CertHE ASSIGNMENT SPECIFICATION
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Student name:

Student number:

Programmes:

CertHE International Hotel Management

Module:

Food & Beverage Operations Module Level (4, 5, 6): 4

Module code:

BMIH4002 Contribution to Overall 25%

Module Assessment (%):

Ryan Peters

Lecturer: Internal Verifier: Melissa John
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. ... . | Student Journal (Learning Log) . .
Assignment Title: Minimum 750 words (+/- 10%) Assignment No: 1of3
Hand Out Date: w/c 20th September 2021 Submission deadlines: 21st October 2021

Return date of provisional
marks & written feedback: | 18 November 2021

Referencing: In the main body of your submission you must give credit to authors on whose research your work is based. Append to your
submission a reference list that indicates the books, articles, etc. that you have read or quoted in order to complete this assignment
(e.g. for books: surname of author and initials, year of publication, title of book, edition, publisher: place of publication).
Submission: All assignments must be submitted to Turnitin unless otherwise instructed by the Lecturer. Date:

Note: the Turnitin version is the primary submission and acts as a receipt for the student. Late
submission of the electronic version of the assignment will result in a late penalty mark.
Penalties for late submission: Up to ONE week late, maximum mark of 40%. Over one week late,
Refer. Only the Extenuating Circumstances Panel may grant an extension.

Lecturer to indicate if a hard copy version of the assignment must be submitted. DO NOT put this form into Turnitin or it will match many
similarities with other students’ submissions.

NO X

Learning Outcomes tested (from module syllabus)

e Undertake efficiently a variety of different positions within food and beverage operations and appreciate the
importance of the work based key skills within this area of hotel operation;

e Develop food production and food service skill competencies to meet organisational requirements and standards;

e Examine issues such as resource allocation, marketing, management styles, culture, health and safety and
organisational/industry problems will be addressed.

Page 6 of 36




TASK DESCRIPTION

Student Journal (Learning Log)
750 words (+/-10%)

This part of the assignment will require you to compile a Student Journal (learning log), through

summarising your learning on one of the following topics:

e Allergies and Intolerances and the importance within the industry
e Food Safety Fundamentals (The 4 C’s)
e Ratings, Inspections and Reporting Procedures

You must include personal reflections and link your work to industry discussion. Describe how
you will be able to apply the theoretical knowledge that you gain whilst working in industry. Discuss
why the topic is important in the hospitality industry.

You must use the Student Journal template (example on next page from HAFO). The template can
be located on Moodle, under the Assessment tile. You must reference your work accordingly,
by providing both in-text citations and a reference list at the end, which follows IHM's UWTSD
Harvard Referencing Guide (this can also be located on Moodle, under the Module Information tile).

Microsoft Word settings:
Please use:

e Arial Font 12
o Justify Text

e 1.5 line spacing
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EXAMPLE

LEVEL 4 — Student Journal

You are required to complete a journal entry to capture the learning experience and knowledge you have
acquiring during a particular lecture. You may choose from the following topics:

e Communication at the front office
e Property Management Systems (PMS)
e The role of the Front Office in a successful hotel operation

Consider the appropriate lectures. What was the topic and what have you learnt? Provide a brief summary.
What new skills / knowledge have you acquired? How will you apply your knowledge in the future? What are
your personal reflections?

Student Name: Miss Example Module: Hotel Administration and Front Office Operations
Student Number: 1502221 Lecturer: Insert lecturer name
Topic of choice: Communication Date Completed: Insert date of completion

Student Example to include Referencing:

This is an example to demonstrate how to include in-text citations with a reference list. This is not
a completed example and the variety of examples included, should be used as a guide to help you
with your own referencing. Your marks are dependent on your own ability to choose your sources
and reference accordingly. All sources require Harvard Referencing and reference list. The number
of references you chose to use are from your own choosing. For 750 words it would be appropriate

to include a minimum of 5 references.

The three types of communication are: verbal, non-verbal and para-verbal. According to the Cambridge
Dictionary (2021), communication is the act of communicating with people and the process by which
messages or information is sent from one place or person to another or the message itself. Verbal
communication is categorised into 2 groups: oral and written. Benefits of verbal communication include

being able to swiftly solve problems and quickly answer questions. Disadvantages include the lack of time

to process emotions, resulting in harsh consequences. Written communication, however, allows enough
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time to process emotions and thoughts. Yet, it is time intensive and not as personal. It is especially
important to be aware of non-verbal communication when working in a hotel, as it is always shown; through
facial expressions (smile, eye contact) and body language (posture). Para-verbal communication is the
tone and pace in which is spoken. It is important to be aware of this when speaking with guests, because
sentences change their meaning, depending on intonation and tone of voice. | also learned about
‘interpersonal skills". This term describes the behaviours and tactics a person uses when interacting with
others. In other words, it is a person’s ability to work well with others — a skill highly valued by hotels.
Interpersonal skills range from listening and communicating, to friendliness and attitude. The
communication between hotels and guests has become extremely important during the pandemic.
Fortunately, the majority of hotels globally have shown great compassion and empathy with their guests in
these unprecedented times. For instance, by allowing guests flexibility in planning (e.g., with flexible rates,

refunds, cancellations).

We had an interesting discussion on “scripted vs. unscripted” customer service. In preparation for this
discussion, | read “Your Customer Service Is Your Branding: The Ritz Carlton Case Study” by Micah
Solomon, as well as the report “Service Scripting: A Customer’s Perspective of Quality and Performance”
by Cornell University. The general conclusion from both the report and the case study is that scripts used
to be an efficient method of ensuring quality service. However, nowadays guests seek an authentic
customer experience, rather than a scripted, perfect one. The case study discovered that when a customer
service becomes too scripted, the connection to guests is lost. Especially when loyal guests return to the
same hotel for years and hear the exact same script over and over again. A solution to this problem is to
discard the scripts and instead implement a punch-list of important points that need to be covered in a
conversation. This allows staff to be flexible, empowered and provide a genuine and personal customer
service, while still maintaining a professional image. This is further supported by an article | read by Hyken
(2021) regarding listening to customers and avoiding scripted conversation. In his example a customer
service employee for a car dealership requested the customer to drive back to the dealership due to the
car not starting. This could have been avoided if the employee had genuinely listened to the customer
instead of directing them to return the car to the premises and would have avoided further frustration from
the customer as a result of the employee’s careless response. This information will greatly benefit me when
working in the industry, as | now know how to carry a genuine conversation with a guest and actively

listening while still successfully fulfilling my job requirements.

| enjoyed watching the inspirational TED Talk by Celeste Headlee (2016) called *10 Ways to Have a Better
Conversation’. In this talk she mentioned that society has failed to teach conversational competence,
especially to the younger generations. Reflecting back on my school days, | do agree with her — to an
extent. Although we did learn how to give excellent presentations, the art of holding a conversation, was

never taught. There are three tips which she gave that are especially relevant to the hospitality industry.
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The first one is to never multi-task. One should be completely present, in the moment and really focus the
mind on the topic at hand. Guests will feel appreciated and valued. The second tip is to use open-ended
questions. This allows guests to include more information, as well as express their feelings in their
response. The last tip is to be honest. If you do not know something, say it. This is especially important in
a hotel because honesty builds trust. A lie can break a guest’s trust in the hotel. Further research online
uncovered a great Ted Talk to support the opinions of Celeste and relate to the hotel industry. In the talk
by Anna Dolce (2018) service isn’t the same as hospitality and the concept of service wallpaper was
discussed in the talk. It was very interesting to see how despite the communication evidenced in the large
number of her examples and within the service being offered, it makes us consider whether it is effective
and did it have genuine meaning; was the communication warm and hospitable and did you feel wanted. |
made a note of these important tips, because following them is the key to a good personal life and a

successful career in hospitality.

To summarise, effective communication is essential within the hospitality industry. We must always have
our radar on, as we are always on show. Constantly thinking about body language, gestures, facial
impressions can be hard, but | understand that a guest could be watching at any moment throughout the
day. | will remember about the importance of having a brilliant conversation. It is important that guests
know that | am listening to them; That | am there, in the moment. Too often, we try and multitask, instead
of being there for the guest. | guess it's a balancing act that | will need to master when working in the
industry. | am looking forward to my future career in the industry, where | will be able to practice these

newfound skills and theories.

Reference List: - Here is an example of how to include a reference list. All in-text citations will be

required from lectures and independent reading.

Cambridge University Press (2021) The Cambridge Dictionary [online]. Available at:
https://dictionary.cambridge.org/dictionary/english/communication (Accessed: 23 May 2021)

Celeste Headlee (2016) 10 ways to have a better conversation [video]. Available at:
https://youtu.be/R1vskiVDwl4 (Accessed: 24 May 2021)

Dolce, S (2018) Service isn’t the same as hospitality [video]. Available at:
https://www.ted.com/talks/anna_dolce dolce service isn_t same as_hospitality (Accessed: 23 May
2021)

Hyken, S (2021) Stop Reading from the Script [online]. Available at:
https://www.hospitalitynet.org/opinion/4104136.html (Accessed: 23 May 2021)
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GUIDANCE FOR STUDENTS IN THE COMPLETION OF TASKS

1. Research-informed Literature
Your work must be informed and supported by scholarly material that is relevant to and focused on the task(s) set.

You should provide evidence that you have accessed a wide range of sources, which may be academic,
governmental and industrial; these sources may include academic journal articles, textbooks, current news
articles, organisational documents, and websites. You should consider the credibility of your sources; academic
journals are normally highly credible sources while websites require careful consideration/selection and should
be used sparingly. Any sources you use should be current and up-to-date, mostly published within the last five
years or so, though seminal/important works in the field may be older. You must provide evidence of your
research/own reading throughout your work, using in-text citations in the main body of your work and a reference
list that is alphabetical at the end of your work. Please use the Harvard/APA referencing system.

Specific to this assignment: Provide evidence of wider reading, according to your chosen topic and reference
accordingly, by providing both in-text citations and a reference list.

2. Knowledge and Understanding of Subject
Your work must demonstrate the growing extent of your knowledge and understanding of concepts and

underlying principles associated with the subject area. Knowledge relates to the facts, information and skills you
have acquired through your learning. You demonstrate your understanding by interpreting the meaning of the
facts and information (knowledge). This means that you need to select and include in your work the concepts,
techniques, models, theories, etc. appropriate to the task(s) set. You should be able to explain the theories,
concepts, etc. meaningfully to show your understanding. Your mark/grade will also depend upon the extent to
which you demonstrate your knowledge and understanding; ideally each should be complete and detailed, with
comprehensive coverage.

Specific to this assignment:

Summarise your chosen topic effectively, through focussing on key points and aspects. What have you learnt?
How will you apply this knowledge in practice? Reflect on your learning. Is your understanding of the topic clear
to the reader? Use appropriate terminology and define abbreviations when used.

3. Analysis
Your work must contain evidence of logical, analytical thinking, evaluation and synthesis. For example, to examine

and break information down into parts, make inferences, compile, compare and contrast information. This means
not just describing What! But also justifying: Why? How? When? Who? Where? At all times, you must provide
justification for your arguments and judgements. Evidence that you have reflected upon the ideas of others within
the subject area is crucial to you providing a reasoned and informed debate within your work. Furthermore, you
should provide evidence that you are able to make sound judgements and convincing arguments using data and
concepts. Sound, valid conclusions are necessary and must be derived from the content of your work. There
should be no new information presented within your conclusion. Where relevant, alternative solutions and
recommendations may be proposed.

Specific to this assignment: N/A

4. Practical application and deployment
You should be able to demonstrate how the subject-related concepts and ideas relate to real world situations or

a particular context. How do they work in practice? You will deploy models, methods, techniques, and/or
theories, in that context, to assess current situations, perhaps to formulate plans or solutions to solve problems,
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some of which may be innovative and creative. This s likely to involve, for instance, the use of real world examples
and cases, the application of a model within an organisation and/or benchmarking one organisation against others
based on stated criteria. You should show awareness of the limitations of concepts and theories when applied in
particular contexts.

Specific to this assignment: N/A

5. Skills for professional practice
Your work must provide evidence of the attributes expected in professional practice. This includes demonstrating

your individual initiative and/or collaborative working. You must communicate effectively in a suitable format,
which may be written and/or oral, for example, essay, management report, presentation. Work should be
coherent and well-structured in presentation and organisation.

Specific to this assignment:

You should use a font of Arial 12 point. Justify your text, in order for your journal to look professional. Use 1.5
line spacing throughout the document. Spelling and grammar should be accurate.

Essential Resources:

e Resources provided in module handbook, lecture notes, tutorial material and on Moodle / Teams.
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This section details the assessment criteria. The extent to which these are demonstrated by you determines your mark. The marks available for each criterion are
shown. Lecturers will use the space provided to comment on the achievement of the task(s), including those areas in which you have performed well and areas
that would benefit from development/improvement.
"2 P
. o . L o = T
Common Assessment Criteria Applied 5 2 g5
= sz
©
1. Research-informed Literature
Extent of research and/or own reading, selection of credible sources, application of appropriate referencing conventions.
2. Knowledge and Understanding of Subject
Extent of knowledge and understanding of concepts and underlying principles associated with the discipline.
3. Analysis
Analysis, evaluation and synthesis; logic, argument and judgement; analytical reflection; organisation of ideas and evidence
4. Practical Application and Deployment
Deployment of methods, materials, tools and techniques; application of concepts; formulation of innovative and creative solutions to solve problems.
5. Skills for Professional Practice
Attributes in professional practice: individual and collaborative working; deployment of appropriate media; presentation and organisation.
Assign ment Mark (Assessment marks are subject to ratification at the Exam Lokl oo esTooe e v e AT el appropnate)ﬁwly
Board. These comments and marks are to give feedback on module work and are for Up to 1 week late Max %
guidance only until they are confirmed. ) Over 1 week late 0%
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COMMON ASSESSMENT AND MARKING CRITERIA

OUTRIGHT FAIL 1 UNSATISFACTORY SATISFACTORY 1 GOOD 1 VERY GOOD 1 EXCELLENT 1 EXCEPTIONAL
! ! ! ! !
Assessment Criteria 80-100%
0-29% 30-39%* 40-49% 50-59% 60-69% 70-79%
1. Research-informed Little or no Poor evidence of References to a Inclusion of a range Inclusion of a wide A comprehensive Outstanding

Literature

Extent of research
and/or own reading,
selection of credible
sources, application
of appropriate

evidence of reading.

Views and findings
unsupported and
non-authoritative.

Referencing
conventions largely
ignored.

reading and/or of
reliance on
inappropriate
sources, and/or
indiscriminate use
of sources.

Referencing
conventions used

limited range of
mostly relevant
sources. Some
omissions and
minor errors.

Referencing
conventions evident
though not always

of research-
informed literature,
including sources
retrieved
independently.
Referencing
conventions mostly
consistently
applied.

range of research-
informed literature,
including sources
retrieved
independently.

Selection of
relevant and
credible sources.

range of research
informed literature
embedded in the
work. Excellent
selection of relevant
and credible
sources. High-level
referencing skills,
consistently

knowledge of
research-informed
literature
embedded in the
work. Outstanding
selection of relevant
and credible
sources. High-level
referencing skills

£ . inconsistently. applied Very good use of applied. consistently and
rererencing consistently. referencing professionally
conventions conventions, applied.
consistently
applied.
Major gaps in Gaps in knowledge, Evidence of basic Knowledge is Knowledge is Excellent Highly detailed

2. Knowledge and
Understanding of
Subject

Extent of knowledge
and understanding of
concepts and
underlying principles
associated with the
discipline.

knowledge and
understanding of
material at this
level. Substantial
inaccuracies.

with only superficial
understanding.
Some significant
inaccuracies.

knowledge and
understanding of
the relevant
concepts and
underlying
principles.

accurate with a
good understanding
of the field of study.

extensive. Exhibits
understanding of
the breadth and
depth of
established views.

knowledge and
understanding of
the main concepts
and key theories.
Clear awareness of
challenges to
established views
and the limitations
of the knowledge
base.

knowledge and
understanding of
the main
theories/concepts,
and a critical
awareness of the
ambiguities and
limitations of
knowledge.

3. Analysis

Analysis, evaluation
and synthesis; logic,
argument and
judgement; analytical
reflection;
organisation of ideas
and evidence

Unsubstantiated
generalisations,
made without use
of any credible
evidence. Lack of
logic, leading to
unsupportable/
missing conclusions.
Lack of any attempt
to analyse,
synthesise or
evaluate.

Some evidence of
analytical
intellectual skills,
but for the most
part descriptive.
Ideas/findings
sometimes illogical
and contradictory.
Generalised
statements made
with scant
evidence.
Conclusions lack
relevance.

Evidence of some
logical, analytical
thinking and some
attempts to
synthesise, albeit
with some
weaknesses.

Some evidence to
support findings/
views, but evidence
not consistently
interpreted.

Some relevant
conclusions and
recommendations,
where relevant

Evidence of some
logical, analytical
thinking and
synthesis. Can
analyse new and/or
abstract data and
situations without
guidance.

An emerging
awareness of
different stances
and ability to use
evidence to support
the argument.

Valid conclusions
and
recommendations,
where relevant

Sound, logical,
analytical thinking;
synthesis and
evaluation. Ability
to devise and
sustain persuasive
arguments, and to
review the
reliability, validity &
significance of
evidence. Ability to
communicate ideas
and evidence
accurately and
convincingly.

Sound, convincing
conclusions /
recommendations.

Thoroughly logical
work, supported by
evaluated evidence.
High quality
analysis, developed
independently or
through effective
collaboration.

Ability to
investigate
contradictory
information and
identify reasons for
contradictions.

Strong, persuasive,
conclusions,
justifiable
recommendations.

Exceptional work;
judiciously selected
and evaluated
evidence. Very high
quality analysis,
developed
independently or
through effective
collaboration.

Ability to
investigate
contradictory
information and
identify reasons for
contradictions.

Highly persuasive
conclusions

4. Practical
Application and
Deployment

Effective deployment
of appropriate
methods, materials,
tools and techniques;
extent of skill
demonstrated in the
application of
concepts to a variety
of processes and/or
contexts; formulation
of innovative and
creative solutions to
solve problems.

Limited or no use of
methods, materials,
tools and/or
techniques.

Little or no
appreciation of the
context of the
application.

Rudimentary
application of
methods, materials,
tools and/or
techniques but
without
consideration and
competence.
Flawed appreciation
of the context of
the application.

An adequate
awareness and
mostly appropriate
application of well
established
methods, materials,
tools and/or
techniques.

Basic appreciation
of the context of
the application.

A good and
appropriate
application of
standard methods,
materials, tools
and/or techniques.

Good appreciation
of the context of
the application,
with some use of
examples, where
relevant.

A very good
application of a
range of methods,
materials, tools
and/or techniques.

Very good
consideration of the
context of the
application, with
perceptive use of
examples, where
relevant.

Evidence of some
innovation and
creativity.

An advanced
application of a
range of methods,
materials, tools
and/or techniques.

The context of the
application is well
considered, with
extensive use of
relevant examples.

Application and
deployment extend
beyond established
conventions.
Innovation and
creativity evident
throughout.

Outstanding levels
of application and
deployment skills.
Assimilation and
development of
cutting edge
processes and
techniques.
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5. Skills for
Professional Practice

Demonstrates
attributes expected in
professional practice
including: individual
initiative and
collaborative working;
deployment of
appropriate media to
communicate
(including written and
oral); clarity and
effectiveness in
presentation and
organisation.

Communication
media is
inappropriate or
misapplied.

Little or no
evidence of
autonomy in the

completion of tasks.

Work is poorly
structured and/or
largely incoherent.

Media is poorly
designed and/or not
suitable for the
audience.

Poor independent
or collaborative
initiative.

Work lacks
structure,
organisation,
and/or coherence

Can communicate in
a suitable format
but with some room
for improvement.

Can work as part of
a team, but with
limited involvement
in group activities.

Work lacks
coherence in places
and could be better
structured.

Can communicate
effectively in a
suitable format, but
may have minor
errors.

Can work effectively
as part of a team,
with clear
contribution to
group activities.

Mostly coherent
work andisina
suitable structure.

Can communicate
well, confidently
and consistently in a
suitable format.

Can work very well
as part of a team,
with very good
contribution to
group activities.

Work is coherent
and fluent and is
well structured and
organised.

Can communicate
professionally and,
confidently in a
suitable format.

Can work
professionally
within a team,
showing leadership
skills as
appropriate,
managing conflict
and meeting
obligations.

Work is coherent,
very fluent and is
presented
professionally.

Can communicate
with an
exceptionally high
level of
professionalism.

Can work
exceptionally well
and professionally
within a team,
showing advanced
leadership skills.

Work is
exceptionally
coherent, very
fluent and is
presented
professionally.
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Student Self Evaluation Form

Student name: Student number:
Programme: Year of

programme
Assignment Title:

This section repeats in brief the common assessment criteria detailed on previous pages. The extent to which these
are demonstrated by you determines your mark. Using these criteria, tick the box that best indicates the level of
achievement you feel you have achieved with regard to each of them.

Level of Achievement
Common
Assessment Criteria
Applied : : : :
REFER 3rd : 2:2 : 2:1 : 15t : 15t
OUTRIGHT FAIL E UNSATISFACTORY SATISFACTORY E GOOD E VERY GOOD E EXCELLENT E EXCEPTIONAL
1. Research- 0-29% | 30-39% 40-49% ' 50-59% ! 60-69% | 70-79% : 80-100%
informed Literature
O v O O v O » O » O v O
2. Knowledge and 0-29% : 30-39% 40-49% @ 50-59% @ 60-69% @ 70-79% '@ 80-100%
Understanding of
Subject O O O O O O O
3. Analysis 0-29% : 30-39% 40-49%  50-59% : 60-69% ! 70-79% : 80-100%
O O O O O O O
4. Practical 0-29% ! 30-39% 40-49% | 50-59% | 60-69% | 70-79% | 80-100%
Application and
Deployment ; ; ; ; ;
O + O O ' a »d »d ' a
5. Skills for 0-29% ' 30-39% 40-49%  50-59% ' 60-69% . 70-79% : 80-100%
Professional ;
Practice 5
O O O O O O O
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PLEASE COMMENT ON AREAS IN WHICH YOU FEEL THAT
YOU HAVE PERFORMED WELL

PLEASE COMMENT ON AREAS YOU FEEL THAT YOU NEED
TO DEVELOP

Student’s Name

Date

Student’s Signature
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