with colleagues
Write the name of the people in your group in the space below
	





Discuss points and questions: 
4.1 In small groups discuss the following topics and list all your discussion points in spaces provided.  (Guide: 3 points for each question below)
a) What types of opportunities may be available to you to enable you to update your knowledge of the hospitality industry? 
	There are many opportunities for updating knowledge of the hospitality industry. The first thing for me to do is to join courses and seminar program. These types of programs will provide me an opportunity to learn theoretical skills on different areas of hospitality sector. In addition, I will look for an attachment opportunity in a busy hospitality environment, which will help me to gain practical skills in this sector. The opportunity to work in a busy environment will help me to interact with experienced people who will mentor me and provide me with relevant skills. 


b) Explain how you can monitor emerging hospitality trends and current industry issues.
	One of the methods that I can use to monitor the emerging hospitality trends is through the internet. The YouTube is one of the social media, where I can learn about new trends by subscribing to different chefs, tourists, and others. For instance, I am a big supporter of Gordon Ramsey and I have subscribed to his YouTube channel. The social media and internet is another platform which can allow me to learn new trends. The Facebook for instance, gives people an opportunity to interact and discuss about different issues about the hospitality industry. The internet will help me stay updated on new trends. 


c) Why is it important to update your colleagues with new information on the hospitality sector?
	It is important to keep my colleagues updated with new trends and information in the hospitality industry in order to keep up with new skills and knowledge. The hospitality industry is dynamic and many changes happen on a daily basis. Knowledge sharing should be encouraged in the hospitality industry because it will increase co-ordination and it will help in achieving the objectives of an organisation. It is crucial to update colleagues in this sector because customer’s taste and preferences keep changing. 





Group Research Projects
In this activity you are required to conduct research and discuss your research with your colleagues.  Your assessor will provide you with access to the internet to enable you to conduct your research.  You will be required to provide evidence of your research by attaching your research to this assessment task. Your assessor will be observing your group discussions and provide you with feedback. 
4.2 Investigate two (3) different hospitality organisations and answer the following questions: (Guide for this project is approximately 500-800 words)
a) Name of each of the organisation 
b) Develop a presentation for each of the organisations (you can use PowerPoint Presentation or other visual aid structure to conduct your presentations). 
c) In your groups present your presentation to your colleagues and your assessor.  You must ensure that you include the following:
Provide a description of each of the organisation and explain the following: 
i) List cross‑industry services are involved with (e.g.: Qantas is tourist and hospitality industry) 
ii) Investigate and attach a copy of the organisation’s structure (if available)
iii) List the types of job roles and responsibilities that would be relevant to each of the organisations you investigated. 
iv) List their required sector‑specific industry associations relevant to each of the organisation you investigated
v) Explain relational relevance between the organisation and other relegated industries
	


4.3 Investigate and discuss why licensed hospitality organisations must participate and comply with laws and regulation and list any impact when the organisation does not comply with the laws. Write you discussion and findings in the space below.  (Guide: approximately 150 words)
	


4.4 Research and investigate legal requirements in relation to local community protection which includes land ownership, management and access requirements that must be met by hospitality industry operators when delivering services to ensure the lifestyles of neighbouring residents are maintained. (Guide: approximately 2 – 3 paragraphs)
	





Assessor final checklist 
	Assessors Observation Checklist
The student demonstrated the ability to demonstrate:
	Satisfactory

	Ability to communicate effectively using active listening skills, giving and receiving feedback, asking questions.
	 Yes   No

	Engagement with the team environment and demonstrated teamwork skills to share updated information with colleagues
	 Yes   No

	positive body language when engaging and communicating with others during discussions 
	 Yes   No

	Planning and organising skills to research relevant information 
	 Yes   No

	Problem-solving skills to recognise knowledge deficiencies and take action to seek information
	 Yes   No

	Use of technology to research and identify regulatory requirements of the hospitality industry 
	 Yes   No

	source and document current and emerging industry information on the hospitality industry using at least three information sources listed in the knowledge evidence
	 Yes   No

	source and interpret information on the following from the above sources and share with colleagues to improve knowledge of the hospitality industry:
	 Yes   No

	identify ways to integrate current hospitality industry information into daily work activities to enhance the quality of work performance.
	 Yes   No

	Demonstrated knowledge required to complete the tasks outlined in elements and performance criteria of this unit:
	 Yes   No

	documents, issued by government regulators, that describe laws relevant to the hospitality industry
	 Yes   No

	major cross-industry and sector-specific industry associations especially those with which the business has a relationship
	 Yes   No

	basic aspects of state, territory and commonwealth laws specifically relevant to the hospitality industry and actions that must be adhered to by hospitality businesses:
	 Yes   No

	local community protection that must be met by hospitality industry operators when delivering services and requirements to maintain the lifestyle of neighbouring residents
	 Yes   No

	Assessor Feedback andTask satisfactory 	

	Assessment Task 1 Yes   No
	

	Assessment Task 2 Yes   No
	

	Assessment Task 3 Yes   No
	

	Assessment Task 4 Yes   No
	

	Assessor signature:
	
	Date: 
	
	Work supervisor initials & name only if relevant:
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