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[bookmark: _Toc187239948]Introduction and context
Drawing on my previous professional experience as an operations manager within luxury hospitality settings, and my current role as a lecturer in Hospitality and Hotel Management at the University of Wales Trinity Saint David, I developed a proposal for a curriculum named “Going the Extra Mile.” This programme will target hospitality professionals working in environments ranging from pub service to five star luxury service, who wish to refine their capacity to move beyond standard operational tasks. Rather than focusing solely on core competencies such as taking orders or serving meals this curriculum addresses the intangible dimensions of hospitality: those subtle, often underdeveloped elements of service that inspire guests to remember their experiences fondly and return in the future.
The hospitality sector, comprising a broad spectrum of service-focused enterprises, continues to play a pivotal role in the global economy (UKHospitality, 2023). As consumer expectations rise and guests seek not merely efficient service but genuinely memorable experiences, the ability to consistently demonstrate authentic hospitality has become a key differentiator. Media commentary, professional reports, and stakeholder discussions increasingly highlight the need for enhanced soft skills such as empathy, cultural sensitivity, and proactive engagement as a means of elevating guest satisfaction and strengthening brand reputation (Rey, 2024).
This curriculum proposal will outline a programme designed to enhance the quality of hospitality service delivery by focusing on both technical competencies and the intangible dimensions of genuine hospitality. Beginning with an introduction and contextualisation of the identified need for the curriculum, this document will present a clear rationale supported by industry evidence, theoretical frameworks, and alignment with broader educational goals. It will then set out explicit curriculum aims and intended learning outcomes, followed by relevant professional standards and benchmarking measures that will ensure quality and credibility. The proposed structure, content, and timetable will be elaborated upon, along with the assessment strategy that will foster authentic, inclusive learning experiences. Recommended readings and resources will further support learner development, while an emphasis on both subject-specific and transferable skills will prepare participants for career progression and lifelong learning. Finally, the conclusion will summarise the curriculum’s key features, anticipated impact, and potential pathways for future refinement.
[bookmark: _Toc187239949]Rationale for the curriculum
[bookmark: _Toc187239950]Justification for the curriculum
The UK hospitality sector has long been criticised for its inability to consistently deliver genuinely memorable guest experiences. While operational standards, such as efficiency and accuracy, are generally met, the intangible elements of hospitality such as empathy, cultural sensitivity, and the ability to anticipate guest needs are frequently overlooked. This oversight has been highlighted by industry leaders, media commentary, and customer feedback. Karen Jones (2023), a respected figure in the sector, has warned that the increasing reliance on automation risks diminishing the human connection essential to exceptional hospitality, stating, “A positive, consistent customer experience cannot happen consistently without a service culture where that care is paramount”. Similarly, Tim Hayward (2023) observes that while UK establishments often meet expectations for food and decor, the lack of warm, personalised interactions leaves guests feeling they have settled for mediocrity.
Customer feedback further underscores this issue. A survey by HGEM (2023) reveals that one of the top complaints among diners is "having to ask for service," highlighting a lack of attentiveness and proactive engagement. Research by Campion and Rogers (2023) echoes these findings, with "slow service and rude staff" frequently cited as reasons for negative reviews, demonstrating the critical role of personalised interactions in guest satisfaction. In a documentary published by Our Stories (2022) an employee from the Shard Hotel reflected this gap in understanding, stating, "I’m not sure where the extra mile starts or what it even looks like; we’re told to smile and be polite, but beyond that, it’s unclear.” This sentiment illustrates the need for structured guidance in developing the intangible qualities that distinguish standard service from exceptional hospitality.
Reports by industry analysts such as Shep Hyken (2024) also highlight the growing importance of personalised service in shaping guest perceptions. His analysis reveals that customer-staff interactions are increasingly significant in determining satisfaction, with customers prioritising engagement and warmth over operational efficiency. Similarly, Noctor’s (2024) reports that as customers eat out less frequently, they seek greater value for their money, making personalised service a crucial differentiator in a competitive market.
Upon reviewing the BA (Hons) Hospitality and Hotel Management curriculum from University of Wales Trinity Saint David, as well as similar hospitality programmes across UK institutions, it becomes evident that existing courses primarily emphasise the operational and service-oriented aspects of hospitality management. Modules such as Business Skills for the International Hotel Industry and Hospitality and Guest Services for the Hotel Industry focus on technical competencies such as managing guest services, operational systems, marketing essentials, and personnel resourcing (UWTSD, 2024). While these are crucial to the functionality of hospitality establishments, there is a noticeable gap in the development of the intangible elements of hospitality, which include empathy, cultural sensitivity, emotional intelligence, and personalised guest engagement (Völker, Blal and Mortillaro, 2023)
As reported by Ali et al. (2020) and published by The Institute of Hospitality (2024), existing curricula in universities and colleges primarily target students who are not yet working in the hospitality industry, focusing on operational, service-oriented skills necessary for entering the sector and performing foundational roles. However, the hospitality industry is a rapidly evolving environment, often employing individuals with limited or no formal education or prior experience in the field. Current training within establishments is frequently delivered internally by team members who themselves may lack substantial experience in teaching or structured training (Waqanimaravu and Arasanmi, 2020).
The proposed curriculum will address this gap by equipping these inexperienced trainers with a straightforward model and practical tasks to develop the skills of their teams. This approach focuses on enhancing service quality to exceed guest expectations and embody the concept of "going the extra mile." Unlike traditional university or college programmes, the curriculum is specifically designed for implementation within hospitality organisations. Its purpose is to complement, not replace, existing curricula or training processes, by offering targeted support that bridges the gap between operational and exceptional service delivery.
[bookmark: _Toc187239951]Relevant theoretical and pedagogical underpinnings
The curriculum is rooted in constructivist and experiential learning theories, which provide a robust framework for fostering meaningful, applied learning. Constructivist theory, as articulated by Kolb (1984), emphasises the active role of learners in constructing their own knowledge through experience, reflection, and application. Within this curriculum, learners will engage in authentic scenarios that mimic real-world hospitality challenges. Kolb's (1984) experiential learning cycle comprising concrete experience, reflective observation, abstract conceptualisation, and active experimentation provides a structured approach for embedding knowledge through practical application. This model is particularly well-suited to the hospitality context, where practice and adaptability are crucial for professional growth. Building on Kolb's foundation, Jarvis (2009) highlights the importance of reflective observation as a key component of professional development, enabling learners to critically assess and adapt their practices within dynamic environments.
The curriculum incorporates humanistic educational principles, focusing on empathy, emotional intelligence, and intercultural competence. Rooted in Rogers' (1969) humanistic theory, it centres on learners' cognitive and emotional development, aligning with the goal of fostering genuine hospitality. This approach emphasises qualities like warmth, proactivity, and cultural sensitivity, which elevate service standards. Rogers highlights that learner-centred methods promote personal growth, essential for roles involving authentic interpersonal engagement. Similarly, Goleman (2020) underscores emotional intelligence as a key skill for managing relationships and navigating complex social dynamics, particularly in hospitality.
Additionally, the curriculum draws on William Pinar’s (1975) theory of currere, emphasising learners' subjective experiences in educational design. Pinar’s reflective framework encourages critical examination of past experiences, current practices, and future aspirations, a process embedded in the curriculum’s structure, especially during the final session on observation, feedback, and self-assessment. This reflective journey helps learners internalise principles of exceptional hospitality and translate them into actionable behaviours. Biesta (2013) builds on Pinar’s ideas, advocating for education that embraces risk, reflection, and self-awareness, core elements of the programme’s focus on personal and professional growth.
These theoretical underpinnings address the needs of the hospitality sector. Constructivism ensures that learning is dynamic and applicable, while experiential learning embeds knowledge through practice. Humanistic principles develop the interpersonal and emotional intelligence necessary for authentic interactions, and Pinar’s reflective framework fosters deep personal and professional growth. 
[bookmark: _Toc187239952]Curriculum aims and learning outcomes
[bookmark: _Toc187239953]Aims of the programme
The aim of the “Going the Extra Mile” curriculum is to enhance the quality of hospitality service delivery by equipping professionals with the skills and knowledge required to consistently exceed guest expectations. 
The programme focuses on developing the intangible elements of hospitality, such as empathy, cultural sensitivity, emotional intelligence, and personalised guest engagement. By bridging the gap between standard operational competencies and exceptional hospitality practices, this curriculum seeks to elevate service standards within organisations, foster guest loyalty, and align with the UK hospitality sector QAA benchmarks.
[bookmark: _Toc187239954]Intended learning outcomes 
The intended learning outcomes for this programme are designed to guide learners toward achieving the overarching aims in a structured, measurable manner. By the end of the curriculum, learners will be able to:
· Differentiate routine service delivery and genuine hospitality, demonstrating knowledge of how intangible elements shape the guest experience.
· Apply principles of emotional intelligence and cultural sensitivity to interact with diverse guests, thereby fostering an inclusive and welcoming environment.
· Evaluate personal performance and reflect constructively on practice, identifying specific strategies for continuous improvement and professional growth.
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Professional standards and benchmarking
[bookmark: _Toc187239956]Relevant professional bodies and accreditation requirements
This curriculum will be proposed for accreditation by the Institute of Hospitality (IoH), thereby ensuring that its content, learning activities, and assessment methods align with industry-recognised standards. Through periodic review and consultation with IoH representatives, the programme will be adjusted to reflect current professional competencies and emerging sector trends. According to IoH (2024), securing the accreditation will help enhances the curriculum’s credibility, signals to employers and learners alike that the programme’s learners are equipped with industry-relevant knowledge, skills, and professional values. The proposed accreditation will also align with UWTSD’s Professional Practice Framework Policy, fostering stronger collaboration between industry professionals, professional bodies, and higher education institutions (UWTSD, 2024).
[bookmark: _Toc187239957]National frameworks and benchmark statements
The design and delivery of the “Going the Extra Mile” curriculum is underpinned by the United Kingdom Professional Standards Framework (UKPSF) (2023) and informed by the QAA Subject Benchmark Statements for Hospitality, Leisure, Sport, and Tourism (2019). These frameworks ensure alignment with recognised academic and professional standards while fostering learner development through structured, measurable learning outcomes. The UKPSF provides a clear structure for aligning the curriculum with professional standards, mapping Intended Learning Outcomes (ILOs) to key Descriptors and Dimensions of Practice. This ensures that the programme adheres to the highest educational and professional expectations.
[bookmark: _Toc187239958]Mapping learning outcomes to the UKPSF 
The table below illustrates how the ILOs of the programme align with specific UKPSF (2023) Descriptors and Dimensions of Practice. This alignment ensures that the curriculum fosters both academic rigor and professional competency.

	Intended Learning Outcome
	Relevant UKPSF Descriptors and Dimensions

	Differentiate routine service delivery and genuine hospitality, demonstrating knowledge of how intangible elements shape the guest experience.
	Descriptor 1 (D1): Application of appropriate Core Knowledge. Demonstrates effective approaches to learning and teaching in the context of hospitality. 
Core Knowledge (K1): Awareness of the subject material and how it informs professional practice. 
Areas of Activity (A1): Design and plan learning activities tailored to the hospitality environment.

	Apply principles of emotional intelligence and cultural sensitivity to interact with diverse guests, thereby fostering an inclusive and welcoming environment.
	Descriptor 2 (D2): Supports students’ understanding and practice of cultural inclusivity and interpersonal competence. 
Professional Values (V1): Commitment to respecting individual learners and fostering inclusivity. 
Core Knowledge (K3): Knowledge of diverse cultural contexts and their application in hospitality practices.

	Evaluate personal performance and reflect constructively on practice, identifying specific strategies for continuous improvement and professional growth.
	Descriptor 3 (D3): Actively engages in practices that foster critical reflection and professional growth. 
Professional Values (V3): Promotes reflective practice and continuous improvement. 
Areas of Activity (A5): Evaluates and enhances teaching and learning practices based on reflective and evidence-based approaches.



[bookmark: _Toc187239959]Integration and application of QAA Subject Benchmark Statements
The curriculum aligns with the most recent QAA Subject Benchmark Statements (2019) for Hospitality, Leisure, Sport, and Tourism, ensuring its design and delivery reflect the highest academic and professional standards. These benchmarks emphasise integrating subject-specific knowledge with transferable skills, such as critical thinking, adaptability, and interpersonal communication, to prepare graduates for the dynamic and competitive hospitality sector. The curriculum addresses these priorities by emphasising intangible elements of service delivery. It is important to note that the 2019 Benchmark remains the most current guidance for the Hospitality discipline.
Professional and practice-based context
The curriculum applies subject knowledge in professional, practice-based settings by structuring learning around real-world workplace scenarios. This ensures theoretical concepts are directly linked to practical challenges, improving individual and organisational performance.
Interdisciplinary approach
Drawing from business management, social sciences, and cultural studies, the curriculum integrates guest behaviour insights with strategies to enhance interpersonal interactions. This interdisciplinary approach provides learners with a broad understanding of hospitality as both a business and social phenomenon.
Development of transferable skills
The curriculum embeds critical thinking, leadership, and reflective practice through activities like role-playing, peer feedback, and self-evaluation. These methods ensure learners develop skills that remain relevant in an evolving industry.
Cultural and ethical awareness
With inclusivity and sustainability at its core, the curriculum trains learners to anticipate diverse guest needs and respond to cultural differences. This aligns their practices with ethical and sustainability goals while promoting inclusive service environments.
Supporting employability and lifelong learning
Reflective practices encourage adaptability and continuous improvement, supporting lifelong learning and professional development. By focusing on intangible aspects of hospitality, the curriculum equips learners with unique skills to advance their careers and pursue leadership roles.

[bookmark: _Toc187239960]
Curriculum structure, content, and timetable
[bookmark: _Toc187239961]Programme structure 
This “Going the Extra Mile” curriculum will be delivered as a single short course comprised of three focused sessions. These sessions are designed to progressively guide learners from foundational theoretical concepts to applied practice and reflective evaluation. Although concise in format, the modular structure ensures coherence, depth, and immediate relevance for participants working in hospitality.
Entry will not require prior formal educational, ensuring accessibility to a wide range of learners. However, participants should have practical experience in the hospitality industry to fully engage with and benefit from the programme. 
The programme will be delivered through three structured sessions, each lasting 4 hours. These sessions can be scheduled on three consecutive days or spread over three separate weeks, depending on the facilitator's discretion. This flexible approach will accommodate learner needs, facility availability, and business requirements.
Session 1: Theoretical foundations
Session 2: Applied practice
Session 3: Reflective analysis and feedback
[bookmark: _Toc187239962]Teaching schedule and delivery modes
The course will be delivered face-to-face in the learner’s own professional setting, typically a hotel or restaurant. This approach ensures immediate contextualisation and integration of theoretical knowledge into real-world practice. The three sessions are scheduled in a manner that allows participants to directly observe, experiment, and reflect upon their professional conduct in authentic workplace scenarios. This delivery format supports experiential learning, facilitating both peer interaction and instantaneous feedback from peers or supervisors.
[bookmark: _Toc187239963]Session breakdown 
The table below provides an overview of the session structure, illustrating how the core themes and activities evolve from foundational theory to applied practice and reflective evaluation.
	Session
	Focus
	Key Topics/Activities
	Intended Outcomes

	1. 
Theoretical Foundations 
	Defining Hospitality & Service Excellence
Emotional Intelligence & Cultural Sensitivity
	Introduce key concepts of genuine hospitality

Explore differences between service and hospitality

Discuss emotional intelligence and cultural contexts
	Learners understand the core principles of hospitality and recognise how intangible factors influence guest experience

	2. 
Applied Practice 
	Practical Application & Observation
Customised Role-Plays & Real-Time Feedback
	Implement learned concepts in service interactions

Engage in scenario-based role-play exercises within the actual workplace

Receive immediate feedback from peers and supervisors
	Learners gain practical experience, refining their approach to guest engagement and applying theoretical insights in a real hospitality setting

	3. 
Reflective Analysis 
	Critical Reflection & Continuous Improvement
Action Planning for Future Practice
	Analyse observed behaviours and outcomes of previous session

Reflect on successes, challenges, and areas for improvement

Develop a personal action plan to sustain and enhance hospitality standards
	Learners identify strengths, recognise opportunities for growth, and create strategies to continually improve hospitality delivery
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Resource and facility requirements
To deliver the sessions effectively, the following resources and facilities are required:
Physical Venue: A designated training area within the hospitality establishment (e.g., a function room, dining area during off-peak hours) that supports group discussion and role-play activities.
Training Materials: Handouts summarising theoretical concepts, checklists for service standards, and reflective worksheets to guide personal evaluation.
Audio-Visual Equipment: A laptop, projector, and speakers for presenting short training videos or instructional slides.
Practical Tools: Table settings, menu cards, and real or simulated scenarios (such as mock bookings) for role-play exercises.
Observation Tools: Feedback forms and checklists that supervisors and peers can use to document performance and provide structured commentary.
[bookmark: _Toc187239965]Staffing considerations
Delivering the curriculum effectively will require:
Instructor/Facilitator: An experienced hospitality professional with strong training and mentoring capabilities. Their role includes leading theoretical discussions, guiding practical exercises, and facilitating reflective activities.
Supervisors/Managers: On-site managerial staff familiar with the organisation’s operational standards. They will provide real-time feedback, support scenario set-ups, and offer insights into the brand’s service philosophy.
Support Staff: Colleagues or team members to participate as ‘guests’ during role-plays, ensuring authenticity in applied practice sessions.
[bookmark: _Toc187239966]Assessment strategy
The assessment strategy for the “Going the Extra Mile” curriculum is guided by inclusivity, authenticity, and learner-centred principles. Following Boud’s (2022) recommendation that assessment should ensure learning outcomes are met, enable immediate application, and build self-assessment skills, the strategy evaluates learners’ abilities in both tangible and intangible aspects of hospitality service. This approach aligns with professional standards while fostering reflective and adaptive practices.
Informed by Rossi’s (2023) Inclusive Learning Design framework, the assessments reflect the diversity of learners' backgrounds and experiences, incorporating learner voice and choice. This empowers participants to engage meaningfully with their development. By prioritising practice-based assessments, such as role-playing and reflective writing, the programme bridges theoretical knowledge with applied skills to support continuous professional growth (Rossi, 2023).
Aligned with Black and Wiliam’s (1998) emphasis on formative assessment, the curriculum integrates ongoing feedback mechanisms to drive self-improvement.
[bookmark: _Toc187239967]Formative assessments:
Role-Play Exercises: Simulated guest-service interactions, conducted during the practical session, allow learners to apply emotional intelligence and adaptability while receiving immediate verbal feedback.
Reflective Diaries: Participants document their evolving understanding of “going the extra mile,” capturing observations, challenges, and insights gained throughout the programme.
[bookmark: _Toc187239968]Summative assessments:
Practical Performance Review: Observations of learners' real-world or simulated interactions with guests are evaluated using standardised rubrics.
Final Reflective Report: Learners produce a journal or presentation outlining how they have integrated theoretical principles into their practice and identifying strategies for further professional development.
[bookmark: _Toc187239969]Assessment criteria and rubric
The curriculum will use a qualitative marking rubric to evaluate learner performance, emphasising constructive feedback over formal grades. This approach aligns with Boud and Molloy’s (2013) view that assessment should prioritise learner growth rather than outcome measurement. By de-emphasising grades, the curriculum supports learners in internalising hospitality principles and continuously improving their skills.
The rubric, informed by QAA principles (2018), provides clear performance indicators from “Needs Further Development” to “Exceptional Performance,” ensuring consistent and objective evaluations
	Criteria
	Exceptional Performance
	Strong Performance
	Developing Performance
	Needs Further Development

	Technical Competence
	Demonstrates outstanding accuracy, efficiency, and attention to detail in service delivery, setting a high professional standard 
	Shows consistent technical skills with occasional lapses, demonstrating a solid foundation in service delivery.
	Delivers service with basic competence but requires further refinement to achieve consistency and quality.
	Lacks foundational technical skills required for accurate or efficient service delivery, resulting in frequent errors.

	Interpersonal Skills
	Exhibits exceptional communication, empathy, and cultural sensitivity, creating meaningful connections with guests and colleagues 
	Communicates effectively and empathetically, with minor lapses in engagement or sensitivity.
	Shows basic communication and empathy but struggles with maintaining consistent engagement or addressing cultural nuances.
	Communication lacks clarity or empathy, with limited effort to connect with guests, resulting in negative guest experiences.

	Proactivity and Adaptability
	Anticipates guest needs proactively, adapts seamlessly to diverse situations, and resolves challenges with innovative solutions, ensuring guest satisfaction 
	Addresses guest needs effectively and adjusts to changing situations, though with a more reactive approach.
	Responds to guest needs adequately but shows limited initiative or adaptability when faced with unfamiliar challenges.
	Rarely anticipates guest needs or adapts to new situations, often requiring significant external guidance to navigate service challenges.

	Reflective Practice
	Provides insightful and critical analysis of personal performance, linking reflections to actionable improvements that demonstrate growth and self-awareness 
	Reflects on performance effectively, identifying areas for improvement with moderate depth and actionable ideas.
	Shows some self-reflection but with limited depth, offering superficial or generic insights into areas for development.
	Displays minimal or no reflection, with little effort to identify areas for personal growth or link learning to future practice.



The absence of formal grading aligns with Boud’s (1995) principle that assessment should foster ongoing learning rather than finite achievement. Standardised grades often fail to capture the nuanced interpersonal and reflective skills vital to hospitality excellence. 
By prioritising personalised feedback, the rubric supports:
Professional Growth: Feedback tailored to individual needs enables learners to identify specific strengths and areas for improvement, promoting continuous development (Boud and Molloy, 2013).
Reflective Practice: Encouraging self-assessment and iterative learning aligns with Kolb’s (1984) experiential learning cycle and Pinar’s (1975) emphasis on reflection as a driver of growth.
Real-World Relevance: The qualitative approach mirrors feedback mechanisms in professional settings, where evaluations are often centred on constructive input rather than formal grades (Goleman, 2020).
This criterion-based feedback fosters a learner-centred environment, empowering participants to take ownership of their development. Removing grades encourages engagement with the curriculum as a dynamic, iterative process, building confidence and competence in professional hospitality practice.
[bookmark: _Toc187239970]
Ensuring equity, inclusivity, and authenticity in assessment
The curriculum’s assessment tasks are designed to accommodate diverse learner backgrounds, following Rossi’s (2023) emphasis on inclusivity. Role-plays and reflective reports can be adapted to reflect individual contexts, ensuring assessments are both equitable and relevant. These approaches align with the Welsh Government’s focus on vocational and academic inclusivity, as highlighted in Estyn’s (2024) quality assurance standards.
A distinctive feature of the curriculum is its integration of peer and self-assessment, which are designed to foster learner engagement, deepen understanding, and directly support professional growth in the context of hospitality service delivery.
Peer assessment
In the second session of the curriculum, peer assessment is introduced during role-play exercises where learners simulate real-world guest interactions. Each participant observes and evaluates their peers’ performance using a standardised rubric, focusing on key aspects such as communication, empathy, and adaptability. Facilitators guide learners through the evaluation process, ensuring constructive feedback is shared in a supportive and respectful manner.
This activity fosters collaboration and encourages learners to gain fresh perspectives by analysing the approaches of their peers. It also builds critical thinking skills as learners identify strengths and areas for improvement based on agreed-upon criteria. The process mirrors real-world team dynamics, where hospitality professionals often rely on peer feedback to enhance service standards. Furthermore, it reinforces the importance of shared responsibility in creating exceptional guest experiences (Black and Wiliam, 1998).
Self-assessment
Self-assessment is embedded throughout the programme, particularly during reflective diary tasks and the final session dedicated to feedback. Learners are encouraged to critically evaluate their performance after role-play exercises and practical tasks, using a structured self-assessment template aligned with the curriculum’s learning outcomes. This template prompts learners to identify specific strengths, acknowledge challenges faced, and propose actionable strategies for improvement.
Guided self-assessment supports learners in developing self-awareness and accountability. Facilitators provide examples of effective self-evaluation and guide participants in linking their reflections to theoretical principles, such as Kolb’s (1984) experiential learning cycle, which emphasises learning through reflection on experience. This approach helps learners internalise the intangible elements of hospitality, such as cultural sensitivity and emotional intelligence, and identify ways to apply these skills in diverse professional contexts.
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Recommended reading and resources
[bookmark: _Toc187239972]Core texts
Guidara, W. (2024) Unreasonable Hospitality: The Remarkable Power of Giving People More Than They Expect. London: Ebury Edge 
Cook, S. (2008) Customer care excellence: how to create an effective customer focus. 5th ed. London: Kogan Page Ltd.
[bookmark: _Toc187239973]Academic journals
· International Journal of Hospitality Management
· Service Industries Journal
· Journal of Hospitality & Tourism Research.
[bookmark: _Toc187239974]Industry-focused magazines: 
· The Caterer 
· Hospitality Insights
· Luxury Hospitality Magazine
[bookmark: _Toc187239975]Reports and white papers from: 
· UKHospitality 
· The Institute of Hospitality
[bookmark: _Toc187239976]Multimedia resources and online learning tools
LinkedIn Learning: Offers a range of e-learning modules related to hospitality management, customer service, and leadership.
Hospitality Podcasts: 
· Hospitality Mavericks by Michael Tingsager	
· Hospitality Daily Podcast with Josiah Mackenzie
· Checking In with Anthony and Glenn




[bookmark: _Toc187239977]Conclusion
The “Going the Extra Mile” curriculum represents a strategic and learner-centred approach to addressing key gaps in hospitality training. By focusing on developing intangible service elements such as empathy, cultural sensitivity, emotional intelligence, and proactive guest engagement, it seeks to elevate service delivery standards within the industry. Aligned with national frameworks, including the UKPSF and QAA Subject Benchmark Statements, the curriculum ensures both academic rigor and professional relevance, equipping participants with skills that meet evolving industry expectations.
Key features include its experiential and reflective pedagogical design, flexible and inclusive assessment strategies, and emphasis on peer and self-assessment. These elements collectively foster a well-rounded learning environment that encourages collaboration, critical thinking, and lifelong professional growth. By situating learning in real-world contexts, the curriculum empowers learners to apply theoretical knowledge to their professional practice, delivering immediate benefits for individuals and their organisations.
The anticipated impact of the programme extends beyond individual skill enhancement to encompass significant benefits for the well-being of hospitality businesses. By fostering reflective practitioners who consistently strive to "go the extra mile," the curriculum is expected to enhance customer interactions, leading to greater guest satisfaction and loyalty. These improved relationships with customers are likely to result in fewer complaints, a stronger reputation, and increased revenue for participating businesses. Additionally, by aligning with global benchmarks and emphasising exceptional service delivery, the programme positions organisations to compete more effectively on an international scale while reinforcing their commitment to excellence.
Future refinement of the curriculum will involve ongoing consultation with industry stakeholders and learners, as well as periodic reviews to incorporate emerging trends and best practices. This iterative approach will ensure that the programme remains dynamic, responsive, and impactful, continuing to shape a new standard of excellence in hospitality training.
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	Topic: Going the Extra Mile - Applied Practice
	Class: Hospitality Professionals

	Date: Session 2 of curriculum
	Length of lesson: 4 hours
	Number of students: From 10 to 20

	Resources required:
· Training area within the organisation (e.g., hotel dining room, restaurant floor)
· Mock service setups (tables, chairs, menus)
· Feedback rubrics for peer and facilitator assessment
· Role-play scenarios

	Aim of Lesson
To provide learners with hands-on experience in delivering exceptional hospitality by applying the principles of empathy, cultural sensitivity, and proactive guest engagement.

	Learning Outcomes – The Learners Should Be Able To:
1. Implement principles of emotional intelligence and cultural sensitivity during service delivery.
2. Demonstrate the ability to anticipate guest needs and respond proactively.
3. Apply feedback from peers and facilitators to refine service interactions

	Previous student knowledge required for the session:	 
To successfully engage in this session, learners should have a basic understanding of the core principles of hospitality, as covered in Session 1, including the difference between service and hospitality.

	Anticipated difficulties (if applicable):
Adapting to Role-Play: Some learners may feel self-conscious or hesitant about participating in role-play exercises, especially if they are unfamiliar with acting out scenarios.
Receiving Feedback: Learners may find it challenging to accept constructive feedback from peers or facilitators without feeling defensive

	Professional Standards (where are these being met within the session)
Descriptor 2 (D2): Supports students’ understanding and practice of cultural inclusivity and interpersonal competence. 
Professional Values (V1): Commitment to respecting individual learners and fostering inclusivity. 
Core Knowledge (K3): Knowledge of diverse cultural contexts and their application in hospitality practices.



Lesson Detail:
	Stage
	Focus
	Strategy
	Time

	Recap

	Welcome and review of key concepts from Session 1
	Facilitator-led discussion and Q&A
	15 minutes


	Introduction

	Greeting and introduction to the topic
Overview of Lesson aims & objectives
	Teacher led delivery

	5 minutes


	Development 

	Role-Play Activities
Simulated guest-service interactions
	Learners participate in guided role-plays, alternating roles as guests, servers, and observers. Facilitator provides guidance and feedback throughout
	120 minutes 

	Break
	Students take a break outside of learning environment
	This might start conversations and support the peer review and feedback discussion coming next
	30 minutes

	Development 

	Peer and Facilitator Feedback
Reflect on the role-play activities
	Learners receive structured feedback using rubrics and share observations with the group. Facilitator summarises key takeaways
	60 minutes 

	Conclusion
	Conclusion and Recap 
Summary of key takeaways
Q&A 
Brief introduction of session 3
	
Facilitator-led discussion and Q&A 

Facilitator to introduce self-reflection principles in readiness of session3
	
10 minutes  


	Assessment Strategies: when and how are they included within the lesson?
 Formative Assessment:
During role-play activities, learners will be observed by peers and facilitators using structured rubrics that focus on empathy, cultural sensitivity, and proactivity. Immediate verbal feedback will be provided.

Summative Assessment:
A performance review will be conducted based on learners’ role-play interactions, evaluated using standardised criteria from the assessment rubric.



Supporting Teaching Resources
Role-play scenarios
Scenario 1: A Guest with Special Dietary Needs
Objective: To develop empathy and proactive problem-solving skills in addressing a guest’s specific requirements.
Setup: A learner plays the role of a guest who has multiple dietary restrictions (e.g., gluten-free, dairy-free, nut allergy). Another learner acts as the server, and a third observes the interaction.
Task: The guest asks detailed questions about menu items, expresses frustration over limited options, and requests modifications to their meal. The server must:
· Demonstrate empathy for the guest’s concerns.
· Proactively offer suitable alternatives or solutions.
· Communicate effectively with the kitchen staff (role-played by the facilitator or another learner) to ensure the request is met safely.
Assessment Focus:
· Active listening and empathetic communication.
· Proactivity in offering solutions and anticipating follow-up questions.
· Clarity and professionalism in communicating with team members.




Scenario 2: Handling a Culturally Diverse Group
Objective: To practice cultural sensitivity and adaptability in a multi-guest interaction.
Setup: A group of learners plays the role of a culturally diverse group of guests, each with different expectations regarding dining etiquette and service speed. The server must adapt to the varying needs while maintaining consistency and professionalism.
Task: Guests exhibit different preferences (e.g., one guest prefers a quick meal, another expects detailed explanations of each dish, and a third requires assistance translating the menu). The server must:
· Adapt their service approach for each guest while ensuring the group’s collective needs are met.
· Use culturally appropriate language and non-verbal cues.
· Maintain composure and professionalism in balancing conflicting expectations.
Assessment Focus:
· Cultural sensitivity in communication and service delivery.
· Ability to anticipate and adapt to diverse needs.
· Maintaining group harmony while addressing individual preferences.

Scenario 3: Recovering a Service Failure
Objective: To demonstrate emotional intelligence and proactive engagement in resolving guest dissatisfaction.
Setup: A learner plays the role of a dissatisfied guest whose food order was delayed or incorrect. Another learner acts as the server, and a third observer records feedback.
Task: The guest expresses disappointment with their experience, possibly becoming visibly upset. The server must:
· Acknowledge sincerely and take ownership of the issue.
· Demonstrate emotional intelligence by staying calm, empathetic, and professional.
· Proactively offer a resolution (e.g., replacing the meal, offering a complimentary item).
Assessment Focus:
· Sincerity and professionalism in the Acknowledgement of the issue.
· Emotional intelligence in managing guest emotions and de-escalating the situation.
· Proactivity and creativity in proposing a resolution.



Feedback rubric

	Criteria
	Exceptional Performance
	Strong Performance
	Developing Performance
	Needs Further Development

	Technical Competence
	Demonstrates outstanding accuracy, efficiency, and attention to detail in service delivery, setting a high professional standard 
	Shows consistent technical skills with occasional lapses, demonstrating a solid foundation in service delivery.
	Delivers service with basic competence but requires further refinement to achieve consistency and quality.
	Lacks foundational technical skills required for accurate or efficient service delivery, resulting in frequent errors.

	Interpersonal Skills
	Exhibits exceptional communication, empathy, and cultural sensitivity, creating meaningful connections with guests and colleagues 
	Communicates effectively and empathetically, with minor lapses in engagement or sensitivity.
	Shows basic communication and empathy but struggles with maintaining consistent engagement or addressing cultural nuances.
	Communication lacks clarity or empathy, with limited effort to connect with guests, resulting in negative guest experiences.

	Proactivity and Adaptability
	Anticipates guest needs proactively, adapts seamlessly to diverse situations, and resolves challenges with innovative solutions, ensuring guest satisfaction 
	Addresses guest needs effectively and adjusts to changing situations, though with a more reactive approach.
	Responds to guest needs adequately but shows limited initiative or adaptability when faced with unfamiliar challenges.
	Rarely anticipates guest needs or adapts to new situations, often requiring significant external guidance to navigate service challenges.

	Reflective Practice
	Provides insightful and critical analysis of personal performance, linking reflections to actionable improvements that demonstrate growth and self-awareness 
	Reflects on performance effectively, identifying areas for improvement with moderate depth and actionable ideas.
	Shows some self-reflection but with limited depth, offering superficial or generic insights into areas for development.
	Displays minimal or no reflection, with little effort to identify areas for personal growth or link learning to future practice.
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Lesson Plan
	Topic: Going the Extra Mile - Reflective Analysis and Feedback
	Class: Hospitality Professionals

	Date: Session 3 of curriculum
	Length of lesson: 4 hours
	Number of students: From 10 to 20

	Resources required:
· Training area within the organisation (e.g., meeting room, boardroom)
· Reflection journals or digital alternatives
· Feedback summaries from previous sessions
· Action Plan template

	Aim of Lesson
To enable learners to critically evaluate their service performance, internalise feedback, and develop actionable strategies for continuous professional growth

	Learning Outcomes – The Learners Should Be Able To:
1. Analyse their service delivery using structured feedback.
2. Identify specific areas for improvement and propose strategies to address them.
3. Develop a personalised action plan for ongoing professional development.

	Previous student knowledge required for the session:	 
To successfully engage in this session, learners should have:
A thorough understanding of the principles and concepts introduced in Sessions 1 and 2, particularly the intangible elements of hospitality (e.g., empathy, cultural sensitivity, emotional intelligence).
Experience in applying these concepts during role-play exercises and real-world interactions.
Familiarity with the feedback received in Session 2, including both peer and facilitator assessments

	Anticipated difficulties (if applicable):
Analysing Feedback Critically: Learners may find it challenging to interpret feedback constructively, particularly if they are not accustomed to reflective practices.
Acknowledging Weaknesses: Some participants might struggle with identifying areas for improvement, either due to overconfidence or discomfort with self-critique.
Developing Action Plans: Learners may find it difficult to translate abstract feedback into concrete, actionable steps for professional growth.

	Professional Standards (where are these being met within the session)
Descriptor 3 (D3): Actively engages in practices that foster critical reflection and professional growth. 
Professional Values (V3): Promotes reflective practice and continuous improvement. 
Areas of Activity (A5): Evaluates and enhances teaching and learning practices based on reflective and evidence-based approaches.



Lesson Detail:
	Stage
	Focus
	Strategy
	Time

	Recap

	Welcome and review of key learning from Session 2
	Facilitator-led discussion and Q&A
	15 minutes


	Introduction

	Greeting and introduction to the topic
Overview of Lesson aims & objectives

	Teacher led delivery

	5 minutes


	Development 

	Feedback Review
Discuss feedback received from peers and facilitators in Session 2
	Group discussion to analyse key themes and trends in the feedback.
	30 minutes 

	Development 

	Reflective Journaling & Action Planning
Individual analysis of strengths and areas for improvement
	Learners develop reflection journals to document insights and action points. Facilitator provides one-on-one guidance as needed.
	90 minutes 

	Break
	Students take a break outside of learning environment
	This might provide a good environment for sharing ideas
	30 minutes

	Development 

	Sharing of Action Plan
Present a personalised action plan.
	Learners share their plans in small groups, providing peer feedback and suggestions for enhancement
	60 minutes

	Conclusion
	Conclusion and Recap 
Summary of key takeaways
Q&A 
	Facilitator-led discussion and Q&A 
	10 minutes  


	Assessment Strategies: when and how are they included within the lesson?
Formative Assessment:
Reflective journaling will be used to document insights and progress, enabling facilitators to provide ongoing guidance.
Summative Assessment:
Learners will develop and present a personalised action plan for ongoing professional development, which will be evaluated based on clarity, feasibility, and alignment with feedback.



Supporting Teaching Resources
Reflective journal guidance
This will be made available in a digital format to accommodate individual learner preferences.

	Section
	Guiding Questions
	Learner’s Response

	1. Overview of the Activity/Scenario
	- What was the context or scenario you participated in? (e.g., role-play, real-world interaction) 
- What was your role in the activity?
	

	2. Key Observations
	- What went well during the interaction? 
- What challenges did you encounter?
	

	3. Application of Key Concepts
	- How did you apply the principles of empathy, cultural sensitivity, or emotional intelligence? 
- Were you able to anticipate guest needs and respond proactively? Provide examples.
	

	4. Feedback Received
	- What feedback did you receive from peers, facilitators, or observers? 
- How did this feedback align with your own perceptions of your performance?
	

	5. Self-Assessment
	- What strengths did you demonstrate? 
- What areas need improvement?
	

	6. Lessons Learned
	- What were your key takeaways from this activity? 
- How will these insights influence your approach to similar situations in the future?
	

	7. Next Steps
	- What specific actions will you take to address the areas for improvement? 
- How will you measure your progress?
	


Action Plan template
This will be made available in a digital format to accommodate individual learner preferences.
	Section
	Guiding Questions
	Learner’s Response

	1. Goal Overview
	- What is the specific skill or area you want to improve?
	

	2. Specific
	- What exactly do you want to achieve? (Be precise and detailed.)
	

	3. Measurable
	How will you measure progress or success?
	

	4. Achievable
	Is this goal realistic given your resources and constraints?
	

	5. Relevant
	How does this goal align with your professional role and aspirations?
	




	

	6. Time-Bound
	What is your deadline for achieving this goal?
	

	7. Action Steps
	What specific steps will you take to achieve this goal?
	

	8. Resources Required
	hat tools, support, or materials will you need?
	

	9. Potential Challenges and Solutions
	What obstacles might you face, and how will you overcome them?
	

	10. Progress Checkpoints
	How will you track your progress?

	

	11. Final Evaluation
	How will you know you have achieved this goal?
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QAA Subject Benchmark statement for Events, Leisure, Hospitality, Sports and Tourism
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